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ABSTRACT
The purpose of this study was to analyze the effect of outsourcing on service delivery in public entities, with specific focus on Kampala Metropolitan Police Force. The objectives of the study were: To assess the effect of outsource planning on service delivery of Kampala Metropolitan Police Force; to examine the effect of supplier selection on service delivery of Kampala Metropolitan Police Force and; to assess the effect of supplier relationship management on service delivery of Kampala Metropolitan Police Force. A cross-sectional study design was used. Using the simple random sampling method, 59 respondents were selected from a study population of 67. Data was collected by means of survey questionnaires and face-to-face Interviews. Data analysis was carried out with the aid of SPSS software version 17 in which descriptive statistics (means, standard deviations and factor analysis) and inferential statistics (correlations and regression) analyses were done. Content analysis was used for qualitative data. Study findings revealed a significant and positive relationship between outsourcing variables (outsource planning, supplier selection and supplier relationship management) and service delivery. While supplier relationship management was found to be a significant predictor of service delivery, outsource planning and supplier selection were found to be insignificant predictors of service delivery. The study therefore concluded that supplier relationship management has a significant effect on service delivery in KMP while Outsourcing planning and supplier selection do not have a significant effect on service delivery. The study therefore recommended that Kampala Metropolitan Police Force should continue to embrace all the different outsourcing strategies (planning, supplier selection and supplier relationship management. However, KMP should put much emphasis on supplier relationships with the outsourced service providers since it is a significant predictor of service delivery for the outsourced services.
CHAPTER ONE

INTRODUCTION

1.1
Introduction

This study examines the effect of outsourcing on service delivery in public entities using Kampala metropolitan police force as a case study. In this study, Outsourcing was conceived as the independent variable while Service delivery was perceived as the dependent variable. Outsourcing was measured in form of outsourcing planning, supplier selection and supplier relationships while service delivery was measured as efficiency and effectiveness as further explained in the conceptual framework. The purpose of this chapter is to set out the background of the subject to provide a general overview and to offer an outline of the study undertaken. The chapter thus covers; the study background, statement of the problem, purpose of the study, research objectives, research questions and hypotheses, the conceptual framework, study significance and justification, scope of the study as well as the operational definition of key terms and concepts.
1.2
Background of the Study

The background consists of four sub-sections. The first sub-section presents the historical background explaining various academic studies on outsourcing and service delivery, showing how outsourcing has been developing and evolving over time. The second sub-section presents the theoretical background explaining the theory that underpins this study in relation to the effect of outsourcing on service delivery. The third sub-section presents the conceptual background where various concepts in line with outsourcing and service delivery are explained. The fourth sub-section presents the contextual background focusing on the ideal and actual situation relating to outsourcing and service delivery in the context of Kampala Metropolitan Police Force.

1.2.1
Historical background

Scholars such as Rundquist (2007) argue that during the industrial revolution from the 18th to 19th centuries, outsourcing was not formally identified as a business strategy for improving service delivery, until 1989. Development of special services led to increased outsourcing as a strategy for improving service delivery during the second industrial revolution in the late 19th century, as organizations began to focus more on cost-saving measures (Rundquist, 2007). More recently, outsourcing as a business strategy has moved to intangible activities or knowledge intensive activities such as information technology, product development or research and development (R&D) (Quinn, 2010) and it is an integral part of an organizational strategy of improving service delivery (Hindle, 2005). 
There is very little literature about the history of outsourcing as a strategy for improving service delivery in Africa. This may be because outsourcing has just been embraced in most African countries with the exception very few African countries such as South Africa, Libya and Egypt where it has been practiced for some good period (Mallard, 2006). The emergence of outsourcing for enhancing service delivery has clearly become a priority for many African nations ., South Africa remains a dominant player in this industry (Abbott, 2013) while countries in North Africa were still struggling to retain their former popularity due to business uncertainty arising from previous political upheaval in the region (The Africa Report, 2012).
In Uganda, like most other African countries, outsourcing as a strategy for improving service delivery is a new phenomenon, having started around 2005, though the country is becoming more involved in this phenomenon (Mallard, 2006). Virtually unknown in the Ugandan market a decade ago, outsourcing has become a common practice as companies seek to reduce costs and focus on core business. This is evident in big organizations/firms such as the UMEME, British American Tobacco (BAT), East African Breweries, Coca Cola, Civil Aviation Authority (CAA), Makarere University and Government ministries, Mulago Hospital, the Uganda Road Fund and Uganda National Road Authority, as well as the Uganda Road Fund.

1.2.2
Theoretical background

The outsourcing process is a complex structure consisting of numerous activities and sub activities, carrying many managerial dilemmas. It is no wonder that a number of theories have been advanced to help the academics understand the nature of those activities, and to help practitioners successfully manage the process. Among the theories used to explain outsourcing and its effect on service delivery are; Transaction Costs Theory (TCT), Resource based Theory (RBT), Core Competences Theory (CCT), Relational View Theory (RVT), and Agency Theory (AT). This study adopted the “Transaction Costs Theory (TCT)” to explain how outsourcing affects service delivery.

The Transaction Cost Theory (TCT) is premised on the assumption that organizations may buy from the market or develop in-house activities and that decisions to outsource depend on the relative cost composed of the costs of production and costs of the transaction (Rundquist, 2007). According to this theory, managers must compare the total cost of production and transaction associated with executing a transaction within their organisations against the total cost of production and transaction associated with executing the transaction in the market (outsourcing) and then decide which option is best to realize improved service delivery. 
Similarly, Cheon, Grover and Teng (2005) propose that the TCT puts into consideration both the transaction and production costs. They further assert that outsourcing leads to lower production costs due to economies of scale enjoyed by an outside provider, but in many cases, higher transaction costs arise from negotiating, monitoring and enforcing contracts. Thus, poor comparisons lead to poor outsourcing decision-making and management, leading to poor service delivery. This theory is relevant to this study in that it emphasizes the importance of associated costs of production and transaction, which may arise during planning for outsourcing, supplier selection and supplier relationship management and should be considered for improving the service delivery of an organization.

1.2.3
Conceptual background

Outsourcing, according to Rundquist (2007); Ono and Stango (2005) is defined as the use of eternal organization to provide products and services to the organization. In other words, this process involves establishing and managing a contractual relationship with an external supplier for the provision of capacity previously provided in-house (Momme, 2008). Similarly, Kakabadse and Kakabadse (2000), Hira and Hira (2008) define Outsourcing as the process of contracting an existing business process which an organization previously performed internally to an independent organization, where the process is purchased as a service. An organization is considered to have outsourced their activities when certain duties and functions are delegated to an external party (Gilley and Rasheed, 2010). This is usually necessary in instances where a specific company has no skills for performing the task within the organization. Additionally, outsourcing can be done in an effort to minimize workload. In this case, the company that has provided the outsourcing service will be expected to look into matters surrounding the day-to-day administration of that work. In the context of this study, outsourcing essentially refers to a process in which an organization delegates in-house operations/processes/services to an external firm. It is the use of an external firm to perform activities that were formerly performed using internal resources. 
In this study outsourcing was defined in terms of outsourcing planning, supplier selection and supplier relationship management. 

Outsourcing planning can be defined as the activity of defining which activities should be outsourced, when and how (Delloite, 2013). According to the outsourcing handbook, the overall objective of this activity is to determine whether outsourcing should be pursued. A key element of this activity is to analysis the internal and external environment of the organization, setting outsourcing objectives, and identifying activities that can be outsourced as well as phase is to identify all key stakeholders and engage with them early in the outsourcing process (Rundquist, 2007). 
Supplier selection is the other important activity in outsourcing decisions. This activity focuses on managing the question and answer process with the suppliers whilst they are preparing their responses, evaluating their responses and then negotiating with suppliers to down-select to one or more short-listed vendors (Delloite, 2013). The main aim of this activity is to identify and select suppliers that represent the best value for the services being outsourced so that they can be taken through to final due diligence and contract negotiations. 
Supplier relationship management is all about defining how the firm will work with the supplier to whom activities have been outsourced. It involves contractual governance mechanisms, which are catered for in the contracts. The contracts indicate the terms and conditions that will govern the relationship between the contracting parties (Goo, Kishore, Rao & Nam, 2009). A well-designed contract will help enhance the trust between the buyer and the seller through enabling open communication, mutual problem solving and support between the contracting parties (Ntayi, Namugenyi, & Eyaa, 2010).
Service delivery has been defined in different ways and the perspectives and the different definitions arise from the different contexts under which one tries to define service delivery. Zeithaml, Parasuraman and Berry (2010) define “service delivery” as the provision of services by an organization or a group of individuals and making sure they reach those people and places they are intended to
Zeithaml, Parasuraman and Berry (2010) definition of service delivery focuses on ensuring that services reach where they are supposed to, but falls short of including quality of services or whether they are beneficial to the people getting these services. On the other hand, Hernona and Nitecki (2011) observed that “service delivery” is a way to improve the organization’s ability to meet its mission of serving users. Service providers deliver services to benefit their customers and perhaps to attract new ones. In this study, “service delivery” was measured in terms of efficiency in service delivery, effectiveness in service deliver and reliability in service delivery.
1.2.4
Contextual background

The growing interest in outsourcing over the years from western and eastern countries to the African countries and especially in Uganda is due to the benefits associated with it (Al-Shalabi, Omat and Runquist, 2007). Given the diverse nature of business processes to be managed, it is nearly impossible for an organisation to manage all of its processes by solely depending on its own expertise; even if it is visible, the organisation may lose its focus and efficiency (Bathelemy and Adsit, 2013). Outsourcing does not only improve function effectiveness and flexibility by accessing a support network with highly qualified and specialized workforce but also helps organisations to control their costs and business risks.

Because of the importance of procurement and the need to improve service delivery, a number of government entities have resorted to focus on their core competencies, increasingly identify the non-core functions within the organization, and outsource them to increase flexibility, efficiency and customer service levels (Lyson and Farrington, 2006). 
Many public entities in Uganda such as government departments and ministries, district local governments, commissions, and statutory bodies have adopted outsourcing  with the aim or reducing costs, increasing on their flexibility, accessing better and advanced expertise, improving on service quality, reduce capital expenditure and improving internal user satisfaction (PPDA, 2011). These public organizations usually outsource their noncore activities such as information technology, vehicle repairs, consultancy, cleaning services, security, waste management, courier services, auditing, transportation, janitorial and legal services and catering services to improve on service delivery. 
Despite the fact that firms can benefit from outsourcing, many public entities, never realize the full benefit of outsourcing and encounter many problems such as failure in maintaining effective and efficient service delivery (Tusubira and Mulira, 2014). It has been revealed that public entities are experiencing delayed deliveries (NIS, 2008) coupled with poor service quality (PPDA, 2009), and wastages of funds, lack of compliance with statement of requirements among other challenges (IGG, 2011). As such, activities outsourced are not being provided on time, statements of requirements are not being as required (Special Audit, 2010), and internal users are always complaining of delayed deliveries (Parliamentary PAC, 2010). 
The situation has not been different when it comes to Uganda Police and specifically the Kampala Metropolitan Police Force. The Kampala Metropolitan Police Force falls under the Uganda Police. The Uganda Police was established under Article 212 of the 1995 Constitution of the Republic of Uganda (Uganda Police Force, 2015). Kampala Metropolitan Police Force is principally charged with maintaining security on behalf of the government in Kampala Metropolitan. Its functions include protection of life and property, preservation of law and order, prevention and detection of crime, and cooperation with the civilian authority and other security agencies established under the constitution in Kampala Metropolitan. To achieve its mandate and mission, Kampala Metropolitan Police Force outsources some of its functions. For example, the Kampala Metropolitan Police Force outsources security operations to private contractors to hunt down hardcore criminals such as the National Crime Preventers Forum (NCPF), whose main work is to reinforce the police in crime prevention activities. Other than provision of security services, other activities such as Information and Communication Technology (ICT), construction, cleaning services, training services, communication services among others. This has been done with a hope of improving service delivery in terms of improved response time, concentration on core activities, access to better expertise and technologies.
Despite this, there have been frequent complaints about service delivery of the Kampala metropolitan police force (The Observer, 2012). There have been concerns about sluggish operations and handling of crime cases by Kampala Metropolitan Police Force, delays in acquisition of incriminating evidence due to use of poor data collection mechanisms, poor data storage, retrieval and cross referencing, among others. The police are widely perceived as poor at investigating cases. A common problem is that police tend to arrest first and investigate later. It is against this backdrop that this study was carried out, in an effort to investigate whether outsourcing affects service delivery by the Kampala metropolitan Police Force.

1.3
Statement of the Problem 

Kampala Metropolitan Police outsourced some of its activities as a way of up scaling its service delivery. Kampala metropolitan Police Force outsources forensic services and expertise from abroad. The 2008 terrorist bombings in Kampala were a case in point, where forensic investigations services were outsourced (Gashumba, 2012). Kampala Metropolitan Police Force has also outsourced cleaning services and IT management services. This was done with the aim of improving on service delivery. 
A number of measures were put in place to improve on outsourcing and service delivery. For example, efforts have been made to ensure that outsourcing planning is conducted, suppliers are selected in a proper manner and have in place strategies for supplier relationship management. However, these efforts do not seem to have helped. Kampala metropolitan police force’s service delivery continues to fall short of the ideal and the Police Force has not fully realized the full benefit of outsourcing. For example, there are persistent complaints from the public regarding the services provided by Kampala metropolitan Police Force, delayed responses to criminal emergencies like the case of raping and murdering of women in Entebbe in Wakiso district, ICT failures which result into delayed feedback, mismanagement of cases, persistent loss of police documents, among others and if the situation is not controlled, service delivery at KMP will continue to deteriorate (The Observer, 2012).  Audit reports have continued to show that KMP juts like other public entities is experiencing  long lead times, poor service quality as well as contract variations (Ntayi et al., 2010; Eyaa & Nagitta, 2011; IGG, 2010). The activities outsourced are not being delivered in the agreed time, statement of requirements are not being met, and internal users are always complaining of delayed deliveries (PPDA, 2009). These have been attributed to shortcomings in the police force’s outsourcing planning, supplier selection and supplier relationship management. Thus, if this trend continues there will be deterioration of the service delivery Kampala metropolitan police force. It is upon this background that the researcher embarked on the study to examine the effect of outsourcing planning, supplier selection and supplier relationships on service delivery of Kampala Metropolitan Police, since there was no empirical evidence indicating the linkage.
1.4
Purpose of the Study

The purpose of this study was to assess the effect of outsourcing on service delivery of Kampala Metropolitan Police Force.
1.5
Research Objectives

The following specific objectives guided the study; 
1. To assess the effect of outsource planning on service delivery of Kampala Metropolitan Police Force
2. To examine the effect of supplier selection on service delivery of Kampala Metropolitan Police Force
3. To assess the effect of supplier relationship management on service delivery of Kampala Metropolitan Police Force
1.6
Research Questions

The following research questions guided the study:

1. What is the effect of outsource planning on service delivery of Kampala metropolitan Police Force?

2. What is the effect supplier selection on service delivery of Kampala metropolitan Police Force?

3. What is the effect of supplier relationship management on service delivery of Kampala metropolitan Police Force?

1.7
Hypotheses of the Study

The study tested the following hypotheses

1. Outsource planning has a significant effect on service delivery of Kampala metropolitan Police Force.

2. Supplier selection has a significant effect on service delivery of Kampala metropolitan Police Force
3. Supplier relationship management has a significant effect on service delivery of Kampala metropolitan Police Force
1.8
Conceptual Framework

The conceptual framework below explains the relationship between outsourcing and service delivery. 

Independent Variable




Dependent variable

Outsourcing






 Service delivery








Developed from literature review of Rundquist (2007)
Figure 1: Conceptual framework 
Outsourcing was the independent variable, further broken down into three dimensions; Outsourcing planning, supplier selection and supplier relationship management. Service delivery was the researcher’s variable of primary investigation - the dependent variable, with dimensions as efficiency, effectiveness and reliability in service delivery. Figure 1 further shows that outsource planning, supplier selection and supplier relationship management have an effect on service delivery (Rundquist, 2007). The assumption is that effective outsourcing practices will be associated with better service delivery while ineffective outsourcing will be associated with poor service delivery. In addition, the Transaction Cost Theory also indicates that organizations will always consider the costs of using an external firm to perform activities that were formally done internally. The organization will examine the costs involved in outsourcing planning, supplier selection and supplier relationship management of the outsourced activities and the costs associated with service delivery. 
1.9
Significance of the Study

The study findings may help to inform the Kampala metropolitan Police Force and other organizations on ways of how outsourcing can be used to improve service delivery. For example, the study may help organizations that conduct outsourcing to identify weaknesses in their outsourcing strategies, which might be hindering effective services delivery. As a result, this may help such organizations address those weaknesses so as to improve their service delivery. By doing so, the stakeholders will enjoy the benefits of improved service delivery by these organizations.
The study findings might help policy makers such as members of parliament and Kampala metropolitan police force management by providing them with information required for decision making, as far as outsourcing and service delivery are concerned.

The findings will also help stakeholders such as suppliers and procurement officers, in terms of how to attach service delivery to outsourcing decisions and, hindsight that the effect of outsourcing on service delivery.

Lastly, the findings will be of great use to the academia, especially those who may wish to carry out further research on outsourcing and service delivery. It may build on the existing body of literature and knowledge.
1.10
Justification of the Study 

There is perceived wastage of resources by Kampala metropolitan Police Force, even when it outsources some its activities to improve its service delivery, yet these resources can be used elsewhere for the benefit of the citizens of Uganda. In addition, there was limited academic research that had been carried out in the area of outsourcing and service delivery, specifically in the context of Kampala metropolitan Police Force. This study therefore sought to bridge this knowledge gap. 

1.11
Scope of the Study
In terms of scope the study focused on outsourcing and service delivery, the study also covered Kampala Metropolitan Police stations and was carried out during a period of 12 months as indicated below. 
1.11.1
Content scope

The content scope comprised outsourcing, as the independent variable and service delivery as the dependent variable. Outsourcing was restricted to outsource planning, supplier selection and supplier relationship management. Service delivery was restricted to efficiency in service delivery, effectiveness in service delivery and reliability in service delivery.

1.11.2
Geographical scope

Geographically, the study was carried out in Kampala metropolitan police stations in and around Kampala Capital City. Thus, the study covered five divisions of Kampala city, which included Kampala Central Division, Kawempe Division, Makindye Division, Nakawa Division, Rubaga Division and Entebbe area. This area was selected because of its proximity, given the time available for conducting the research as well as the high concentration of Police activities in Kampala. 
1.11.3
Time scope

The study was conducted over a period of 12 months. This period was considered because of the complexity of the study as well as to give enough time to respondents to respond to the data collection tools. 
1.12
Operational Definitions

Effectiveness: Refers to the degree to which an organization is executing its activities (Lake, 2009); it is the capability of producing a desired result.
Efficiency: Refers to the degree to which an organization is able to execute its activities with existing resources: it indicates how well an organization uses its resources to perform its activities (Lake, 2009); it is the capability to accomplish tasks with the least waste of time and effort.
Outsourcing: Outsourcing is a strategy by which an organization delegates out major functions to specialized and efficient service providers, who become valued business partners (Rundquist, 2006). In this case, Kampala Metropolitan Police gave the responsibility of providing some of the activities previously carried out internally, to external firms. 
Planning: Refers to the process of conducting analyses, setting goals, developing strategies, and outlining tasks and schedules to accomplish the goals (Vijay, 2013).

Service reliability: It is the probability that a product/service will perform a required function without failure under stated conditions for a stated period

Service delivery: Is a measure of how well the service level delivered matches stakeholders’ expectations (Churchill and Suprenaut, 2002).

Supplier selection: Refers to matters of dicing the party to who services are outsourced (Gilley & Rasheed, 2010).

CHAPTER TWO

LITERATURE REVIEW

2.1 Introduction

This chapter presents the literature review according to the objectives of the study. It contains the theoretical review as well as the empirical review of literature on outsourcing and service delivery. 
2.2 Theoretical Review

The Transaction Cost Theory guided the study. According to Macher and Richard (2006), the basic insight of “Transaction Cost Theory (TCT)” is that orgnaizations should realize that exchange transactions should be governed and benefits depend on the form of governance adopted by the firm. The theory suggests three main factors underlying positive transaction costs.  One is that individuals are limited in their ability to plan and have to deal with the complexity and unpredictability environment in which they operate and are ye most of them lack the knowledge for planning and accurately forecasting the various contingencies that may arise (Macher and Richman, 2006). Secondly, the theory states that even if perfect planning was possible, it will still be difficult for contracting parties to negotiate about these plans because of difficulty in agreeing on the same business language across the world (Hart, 2005). Thirdly, it is assumed that contracting parties cannot easily plan and negotiate for a fully contingent contract, which makes enforcement difficult. This therefore results into incomplete and contracts.  
Williamson (2008) states that in order to guard against opportunistic behavior, contracting parties must choose arrangements that will help reduce on the expected total cost of the transaction. He adds that the governance structures that firms use to guard against these contracting may vary in many different ways. 
According to Williamson (2008), a final assumption underlying transaction cost economics is that important dimensions along which transactions differ can be identified and measured, qualitatively if not quantitatively.

Williamson (2010) stresses that governance is very important in managing contractual conflicts. He adds that complex modes of organizations are reserved for complex transactions that experience contractual dangers and simple modes of governance suit simple transactions which minimal dangers. 
Transaction Cost Theory therefore provides a suitable scientific support for Uganda Police’s major concern in a process of outsourcing that is looking for minimized transaction costs. Before outsourcing its activities, Uganda Police should carry out a cost benefit analysis and compare the costs of performing the activity itself with the cost of outsourcing that activity. Therefore, where it seems cheaper to outsource, Uganda Police can go ahead and outsource that activity. However, if it is more costly if performed by external resources, then that activity should not be outsourced. Uganda Police should therefore look at the whole process of outsourcing its activities and should only outsource when the benefits of another company doing the same job are greater than the cost of supervising that provider. 
2.3 The Concept of outsourcing

Although the literature of “outsourcing” is quite wide and there are diverse definitions, each outsource definition is not enormously dissimilar from the other. Outsourcing has been defined as the use of external firms to perform their internal organizational activity (King and Malhotra, 2000). In order words, outsourcing can also be defined as the subcontracting or permitting external companies to be responsible for specific activities or needs that the primary organization cannot or does not want to do (Gonzales et al, 2010). It is suggested that firms should not outsource core activities of their firm. Nevertheless, there is increasing evidence that outsourcing services range from services that are unimportant and used infrequently to services that are imperative to core activity of the firm (King and Malhotra, 2000).

2.4 Reasons for Outsourcing

Outsourcing decisions of the firm are driven and justified by a various factors including, among others, the need to achieve operational flexibility, customer service, risk mitigation, cost reductions, operational efficiency and access to resources and markets. 

Studies have shown that firms outsource mainly to achieve cost efficiency. Firms assess outsourcing decision to determine whether their costs will reduce in case the activity is outsourced (Anderson and Weitz, 1986; Roodhooft and Warlop, 1999). In case the costs will reduce then the firm will opt for outsourcing. 
Factors such as gaining access to sophisticated technology, ﬂexibility of operations and risk reduction have been suggested. For instance, van Laarhoven et al., (2000) states that that one of the main reasons for outsourcing is to retain ﬂexibility in operations. Similarly, Bhatnagar et al., (1999) add that along with cost savings and customer satisfaction, ﬂexibility of operations is the main reason for outsourcing in the context of Singaporean manufacturing ﬁrms. Arroyo et al., (2006) reported similar ﬁndings in the context of outsourcing in Mexico and suggests that along with ﬂexibility of operations, opportunity to reduce risk of uncertainty is also a major factor for outsourcing.
Thipchutar et al (2014) in their study proved that core business factors, expertise, reliability and quality factors, cost savings factors and technology factors positively influence or motivate firms to do outsourcing.
2.5 Effect of Outsourcing on Service Delivery 

Bin et al (2006) states that as outsourcing is considered a very attractive strategy but its effect on service delivery has not yet been proved. Firms have indicated that it is not easy to quantify the financial effect of outsourcing their activities (Bryce and Useem, 1998). 

Gorzig and Stephan (2002) presented a view that ﬁrms tend to overestimate the beneﬁts accruing from outsourcing of external services and/or underestimate the associated transaction costs. A prerequisite for successful outsourcing activities is that markets for intermediate inputs really function. Our results suggest that this is the case for material inputs, but not for external services. One reason could be that it is easier for ﬁrms to monitor quality of intermediate products than to monitor the quality of services. 

Yu (2010) in his study about the relationship between IT outsourcing and firm performance in the banking industry revealed that IT outsourcing cannot enhance firm performance of banks.
Novak (2005) argues that outsourcing facilitates access to cutting-edge technology and the use of high-powered performance contracts. On the other hand, vertical integration allows firms to respond to adapt to unforeseen contingencies and customer feedback, maintain more balanced incentives over the product lifecycle, and develop firm-specific capabilities over time. Together, these effects suggest that outsourcing will be associated with higher levels of initial performance, while vertical integration will be associated with a higher rate of performance improvement over the product lifecycle. 

Bosire et al (2009) in their study about outsourcing in supermarkets revealed that there is a positive correlation between outsourcing and lead time. This was possible through the use of correlation analysis. They also added that supermarkets commit mistakes while outsourcing. 

2.5.1 The Effect of Outsourcing Planning on Service Delivery

Outsourcing is seen as a means of reducing operational costs, improving customer satisfaction, and providing enhanced efficiency, effectiveness, responsiveness and reliability. However, it has been revealed that a number of firms have failed to achieve the full potential and benefits of outsourcing. The failure of outsourcing relationships has been attributed to considering it a short-term solution other than a long-term solution. The process of considering and/or implementing an outsourcing strategy must be well organized and fully documented to achieve the desired results. A rigorous process including planning, consultations, implementation, exit strategy should be considered when outsourcing
Outsourcing planning commences prior the award of the contract and continues right to the end of the contract (Wassenaar, 2004). Throughout this period consideration is being given to the requirements of how the contract will be managed is based on consideration of the value, complexity, strategic importance, risk, the general market maturity and the selected supplier capability.
Evans and Lindsay (2008) state that outsourcing decision can improve on the competitiveness of the firm. They had that for it to be successful a decision should be taken using accurate information. Having accurate and reliable information can help a firm avoid costs associated with wrong outsourcing decisions since such decisions are not easy to reverse. 

According to Wassenaar, Dijkgraaf and Gradus (2010), outsourcing should be adopted within an organized setting of which planning is important.  Organizations need to be clear about their outsourcing objectives, how they hope to achieve the set objectives, the kind of the firm they are likely to deal with, and the relationship they wish to establish with that firm. In addition, they need to be clear on their own outsourcing policies and capability and how they hope to mitigate risks associated with outsourcing. By doing so, organizations are more likely delivery better services.
The major objectives of outsourcing are to improve on performance, minimize risks, and manage any conflicts that may arise and reduce on costs and in order to achieve all these objectives it is important to undertake outsourcing planning (Haapio, 2006).  
Further, Domberger and Jensen (2007) argue that good-quality outsourcing builds on planning and sharing of those plans, ensuring that those plans are clearly understood by all the parties involved. Dijkgraaf, Gradus and Melenberg (2003); Dijkgraaf & Gradus (2003) opine that the foundations for good-quality outsourcing are properly indicated at the planning stage, way before the contract is negotiated and signed. As such, for buyers and suppliers alike, outsourcing planning is very important if a firm is to be successful in outsourcing.  

Eger et al (2002) emphasize the importance of assessing core competencies during planning and decision-making. Outsourcing decisions should start with studying the role of a given unit and how it contributes to the firm’s core competences. The idea is that any unit whose performance is not essential to the organization can be outsourced. However, this is not a simple task. It can therefore been recommended that a firm should consider the benefits from outsourcing together with the core competence of the firm to whom they wish to outsource the activity.  This means a firm should outsource is there are more benefits as well as better performance from the third party. 
Goldsmith’s (2010) suggests that a firm needs to identify areas where it is more competent and match this with organizational needs and the core competence of the third party. Copacino (2008) adds that a decision to outsource should clearly define customer service, competitor’s knowledge, organizational flexibility and the future needs of the customers. With this kind of assessment a firm will be able to outsource the right activities for the right reasons and this will improve on its competitiveness.  Boyson, Corsi, Dresner, & Rabinovich, (2009) also add that the transition process needs to be thought of and planned for. 
The literature review presents various issues that ought to be considered during outsource planning in order to improve the service delivery of the organization. However, what remained unknown was whether these issues were considered in the outsource planning of the Kampala metropolitan Police Force. Thus, this study investigated whether the Kampala metropolitan police force process of deciding to outsource was well planned for.
2.5.2 The Effect of Supplier Selection on Service Delivery

Given the increasing importance of outsourcing, one would expect that the method of supplier selection and assessment, and in particular, the criteria used to guide these decisions, could affect the buying organization’s service delivery. A greater onus exists on firms to ensure that would-be suppliers can create value for the buying organization, and that once selected, supplier service delivery is consistent with the buying firm's expectations (Grossman, Helpman & Szeidl, 2005). However, little information is available about the relationships between supplier selection and assessment and a buying firm's service delivery. Rundquist (2007) observed that supplier selection tactics have a positive impact on a buying firm's service delivery. The scholars also demonstrated that high performing companies attach greater importance to key supplier selection criteria, such as quality and delivery service quality than low performing companies do. They did not however attempt to relate supplier selection to broader measures of business service delivery. 
Gribbons (2005) states that when selecting outsourcing firms there is need to ensure that the needs of the firm are matched with the capabilities of the supplier. It may require e team with varying capabilities and skills coming together to assess the supplier. Those suppliers with capabilities desired by the outsourcing firm stand a better chance of being selected. Aspects to consider when selecting these suppliers may include response time, error free services and utilizing advanced technologies.
Eger, Knudson, Marlowe and Ogard (2002) emphasize that the most common reasons for outsourcing are generally to increase efficiency, effectiveness, responsiveness and reliability. Therefore, capabilities that lead to the above reasons are key when selecting the suppliers. Boyson et al (2009) suggest that it is very important for a firm to gather information on the available suppliers and experts should conduct this. 
Menon, McGinnis & Ackerman (2002) stress that when selecting suppliers for outsourcing it is important to look at the perceived service quality of the potential supplier, they add that perceived capability should also be considered as well as the prices being offered by the provider however, and they suggested that service quality and quality requirements are more important than price considerations. Lieb (2008) also adds that cost and service considerations are very important when selecting suppliers for outsourcing activities. He adds that experience, management capability, their image and financial capability should also be considered. 
2.5.3 Supplier Relationship Management and Service Delivery

The contract and its terms is very essential in an outsourcing relationship. Studies have shown that some organizations are scared of the outsourcing relationships. Boyson et al (2009) reveals that in order to overcome such fears organizations need contractual agreements, which will include preventative measures, including the costs for services, provider responsibilities and provider service delivery monitoring. 

Citing Lieb and Lieb (2010) in their study also noted that the most prevalent implementation problem in outsourcing was to get top management support and commitment. This is because of lack of trust in the service provider as well as insufficient time for the implementation process, and a lack of clear lines of differentiation regarding third party and internal responsibilities. 
Garr (2008) suggested a number of best practice strategies to ensure successful partnerships with third party providers. Garr suggested that an organization should ensure that the relationship would reduce costs and improve efficiency in the organization. Another study by Useem and Harder (2010) highlighted necessary capabilities in managers responsible for outsourcing initiatives such as capability and partnership governing. They added that the ability to effectively oversee the outsourcing relationship after a contract has been established has an impact on service delivery. Similarly, Ntayi, Namugenyi, and Eyaa, (2010) opine that well designed formal contracts help to develop buyer–supplier trust by enabling open communication, joint problem solving, and mutual support between parties. 
Boyson et al (1999) argue that effective outsourcing relationships can establish continuous improvement in productivity of service delivery. It has been suggested that relationship will be the source of competitive advantage in the future and that trust is essential to these relationships.
The literature reviewed under this section shows that outsourcing processes affect the service delivery of an organization. However, little was known about the relationships between outsourcing processes and service delivery by Kampala metropolitan police force. In this regard,  this study investigated how Kampala metropolitan police force determines activities to outsource, conducts assessment and selection of suppliers, whether it considers customer service capabilities, whether and how Kampala metropolitan police force considers cost and service considerations, and lastly, whether the contractual agreements are satisfactory or not and whether Kampala metropolitan Police Force involves all stakeholders in outsourcing. Lastly, the study investigated how these affected Kampala metropolitan Police Force's service delivery.
2.6 Summary of Literature
This chapter reviewed the Transaction Cost Theory, linking outsourcing to service delivery. The theory highlighted assumptions applicable to outsourcing and service delivery, which assumptions were investigated in the case of Kampala metropolitan Police Force. The literature highlighted the importance of outsource planning, supplier selection and supplier relationship in service delivery. However, most of the literature was outside the context where this study was conducted. In other words, it did not show how outsource planning, supplier selection and supplier relationship affected service delivery at Kampala metropolitan police force. Hence, there was need for a study to provide evidence of the relationship between the variables in the context of Kampala metropolitan Police Force.
CHAPTER THREE

METHODOLOGY

3.1
Introduction

This chapter explains the methods the study used to get information on the research problem. The chapter includes the research design, study population, sample size and selection, sampling techniques and procedure, data collection methods and instruments, procedure of data collection, data analysis, measurement of variables and ethical considerations.

3.2
Research Design

This study used a cross-sectional research design. The cross-sectional design enabled the researcher to collect data on outsourcing and service delivery from a section of police officers within Kampala Metropolitan area. According to Amin (2005), this type of research design enables researchers to collect data at a particular time across categories of respondents. The study approach used quantitative approaches. Quantitative approaches were used to get data from many respondents in a shorter time given closed –ended questions were used. 
3.3
Study Area

The study was conducted in central police stations of the five divisions in Kampala metropolitan area. The Kampala metropolitan area is located in Kampala District in the Central region, central Uganda.

3.4
Study Population

The study targeted Kampala metropolitan Police Force officers. This mainly comprised of officers handling matters related to outsourcing in Kampala Metropolitan Police Force, totaling to sixty-seven in number. These included officers in the Procurement unit, Contracts committee and User departments.  These were selected because they are the ones that handle procurement and outsourcing activities at Kampala Metropolitan Police. 
3.5
Sample Size

The sample size was determined using Krejcie and Morgan’s (1970) sample selection table (Appendix 1). The following table provides the breakdown.

Table 1: Population, sample size and sampling techniques

	Category
	Population
	Sample
	Sample Technique

	Senior police officers
	5
	5
	Purposive sampling

	Junior police officers
	62
	54
	Simple random sampling

	Total
	67
	59
	


Source: Population obtained from Kampala Metropolitan Police Human Resource Department (2015) for population and sample size computed using Krejcie and Morgan (1970) sampling tables
3.6
Sampling Technique

Simple random sampling method was used to select Kampala metropolitan Police Force junior officers. The procedure was preferred, given the large number of these officers and thus, using it made it easy to select respondents and give an equal opportunity to all respondents. 
3.7
Data Collection Procedure

The researcher obtained a letter of introduction from Uganda Management Institute, seeking permission from Kampala metropolitan Police Force stations to conduct the study. Once permission was granted, the researcher met the respondents, explained to them the purpose of the study and sought their consent to participate in the study. The researcher administered the questionnaires to the respondents at once. For purposes of confidentiality, the names of the respondents were not indicated. Filled in questionnaire were checked for completeness before being collected from the respondents and prepared for analysis. 

3.8
Data Collection Methods

Questionnaire and Face to face interview methods were used to collect data in the study. 
3.8.1
Questionnaire survey

A questionnaire survey was used to collect information from Kampala metropolitan Police Force junior officers.  Questionnaire survey method was used for this category of respondents to save on time because their number was big. During the questionnaire survey, a predefined series of questions were used to collect data from Kampala metropolitan police force junior officers. The questionnaires were restricted to a representative sample of the potential group consisting of Kampala metropolitan Police Force junior officers, for reasons of practicality and cost-effectiveness.
3.8.2
Face-to-Face Interview

Face-to-face interview is a data collection method when the interviewer directly communicates with the respondent in accordance with the prepared questionnaire (DiCicco-Bloom & Crabtree, 2006). Face-to-face interviews were used to collect data from heads of procurement and Disposal Unit, Head Logistics and Head Fleet Management. It was believed that the officers were to be key informants considering the vast information they have on Outsourcing and service delivery. As suggested by Creswell (2009), the face-to-face interview allowed the researcher to clarify ambiguous answers and obtain in-depth information through probing. Open-ended questions were used so that other valuable questions emerge from the dialogue between interviewer and interviewee. In this study, the probing interviewing tactic was used extensively to obtain a deeper explanation of the issue at hand from the respondents as recommended by DiCicco-Bloom & Crabtree (2006). 

3.9
Data Collection Instruments

Questionnaire was used to collect data in this study. 
3.9.1
Questionnaires

Close-ended questionnaires were used to collect quantitative data from Kampala metropolitan police force junior officers. These questionnaires were comprised of closed-ended questions on a five point likert scale, where 1 = Strongly Disagree, 2 = Disagree, 3 = Not sure, 4 = Agree and 5 = Strongly agree. The questionnaire contained questions about each of the variable. 
3.9.2
Interview Guide

Interview guides were used to collect qualitative data from heads of departments of Procurement and Disposal Unit, Logistics and Fleet management to provide in-depth information through probing during the face-to-face interview. Creswell (2009) and Kothari (2004) suggested that the interview guide consists of a set of questions that the researcher will ask face-to-face during the interview. An interview guide had structured questions (Kothari, 2004). Structured interviews required specific responses to a set of predetermined answers. The research presented questions to the key informants and their views were written down by the researcher. Data obtained during the interview supplemented that obtained through the questionnaire.

3.10
Data Quality Control

The principles of validity and reliability are fundamental cornerstones of the scientific method. In order for assessments to be sound, they must be free of bias and distortion. Reliability and validity are two concepts that are important for defining and measuring bias and distortion. The following subsections explain how validity and reliability were determined in this study.

3.10.1
Validity

This was to ensure that the instruments used yield relevant and correct data. The questionnaire was given to two experts to comment identify ambiguous items, difficult items and assess relevancy of questions to ensure construct, content and face validity. In addition, content validity ratio/index (CVR) for the questionnaire was computed using the following formula. 
CVR = Total number items rated relevant by raters

Total number items rated by raters

The CVR for the questionnaire was 0.8 which was above 0.7, which is recommended by Nunnally (1967) cited by Kent (2001). This meant that the questionnaire was suitable for collecting data. 
3.10.2
Reliability

To test for reliability, a Cronbach’s coefficient alpha was used since it is one of the widely used measures of internal reliability (Kimberlin and Winterstein, 2008). Cronbach’s alpha coefficient above 0.5 was accepted, implying the instrument was valid, as recommended by Nunnally (1978). The table shows that all the four variables had Cronbach’s Alpha of above 0.7, which is greater than the recommended.
Table 2: Reliability Statistics
	Variable
	Cronbach's Alpha
	N of Items

	Outsource Planning
	0.837
	16

	Supplier Selection
	0.797
	15

	Supplier Relationships
	0.828
	21

	Service Delivery
	0.879
	20


Source (Primary Data) 
3.11
Measurement of variables

Nominal and ordinal scales of measurement were used. The nominal scale of measurement was mainly used in the first part of the questionnaire (demographics). According to Mugenda and Mugenda (1999), nominal scales are assigned only for purposes of identification. The ordinal scale, specifically likert scale, was used to collect opinion data on the study variables using the five scales:  5= strongly agree; 4 = agree; 3 = undecided; 2 = disagree; 1 = strongly disagree, (Amin, 2005). The numbers in the ordinal scale represent relative position or order among the variables ((Mugenda and Mugenda, 1999; Amin, 2005). 
3.12
Data Analysis
The study adopted Quantitative and Qualitative analysis method.

3.12.1 
Quantitative Data Analysis

Data was analyzed using the Statistical Package for the Social Sciences (SPSS). Two types of analyses were conducted. The first included descriptive statistics (frequencies and percentages) and the second included inferential statistics (correlations and coefficient of determination). The frequencies and percentages were used to determine the respondents’ views on each of the study variable items. Factor analysis was used to determine the number of factors to extract and be used during analysis. 
Spearman correlation was used to determine the relationship between the study variables. Given that Spearman correlation does not determine cause and effect relationship, the coefficient of determination was then used to determine the effect of one variable on another variable. For interpretation of the correlations, a correlation close to +1 or -1 shows that there is a very strong association between the variables, whereas a correlation close to 0 shows that the relationship is weak or there is no relationship. The sign of the correlation was used to determine the change in variables. The coefficient of determination was used to determine the magnitude of variance in service delivery accounted for by outsourcing. 
3.12.2 
Qualitative Analysis 

This involved content analysis. Thus, qualitative data was edited and re-organized into meaningful phrases. A thematic approach was used to analyze qualitative data where themes, categories and patterns were identified. The recurrent themes, which emerged in relation to each guiding question from the interviews, were presented in the results, with selected direct quotations from participants presented as illustrations.
3.13
Ethical Considerations
Participants received full disclosure of the nature of the study, the risks, benefits and alternatives, with an extended opportunity to ask any questions regarding the research. The researcher treated all information provided by participants with maximum confidentiality.

A letter of authorization from UMI was provided as a request for permission to conduct the study. A cover letter accompanied the research instruments explaining the purpose of the study. In addition, the questionnaires were distributed directly to the respondents in their respective areas for filling and were collected immediately the filling in was completed. 
The researcher also followed UMI research ethical policies when he was conducting the study.
CHAPTER FOUR
PRESENTATION, ANALYSIS AND INTERPRETATION OF RESULTS

4.1 Introduction 

This chapter presents the results and their analysis and interpretation. The presentation is guided by the research objectives which were: To assess the effect of outsource planning on service delivery of Kampala Metropolitan police force; to find out the effect of supplier selection on service delivery of Kampala Metropolitan police force and; to find out the effect of supplier relationship management on service delivery of Kampala Metropolitan police force. Results are presented to show the descriptive as well as the inferential statistics. In addition, the chapter covers the response rate for the study and the background characteristics of the study respondents. 
4.2     Response rate

 Out of a sample of 59 respondents who were targeted for the study, 59 fully participated by responding to the questionnaires. This represented a response rate of 100%. In accordance with Amin’s argument that a response rate of 50% or more is considered sufficient, the registered response rate of 100% was considered adequate.

4.3  
Background Characteristics of Respondents
The study established the demographic characteristics of the respondents, in order to determine their knowledge and understanding of questions posed to them in the questionnaire. The sample consisted of 59 respondents selected from Kampala Metropolitan Police. 

Table 3: Respondents’ gender, age, and education level
	
	
	Frequency
	Percent

	Gender of respondents
	Male
	38
	65

	
	Female
	21
	35

	
	Total
	59
	100

	Age of respondents
	20-30
	18
	30

	
	31-39
	26
	44

	
	40-49
	14
	23

	
	above 49
	2
	3

	
	Total
	59
	100

	Respondents’ education level
	O-level
	8
	14

	
	A-level
	1
	2

	
	Tertiary
	7
	12

	
	University 
	43
	72

	
	Total
	59
	100

	Respondents’ working period
	less than 1 year
	4
	6

	
	1-2 years
	13
	22

	
	3-5 years
	20
	34

	
	6-10 years
	13
	22

	
	above 10 years
	10
	17

	
	Total
	59
	100


Source: Field data
Out of the 59 respondents, approximately 65% were male and 35% were female. This is because since police work is masculine in nature, it tends to attract more males than females. On the issue of age, 44% of the respondents were aged between 31 to 39 years, 30% were between 20 to 30 years, 23% were between 40 to 49 years and 3% were above 49 years. 
When asked about their education level, nearly three quarters (72%) of the respondents had attained university education, 14% had attained O-level of education, 12% had attained tertiary education and only 2% had attained A-level as their highest level of education attainment. The distribution of the respondents gives credence to the findings since they were able to read and understand the questions asked.  
Experience of the workers is a fundamental element in the smooth running of any organization. It is against this background that a question on how long a respondent had been working for Kampala Metropolitan Police was asked. Findings show that 34% of the respondents had been in police for 3 to 5 years, followed by those who had been in police for a period of 1 to 2 years, and 6 to 10 years, each accounting for 22% r. In the least category were 17% who had been in the Police Force for a period of above 10 years. This shows that majority of the respondents were well versed with the activities of Uganda Police and thus were in position to give objective and valid responses.
4.4 Main Reason for Outsourcing 
The respondents were requested to indicate the main reasons for outsourcing in their organization. The reasons are indicated in table 4 below. 
Table 4: Main reasons for outsourcing services
	Reasons for outsourcing
	Frequency
	Percent

	Cost reduction
	13
	15

	Focus on core activities
	19
	22

	Increase on operational flexibility
	12
	14

	Access to emerging technologies
	8
	9

	Improving customer service
	10
	11

	Access to better expertise
	26
	30

	Total
	88
	100


Source: Primary data
When asked about the reasons for outsourcing services, 30 % indicating better expertise, followed by focus on core activities accounting for 22%, the reason of cost reduction came third accounting for 15%, increase on operational flexibility came fourth with 14%, and last in that order were improving customer service and access to emerging technologies accounting for 11% and 9%, respectively.

4.5 Services Currently Outsourced

Table 5: Services currently Outsourced
	Services currently outsourced
	Frequency
	Percent

	Cleaning
	32
	29

	Consultancy
	22
	20

	Security
	8
	7

	Maintenance
	20
	18

	Catering
	16
	14

	Courier and messenger
	4
	4

	ICT
	9
	8

	Total
	111
	100


Source: Primary data
On the issue of which services are currently outsourced in Kampala Metropolitan Police Force, the service of cleaning came on top, accounting for 29%. This was followed by consultancy (20%), Maintenance came third with 18%, catering came fourth with 14%, ICT followed with 8%, Security then followed with 7% and lastly Courier and messenger, accounting for 4%. From the results, it is evident that KMP mainly outsources cleaning services, consultancy maintenance and ICT services. This is in line with their major reason for outsourcing which was to get better expertise in certain areas. In addition, it is worth noting that since the above activities are considered non-core activities at KMP, the entity considers outsourcing such that it can give more attention to its core mandate. 
4.6 Rating of Outsourced Services. 
Respondents were asked to indicate their rating on the performance of outsourced activities. This was to check whether they were satisfied with the kind of services being outsourced. Table 6 shows the emergent results. 
Table 6: Respondents’ rating of the reasons for outsourcing services in KMP
	Reasons for outsourcing services in KMP
	N
	Min
	Max
	Mean
	SD

	Reducing costs
	59
	1
	5
	3.203
	1.323

	Consumer/community satisfaction level
	59
	1
	5
	3.661
	1.027

	On time delivery performance
	59
	1
	5
	3.407
	1.002

	Operations flexibility
	59
	1
	5
	3.661
	0.976

	Focus on policies core activities
	59
	1
	5
	3.610
	1.232


Source: Primary data

Findings show that respondents highly affirmed the view that outsourcing enhances Consumer/community satisfaction levels (mean 3.66, on a scale of 1-5), increases operations flexibility (mean =3.66), and enables the entity to focus on policies core activities (mean =3.61). However, respondents indicated uncertainty as to whether outsourcing leads to reduced costs (mean =3.2). The results also showed that there was considerable deviation of the individual responses from the common opinion by virtue of the standard deviation values that were above one unit, which could point to the varying perceptions on the view of outsourcing services.
4.7 Findings on outsourcing and service delivery
Findings on outsourcing and service delivery were analysed using Factor analysis method and Pearson correlation method. The Factor analysis method was used to assess the responses in line with each item on the questionnaire, in an effort to gain understanding of the outsourcing factors at KMP. In this case, all primary data from study variables underwent principal component analysis for factor loading using varimax rotation with Kaiser Normalization method for easy interpretation. All factor rotations were converged in two iterations. Only items with Eigen values (>1.0) were ideal for Pearson correlation and multiple regression analysis.
4.7.1  
The relationship between Outsource planning and service delivery in KMP

The relationship between outsource planning and service delivery was assessed using the Factor analysis method, and later, the Pearson correlation method. Emergent results as further shown, reflect the Factor loadings and the correlation results in the proceeding sub-section. 

4.7.1.1
 Factor Analysis for Outsource Planning

Factor analysis in Table 7 reveals the nature of Outsource Planning by Outsourcing Objectives, Outsourcing internal, and Activities to Outsource
Table 7: Rotated Component Matrixa For Outsource Planning
	
	Outsourcing

Objectives
	Outsourcing

Internal
	Activities

to Outsource

	Kampala metropolitan police always sets outsourcing objectives
	0.891
	
	

	Kampala metropolitan police's outsourcing objectives are always within the available resources, knowledge and time
	0.884
	
	

	Kampala metropolitan police's outsourcing objectives are achievable/ attainable
	0.765
	
	

	Kampala metropolitan police's outsourcing objectives are measurable
	0.719
	
	

	Kampala metropolitan police sets clear outsourcing objectives
	0.694
	
	

	the costs involved in outsourcing is considered when selecting activities to outsource
	0.654
	
	

	Kampala metropolitan police's resources that critically influence outsourcing performance are suggested
	
	0.711
	

	Kampala metropolitan police assesses its competences before deciding on the activities to outsource
	
	0.688
	

	Kampala metropolitan police appraises its available human resources to prepare for the outsourcing process
	
	0.674
	

	all Kampala metropolitan police stakeholders are consulted before the outsourcing initiative
	
	0.668
	

	Kampala metropolitan police appraises its available financial resources to prepare for the outsourcing process
	
	0.618
	

	we are consulted when Kampala metropolitan police is deciding on the activities to outsource
	
	
	0.829

	there is a compensation plan for staff who lose employment due to outsourcing
	
	
	0.818

	there is analysis of core competencies when deciding on activities to outsource
	
	
	0.615

	Eigen Values
	5.072
	2.145
	1.556

	% of variance
	31.698
	13.406
	9.723

	Cumulative %
	31.698
	45.104
	54.828

	Extraction Method: Principal Component Analysis. 
 Rotation Method: Varimax with Kaiser Normalization.

a. Rotation converged in 17 iterations.


Source: Primary Data

Factor analysis yielded three components which were interpreted as Outsourcing Objectives (var =31.698%), Outsourcing internal (var =13.406%),, and Activities to Outsource (var =9.723%).
Six item scales were loaded on Outsourcing Objectives component. The items with the highest Factor loading were: ‘KMP always sets outsourcing objectives’ (.891); ‘KMP outsourcing objectives are always within the available resources, knowledge and time’ (.884); ‘KMP’s outsourcing objectives are achievable/ attainable’ (.765); ‘Kampala metropolitan police's outsourcing objectives are measurable’ (.719), ‘Kampala metropolitan police sets clear outsourcing objectives’ (.694) and lastly; ‘the costs involved in outsourcing is considered when selecting activities to outsource’ (.654). The responses can be interpreted to mean that clear objective setting prior to outsourcing, setting objectives within the available resources and considering cost implications when selecting activities to outsource could have the strongest impact on service delivery.
Five item scales were loaded on Outsourcing internal/external analysis component. The items that registered the highest Factor loading were; Kampala metropolitan police's resources that critically influence outsourcing performance are suggested (.711);  Kampala metropolitan police assesses its competences before deciding on the activities to outsource (.688); Kampala metropolitan police appraises its available human resources to prepare for the outsourcing process (.674); All Kampala metropolitan police stakeholders are consulted before the outsourcing initiative (.668) and; Kampala metropolitan police appraises its available financial resources to prepare for the outsourcing process (.618). The responses therefore meant that activities associated with internal and external analysis by; assessment of competences before conducting outsourcing, appraisal of human resources to prepare for the outsourcing process, stakeholder consultation before outsourcing and proper appraisal of available financial resources prior to the outsourcing process, could greatly impact on service delivery in KMP. 
Three item scales were loaded on Activities to outsource component. The items with the highest loading in that order were; ‘We are consulted when Kampala metropolitan police is deciding on the activities to outsource’ (.829); ‘There is a compensation plan for staff who lose employment due to outsourcing’ (.818), and ‘There is analysis of core competencies when deciding on activities to outsource’ (.615). It can be deduced from the results that consultation of key stakeholders prior to outsourcing, having in place a compensation plan for staff who may lose employment as a  result of outsourcing and careful analysis of core competencies prior to making the outsourcing decision, are factors that could have a positive impact on service delivery. 
Overall, the factor analysis results showed that KMP makes the initiative to ensure proper planning before making the decision to outsource. It can thus be deduced that indeed, proper outsource planning affects service delivery in KMP.  
Interviews were held with the heads of departments that is procurement and disposal unit, fleet management, logistics, and these were conducted to further understand the concept of outsourcing planning. It was revealed that KMP undertakes outsourcing planning and they even have a directorate of research planning and development. On whether they were satisfied with outsourcing planning the key informant indicated that they are not yet satisfied.

“Am not satisfied because we have not yet reached that level that we want and people with technical expertise are still lacking due to limited resources (Interview with Key Informant A, 5th January 2017)”.

The key informants were asked to describe the process of outsourcing planning at KMP to which they indicated that there is a committee that is set up under the directorate of research planning and development. This committee sits and assesses all the activities that should be outsourced. They examine the capabilities of KMP and compare them with that of the potential bidder. They also assess the overall costs involved in the whole outsourcing arrangement. On this basis they suggest activities that should be outsourced. 
4.7.1.2 Correlation results for Outsource Planning and Service Delivery 
The relationship between outsource planning and service delivery was assessed further, using a Pearson correlation method. This was done in order to show the direction, strength and nature of relationship between the two variables, as further illustrated in table 8.
Table 8: Correlation matrix for outsource planning and service delivery in KMP
	
	
	Outsource planning     
	Service delivery 

	Outsource planning     
	Correlation Coefficient
	1.000
	.546**

	
	Sig. (2-tailed)
	.
	.000

	
	N
	59
	59


**. Correlation is significant at the 0.01level (2-tailed).
Results indicate that there is a positive relationship between outsource planning and service delivery (r= .546, p=.000 <.01). The relationship is also statistically significant, implying that outsource planning has a significant effect on service delivery in KMP. The positive correlation therefore implies that once there is proper outsource planning in KMP, there is likelihood that service delivery will be enhanced, and the reverse is also true.  The correlation results support the findings of the Factor analysis, which showed that a significant number of items measuring outsource planning registered higher Factor loading. 
Interview results also indicated that despite the process of outsorucing planning it had not translated into service delivery. In their own words they indcated that; 
Some firms outsoruced do not have expereince and professionalism which has made us rely on internal expertise. We have not got exactly the services we need for example professional cleareners, relaible ICT services and outsorucing services are not fully utilised. (Interview with Key informant B held on 10th January 2017). 

The key informants added that this can be attributed to that fact that the committee set up to undertake outsouricng decisions does not fully engage all the stakeholders and some activities have been outsourced and yet they are core activities of KMP like conducting forensic audits.  
4.7.2 The relationship between Supplier Selection and Service Delivery at KMP
The relationship between supplier selection and service delivery at KMP was assessed using the Factor analysis method, where Factor loadings were assessed to establish their contribution to service delivery. In addition, correlation results were computed in order to analyse the relationship between the variables. 

4.7.2.1 Factor analysis for supplier selection 
Results of the Factor analysis in Table 9 reveal the nature of supplier selection by Supplier Selection Criteria and Specification Development.
Table 9: Rotated Component Matrixa for Item about supplier selection
	
	

	
	Supplier

Selection Criteria
	Specification

Development

	We consider competences of the supplier when selecting the supplier
	0.861
	

	The experience of the supplier is key when selecting suppliers
	0.847
	

	Kampala metropolitan police's assessment of its suppliers is detailed
	0.845
	

	Supplier quality assessment is an overriding issue in Kampala metropolitan police's outsourcing
	0.815
	

	We consider the reliability of the supplier when outsourcing
	0.807
	

	Risk is considered when selecting suppliers
	0.782
	

	We base on financial stability and credit strength when selecting suppliers to outsource activities to
	0.754
	

	We consider transaction costs when selecting the supplier
	0.729
	

	We include general description of the services required, major categories of the service provider
	
	0.890

	We include statement of innovation expectations and capabilities of the service provider
	
	0.827

	Suppliers are consulted when defining specifications for the activities to be outsourced
	
	0.798

	All users are consulted when defining specifications for outsourced activities
	
	0.615

	Eigen Values
	4.532
	2.459

	% of variance
	30.216
	16.391

	Cumulative %
	30.216
	46.607

	Extraction Method: Principal Component Analysis. 
 Rotation Method: Varimax with Kaiser Normalization.

a. Rotation converged in 14 iterations.


Source: Primary data
Factor analysis yielded two components which were interpreted as Supplier Selection Criteria (var =30.216%), and Specification Development (var =16.391%).
Eight item scales were loaded on Supplier Selection Criteria component. The items which registered the highest factor loading were: ‘We consider competences of the supplier when selecting the supplier’ (.861); ‘The experience of the supplier is key when selecting suppliers’ (.847);‘Kampala metropolitan police's assessment of its suppliers is detailed’ (.845); ‘Supplier quality assessment is an overriding issue in Kampala metropolitan police's outsourcing’ (.815); ‘We consider the reliability of the supplier when outsourcing’ (.807); ‘Risk is considered when selecting suppliers’ (.782); ‘We base on financial stability and credit strength when selecting suppliers to outsource activities’ (.754) and; ‘We consider transaction costs when selecting the supplier’ (.729). Therefore, as evidenced from the Factor loadings which were above 0.5, it can be concluded that; consideration of supplier competencies, experience, service reliability, financial stability and transaction costs during the process of supplier selection can help in the realization of better service delivery.
Four item scales were loaded on Specification Development component. Items with the highest factor were: ‘We include general description of the services required, major categories of the service provider’ (.890); ‘We include statement of innovation expectations and capabilities of the service provider’ (.827); ‘Suppliers are consulted when defining specifications for the activities to be outsourced’ (.798) and lastly; ‘All users are consulted when defining specifications for outsourced activities’ (.615). From the factor analysis, it can be noted that items relating to specification development during supplier selection registered factor loadings above 0.6, indicating that the items had a strong association with service delivery in KMP.
Interviews were held with the heads of departments and key informants were required to describe how KMP undertakes the process of supplier selection during outsourcing. Results indicated that they usually form a committee that studies the services to be outsourced; they study the potential suppliers in in terms of their financial capacity, eligibility, past experience and complexity of the service to be. The key informant interviews also revealed that suppliers are not involved in the supplier selection that is to say they are not consulted when deciding on which supplier to outsource to. 
4.7.2.2 Correlation results for Supplier Selection and Service Delivery 
Pearson coefficient was used to assess the relationship between supplier selection and service delivery in Kampala Metropolitan Police, in order to further explain the strength and nature of relationship between the two study variables. Results thereof are shown in table 10.

Table 10: Correlation matrix for supplier selection and service delivery in KMP
	
	
	Supplier selection     
	Service delivery 

	Supplier selection     
	Correlation Coefficient
	1.000
	.487**

	
	Sig. (2-tailed)
	.
	.000

	
	N
	59
	59


**. Correlation is significant at the 0.01level (2-tailed).
Results in table 10 indicate that there is a moderate positive between supplier selection and service delivery in KMP (r= .487, p=.000<.01). The positive nature of the correlation means that an improvement in the methods used to select suppliers would positively impact on service delivery. In addition, the relationship is statistically significant, implying that supplier selection has a significant effect on service delivery. In general, the correlation result means that with an improvement in supplier selection methods, there is possibility that service delivery will also be improved, and the reverse is true.
Key informant interviews however revealed that there is no relationship between supplier selection and service delivery. They indicated that despite the process undertaken to carefully select bidders this had not affected service delivery of KMP. 

Key informants were however not happy with the process of supplier selection as one of the informants indicated that 
“Some services outsourced have been cancelled due to lack of reliability and delay in providing services which has led to the cancelling of contracts” (interview with informant on 5th January 2017).

This therefore means that supplier selection process may not have been handled well and in that case KMP ended up contracting with unreliable suppliers. 

4.7.3 The relationship between Supplier relationship management and service delivery in KMP

In order to ascertain the contribution of each Factor towards service delivery, component factor analysis was done. The supplier relationship factors were summarized into three categories as; Supplier Relations by Communication, Contractual Governance Mechanism, and Supplier Relationship
4.7.3.1 Factor analysis results for supplier relationship management and Service Delivery 
Table 11: Rotated Component Matrix For supplier relations
	
	Communication
	Contractual Governance Mechanism
	Supplier Relationship

	if problems such as delays arise, the supplier is honest about the problems
	0.828
	
	

	this supplier has no problems answering our questions
	0.763
	
	

	outsourced providers are friendly and readily available to care when needed
	0.746
	
	

	there is efficient information flow between Kampala metropolitan police and its suppliers
	0.715
	
	

	outsourcing contracts show organizational reporting structure
	0.703
	
	

	our outsourcing contracts contain a statement of the key business measurements required
	
	0.835
	

	our outsourcing contracts contain list of processes that are required to manage the agreements between us and service providers
	
	0.806
	

	our outsourcing contracts contains statement of exit responsibilities
	
	0.778
	

	our outsourcing contracts contain statement of process, ownership, roles and responsibilities
	
	0.655
	

	Kampala metropolitan police has closer relationships with its key suppliers
	
	
	0.851

	Kampala metropolitan police has collaborative relationships with key suppliers
	
	
	0.839

	there is trust as well as willingness to collaborate between Kampala metropolitan police and its suppliers
	
	
	0.644

	Eigen Values
	5.573
	2.652
	2.556

	% of variance
	26.540
	12.630
	12.170

	Cumulative %
	26.540
	39.169
	51.339

	Extraction Method: Principal Component Analysis. 
 Rotation Method: Varimax with Kaiser Normalization.

a. Rotation converged in 35 iterations.


Factor analysis yielded three components which were interpreted as Communication (var =26.540%), Contractual Governance Mechanism (var =12.630%), and Supplier Relationship (var =12.170%).

Five item scales were loaded on Communication. The items with the highest factor loading were: ‘If problems such as delays arise, the supplier is honest about the problems’ (.828); ‘The supplier has no problem answering our questions’ (.763); ‘Outsourced providers are friendly and readily available when needed’ (.746), ‘There is efficient information flow between KMP and its suppliers’ (.715); and  ‘Outsourcing contracts show organizational reporting structure’ (.703). This therefore meant that in terms of communication matters as an aspect of supplier relationship management; honesty from suppliers in case of delays, friendliness of outsourced providers, ability of providers to respond to questions, efficient information flow between the entity and suppliers, in addition to having a clear reporting structure are some of the issues that can influence service delivery. 
The next categorization of supplier relationship management was  Contractual Governance Mechanism, with four factors registering the highest factor loading. The items were: our outsourcing contracts contain a statement of the key business measurements required (.835); our outsourcing contracts contain list of processes that are required to manage the agreements between us and service providers (.806); our outsourcing contracts contains statement of exit responsibilities (.778); and our outsourcing contracts contain statement of process, ownership, roles and responsibilities (.655). The results meant that clear outsourcing statements, clarity of processes to manage agreements with service providers, statements that show clarity of roles and responsibilities, are crucial in ensuring effective supplier relationships.
Three item scales were loaded on Supplier Relationship. Items with the highest loading in that order were: Kampala metropolitan police has closer relationships with its key suppliers (.851); Kampala metropolitan police has collaborative relationships with key suppliers (.839); and there is trust as well as willingness to collaborate between Kampala metropolitan police and its suppliers (.644). The responses as observed from the Factor analysis showed that close collaborative relationships with suppliers are effective in ensuring better supplier relationship management, with the potential result of enhancing service delivery in KMP.
Results from interviews revealed that KMP has tried to establish collaborative relationships with the suppliers of outsourced services. KMP ensures that there are contracts signed between KMP and the service providers and together they agree on the service legal agreement. 
4.7.3.2 Correlation results for Supplier relationship management and Service Delivery 
The Pearson product moment correlation was computed, in order to ascertain the degree of association between supplier relationship management and service delivery in KMP. Results thereof are show in table 12.

Table 12: Correlation results for supplier relationship management in KMP
	
	
	Supplier relationship    
	Service delivery 

	Supplier relationship     
	Correlation Coefficient
	1.000
	.301**

	
	Sig. (2-tailed)
	.
	.000

	
	N
	59
	59


**. Correlation is significant at the 0.01level (2-tailed).
Results in table 12 indicate that there is a medium and positive (r= .301, p<.05) relationship between supplier relationship management and service delivery. This implies that when supplier relationship management associates with service delivery, the degree of association will be positive. This points to the fact that supplier relationship management and Service delivery will change in the same direction given changes in one variable.

Key informants were asked to comment on the supplier relationships KMP was having with outsourced suppliers. It was revealed that information sharing with suppliers was poor and most of the suppliers were not involved in the various outsourcing activities. One of the key interviews indicated that;
“Supplier relations is about 40%, we are assure our suppliers of early payments though because of a number of bureaucracies we delay to pay them and this has heavily affected the service delivery” (Interview with Key informant B January 10th 2017).
This therefore means that for KMP to improve on service delivery it has to improve on its relationships with the outsourced service providers. 
4.7.4  Factor analysis for service delivery in KMP

Factor analysis in Table below reveals the nature of Service Delivery in KMP by Service Effectiveness, and Service reliability.

Table 13: Rotated Component Matrix for Service Delivery in KMP
	
	Service

Effectiveness
	Service

Reliability

	Kampala metropolitan police's service coverage is satisfactory
	0.818
	

	I do not complain of delay in service delivery by outsourced providers
	0.799
	

	Whenever we need more services, our providers deliver on time
	0.795
	

	Kampala metropolitan police's services are delivered to the right places
	0.601
	

	Kampala metropolitan police offers relevant service to the community
	
	0.876

	Kampala metropolitan police delivers quality services
	
	0.835

	Kampala metropolitan police offers reliable service to the community
	
	0.831

	outsourced providers genuinely attend to our needs
	
	0.727

	Eigen Values
	6.186
	2.080

	% of variance
	30.930
	10.400

	Cumulative %
	30.930
	41.330

	Extraction Method: Principal Component Analysis. 
 Rotation Method: Varimax with Kaiser Normalization

a. Rotation converged in 10 iterations.


Source: Primary data
Factor analysis yielded two components which were interpreted as Service Effectiveness (var =30.930%), and Service Reliability (var =10.400%).

Four item scales were loaded on Service Effectiveness. Items with the highest loading were: Kampala metropolitan police's service coverage is satisfactory (.818); I do not complain of delay in service delivery by outsourced providers (.799); whenever we need more services, our providers deliver on time (.795); and Kampala metropolitan police's services are delivered to the right places (.601). The results of the Factor analysis can be interpreted to mean that KMP has in place measures to ensure satisfactory service delivery from the outsourced suppliers, in terms of timeliness and effectiveness of service delivery.  
Four item scales were loaded on Service Reliability. The item with the highest loading in that order was Kampala metropolitan police offers relevant service to the community (.876), Kampala metropolitan police delivers quality services (.835), Kampala metropolitan police offers reliable service to the community (.831), and outsourced providers genuinely attend to our needs (.827). The Factor analysis revealed that KMP had effective measures to ensure that the outsourced services are of good quality and meet the actual needs of the entity. 
Key informants were asked to comment on the service delivery of KMP because of outsourcing. Results indicated that the service was still poor as a result of poor relationship management with its suppliers, there poor monitoring and evaluation during and after supplier selection, lack of service providers involvement in the process which has affected quality, bureaucracy and delay in payments. 
4.8 Regression Analysis
The table below presents regression results showing the effect of Outsourcing Planning, Supplier Selection and Supplier Relationship Management, on Service Delivery in KMP. 

Table 14: The effect of Outsourcing Planning, Supplier Selection, Supplier relationship Management on Service Delivery in KMP
	Model 1
	Unstandardized Coefficients
	Standardized Coefficients
	T
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	.451
	.439
	
	1.027
	.309

	
	Outsource Planning
	.136
	.115
	.140
	1.182
	.242

	
	Supplier Selection
	.211
	.133
	.197
	1.580
	.119

	
	Supplier relationship Management
	.547
	.140
	.455
	3.915
	.000

	a. Service Delivery

	R = .679                                             F  Statistic = 17.706

R Square = .461                                Sig.            =.000         

Adjusted R Square = .435


Source: Primary Data
The results in table 14 reveal that Outsource Planning, and Supplier Selection do not significantly affect Service Delivery, owing to; (β= 0.140, p >0.05) and (β= 0.197, p >0.05), respectively. However Supplier relationship Management was found to significantly affect Service Delivery in KMP (β= 0.455, p <0.05). From the model, it can be inferred that any improvement in Outsource Planning, Supplier Selection and Supplier relationship Management can bring about a change of 0.140, 0.197, and 0.455 respectively in levels of Service Delivery in KMP. Further still, the model was found to be well specified, with a predictive power of 43.5%, implying that Outsource Planning, Supplier Selection and supplier relationship management affect Service Delivery by 43.5%. Supplier relationship Management was noted to be most influential in explaining Service Delivery (β= .455, p <0.05). The regression model was statistically significant (p <0.05).
Findings from the interviews suggest that supplier relationships are key when it comes to service delivery. The key informants indicated that when KMP establishes a clear contract with the supplier in terms of service level agreements, information sharing, conflict management among others the service provider will be able to perform as expected. They further added that when the service provider performs according to the contract terms KMP would also be able to serve its clients better.

Key informant also indicated that when supplier relationships are not managed well there would be no way KMP will be able to improve on its service delivery. They added that currently service delivery of KMP is poor because KMP does not involve service providers in various activities; there is no information sharing, late payment of suppliers, lack of monitoring mechanisms and bureaucracies in the outsourcing process. 

These findings support those from the questionnaire where it is indicated that supplier relationships is a significant predictor of service delivery and that on the overall outsourcing has an effect on service delivery. 

CHAPTER FIVE
SUMMARY, DISCUSSION, CONCLUSION AND RECOMMENDATIONS

5.1 
Introduction 

This chapter presents the summary of findings of this research, discussion of the findings, conclusions and recommendations based on research findings, limitations of the study and suggested areas for future research.
5.2 
Summary 

This section presents a summary of the key findings of the study on the effect of outsourcing on service delivery in KMP. The summary is in accordance with the specific objectives of the study. 

5.2.1 
The Effect of Outsourcing Planning on Service Delivery  in KMP
Results showed that Outsourcing planning is not a significant predictor of service delivery in KMP (β= 0.140, p >0.05). This indicates that though outsource planning affects service delivery in KMP, it is not a strong predictor of service delivery in the entity. However, in terms of the relationship findings on outsource planning as shown in the preceding chapter revealed that there is a moderate positive relationship between outsourcing planning and service delivery. In addition, the correlation result of r=546** revealed a positive and statistically relationship between outsource planning and service delivery. 
From the factor analysis result (4.6.1), it was noted that KMP effectively practices outsource planning. Results also indicated that KMP sets objectives before undertaking any outsourcing and as well makes sure the set objectives are achievable, measureable, and clear. Relatedly, it was established that KMP assesses its competencies before deciding on which activities to outsource, staff are appraised, financial resources availability is assessed and major stakeholders were consulted before outsourcing any activity. In addition, clear objectives were set, internal and external analysis of competences was undertaken before deciding on outsourcing any activity. 
5.2.2
 The Effect of Supplier Selection on Service Delivery in KMP
Regression results as shown in the previous chapter, indicate that supplier selection is an insignificant predictor of service delivery, when it comes to outsourced services in KMP (β= 0.197, p >0.05). However, correlation results (r= .487, p<.05) indicate that there is a moderate and positive relationship between supplier selection and service delivery in KMP. This means that when supplier selection is improved, then service delivery from the selected supplier is most likely to improve. 

Factor analysis results corresponding to supplier selection indicate that KMP conducted assessment of competencies for its suppliers during supplier selection; considered the issue of experience in provision of the services as one key criteria used to select the suppliers, in addition to supplier reliability, risk and financial capability during supplier selection. Results also indicate that KMP included a statement of innovation expectations and capabilities of the service provider, suppliers were consulted when defining specifications for the activities to be outsourced and all users were consulted when defining specifications for outsourced activities. The results therefore support the view that KMP effectively conducted outsource planning to ensure that the outsourced service providers deliver the expected output.
5.2.3
 The Effect of Supplier Relationship Management on Service Delivery in KMP
Regression results indicated that supplier relationship management is a significant predictor of service delivery, in respect of outsourced services (β= 0.455, p <0.05).  Correlation results also re-emphasized the above findings of the regression coefficient (r=.310, p<.05), indicating that there is a moderate and positive relationship between supplier relationship management and service delivery in KMP. The correlation result implied that with effective supplier relationship management in place, through enhanced communication mechanisms, among other strategies, there is possibility that service delivery in KMP will improve.  

Factor analysis results indicated that there is effective communication between KMP and providers of the outsourced services. In addition, it was revealed that in the event of delays, suppliers honestly communicated about any challenges encountered, providers were friendly and readily available and there were measures to ensure efficient information sharing with suppliers. In terms of governance mechanisms, it was established that KMP includes a statement of the key business measurements required, processes required to manage the agreements between KMP and service providers, statement of exit responsibilities and statement of process, ownership, roles and responsibilities. Notably still, results showed that KMP has closer relationships with its key suppliers, and there is trust as well as willingness to collaborate between Kampala metropolitan police and its suppliers
5.3
Discussion of Findings 
Below is a discussion on the finding about the study variables. In this section, findings from the study are discussed and compared with findings of other scholars. In this case, agreements or disagreements of the study findings with those of other earlier scholars are highlighted. 
5.3.1
 The effect of Outsourcing Planning and Service Delivery. 
Results (4.8) show that Outsourcing planning is not a significant predictor of service delivery (β= 0.140, p >0.05).  However correlation results revealed that there is a medium positive relationship between outsourcing planning and service delivery implying that indeed outsourcing planning affects the performance of the outsourced service in terms of service delivery (beta= .546). 

These findings are in line with those of Gaspareniene & Vasauskaite (2014) who argued that the criteria used when selecting activities for outsourcing is very important as it affects service quality and efficiency. This therefore means that outsourcing planning is important when making outsourcing decisions. 
These findings further concur with Evans and Lindsay (2008) who asserts that informed decisions are necessary for successful outsourcing. The scholars indicated that well planned outsourcing would help avoid costs associated with wrong outsourcing decisions. Wassenaar, Dijkgraaf and Gradus (2010) also emphasize the need for outsource planning. They argue that clear outsourcing objectives and clear understanding of the organization to deal with are very important. By doing so, organizations are more likely delivery better services. Garr (2008) also suggested that it is essential to have a clear objectives for the outsourcing organization and a plan on how they will be achieved as this will improve on the overall service delivery. Hancox and Hackney (2010) suggest also that benefits and costs in service delivery of using outsourcing are some of the major requirements that ought to be considered before the decision to outsource is undertaken. 
On the part of outsourcing planning being an insignificant predictor of service delivery, it means that where resources, both financial and time are not enough the organization may not prioritize it since it is not a strong predictor of service delivery. However, basing on the correlation results, a positive relationship exists between outsourcing planning and service delivery. This means any improvements made during outsourcing planning will further improve the performance of outsourced services. This is because outsource planning will aid the outsourcing of the right activities, guided by clearly set objectives. Internal and external environment will have to be analyzed in terms of the capabilities of the organization and the potential provider. 
Key informants interviews indicate that however much there is outsourcing planning at KMP it is not yet operational because not all stakeholders are consulted and the objectives set are not yet clear. The parameters for selecting activities to outsource are not yet clear and well defined. This could also partly explain why outsourcing planning had not yet translated in to improvement in service delivery. 
5.3.2 
The Effect of Supplier Selection on Service Delivery. 
Results revealed that supplier selection is an insignificant predictor of service delivery in KMP (β= 0.197, p >0.05). However, correlation results (r= .487, p<.05) indicated that there is a positive relationship between supplier selection and service delivery. This means when supplier selection is improved, then service delivery in KMP, as far as outsourced services from the selected supplier is concerned, will be most likely to improve. 

The findings are linked to the work of Palaneeswaran and Kumaraswamy (2003) who concluded that improved selection of contractors can enhance the value of outsourcing and thus ensure that better service delivery. The findings further concur with Peng (2012) who found out that good choice of service suppliers is the key to successful outsourcing. Organisations need to look at the characteristics of the industry, costs factors, operation efficiency, the basic qualities of service suppliers and the level technology when selecting suppliers from whom to outsource services. 
In the same breath, Bai and Sarkis (2010) argue that supplier selection decision is considered as one of the key issues faced by operations and purchasing managers to remain competitive. Selecting the right suppliers can influence the overall purchasing cost, which is responsible for a large percentage of the final product cost, Pazhani et al., (2015) add. The study findings further concur with Menon, McGinnis and Ackerman (2002) who argued that perceived service quality of the supplier is key. 
Relatedly, Rundquist (2007) observed that supplier selection tactics positively affect a buying firm's service delivery. Luo (2002) also asserts that successful organisations rigorously evaluate suppliers, tailor the terms of outsourcing agreement and carefully manage the functions undertaken by the suppliers supports this recommendation. 
From the findings, it was observed that supplier selection in outsourced services positively affects service delivery. However when compared with other variables, supplier selection was not a significant predictor of service delivery in KMP.  This is in line with the findings of Yu (2010) who revealed in his study that outsourcing could not enhance firm performance. Such a situation can be explained by the fact that at KMP, less consideration is given to transaction costs when selecting the suppliers. There is also less consideration given to experience of the supplier when selecting suppliers. There could be mediating factors that could further explain these findings. In terms of predictability, KMP can give less attention to supplier selection and devote much of the resources to other factors. Interview results indicated that the way supplier selection was being undertaken could not translate into service delivery. Key informants indicated that there was no involvement of various stakeholders during supplier selection, there was no sharing of information and they criteria used was so very clear. This resulted into contracting with unreliable suppliers 
5.3.3 
The effect of Supplier Relationship Management on Service Delivery. 

Regression results on supplier relationship management and service delivery at KMP indicated that supplier relationship management is a significant predictor of service delivery in outsourced services (β= 0.455, p <0.05). Correlation results (r= .301, p<.05) further indicated that there is a moderate and positive relationship between supplier relationship management and service delivery. Results from interviews further confirmed that supplier relationships are key in service delivery, that if there is information sharing, close relationships and clear contractual governance mechanisms then the supplier is most likely to become more effective, and this will translate into improved service delivery on the side of KMP. 
The results implied that improved supplier relationship management is associated with better service delivery. This therefore means that when the KMP improves on its relationships with the suppliers of the outsourced services, the service delivery in line with the outsourced services will improve. 

The findings also concur with those of Ahimbisibwe (2014) who found out that contract mechanisms as part of supplier relationship and service delivery were significantly and positively related to each other. He adds that, if contract relationship issues are well addressed, the institutions will realize an improvement in the quality of the service delivery.
The findings also concur with those of Behn and Kant (2009) who indicated that contract government mechanisms are important in outsourcing contracts. They argued that if requirements were well stipulated in the outsourcing contract the service provider would be able to deliver accordingly thus improving on service delivery. Socrates et al (2006) also indicated that the cooperation with a contract service provider would lead to significant improvement in service quality levels. These findings are also consistent with those of Garr (2008) who indicated that supplier relationships are important in outsourcing arrangements. 

Ntayi, Namugenyi and Eyaa, (2010) add that well designed contracts with the supplier will improve on the relationships between the contracting parties. The findings are also in agreement with the transaction cost theory, which guided this study. The theory predicts that in the absence of some form of governance mechanism, agreements between organizations will always be subject to risks from the transactions with suppliers, which may increase on the cost of the outsourcing transaction (Williamson, 1979).
5.4
Conclusions 

From the summary of results and above it can be concluded that outsourcing is very vital to service delivery as well as the performance of organizations. Based on this study, it is therefore concluded that outsourcing has a significant effect on service in public entities as demonstrated in the specific objectives below. 
5.4.1
The Effect of Outsourcing Planning on Service Delivery 

Findings have indicated that outsourcing planning is an insignificant predictor of service delivery in outsourced services. However, a positive and medium relationship exists between outsourcing planning and service delivery. This therefore means the organization should continue to practice outsource planning for better results in outsourced services. However, in the event of meager resources the organization should may not prioritize it as findings showed that it is an insignificant predictor of service delivery. 
5.4.2
The effect of Supplier Selection on Service Delivery 
Basing on the findings, the researcher concluded that supplier selection is an insignificant predictor of service delivery of outsourced services. However, the positive correlation results point to a positive relationship between supplier selection and service delivery It can thus be concluded that though supplier selection in outsourced may not significantly influence service delivery in KMP, it is still a necessary  activity. With an emphasis on outsourcing initiatives, organizations will become more dependent on suppliers, thus making it critical to choose and evaluate supplier performance. Therefore, a lot of care needs to be taken when selecting suppliers for outsourced services. 
5.4.3
The effect of Supplier Relationship Management on Service Delivery 
Findings have indicated that supplier relationship management is a significant predictor of service delivery in outsourced services. Results have also indicated that a positive relationship exists between supplier relationship management and service delivery. It can therefore be concluded that for an organization to improve on its service delivery it needs to improve on its relationship with its suppliers. The organization needs to ensure that there is improved communication with its suppliers; contracts that define the relationship needs to be very clear, closer relationships and partnerships need to be established. Once all these are done any problems, arising out of the relationship will be addressed easily and collaboratively the firm will work with the supplier to improve on service delivery. The findings on this objective are in agreement with findings of other scholars such as Ahimbisibwe (2014), Behn & Kant (2009), Socrates et al (2006) and Ntayi, Namugenyi, & Eyaa, (2010). 
When it comes to the study variable in terms of their predictive power supplier relationship management is said to be a significant predictor of service delivery while outsourcing planning and supplier selection are insignificant predictors. This means entities need to put many resources in establishing strong relationships with the suppliers of outsourced services, as this will improve on their service delivery. 
Since a positive relationship exists between the outsourcing and the service delivery, it implies that the better the outsourced service providers perform the more likely an organization is likely to realise improved delivery of services. This is notion has been supported by Benn and Pearcy (2002) Slepniov and Waehrens (2008) whose works reveal that the outsourcing makes a firm more competitive and thus enables the firm to complement the capacity it has to deliver improved and better quality services. Mwelu et al (2014) in there study also indicated that there is a strong and significant association between outsourcing and profitability. 
5.5 
Recommendations

Basing on the findings and conclusions, the researcher therefore makes the following recommendations. 

5.4.1  The Effect of Outsourcing Planning on Service delivery

However much outsourcing planning is an insignificant predictor of service delivery in outsourced services KMP still needs to improve on the way its plans for its outsourcing. 

There should be effective management of the commercial, legal and financial risks of outsourcing. This should also include any transition and transformation phases since these are said to be more risky. 

KMP needs to set realistic expectations. After establishing its outsourcing goals and objectives, it will be necessary to revisit them to make sure they are realistic. 

A successful outsourcing strategy is well informed and employs an aggressive risk-mitigation strategy. Experts suggest that it is not enough to simply keep a list of potential risks and be aware that things might go wrong along the way. Therefore, this study recommends that KMP should  prioritize and aggressively manage risks based on their expected impact.
The entity (KMP) should ensure that they clearly specify the service as required. By doing that the outsourced suppliers will be able to understand what they need to deliver, and this will in one way or the other positively impact on service delivery.  

5.4.2
The Effect of Supplier Selection on Service delivery

KMP needs to conduct continuous assessment of its capabilities and that of its potential providers before deciding on the provider to use. The costs, reliability, competences of the supplier should be among the key criteria to be considered when selecting the suppliers. 
In order to select the best provider, KMP needs to include innovation expectations in the selection criteria of the service provider. In addition, suppliers should be consulted when defining specifications for the activities to be outsourced. 

5.4.3
The Effect of Supplier Relationship Management on Service delivery
The study showed that outsourcing is important since it helps an organization to become more competitive and deliver better services. The study therefore recommends that KMP and other public institutions should ensure that they promote relationship with firms with a good image that over time have been outsourced and shown a good performance.

Equally important, this study recommends that KMP and other entities need to strengthen their relationships with suppliers of outsourced activities. KMP and other public entities should adequately plan, manage and retain the right level of control in the outsourcing relationship. 
KMP needs to monitor and evaluate their relationship with the suppliers of the outsourced services. KMP will have to set clear performance measurement indicators, which will be used to measure the performance of their suppliers. Indeed, the study recommends that KMP should have meaningful measurements to understand the relative success or failure of their overall outsourcing initiative. 
There is need for clear contract governance mechanisms. As a way of strengthening on the relationship with the outsourced suppliers, the entity should ensure that they have clear and accurate contract governance mechanisms. In addition, efforts should be made to ensure that once the service has been delivered, payments are made to the suppliers in a time. In so doing the outsourced suppliers will be more motivated to deliver more effectively and efficiently. 
5.5 
Limitations of the study
Although this research provided some interesting findings and makes an important contribution to the literature concerning outsourcing and service delivery, there are some limitations worth noting. 
· The study was only limited to the public sector therefore results cannot be used in the private sector
· The study was conducted at Kampala Metropolitan Police and therefore generalizing results in the whole public may not be feasible
· The data collection instrument that was used for this study was a standardardized questionnaire, which usually limits the ability to collect information beyond the questions contained within the survey instrument.
· The study adopted a cross sectional research design and yet behavior of individuals as well as service delivery in organizations keeps changing. 
5.6 
Contribution to knowledge
The study has confirmed previous work from various empirical studies that outsourcing has an impact on service delivery of public entities. However, the study found out that supplier selection and outsourcing planning were not significant predictors of service delivery. The findings will contribute to the existing pool of literature and general knowledge on outsourcing initiative in the public sector. Other researchers for their studies will also use these findings. 
5.7 
Implication for the Theory

This study has concurred with the Transaction Cost Theory which indicates that it is always better to outsource when the overall costs of the transaction will reduce. A firm needs to compare the cost of performing the activity themselves as well as the cost of outsourcing and only outsource when the costs of outsourcing are low. The study has added to the existing theory that supplier relationship management has a significant effect on the service delivery and that outsourcing planning, supplier selection are not significant predictors of service delivery.
5.8 
Implication for Policy and Practice

From the findings of the study, it has been revealed that supplier relationship management has a significant effect on service delivery. This therefore implies that organizations should put much emphasis on the relationship they establish with the suppliers to whom they have outsourced. This also implies clear contract governance mechanisms. Since Outsourcing is important in helping an institution become more competitive and deliver better services, it is quite necessary that these public entities ensure that utilize and promote the relationships with firms with a good reputation that over time have been outsourced and shown a good performance. 

Less effort should be put on outsourcing planning and supplier selection as these were found to be insignificant predictors of service delivery. 

5.9 
Areas Recommended for Future Research
· Since the study only focused on Kampala Metropolitan Police, it will be interesting to conduct a comparative study on outsourcing and service delivery in more than one entity.
· It will be interesting and of value to conduct a study on how the users of outsourced serviced assess the performance of their service providers. 

· There is need to conduct an in-depth study on the identification of activities to be outsourced. 
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APPENDICES

Appendix 1: Krejcie and Morgan Table for Determining Sample Size from a Given Population

	N
	S
	N
	S
	N
	S
	N
	S
	N
	S

	10
	10
	100
	80
	280
	162
	800
	260
	2800
	338

	15
	14
	110
	86
	290
	165
	850
	265
	3000
	341

	20
	19
	120
	92
	300
	169
	900
	269
	3500
	246

	25
	24
	130
	97
	320
	175
	950
	274
	4000
	351

	30
	28
	140
	103
	340
	181
	1000
	278
	4500
	351

	35
	32
	150
	108
	360
	186
	1100
	285
	5000
	357

	40
	36
	160
	113
	380
	181
	1200
	291
	6000
	361

	45
	40
	180
	118
	400
	196
	1300
	297
	7000
	364

	50
	44
	190
	123
	420
	201
	1400
	302
	8000
	367

	55
	48
	200
	127
	440
	205
	1500
	306
	9000
	368

	60
	52
	210
	132
	460
	210
	1600
	310
	10000
	373

	65
	56
	220
	136
	480
	214
	1700
	313
	15000
	375

	70
	59
	230
	140
	500
	217
	1800
	317
	20000
	377

	75
	63
	240
	144
	550
	225
	1900
	320
	30000
	379

	80
	66
	250
	148
	600
	234
	2000
	322
	40000
	380

	85
	70
	260
	152
	650
	242
	2200
	327
	50000
	381

	90
	73
	270
	155
	700
	248
	2400
	331
	75000
	382

	95
	76
	270
	159
	750
	256
	2600
	335
	100000
	384


Note:
“N” is population size


“S” is sample size.

Appendix 2: Questionnaire for Kampala Metropolitan Police Staff
Dear respondent, 

You have been randomly selected to participate in a study on “The Effect of Outsourcing on Service Delivery in Public Entities. A case of Kampala Metropolitan Police Force”

The study is academic as partial fulfillment of the requirements for the award of the degree of Master of Public Procurement at Uganda Management Institute (UMI). The findings will be beneficial to public and private entities in the area of Outsourcing and Service delivery and future researchers.

The information provided will be treated as highly CONFIDENTIAL. The researcher guarantees the destruction of the acquired information by shredding or burning once the data has been analyzed and inferences drawn. Your co-operation is highly appreciated.

Section A: Background

1. Sex: ( Male ( Female (Please tick)

2. Age ( (20-30) 
( (31-39) 
( (40-49) 
( (Above 49)

3. Education level (indicate highest) 

Primary ( 

O-Level ( 
A-Level 
( Tertiary 
( University

( Other (specify) 







4. Your Position in Kampala Metropolitan Police ………………………………….

5. Years you have been working with Kampala Metropolitan Police : ( (Less than 1 year) 
( (1-2 years) ( (3-5 years) 
( (6-10 years) 

( (Above 10 years)

6. Please tick the Main reason for Outsourcing of services at Kampala Metropolitan Police 

	1
	Cost reduction 
	

	2
	Focus on Core activities  
	

	3
	Increase on operational flexibility 
	

	4
	Access to emerging technologies  
	

	5
	Improving customer Service
	

	6
	Access to better expertise 
	

	7
	Others (Specify) 
	


7. Which of the following services do you currently outsource? Please tick all those that are applicable 

	1 
	Cleaning 
	

	2 
	Consultancy 
	

	3 
	Security 
	

	4 
	Maintenance 
	

	5 
	Catering 
	

	6 
	Courier & Messenger 
	

	7 
	Transport 
	

	8
	ICT
	

	9
	Others (please specify) 
	


Section B: Outsourcing Planning

In respect to Outsourcing Planning at Kampala metropolitan police please provide your level of agreement with the following statements.

Please indicate your opinion on a five point scale where 1= Strongly Disagree, 2= Disagree, 3= Not Sure, 4 = Agree, and 5= Strongly Agree

	Outsourcing internal/external analysis
	SD
	D
	NS
	A
	SA

	1. All Kampala metropolitan police stakeholders are consulted before the outsourcing initiative 
	1
	2
	3
	4
	5

	2. Kampala metropolitan police’s resources that critically influence outsourcing performance are suggested
	1
	2
	3
	4
	5

	3. Kampala metropolitan police appraises its available human resources to prepare for the outsourcing process
	1
	2
	3
	4
	5

	4. Kampala metropolitan police appraises its available financial resources to prepare for the outsourcing process
	1
	2
	3
	4
	5

	5. Kampala metropolitan police appraises its available material resources to prepare for the outsourcing process
	1
	2
	3
	4
	5

	6. Kampala metropolitan police assesses its competences before deciding on the activities to outsource. 
	1
	2
	3
	4
	5

	Setting of overall outsourcing objectives
	
	
	
	
	

	7. Kampala metropolitan police always sets outsourcing objectives
	1
	2
	3
	4
	5

	8. Kampala metropolitan police sets clear outsourcing objectives
	1
	2
	3
	4
	5

	9. Kampala metropolitan police’s outsourcing objectives are measurable
	1
	2
	3
	4
	5

	10. Kampala metropolitan police’s outsourcing objectives are achievable/attainable
	1
	2
	3
	4
	5

	11. Kampala metropolitan police outsourcing objectives are always within the available resources, knowledge and time
	1
	2
	3
	4
	5

	Selecting activities to Outsource 
	
	
	
	
	

	12. We are consulted when Kampala Metropolitan Police is deciding on the activities to outsource 
	1
	2
	3
	4
	5

	13. There is analysis of core competencies when deciding on activities to outsource 
	1
	2
	3
	4
	5

	14. The costs involved in outsourcing is considered when selecting activities to outsource 
	1
	2
	3
	4
	5

	15. KMPF considers resistance to change when selecting activities to outsource
	1
	2
	3
	4
	5

	16. There is a compensation plan for staff who loose employment due to outsourcing 
	1
	2
	3
	4
	5


Section C: Supplier Selection

In respect to supplier selection during outsourcing at Kampala Metropolitan Police please provide your level of agreement with the following statements.

Please indicate your opinion on a five point scale where 1= Strongly Disagree, 2= Disagree, 3= Not Sure, 4 = Agree, and 5= Strongly Agree

	Items about Supplier Selection
	SD
	D
	NS
	A
	SA

	Specification Development 
	
	
	
	
	

	1. All users are consulted when defining specifications for outsourced activities 
	1
	2
	3
	4
	5

	2. Suppliers are consulted when defining specifications for the activities to be outsourced 
	1
	2
	3
	4
	5

	3. Expectations from the outsourced activities are clear
	1
	2
	3
	4
	5

	4. We include statement of innovation expectations and capabilities of the service provider.
	1
	2
	3
	4
	5

	5. We include general description of the services required, major categories of the services, specific service elements.
	1
	2
	3
	4
	5

	Supplier Selection 
	
	
	
	
	

	6. Flexibility is considered when KMP is selecting its suppliers for outsourced services 
	1
	2
	3
	4
	5

	7. Kampala metropolitan police’s assessment of its suppliers is detailed
	1
	2
	3
	4
	5

	8. Supplier quality assessment is an overriding  issue in Kampala metropolitan police’s outsourcing
	1
	2
	3
	4
	5

	9. Risk is considered when selecting suppliers 
	
	
	
	
	

	10. We base on financial stability & credit strength  when selecting suppliers to outsource activities to
	1
	2
	3
	4
	5

	11. We consider the reliability of the supplier when outsourcing 
	1
	2
	3
	4
	5

	12. Equipment of the supplier is key when selecting suppliers to outsource services to
	
	
	
	
	

	13. We consider the competences of the supplier when selecting the supplier 
	1
	2
	3
	4
	5

	14. We consider transaction costs when selecting the supplier 
	
	
	
	
	

	15. The experience of the supplier is key when selecting suppliers 
	1
	2
	3
	4
	5


Section D: Supplier Relationships

In respect to supplier relationships during outsourcing at Kampala Metropolitan Police please provide your level of agreement with the following statements.

Please indicate your opinion on a five point scale where 1= Strongly Disagree, 2= Disagree, 3= Not Sure, 4 = Agree, and 5= Strongly Agree

	Nature of supplier relationships
	SD
	D
	NS
	A
	SA

	1. Kampala metropolitan police has closer relationships with its key suppliers
	1
	2
	3
	4
	5

	2. Kampala metropolitan police has collaborative relationships with key suppliers
	1
	2
	3
	4
	5

	3. Kampala metropolitan police has policies to guide its relationship with suppliers
	1
	2
	3
	4
	5

	4. Our outsourced providers are cooperative in handling our complaints
	1
	2
	3
	4
	5

	5. Outsourced providers are friendly and readily available to care when needed
	1
	2
	3
	4
	5

	6. Kampala metropolitan police shares its future plans with its suppliers 
	1
	2
	3
	4
	5

	7. There is trust as well as willingness to collaborate between Kampala metropolitan police and its suppliers
	1
	2
	3
	4
	5

	Communication 
	
	
	
	
	

	8. The contracts contain a statement of the communication policy
	1
	2
	3
	4
	5

	9. Outsourcing contracts show organizational reporting structure
	1
	2
	3
	4
	5

	10. There is efficient information flow between Kampala metropolitan police and its suppliers
	1
	2
	3
	4
	5

	11. We share critical information with our outsourced providers
	1
	2
	3
	4
	5

	12. If problems such as delays arise, the supplier is honest about the problems
	1
	2
	3
	4
	5

	13. This supplier has no problems answering our questions
	1
	2
	3
	4
	5

	14. Our outsourcing contracts provide for an efficient feedback on the identified draw backs.
	1
	2
	3
	4
	5

	Contractual Governance Mechanisms 
	1
	2
	3
	4
	5

	15. Our outsourcing contracts contain statement of process ownership roles and responsibilities
	1
	2
	3
	4
	5

	16. Our outsourcing contracts contain list of processes that are required to manage the agreements between us and service providers
	1
	2
	3
	4
	5

	17. Our outsourcing contracts contain a statement of the key business measurements required.
	1
	2
	3
	4
	5

	18. Outsourcing contracts contain established service quality targets
	1
	2
	3
	4
	5

	19. Our outsourced contract contains penalty definitions and formula.
	1
	2
	3
	4
	5

	20. Our outsourced contract contains conditions under which termination may occur.
	1
	2
	3
	4
	5

	21. Outsourced contract contains statement of exit responsibilities
	1
	2
	3
	4
	5


Section E: Service Delivery

In respect to Service delivery by Kampala metropolitan police please provide your level of agreement with the following statements.

Please indicate your opinion on a five point scale where 1= Strongly Disagree, 2= Disagree, 3= Not Sure, 4 = Agree, and 5= Strongly Agree

	Service Efficiency
	SD
	D
	NS
	A
	SA

	1. Kampala metropolitan police’s services are usually delivered on time
	1
	2
	3
	4
	5

	2. Kampala metropolitan police's service delivery is efficient
	1
	2
	3
	4
	5

	3. There has been a significant reduction of expenditures in Kampala Metropolitan police because of outsourcing.
	1
	2
	3
	4
	5

	4. Outsourcing has led to the transformation of some fixed costs into variable costs.
	1
	2
	3
	4
	5

	5. The level of employee productivity has improved because of outsourcing.
	1
	2
	3
	4
	5

	Service effectiveness
	
	
	
	
	

	6. Kampala metropolitan police's services are delivered to the right places
	1
	2
	3
	4
	5

	7. Our performance has improved significantly 
	1
	2
	3
	4
	5

	8. We are able to meet the community’s expectations
	1
	2
	3
	4
	5

	9. Outsourced providers perform their tasks promptly making us perform ours promptly too
	1
	2
	3
	4
	5

	10. There is value for money in Kampala metropolitan police's service delivery
	1
	2
	3
	4
	5

	11. Whenever we need more services, our providers deliver on time
	1
	2
	3
	4
	5

	12. I do not complain of delay in service delivery by outsourced providers
	1
	2
	3
	4
	5

	13. Kampala metropolitan police's services are easily accessed
	1
	2
	3
	4
	5

	14. Kampala metropolitan police's service coverage is satisfactory
	1
	2
	3
	4
	5

	15. Outsourcing has allowed the institution to focus on its core functions thereby improving the performance of the institution.
	1
	2
	3
	4
	5

	Service reliability
	
	
	
	
	

	16. Kampala metropolitan police delivers quality services
	1
	2
	3
	4
	5

	17. Kampala metropolitan police offers relevant service to the community
	1
	2
	3
	4
	5

	18. Kampala metropolitan police offers reliable service to the community
	1
	2
	3
	4
	5

	19. Outsourced providers provide services that we expect
	1
	2
	3
	4
	5

	20. Outsourced providers genuinely attend to our needs
	1
	2
	3
	4
	5


How do you rate the effect of outsourcing services on Kampala Metropolitan Polices service delivery with respect to the following performance criteria? (1: Very low, 2: low, 3: Not sure, 4: High, 5: Very High)

	1
	Reducing costs
	1
	2
	3
	4
	5

	2
	Customer/community satisfaction level
	1
	2
	3
	4
	5

	3
	On time delivery performance
	1
	2
	3
	4
	5

	4
	Operations flexibility
	1
	2
	3
	4
	5

	5
	Focus on Polices core activities 
	1
	2
	3
	4
	5


Thank you for cooperation

Appendix 3: Interview Guide for Senior Police Officers
Dear Respondent,

Please kindly spare some few minutes to respond to the following questions. Information received from you is for academic purposes and will be kept confidential. 
1. Is there outsource planning at Kampala metropolitan police? If no, why? If yes, what is involved in Kampala metropolitan police’s outsource planning?

2. Are you satisfied with Kampala metropolitan police’s outsource planning? If no, why? If yes, why?

3. What is your opinion on Kampala metropolitan police’s service delivery in terms of it being efficient, effective and reliable?

4. How has Kampala metropolitan police’s outsource planning affected service delivery?

5. How does Kampala metropolitan police conduct its supplier selection for suppliers for outsourced activities?

6. How effective has been Kampala metropolitan police’s supplier selection?

7. How have Kampala metropolitan police’s supplier selection affected its service delivery?

8. How is the nature Kampala metropolitan police supplier relations?

9. How effective has been Kampala metropolitan police’s supplier relations?

10. How have Kampala metropolitan police’s supplier relations affected its service delivery?

Thank you for cooperation
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