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Abstract
The study set out to investigate the contribution of Procurement planning on service delivery in Kyenjojo District local Government in western Uganda. It was carried out with an aim of providing an insight on the importance of procurement planning as far as effective service delivery is concerned since it is a back bone of every organization. A cross-sectional research survey was adopted for the study and used a sample size of 161 respondents. Data was collected using interviews for some respondents while others responded to self administered questionnaires. Quantitative data was analysed using Statistical Package for Social Scientists (SPSS) while qualitative data was content analysed. It was found out that there was a significant relationship between procurement planning and both reduced number of complaints and timely service delivery while the relationship between procurement planning, Quality of service and end-user satisfaction was insignificant at 0.286 and -.773 respectively. Conclusively, there existed a strong and statistically significant relationship between reduced complaints as well as timely service implying that any weakness in procurement planning threatened them.  Quality service and end-user satisfaction were weakly linked to procurement planning and showed no relationship. It was thus recommended that government and PPDA need to enforce procurement planning in district local governments to enhance reduce complaints, timely service, quality service and user satisfaction. The research also identified areas for further research as follows; procurement management and value for money insecurity organizations, effect of procurement management on supply chain management in private sector organizations and procurement planning and political influence in local government. 
CHAPTER ONE: INTRODUCTION

1.0 Introduction
This study was an examination of the contribution of procurement planning on service delivery, in Kyenjojo District Local Government in western Uganda. The study focused on procurement planning and service delivery.  This chapter presents the background to the study, statement of the problem, general objective, specific objectives, research questions, hypotheses, conceptual frame work, significance of the study, justification of the study, scope of the study and the operational definitions.
1.1 Back ground to the study

1.2 Historical Background

World over, public procurement is perceived to have a big annual expenditure estimated to be more than $2 trillion Hunja (2003). This has drawn much attention for procurement to dominate trade negations.  Public procurement reforms have therefore occurred in both developed and developing countries, though the scope varies from reforming the whole procurement, if the system is completely dysfunctional or fixing some narrow areas in a well developed procurement system (Elliot, 2004). This would help minimize inefficiencies in the procurement sector. According 
to the World Bank report on public sector reforms (2008), Public reforms included civil service and administrative reform, anticorruption, logistics and document handling, public financial management. Procurement reforms were aimed at government entities of rich and poor countries struggling in the face of: unrelenting budget constraints; government downsizing; public demand for increased transparency in public procurement; and greater concerns about efficiency, fairness and equity (Thai, 2004).
In the African context, public procurement has always taken a big portion of the developing countries’ economies with an estimated gross domestic product (GDP) of 9-13 percent. It is therefore an area that needs attention because resources are not being used appropriately (Witting, 1999).  In 1999, participants from sub-Saharan Africa convened in Abidjan, Ivory Cost to address the issue of public procurement reforms and came up with various resolutions among which was need to build support for procurement reforms that required enabling legislation and regulation, well trained and competent procurement officials, prioritizing key procurement elements like transparency, anticorruption and decentralization of procurement functions. In East Africa, procurement reforms have taken place in Tanzania and Kenya. In May 2005 Kenya, cooperated with the European Union and carried out an independent procurement review. The findings highlighted various weaknesses ranging from lack of fair and transparent completion, embezzlement of funds, inappropriate application of procurement methods and unnecessary delays in the procurement processes among others. The same weaknesses were found in Tanzania which became a basis for major reforms to be initiated (Basheka, 2009).  
In Uganda, procurement reforms were initiated in 1997 following the enactment of the 1995 constitution and initiation of several public sector reforms. They were initiated against problems of lack of accountability and transparency that had blocked the culture of value for money (VFM) in public procuring and disposing entities some of which were decentralized.  
According to Witting and Wayne (2006), in their paper on comparative views of public procurement reforms, it was found out that developing countries of which Uganda is among lacked basic elements of a sound procurement system like transparency, accountability and fairness. There was also developing pressure from donors and development partners to put in place appropriate public procurement practices based on international standards that are fair, transparent, competitive and nondiscriminatory to all potential providers of goods, works and services (Agaba, 2003). It was on this basis that the government set up a taskforce in 1998 comprising of government ministries, private sector and donor community led by the World Bank. Their recommendations were later forwarded to the Cabinet for review and as a result the Ministry of Finance, Planning and Economic Development issued the public finance (procurement) regulations (2000) to initiate and regulate a new system.  This gave the government ample time to develop a comprehensive law to create an independent public procurement regulatory body for procurement and disposal of public assets in the country. In 2006, the Local Government Act (amendment) in relation to regulation 39 was brought into effect applying the national system to the setting, with certain variations. In this development, the local government tender boards were replaced by the contracts committees that are still in place up to now (PPDA, 2003). 
Through all the reforms decentralization had been looked at as the major element that would favour procurement planning. This is because decentralization had replaced centralized administrative structures that had misappropriated local revenues and hindered local initiative. 

In its final report (2008/2009) on compliance checks undertaken on 25 procuring and disposing entities. PPDA found out gaps in procurement planning which they said that would hinder performance and service delivery. In the report the Authority observed that procurement and disposal planning is central to proper procurement management. The PPDA Act under Section 58 clearly stipulates the essential requirements to be included in a procurement plan. 
However, most of the assessed PDEs that had prepared a procurement plan were rarely updating or even adhering to it. 
For the PDEs that were compliant to this requirement they had done it in order to fulfill the conditions under the Budget Call Circulars issued by the Secretary to the Treasury in accordance with the annual budget preparation procedures. Among PDEs assessed, only 9 PDEs (36%) had approved procurement plans for Financial Year 2008/09 and only 6 PDEs (24%) had submitted the approved procurement plans to PPDA. PDEs faced challenges in preparation of procurement plans since their User Departments were not cooperating by submission of their departmental procurement work plans. Few PDEs had in place framework contracts for procurement of repetitively procured or common user items.

 1.3 Theoretical Background
The study was guided by Principal-Agency and best value theories.  Principal-Agency theory seeks to attain a balance between competency and rewards or incentives.  The Principal and the Agent are the two parties that are involved in the theory.  According to Chiappori (2002) the underlying principle of the Principal-Agency theory is that there should be a clear understanding of the needs of the principal and ability of the agent to meet these needs competently. Under the PPDA Act all PDEs both at local and central level are supposed to make procurement plans in line with approved budgets. In the same way, procuring and disposing entity (PDE) (presumed to be the principal) needs to put forward specifications of goods, works and services. The prospective provider (presumed agent) on the other hand will provide information on ability to meet specified needs of the PDE. The principal should also be in position to verify the information provided by the agent to avoid information errors. The theory also has an element of trust. The theorists contend that both the principal and the agent have to exhibit a high degree of trust. This will ensure effective ascertainment of their objectives. 
The theory becomes relevant to the study as it highlights the need for strategic planning in procurement. When a procurement contract is well defined and planned, the principal (PDEs) and agents (suppliers) find it easy to meet needs of each other in an efficient way resulting into timely execution of the contract. On the other hand best value theory by Ellis and Garry (1990) emphasizes accounting for and pursuing the aspirations of local stakeholders by attempting to attain the highest quality and efficiency that are possible at a price people are willing to pay. It requires officials to obtain economic, efficient and effective services so as to respond to local stakeholders. The theory is applicable since procurement planning and service delivery are both aspects of organizational structure and customer satisfaction resulting from quality and efficiency. The theory explains the relationship between the Procuring and Disposing Entity (PDE) and the provider. Much as the PDE expects the supplier to deliver right and quality goods, the supplier expects timely payment. The process of awarding public procurement contracts guarantees and safeguards the rights and interests of both government and the contractor as well.  This is one of the ways an entity can achieve effective service delivery and efficient utilization of limited resources.
1.4 Conceptual Background
Procurement planning is the process of identifying procurement needs of an entity, timing of their acquisition and their funding such that the entity’s operations are met as required in an efficient way (Basheka, 2008). He contends that as a function, procurement planning endevours to answer questions like; when do you want to procure, what do you want to procure, where will you procure, how will timely procurement or failure the use of the item (s), how can one be efficient in the procurement process and who will be involved in the process. Therefore, to achieve the above there must be a procurement plan. 
The purpose of procurement planning is to create responsive procurement systems that will in return achieve efficient service delivery (Basheka 2009). It strengthens procurement systems, processes, procedures and professionals involved in acquisition of goods and services needed by the community. Procurement planning is essential for timely delivery of planed activities that subsequently leads to achievement of intended objectives and development. Telgen (2007) observed that procurement planning goals relate to questions of when, where and what to buy. According to Ministry of defence procurement handout (2004) procurement goals relate to effective procurement practices and these are those systems that offering a higher level of transparency, accountability and value for money. Procurement is the process which creates, manages and fulfills contracts relating to provision of goods, services or engineering and construction works, the hiring of anything, disposal and acquisition or granting of any rights and acquisitions. 
According to Thai (2004), procurement has three phases and these are; strategic procurement planning, solicitation development and supplier selection as well as contract administration. The second concept to guide the study is service delivery which is also defined by different authorities. Service delivery refers to ability to provide what is required to consumers on time (Webster New International Dictionary 1993). In this concept, service delivery implies delivery of local government programs and meeting needs of the local person. In district local government setting, service delivery is reflected in transparency, accountability and provision of quality services and works among others. However, this is usually abused through conflict of interest and corruption (Telgen 2007). Public Procurement and Disposal of Public Assets Authority (PPDA Act) (2003), Lysons and Farrington (2006), Watermeyer (2004) define procurement as a means of acquisition by purchase, rental, lease, hirepurchase of any type of works, services or supplies or any combination. 
Procurement is the process of obtaining goods or services in any way, including borrowing, leasing and even by force or pillage. The World Bank as cited by Odhiambo and Kamau (2003) public procurement is that kind of procurement that uses public funds. Narian (1997) defined planning as a formal process of making decisions for the future of business organizations. Jain (1999) describes planning as a deliberate and conscious research used to facilitate the design and orderly sequence of actions through which it is expected to help reach its objectives. He adds that planning chalks out a course of action for the organization to follow and involves anticipation of the future circumstances. Planning refers a process of preparing a sequence of action steps to achieve some specific goal (Time-Managemet Guide 2003). He contends that if done effectively, you can reduce much of the necessary time and effort of achieving the goal. Planning is one of the essential functions of management philosophy. 
It is generally acknowledged that proper planning is a major ingredient of organizational development in ever changing environment. It facilitates decisions for optimal resource allocation (Robert and Vijay, 2004). The close the organization moves to matching its goals, the more likely it is to be effective (Harding, 1987). Seleemi and Bongonko (1997), contend that planning consists of sub-sections that include; forecasting, decision making, establishing objectives, programming, budgeting, policy making and research among others. According to Todd (2011), Planning refers to the process of deciding what to do and how to do it. He contends that Planning occurs at many levels, from day-to-day decisions made by individuals to complex decisions made by businesses and governments. Planning is a creative process requiring unequal measures of experience, analysis, intuition and inspiration.
1.5 Contextual Background
Procurement planning is increasingly being recognized in both public and private sectors. As a critical management function that helps organizations and individuals make optimum use of available resources in acquisition of works, goods and services. Because of this, procurement has moved from being a back office support function to strategic that aids attainment of organizational goals and objectives. In contextual terms, organizations exist to provide valuable goods and services that people desire (Jones, 2004). According to Hunja (2003), in most developing countries, public procurement takes place within a framework of international obligations like World Trade Organisation (WTO). In Uganda, the institutional setup for procurement is prescribed by PPDA Act (2003) and presumed as a sole national regulatory body for procurements in all public procuring and disposing entities (PDEs). Article 24 of the Act provides that each PDE shall comprise of Accounting Officer (AO), Contracts Committee (CC), procuring and disposing unit (PDU), user departments and evaluation committee (EC) which is adhoc.
 In the same way, Local Governments Act 2006 (as amended) provides for establishment of contracts committee and PDU in every district local government of Uganda. Kyenjojo district was curved out of Kabarole district in 2001 with the aim of bringing services nearer to the people through decentralization programe. Procurement began with the establishment of the district until the year 2004 when a procuring and disposing unit (PDU) was established and recognized as a function. Despite the effort by Kyenjojo District Local Government to work along established rules and regulations, service delivery still faces many challenges that have kept persistent public outcry all that have been attributed to poor procurement planning. 
Kyenjojo district PDU has suffered challenges ranging from ghost agricultural supplies reported in Kyaka county, shoddy works on pit latrines (Nyantungo Sub-county -Mwenge south), insufficient deliveries in central stores, lack of transparency, inadequate accountability, delayed supplies and underutilization of funds. According to Kyenjojo District Public Accounts Committee Report (2009), the challenges were attributed to poor planning, lack of commitment by responsible officers to play their roles and inability of procuring and disposing unit to manage awarded contracts. In the same report 300 million was not put to use and returned to the central treasury which denied service to taxpayers. This may be a proxy indicator of lack of procurement planning by the procuring and disposing entity (PDE) which may result into wastage of resources and unattainment of value for money.
 The state of service delivery in Kyenjojo district local government has also been hampered by understaffing of PDU where there is only procurement officer and his assistant that have no capacity to handle complex procurements and accomplish work on time to meet deadlines for procurement reports submission to the Authority. There is also an evident challenge of conflict of interest which has ensured in incompetent firms that have frustrated many projects resulting into poor service delivery. Forinstance Kyenjojo town water supply project under George and company Ltd a private operator and garbage collection under Mugo Company Ltd.
1.6 Statement of the problem
Since 1997 procurement reforms emphasizing procurement planning have taken place aimed at achieving effective service delivery in terms of quality goods, services and works to the community. In Uganda’s local governments, Procurement planning is very important because it involves activities that help maximize value for organization and achieve a sustainable competitive advantage and service delivery. For the government to meet its needs in the most effective, economic and timely manner it must have a comprehensive plan (Cibinic and Ralph, 1998). Despite the procurement reforms, Kyenjojo District local Government has continued to experience high levels of poor service delivery. According to Kyenjojo District Public Accounts Committee Report ( 2009) it was observed that there were “ghost” supplies of agricultural inputs in Kyaaka county, shoddy works on pit latrines (Nyantungo sub-county-Mwenge south) and insufficient deliveries in central stores.
This probably is a result of poor planning, lack of commitment by responsible officers to play their roles and inability of procuring and disposing unit to manage contracts which may hamper better service to the local person. In the same report 300 million was not put to use and returned to the central treasury which denied service to taxpayers. This may be a proxy indicator of lack of procurement planning by the procuring and disposing entity (PDE) which may result into wastage of resources and unattainment of value for money. Yet to date, no empirical studies have been conducted to ascertain how procurement planning could affect service delivery in Kyenjojo district. To bridge this gap, the study focused on the effect of procurement planning on service delivery.

1.7 General Objective.

The study was to assess the extent to which procurement planning affects service delivery in   Kyenjojo District Local Government in western Uganda.
1.8 Specific Objectives

(i)
To assess contribution of procurement planning to quality of service in Kyenjojo District Local Government in western Uganda. 

(ii) 
To assess the extent to which procurement planning contributes to end-user satisfaction in Kyenjojo District Local Government in western Uganda.

(iii)
 To assess how procurement planning contributes to reduced number of complaints in Kyenjojo District Local Government in western Uganda.
(iv)
To assess the relationship between procurement planning and timely service delivery in Kyenjojo District Local Government in western Uganda.  
1.9. Research Questions

(i)
 How does procurement planning contribute to quality of service in Kyenjojo District Local Government in western Uganda?

(ii)
 To what extent does procurement planning contribute to end-user satisfaction in Kyenjojo District Local Government in western Uganda?

(iii)
 How does procurement planning contribute to reduced number of complaints in Kyenjojo District Local Government in western Uganda?
(iv)
Is there a verifiable relationship between procurement planning and timely service delivery in Kyenjojo District Local Government in western Uganda? 
1.10. 
Hypotheses

(i) 
Procurement planning significantly contributes to quality of service in Kyenjojo District Local Government in western Uganda.

(ii)
 To a bigger extent procurement planning contributes to end-user satisfaction in Kyenjojo District Local Government in western Uganda.

(iii)
 Procurement planning significantly contributes to reduced number of complaints in Kyenjojo District Local Government in western Uganda.
(iv)
 There is a verifiable relationship between procurement planning and timely service delivery Kyenjojo District Local Government in western Uganda.

1.11. Conceptual Framework 
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Source: From various literature sources (Thai 2004, Witting 2006, Day 1994)
Figure 1:  Conceptual framework showing the relationship between Procurement Planning and Service Delivery. 
1.12. Significance of the study
The study was expected to benefit the following;

Both government and non-government organizations. The study was to provide an important insight on the importance of procurement planning in as far as effective service delivery is concerned because it is the backbone of every organization.
The findings were expected to benefit various categories of government departments particularly those involved in public procurement like PDUs, PPDA.  

The study was to help policy makers, Kyenjojo District Local Government and researchers to suggest ways of streamlining procurement system through procurement planning to minimize associated costs that would lead to effective service delivery. From findings policy makers in procurement and user departments would understand what a good procurement plan entails and how it can be implemented.
Further, PPDA is emphasizing procurement planning to ensure effective service delivery and value for money. Therefore, the study findings would benefit planners, policy makers and funders/development partners, which made the study useful not only to Kyenjojo District Local Government but also to the Ministry of Finance, National Planning Authority and International Agencies as well.

The study was to be a basis for future investigations elsewhere in the country since most of the district local governments have the same setup regarding the complexity of procurements.  The study would also help other students to acquire knowledge in the area of procurement planning.

1.13. Justification of the study

Studies and reports like that of district public accounts committee (2009) indicated many loopholes in the procurement system of Kyenjojo District Local Government like ghost supplies of agricultural inputs in Kyaaka county, shoddy works on pit latrines (Nyantungo sub-county-Mwenge south) and insufficient deliveries in central stores all that were attributed to poor procurement planning. This indicated a vacuum to be filled. The researcher was therefore interested in knowing the effect of procurement planning on service delivery in local governments of Uganda. This was to help district local governments to achieve effective service delivery and value for money by highlighting the contribution of Procurement planning on service delivery as a key factor to address the problem.  

1.14. 
Scope of the Study 

1.14.1. Geographical 

Geographically the study concentrated on Kyenjojo District Local Government which is found in the western region of Uganda. The district covers an area of about 2241 sq km with two constituencies of Mwenge north and south. 
1.14.2. Time scope

The study was intended to cover the period from 2001 up to 2010. This was because it is within this time when the district was curved out of Kabarole District and when the PPDA Act was enacted. This helped the researcher to get up-to-date information and district history in particular. 
1.14.3. Content scope

The study measured the contribution of procurement planning on service delivery. Due to large population and limited time frame the study narrowed down to focus on selected categories of stake holders, depending on their roles and involvement in procurement activities and service delivery in the district.
1.15. 
Operational definitions 

For the purpose of this research, the following concepts were defined as follows,

Procurement planning: This is the process of determining procurement needs of the organization (John and Ralph . 1998).
Service delivery: This is the ability to provide what is required to a consumer on time.

According to Public Procurement and Disposal of Public Assets (PPDA) Act procurement means acquisition by purchase rental, lease, hire purchase, lease of any type of works, services or supplies or any combination.
Public procurement The World Bank as cited by Odhiambo and Kamau (2003) public procurement is that kind of procurement that uses public funds.
Planning. Narian (1997) defined planning as a formal process of making decisions for the future of business organizations.
CHAPTER TWO: LITERATURE REVIEW

2.0 Introduction

This chapter presents the theoretical review, actual literature review with a focus on the independent, dependent variables and the summary of literature review. To enhance coordination of the study, the review was based on the objectives as highlighted in chapter one.

 A critical review of the already existing literature on Procurement Planning and service delivery was also made. Sources of the literature that were used included; text books, journals, existing research proposals and dissertations, publications and internet.
2.1. Procurement planning and quality of service in Local Governments

Worldwide, trends towards quality of service were initiated in 1880s when businesses realized that a quality product in itself is not guaranteed to maintain competitive advantage (Vander-wal et al 2002). Quality of service can be a difference between success and failure in an organization. Quality service, customer satisfaction and customer value have been the main concern in both manufacturing and service organizations in the increasingly intensified competition in customer centred era (Wang et al 2004). He contends that all this can be achieved through budgeting and defining customer needs. This is in agreement with World Bank report on Public sector reforms that emphasized public financial management. As a result, many organizations are paying attention to improve service quality.  Quality service will lead to customer satisfaction and cost management that result into improved profits and organization image (Stevenson 2002).  According to Ghobadian (2006) quality service is considered a more important order winner than “product quality”. Procurement planning is the primary function that sets the stage for subsequent procurement activities (Basheka, 2008).  

It fuels and then ignites the engine of procurement process. This indicates that any mistake in procurement planning will have a wide implication on quality of service. Therefore procurement planning has to determine procedures. Ntayi et al (2009) contends that budgetary appropriations to public entities are largely decided by the government and Parliament based on abroad range of considerations, sound procurement policies and organs like the PPDA which streamlined public procurement for effective service delivery. According to Pandey (2004), public procurement is an important function of the government as it is used to achieve economic, social and related objectives. Public procurement can only produce tangible and desirable results when the procurement processes are well defined in the procurement plan. To achieve quality service, the procurement plan must have an element that will encourage quality like competition and transparency in the procurement process. According to Alder (2006) competition in public procurement means providing fair opportunities to competent vendors to compete for government contracts to offer best prices, services and quality. 

Quality service must be supported by a strong and well functioning procurement system governed by clear legal framework. A strong and well functioning procurement system is the one that is governed by a clear legal framework establishing the values of transparency, accountability, non-discrimination and efficiency (Hunja 2003). He contends that all the above must be coupled with institutional arrangement that ensures consistency in policy formulation and implementation.  Procurement planning is also a legal requirement in Uganda. According to the PPDA Act (2003) section 34 (2) and local government regulation (62) require user departments to prepare a workplan for procurements based on approved budgets and submit it to the PDU for orderly execution. 
This is done to ensure attainment of perceived objective towards quality service. Strategic planning in procurement has been used as a key tool in strengthening quality service by governments and other organizations.
 Some countries and organizations have put emphasis on reinforcing internal responsibility mechanisms, mostly through strategic planning in procurement to maximize customer satisfaction. This has been done by providing what is required and in time. In relation to the above, Organisation for Economic Cooperation and Development (2007), giving Canada as a reference where procurement reforms have been established. The authors mention some of them including faster and efficient system for handling dissatisfied suppliers.  According to Deming as cited by Kruger (2001), stresses that management must continuously reduce waste and improve quality of every activity in an entity and this includes all functions like procurement, accounting, transportation and method of distribution. This in line with (Elliot 2004), who prefers well defined and streamlined procedures in executing procurement plans.
2.2 Procurement planning and end-user satisfaction in Local Governments

To succeed in an increasingly uncertain environment, procuring and disposing entities must respond to changing customer needs to achieve satisfaction and better service (Gerwin 1987, Das 1999). This can only be achieved through identification of needs, planning and budgeting.  Customers are seeking special treatment in every service to them which requires organizations to view flexibility from strategic planning and supply chain perspective rather than process perspective (Day 1994). Therefore procurement plans should always change to suit departmental pressing needs if the PDE is to deliver efficiently and effectively to achieve end-user satisfaction. End-user satisfaction will mostly be determined by customer value which is the perceived benefit and total cost incurred. 
According to Christopher (2005), ultimately the success or failure of any organization will be determined by customer value that it delivers from its chosen markets. For any success of an organization will determine satisfaction while failure will determine dissatisfaction. He further illustrates end-user satisfaction in four constituents that is; 
Customer satisfaction
 = 
quality x service 

                             

Cost x time 

In his view, end-user satisfaction can only be achieved when the four constituents are well balanced. As a result, important improvements are being registered in service and products and the views of customers are now having an effect on organizational planning (Carney 1996).

2.3 Procurement planning and reduced complaints in Local Governments
Needs identification, adherence to procurement procedures and budgeting are key to service delivery and satisfaction. It is well known that dissatisfied customers are a powerful force in forming and potentially demanding an organization to handle the complaints to their expectations (Cook and Macaulay 1994). This is in line with (Gerwin 1987, Das 1999) who believes that customer feedback can determine the direction of the organization. According to PPDA Act section 89 complaints usually come up when there is an omission or breach by the PDE of any regulation or guidelines of the provisions of bidding documents including the best practices. This is what the act terms as administrative review. The way suppliers’ complaints are handled will often make or break the relationship they have with the organization.  
By failing to deliver on promises or failure to meet expectations, the trust, which goes to the foundation of a relationship, can be undermined hence poor service. 
Through recovery efforts, however, service failure can be transformed into positive act, which increasingly creates strong attitudes of customer towards service provider (McCole 2004). He therefore disagrees with Wang’s (2004) statement that dissatisfaction of a service in an organization has a lasting cost on reputation. PDU should regard complaints as research data for market research information for areas of improvements. By placing importance on gathering data, managers may view complaints as an early warning system and ensure that attention is given to analyzing customers’ complaints on regular basis. McCole (2004), observes that customer’s behavior towards complaints may be affected by different aspects that may include; level of satisfaction, cost of complaining, likelihood of resolution and access to means of registering complaints. According to PPDA Act (2003) section 90 (1) a complaint by the bidder against a procuring and disposing entity (PDE) shall first be submitted in writing  to the Accounting Officer (AO) within fifteen working days from the date the bidder first became aware of the circumstances, giving rise to the complaint. 
According to Hughes and Karapetrovic (2006) satisfactory resolution of an individual complaint can restore customer satisfaction while feedback from complaints can improve service quality. On receiving a complaint, the AO shall make a decision in writing within fifteen working days indicating corrective measures to be taken if any (PPDA Act 2003). The method/procedure used to handle complaints of suppliers must be in position to lead to cultural change in the entire organization.  The key to success of any complaint is the ability of the organization to effect cultural changes and move away from the ideas of blame associated with complaints at work. There should be formal procedures to handle complaints to avoid embarrassments from impatient suppliers. According to Murphy (2006), impatient customers often approach the nearest employee of a company and pour their anger. 
Seelos and Adamson (1994) regard formal complaints as aspects of quality service and provision of service. They further advise that all complaints from customers whether formal or informal must be recognized and taken serious by the organization. Through their procedures, many organizations are tackling complex policy practice and procedure matters regarding services they provide.


2.4 Procurement planning and timely service in Local Governments

According to procurement news (2005), it was reported that where procurement planning is inadequate, it has resulted in short-comings of poor procurements made. Sekire and Umit (2006), in their analysis of public procurement procedures in Turkey singled out more specifically that the first step as an important activity to achieve timely service in procurement planning is determination of needs. They further explain that procurement carried out under appropriate conditions and timely manner leads to efficient use of resources. According to Dury (2000), coordination of various future activities of an organization is by preparation of plans of action for future periods. This achieves timely service delivery as all activities are drawn in action plans and each department knows what to implement. McCole (1997), argues that planning can lead to improved efficiency and effectiveness in delivery of services and goods. Procurement planning can only achieve timely service delivery when it focuses on economic, social and other related objectives. Accordind to Pandey (2003), public procurement is an important function of government as it is used to achieve economic and social objectives. 
2.5 Summary

Needs identification, determination of procurement procedures and budgeting contribute to Service delivery as depicted by various authors? There are various processes in procurement planning like preparation of procurement plans, their consolidation and approval, supplier selection which according to Fearne et al (2004) require proper planning of these processes in order to contribute to service delivery. As highlighted by many authors, procurement planning falls within strategic planning of every procuring and disposing entity and does not work in isolation but through coordinated systems with other departments. However no empirical evidence has been found about the extent to which procurement planning affects service delivery.
CHAPTER THREE: METHODOLOGY

3.0 Introduction

The purpose of this chapter intended to describe the methodology of the study. It presents the research design, study population, sample size and selection, sampling techniques and procedure, data collection methods, data collection instruments, validity and reliability, the procedure of data collection, data analysis and the measurement of variables. 

3.1. Research Design 

The study adopted a cross-sectional survey design. This design was preferred because it involves collecting data from a relatively large number of respondents in its natural setting, cheaply and in a short time (Creswell 2003 and Koul 2005). Both qualitative and quantitative methods were used because they would help to reduce on the bias. Qualitative approach was helpful in that those opinions in relation to the variables, peoples’ perceptions and understanding of procurement planning were sought using interviews and documentary reviews.  The qualitative data would also give narrative and descriptive information that would explain and give deeper understanding and insight into a problem as suggested by Amin (2005).  On the other hand the quantitative approach was used because of its flexibility form of multiple scale and indices focused on the same construct allowing different responses from the many respondents (Ahunja, 2005).
3.2. Study population

As the target population is not always available, the researcher curved out the accessible population from which a sample was drawn (Amin 2005). The accessible population was 180 giving a sample size 161. This consisted of people that greatly contributed and benefited from effective service delivery.  These included heads of 10 departments at Kyenjojo district local government (10), pre-qualified suppliers 2011/13 financial year (80), political leaders (LC V and iii Councilors) (35). Considering democratic representation, political leadership was preferred to represent the interests of the local people. Health workers (20). Due to limited time and inaccessibility of some health centres, only health centre IV were considered. Opinion leaders (15). These also represented cultural views. NAADS extension workers (10) and Senior Assistant Secretaries (10). A small number of people was chosen because of the large area and limited time frame for the study. The target population was obtained through purposive stratification where by the population was deliberately divided into mutually exclusive groups that are relevant, appropriate and meaningful in the context of the study, (Sekaran 2003, Sarantakos 2005).  

3.3. Sample Size and Selection

According to Mugenda (1999) collecting data from the entire population is not possible due to cost and time constraints. Therefore, by studying the sample, the researcher was able to draw conclusions that can be generalized on the population of interest. The sample size was selected from the population size using a table by Krejcie and Morgan cited by Amin (2005). Therefore, with the above study population of 180, the estimated sample was 161. The table summarizes the sample size as below.
Table 1: Sample Size determination table 

	Category
	Accessible  Population
	Sample Size
	Sampling Technique

	Heads of departments.
	10
	10
	Census

	LC V & III  Councilors
	35
	32
	Convenience

	Suppliers
	80
	66
	Convenience

	Health workers
	20
	19
	Purposive

	Opinion leaders
	15
	14
	Convenience

	NAADS extension workers
	10
	10
	Census

	Senior Assistant Secretaries
	10
	10
	Census

	Total
	180
	161
	


Source: Kyenjojo HRM department and Health department (2009).

Due to accessibility problems of the target population, the sample was drawn from the selected population. Therefore, the sampled results were generalized to the sampled population (Amin 2005). From the above table, the heads of department of Kyenjojo district local government were 10 of which all were interviewed, LC iii councilors 15 of which 14 were interviewed, suppliers 80 of which 66 were interviewed, 20 health workers of which 19 were interviewed, opinion leaders 15 of which 14 were interviewed, NAADS extension workers 10 of which 10 were interviewed, LC iii Chairpersons 10 of which 10 were interviewed, senior assistant secretaries 10 of which 10 were interviewed.
3.4. Sampling techniques and procedure 

The sampling frame included all the district heads of department, local council leaders, councilors, suppliers, local residents, opinion leaders & health workers which  brought  total population of 180 from which a sample was selected consisting of 168 respondents which became a representative of the total population. In determining the sample size, the non-probability method was used and ensured that every respondent had equal chances of participation. For this study in particular, purposive, census and convenience sampling techniques were used. This was to be advantageous because the researcher would zero on respondents or elements that were critical for research. With census sampling all respondents sampled were approsched.
Purposive sampling was used for the groups with a limited number of most possible respondents since all in these groups were seen to have the required information (Mugenda & Mugenda 1999).  These were from the study sample for the interview guide that was intended to capture respondent opinion on procurement planning which may have not been expressed through the responses to the questionnaires that were administered. In addition to questionnaire, most respondents were given a face to face interview/focus group discussion using the interview guide on the assumption that detailed information could be obtained, from which the responses were recorded. Due to limited time especially among heads of departments, interview guide was paramount.

3.5 Data collection methods

3.5.1Questionnaire Survey 

This method was adopted in data collection. Its advantage was that it involves collecting data from a relatively large number of respondents in its natural setting, cheaply and in a short time. 
The questionnaire method involved use of a set of questions printed in logical order (Kothari 1984, Mugenda and Mugenda 1999): This enabled the respondents to freely express their views about procurement planning and service delivery which were the key variables in the study. The method also allowed the respondents to record what they felt, thought and believed was true or false. The questions were close ended to facilitate administration and analysis (Mugenda & Mugenda, 1999).

 3.5.2. Interview 

The interview method comprised of personal (face to face) interviews with key individuals considered to have the necessary information relevant to objectives of the study. Structured interviews where a set of pre - determined questions and standardized recording were used. This method had an advantage of providing in depth data which could not be got using the questionnaire (Mugenda & Mugenda 1999).

3.6. Data Collection Instruments

Both primary and secondary sources were used in the study of which primary data was collected from key informants. Data collection instruments that were used include; questionnaires, interviews and interview guide.
3.6.1. Questionnaires

This consisted of questions which the respondents answered in writing.  According to Mugenda and Mugenda (1999) a standard questionnaire contains a list of possible alternatives from which respondents select the answer that best suits the situation. Unstructured questionnaire provides space for the respondents to freely express their views. 
The researcher therefore used structured and unstructured questionnaires and interview guide to collect data. Structured and unstructured questionnaires gave respondents a degree of freedom to elicit some information in details due to the open-ended nature of some of the items. 
They accommodated a wide range of close-ended questions giving a more latitude to cover all areas of interest as far as desired data was concerned. The self administered questionnaires were filled by respondents who were selected to participate in the study. To avoid inconveniences and delays, self-administered questionnaires were hand delivered by the researcher. Questionnaires were used in order to cover a large number of respondents in a relatively short time and there was generation of data because answers were given in their own mood. This however stimulated the respondents because it gave an insight into their feelings and options. (Mugenda & Mugenda 1999).

3.6.2. Interview guide

To supplement the data from the self administered questionnaires, an interview guide was used for key respondents. This was applied in face-to-face interviews intended to have in-depth understanding of quality of service, end user satisfaction, reduced number of Complaints and Timely service delivery in relation to service delivery. This was used because of its flexibility in terms of adapting, adopting, changing the questions as the researcher proceeds.

3.7. Validity and Reliability 
3.7.1 Validity
The validity of the research instruments was checked using content and face validity approaches. This was to ensure that the instruments include adequate and representative items that capture key concepts of the study. 
This was done using the judgement of experienced individuals as suggested by Sekaran (2003) and Amin (2005). Content validity index formula was applied as below; 
Total Number of Items rated  x 100
Total Number of Items
Out of 38 questionnaire items the five judges were used and obtained the following results as below. 
Table 2: Determination of content validity index
	Judges 
	Number of items rated
	Content Validity Index

	A
	30
	79

	B
	36
	94.7

	C
	35
	92.1

	D
	36
	94.7

	E
	36
	94.7

	Total
	173
	91.04


The average content validity index obtained was 0.91 which was good enough for the researcher to go ahead with data collection.
3.7.2 Reliability

To ensure reliability of the instruments, the researcher used statistical package for social scientists (SPSS) to calculate Cronbach’s Alpha reliability coefficients. Most of the items were considered to have high reliability since coefficient’s alpha was greater or equal to 0.5 except quality service and end-user satisfaction as shown in the table below; 
Table 3 Reliability analysis of instruments
	Variable
	Alpha
	Number of Items

	Quality of Service
	.360
	7

	End User Satisfaction
	.498
	7

	Reduced Number of Complaints
	.588
	7

	Timely Service Delivery
	.661
	6

	Procurement Planning
	.518
	10

	Total 
	0.525
	














      For the table above, shows how Alpha values were obtained for the elements of Quality of service (a=0.360), End-user satisfaction (a=4.98), Reduced complaints (a=0.588), Timely service delivery (a=0.661) and procurement planning (a=0.518) while the average value was 0.525. Since values obtained were not far from 0.6, the instrument was generally considered reliable since Cronbach’s Coefficient Alpha is known to be a conservative estimation of reliability as stated by Mugenda and Mugenda (1999) while Amin considers 0.5 to be representative. However, Santos (1999), argues that there is no commonly agreed cut-off for Cronbach’s coefficient alpha and that even lower values are sometimes acceptable and used in the literature.
3.8. Procedure of Data Collection

The researcher sought necessary permission from different authorities that was; Uganda Management Institute where the researcher got an introductory letter to be presented to the areas/departments where the study was to be carried out.  A covering letter accompanied the questionnaires explaining the purpose of the study and the questionnaires were distributed directly to the respondents in their respective areas for filling and were collected after 3 week as some of them were not filled on time. The cover letter was also used to provide access to the interview process which was done on appointment with the respondents. 
3.9. Data analysis

3.9.1. Quantitative data analysis
Data was collected using questionnaires and later subjected to quantitative analysis. It was edited, coded and entered into the computer. It was then analyzed using SPSS. According to Amin (2005) and Cramer (1997) SPSS is the most recommendable data analysis package for descriptive social survey. Statistical inference was facilitated by percentage frequencies, linear regression analysis. The study also used percentage distributions in frequency tables to create simpler understanding of data for some questionnaire items.
3.9.2 Qualitative data Analysis
Data from interviews was content analyzed. For each item, responses were grouped into key themes upon which interpretations were drawn. Verbatim quotations were also used where necessary because information from interview responses was recorded.
3.10. Measurement of Variables

Measurement of variables gives the researcher information regarding the extent of individual difference on a given variable (Mugenda and Mugenda 1999). It is on this basis that appropriate measurement of instruments was used to measure and data categorized in an orderly form using a four likert scale on the questionnaire as below. 
	4
	3
	2
	1

	Strongly agree
	Agree
	Disagree
	Strongly disagree


A likert scale consisted of a number of statements which expressed either favorable or unfavorable attitudes towards the given subject to which the respondent was required to respond. 
Each response was given a numerical score indicating whether favorable or unfavorable and the scores were totaled to measure the respondents’ attitudes. The scale of 1-4 was used to help the researcher measure the extent to which objectives were achieved where by 4= strongly agree, 3 = Agree, 2= Disagree and 1=strongly disagree. A nominal scale was used where numbers were assigned to the different variables to serve as its name and create sameness or difference. This enabled the researcher to know the difference between the variables.
CHAPTER FOUR: SUMMARY DISCUSSION CONCLUSION AND RECOMMENDATION
4.0   
Introduction

This chapter presents and discusses the analysis and interpretation of the findings. The study aimed at examining the contribution of procurement planning and service delivery in Kyenjojo District Local Government as a case study. The findings under the main objectives are discussed in relation to objectives, introduction, background information of the respondents, descriptive statistics, correlation, and regression for both quantitative and qualitative variables. 
4.1
Response Rate
In the study the sample size was 161, of these sampled respondents a total of 84 returned the questionnaires which were fully completed, giving response rate of 53%. It is aserted that a response rate of 53% or higher is adequate while that of above 70% is very good (Lin, 1976). The respondents comprised of public servants 27(32.1), service providers 39 (46.4), politicians 18 (21.4) as below;
Table 4: Response Rate of respondents
	Category
	Sample size
	Response Rate



	Public servants
	27
	32.1%

	Service providers
	39
	46.4%



	Politicians 
	18


	21.4%

	Total 
	84
	100%


Source: Field research findings
Face to face interviews were also conducted especially among interviewees with busy schedules. Though conducted hurriedly, sufficient information was obtained because respondents were cooperative though in few numbers that gave low response rate (53%). From the Table, It is believed that a response rate of 50% or higher is adequate while that of above 70% is very good (Lin, 1976). This indicates that the 53% of the response rate for this study is good and adequate and therefore presents valid and reliable information about the study. 
4.2.
Background Information of Respondents

This section is organized according to the demographics of respondents, that is; Age distribution, Gender distribution, Education, category of respondent and Years spent in Service.
4.2.1
Gender of study respondents

The researcher set to find out the Gender distribution of respondents and presented results as shown below in the figure.
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Figure 2: Distribution by Gender of respondents
Source: Primary Data
In the figure above out of 84 respondents that participated in the study, 39(46%) were male compared to 45(54%) their female counterparts. This indicates that females actively participated in the study compared to males. The distribution also implies that there was a balanced representation for both sexes that participated in the study hence balanced views and valid information. 
4.2.2
Age distribution of Respondents 

Below is the table showing Age distribution of Respondents
Table 5: Respondents by Age Distribution

	Age Category
	Frequency
	Percent

	Below 20 years
	4
	4.8%

	21-30 years
	44
	52.4%

	31-59 years
	35
	41.7%

	60 and above years
	1
	1.2%

	Total
	84
	100%


Source: Primary Data
From the table above, the researcher targeted respondents of different age brackets so as to have different views on the research problem. This would provide balanced views as far as age is concerned.
The majority of respondents (52.4%) fell within the age range of 21 to 30 years, followed by 31-59 years 35 (41.7%), below 20 years were 4 (4.8%) with the least number of employees above 60 years that constituted 1 (1.2%). This implies that respondents were energetic, able to plan and implement plans. Age distribution as indicated in the table could also imply that the majority of employees in Kyenjojo District Local Government are relatively a young workforce. Meaning that young employees are recruited more than the middle aged employees and old. This could imply that as one gets older, the more the chances of remaining at the work force reduce rapidly. 
4.2.3
Education level of Respondents 

The figure below shows the Education Level of respondents.
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Figure 3: Education Level of respondents

      
Source: Primary Data.
The study also focused on education background of respondents. Education levels also determine the perception of respondents on procurement planning and service delivery. 
From the figure above, it was found out that out of 84 respondents, the minority group 3 (3.6%) had Masters qualifications, this was followed by 38 (45.2%) who had Diplomas, with the majority of the respondents 43(51.2%) being degree holders. This implies that participants provided adequate information in relation to the study since most of them were highly educated with minimum requirement of a public officer.

4.2.4
Category of Respondents 
Table 6: Showing Category of Respondent
Category of respondents was also sought and obtained the following results as below;

	Category 
	Frequency
	Percentage (%)


	Public Servant
	27
	32.1%

	Service Provider
	39
	46.4%

	Politician
	18
	21.4%

	Total
	84
	100%


Source: Primary Data. 
The table above presents the designation of respondents of Kyenjojo District Local Government. This aimed at ascertaining views of different groups that contribute and benefit from procurement planning and service delivery. Out of 84 respondents, 27 (32.1%) were public servants, 39 (46.4%) represented service providers with the minority 18(21.4%) being politicians. This implies that service providers actively determine a bigger percentage of the procurement process probably the lead-time. 
4.2.5
Years respondents have spent in their respective service
Below is the figure showing years respondents have spent in their respective service [image: image4.png]m1-2years
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Figure 4: Years of Service

Source: Primary Data
From the figure above, findings show that most respondents 35 (42%) had worked for a duration of 5-10 years, this was followed by 24 (28%) who had worked for over 10 years, 16(19%) for 2-5 years and the least portion 9(11%) having worked between 1-2 years. This implies that majority of respondents had worked between 5-10 years and therefore had experience required of respondents to answer the questions on procurement planning and service delivery in the area of the study implying that findings are valid.
4.3. How Procurement Planning contributes to Quality of Service in Kyenjojo District Local Government.
Imperial findings about the study were found, analyzed, presented and interpreted according to the objectives of the study and a number of factors were examined as shown below.
Table 7: Procurement Planning and Quality of Service 
	QUALITY OF SERVICE DELIVERY
	Mean
	σ
	PERCENTAGE RESPONSES

(%)

	
	
	Std Dev
	SD

(1)
	D

(2)
	N

(3)
	A

(4)
	SA

(5)

	Goods, services, works are delivered on time as per procurement plan
	2.64
	0.873
	9.5%

(8)
	33.3%

(28)
	0%

(0)
	40.5%

(34)
	16.7%

(14)

	Household income has improved as a result of quality service
	2.92
	1.008
	13.1%

(11)
	15.5%

(13)
	0%

(0)
	38.1%

(32)
	33.3%

(28)

	Procurement planning is influenced by politicians 
	2.61
	1.141
	22.6%

(19)
	23.8%

(20)
	0%

(0)
	23.8%

(20)
	29.8%

(25)

	Quality Service deliver quality services with minimal supervision
	2.44
	0.869
	14.3%

(12)
	45.2%

(38)
	0%

(0)
	36.9%

(31)
	8.3%

(7)

	Procurement plans are accessible by the public
	2.15
	0.885
	23.8%

(20)
	45.2%

(38)
	0%

(0)
	22.6%

(19)
	8.3%

(7)

	Political officials contribute to procurement planning process
	2.80
	0.902
	13.1%

(11)
	13.1%

(11)
	0%

(0)
	54.8%

(46)
	19%

(16)

	Contract managers are appointed to ensure quality
	3.38
	0.657
	1.2%

(1)
	6%

(5)
	0%

(0)
	46.4%

(39)
	46.4%

(39)


Source: Primary Data
Table above reflects responses as indicated by respondents on Procurement planning and Quality of service. 40.5% of the respondents agreed that Goods, services, works are delivered on time as per procurement plan while 16.7% strongly agreed, however a relatively bigger number 33.3% disagreed while 9.5% strongly disagreed with the statement. 
This provides enough evidence that to some degree service providers respected delivery schedules since goods, services and works are delivered as per procurement plans as the majority either agreed or disagreed. 
However there are unavoidable circumstances like late release of funds from both central government and development partners that could have given 42.8% disagreement above as learnt from one of the officers;
“Procurement plans could be followed but funds are not released on time. This makes it hard for department to implement activities according to the plan and complete on time” On the statement regarding household income, 38.1% agreed, while 33.3% strongly agreed compared to 13.1% that strongly disagreed and 15.5%, disagreed. This is an indicator that household incomes increase with quality services resulting from procurement planning. This is so because with procurement plans in place, services are equally distributed as one of officers stated;

“For any quality service, there must be a well defined plan indicating who to implement, when, where, how and to what degree. A procurement plan is a yard stick for evaluation”  
On the issue of political influence 29.8% and 23.8 positively indicated procurement planning was politically influenced, however 22.6%, 23.8% disagreed and strongly disagreed respectively with the statement. It is therefore evident that to a certain extent politicians indirectly influence procurement planning as it was said by one of the service providers 
“Politicians indirectly influence procurement planning but procurement officers should always respect code of conduct and follow the law. Depending on the procurement especially high value, they try to influence the process with an intention of benefiting from suppliers”
36.9% and 8.3 agreed that quality service was delivered with minimum supervision while 14.5 and 45.2 disagreed with the statement. The data clearly indicates that without supervision quality service may not be achieved.
 This therefore implies that in procurement planning supervision by technical people must be provided for if service providers are to deliver as expected as said by officer
“Supervision is important as providers are profit oriented minding less on the quality of the work. Their aim is to deliver at minimum cost”.
Procurement plans being accessed by the public, 45.2% and 23.8% disagreed with the statement while 22.6% and 8.3% agreed with the statement. This clearly shows that procurement plans are not accessed by the public but entity’s issue and have nothing to do with the public. 54.8% and 19% positively indicated that political officials contributed to procurement planning process while 13.1% and 13.1% were not in agreement. This is an indicator that political wing participate in procurement planning process as said by one of Kyenjojo DLG officer; 
“It’s the district council dominated by politicians that approves the procurement budgets before its submission for release of funds”
46.4% both agreed and strongly agreed with the statement that contract managers were appointed to ensure quality while 1.2% and 6%.were not in agreement. This means that Kyenjojo DLG believes that better implementation of procurement plans is embedded in contract managers if quality is to be realized implying that procurement planning significantly contribute to quality of service but depending on collective efforts.
“Quality of service is not an individual or one department responsibility but every ones’ efforts including providers” procurement officer said.
“Quality of the work is dependant on supervisory roles. The provider delivers well when contract managers are doing their work” Manager George and Company a private water operator -Kyenjonjo Town council said.
 4.3.1 Correlation between Procurement Planning and Quality of Service
The findings in the table below show the correlations between procurement planning and Quality of service. The findings indicate the Pearson correlation, the significance value and the number of respondents (N). 
Table 8: Correlation between Procurement Planning and Quality of Service
	
	
	Quality of Service
	Procurement Planning

	Quality of Service
	Pearson Correlation
	1
	.032

	
	Sig. (2-tailed)
	
	.773

	
	N
	84
	84

	Procurement Planning
	Pearson Correlation
	.032
	1

	
	Sig. (2-tailed)
	.773
	

	
	N
	84
	84


Source: Primary Data
Procurement Planning shows a statistically insignificant positive correlation with Quality of Service (r = 0. 032 p=0.773 > 0.05). This implies that procurement planning is positively related to Quality of Service and therefore does not support the hypothesis that procurement planning significantly contributes to Quality of Service. It can also mean that procurement planning may not affect quality service.
4.3.2 Regression between Procurement Planning and Quality of Service.
Table 9: Showing regression model between Procurement Planning and Quality of Service.
Model summary

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.032a
	.001
	-.011
	.29389

	Table 10:  ANOVA for Procurement planning and quality of service 

	Model
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	1
	Regression
	.007
	1
	.007
	.084
	.773a

	
	Residual
	7.083
	82
	.086
	
	

	
	Total
	7.090
	83
	
	
	

	
	
	
	


Source: Primary Data
a. Predictors: (Constant), Procurement Planning

The Model Summary table above, revealed that correlation coefficient (R), using the predictor; procurement planning, is .032 and the R2 (.001). This implies that 0.1% (.001*100%) variations. 
a. Predictors: (Constant), Procurement Planning  
b. Dependent Variable:  Quality of Service.
From the table above, procurement planning has less impact on quality of service since it shows a small link existing between variables. The ANOVA table above shows a combination of variables that insignificantly contribute to the relationship between procurement planning and Quality of service, degree of freedom (df) - (1, 82), F (.084) and sig (p > .000, .773). 
4.3.4 Coefficients between Procurement Planning and Quality of Service.
Table 11: Coefficients between Procurement Planning and Quality of Service.
	Model
	Unstandardized Coefficients
	Standardized Coefficients
	T
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	2.757
	.270
	
	10.229
	.000

	
	Procurement planning
	.029
	.099
	.032
	.290
	.773


a. Dependent Variable: Quality of Service. The table above shows that b=0.32, meaning that there is no strong relationship between procurement planning and quality of service .This means that weakness in procurement planning has less effect on quality of service. This is because quality service can be achieved through other means other than procurement planning. The coefficients table clearly shows unstandardized β, the t value and the Sig. The coefficients above indicate that procurement planning insignificantly contributes to the equation for predicting quality of service (y=a +bx) where y is the dependent variable, a as the constant and b is independent variable value. 
The p-value (0.773) clearly reflects a statistically insignificant relationship.  This relationship was not reliable and could not be used to make predictions hence (procurement planning =2.757 + 0.029 quality of service).
4.4 Procurement Planning and End User Satisfaction

Findings on procurement planning and End-user satisfaction were analyzed, presented and interpreted according to the objectives of the study and a number of factors were examined as shown below.

Table 12: Procurement Planning and End User Satisfaction

	END USER SATISFACTION
	Mean
	Σ
Std Dev
	PERCENTAGE RESPONSES

(%)

	
	
	
	SD

(1)
	D

(2)
	N

(3)
	A

(4)
	SA

(5)

	Supplies are provided at the right time as per Procurement plan
	2.30
	0.788
	14.3%

(12)
	47.6%

(40)
	0%

(0)
	32.1%

(27)
	6%

(5)

	Service are provided in line with approved budgets
	3.30
	0.757
	3.6%

(3)
	7.1%

(6)
	0%

(0)
	45.2%

(38)
	44%

(37)

	Services are equally distributed 
	2.33
	1.045
	28.6%

(24)
	23.8%

(20)
	0%

(0)
	33.3%

28
	14.3%

(12)



	Political leaders present people`s views and opinions in procurement planning process
	2.52
	1.000
	20.2%

(17)
	23.8%

(20)
	0%

(0)
	39.3%

(33)
	16.7%

(14)

	Procurement plans are approved by  the councils
	3.07
	0.875
	3.6%

(3)
	23.8%

(20)
	0%

(0)
	34.5%

(29)
	38.1%

(32)

	Procurement thresholds are adhered to
	2.95
	0.805
	6%

(5)
	16.7%

(14)
	0%

(0)
	53.6%

(45)
	23.8%

(20)

	Procurement plans are approved by contracts committee
	3.60
	0.583
	1.2%

(1)
	1.2%

(1)
	0%

(0)
	34.5%

(29)
	63.1%

(53)


Source: Primary data
Table above reflects responses as indicated by respondents on Procurement planning and end user satisfaction. In total, 61.9% respondents were in disagreement with the statement that supplies were provided at the right time as per Procurement plan compared to 38.1% that agreed. This was expected as because it is a common problem in District local governments.
 This because most contractors are not competent enough but depending on their relations with the top management they are given contracts. This makes it hard for administrators to bring incompetent contractors to book. On the second item 45.2% and 44% were in agreement that services were provided in line with approved budge while 7.1 and 3.6 were not in agreement. This is an indicator that budgets are systematically adhered to unless there are direct procurements as one senior officer said. “Unless there is a direct procurement, there is no activity done when not budgeted for. This is because we spend money against codes.
Thirdly 33.3% agreed that services were equally distributed, 14.3 strongly agreed, 28.6 strongly disagreed and 23.8 disagreed. On the other hand 16.7% strongly agreed that Political leaders present peoples’ views & opinions in procurement planning process, 39.3% agreed. However a slightly bigger number 44% in total disagreed with the statement. This means that with the idea of democratic representation, procurement planning catered for all including local person. In addition, 72.6% agreed that procurement plans were approved by the councils compared to only 27.4% that disagreed. 53.6% and 23.8% respondents indicated that procurement thresholds were adhered to while 16.7% and 6% were in disagreement. This implies that there is adherence to PPDA Act as it emphasizes procurement thresholds for particular procurements.
Lastly a bigger number 63.1% and 34.5% respondents indicated that they agreed with the statement that procurement plans were approved by the contracts committee while 1.2% and 1.2 did not agree. Section 79 (2) of the PPDA Act stipulates that procurement plans, choice of procurement or disposal method shall first be approved by the contracts committee.
This implies that the contracts committee plays a big role as far as end-user satisfaction is concerned. This means that the procuring and disposing entity can only achieve better results with a sound contracts committee as one service provider said; 
“end-user satisfaction can only be achieved when there is a proper procurement system as each person is likely to get what is due to him”.
4.4.1 Correlation between Procurement Planning and End-User Satisfaction

Table 13: Correlation between Procurement Planning and End-User Satisfaction

The findings in the table below show the correlations between procurement planning on End User Satisfaction. The findings indicate the Pearson correlation, the significance value and the number of respondents (N). 
	
	
	Procurement Planning
	End User Satisfaction

	Procurement Planning
	Pearson Correlation
	1
	-.118

	
	Sig. (2-tailed)
	
	.286

	
	N
	84
	84

	End User Satisfaction
	Pearson Correlation
	-.118
	1

	
	Sig. (2-tailed)
	.286
	

	
	N
	84
	84


Source: Primary data
Procurement Planning indicates a very weak and statistically insignificant negative correlation with End User Satisfaction as it is above confidence level (r = -.118p=0.286> 0.05). This implies that Procurement planning is negatively related to End-user Satisfaction and therefore does not support the hypothesis that ‘to bigger extent procurement planning contributes to End- user Satisfaction in Kyenjojo District Local Government in western Uganda. 
From the table above, level of significancy 0.286>0.05 is much higher meaning that improvement or weakness in procurement planning may not affect user satisfaction and the reverse is true.  
4.4.2 Regression between Procurement Planning and End User Satisfaction
Table 14:  Regression between Procurement Planning and End User Satisfaction 
Model summary

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	-.118a
	.014
	.002
	.29200


Source: Primary data

a. Predictors: (Constant), Procurement planning
The Model Summary table above, revealed that correlation coefficient (R), using the predictor; Procurement planning, is -118 and the R2 (.014). This implies that 1.4% (.014*100%) variations in procurement planning are explained by End-User Satisfaction, while the remaining percentage of variations can be explained by other factors.
4.4.3 ANOVA for Procurement Planning and End User Satisfaction
Table 15:  Shows ANOVA for Procurement Planning and End User Satisfaction
	Model
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	1
	Regression
	.098
	1
	.098
	1.152
	.286a

	
	Residual
	6.992
	82
	.085
	
	

	
	Total
	7.090
	83
	
	
	


Source: primary data

a. Predictors: (Constant),  Procurement Planning 

b. Dependent Variable:  End User Satisfaction
The ANOVA table above shows a combination of variables that significantly contribute to the relationship between End-User satisfaction and procurement planning, degree of freedom (df) - (1, 82), F (1.152) and sig (p > .000, .286).
4.4.4 Coefficientsa between Procurement Planning and End User Satisfaction
Table 16: Coefficients between Procurement Planning and End User Satisfaction.
	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	3.075
	.226
	
	13.600
	.000

	
	End User Satisfaction
	-.084
	.078
	-.118
	-1.073
	.286


Source: Primary data

a. Dependent Variable: End-User satisfaction
The coefficients table clearly shows unstandardized β, the t value and the Sig. The coefficients above indicate that End-User Satisfaction insignificantly contributes to the equation for predicting procurement planning, (y=a +bx) where y is the dependent variable, a as the constant and b is End-User Satisfaction value. The p-value (0.286) clearly reflects a statistically insignificant relationship.  This relationship was not reliable and could not be used to make predictions hence (procurement planning =3.075 + -.084 End User satisfaction)
4.5 Procurement Planning and Reduced Complaints
Table 17: shows analysis for Procurement Planning and Reduced Complaints


	REDUCED COMPLAINTS
	Mean
	Σ
	PERCENTAGE RESPONSES

(%)

	
	
	
	SD

(1)
	D

(2)
	N

(3)
	A

(4)
	SA

(5)

	Procurement procedures have been adhered to
	2.81
	0.857
	8.3%

(7)
	22.6%

(19)
	0%

(0)
	48.8%

(41)
	20.2%

(17)

	Tenders have been given to competent firms
	2.39
	0.905
	19%

(16)
	32.1%

(27)
	0%

(0)
	39.3%

(33)
	9.5%

(8)

	Procurement plans are accessed by the public
	2.00
	0.744
	23.8%

(20)
	56%

(47)
	0%

(0)
	16.7%

(14)
	3.6%

(3)

	Tenders are completed on time as procurement plans
	2.33
	0.923
	19%

(16)
	40.5%

(34)
	0%

(0)
	28.6%

(24)
	11.9%

(10)

	Best evaluated bidders are displayed on procurement notice board 
	3.45
	0.666
	1.2%

(1)
	6%

(5)
	0%

(0)
	39.3%

(33)
	53.6%

(45)

	There is rotation of providers of goods, services and works
	2.39
	0.982
	20.2%

(17)
	35.7%

(30)
	0%

(0)
	28.6%

(24)
	15.5%

(13)

	Tender opportunities are publicized
	3.33
	0.627
	0%

(0)
	8.3%

(7)
	0%

(0)
	50%

(42)
	41.7%

(35)


Source: Primary data
Table above reflects responses as indicated by respondents on Procurement planning and reduced complaints. 48.8% and 20.2% respondents positively indicated that procurement procedures had been adhered to. However a slightly bigger margin 22.6% and 8.6 negatively responded to the statement. This clearly shows that administrators and PDU play their roles. From the table above, 39.3% agreed that tenders were awarded to competent firms 9.5% strongly agreed compared to 32.1% and 19% that disagreed and agreed respectively. Therefore data shows that there is a problem in awarding tenders in district local governments as reported in the Country Procurement Assessment Report, 2004. 
This reveals that the principle of transparency is not followed as provided for by PPDA Act part iv. This problem is also incumbent upon selecting contractors without merit. In the third item of the questionnaire 56%, 23.8% disagreed that procurement plans were accessed by the public compared to only 3.6% and 16.7% that strongly agreed and agreed. As a procurement principal, confidentiality is highly recommended. Therefore a procurement plan is an entity’s document but not the public. In the fourth item 28.6% and 11.9 indicated that tenders were completed on time as per procurement plans compared to the majority 40.5% and 19% that rejected the view. Under normal circumstances, a contractor should be delivering within the time agreed upon, but because of inefficiency in administration to do supervisory roles contractors don’t complete on time as one of the officers said “Completion on time depends on many factors like fund, and supervision. Under normal circumstance, timely completion can be achieved when supervisors play their role.
On the view whether the best evaluated bidders are displayed on procurement notice board 53.6% strongly agreed 39.3% agreed and 6% disagreed while 1.2% strongly disagreed. The results support PPDA regulation that requires display of best evaluated bidder and use of procurement notice board. Whereas a total of 55.97% disagreed with the statement that there was rotation of providers of goods, services and works, a total of 44.1 agreed with the statement. With the majority disagreeing, means that there are selfish tendencies to benefit financially. Administrative and political influence factor can also be given weight for undue influence to benefit from companies. Lastly 50% respondents agreed that tender opportunities are publicized while 41 strongly agreed and 8.3% disagreed being an indication that there is a degree of openness.  
4.5.1 Correlation between Procurement Planning and Reduced Complaints
Table 18: Correlation between Procurement Planning and Reduced Complaints
The findings in the table below table show the correlations between reduced Complaints and procurement planning.  The findings indicate the Pearson correlation, the significance value and the number of respondents (N). 
	
	
	Procurement Planning
	No_Of_Complaints

	Procurement Planning
	Pearson Correlation
	1
	.215*

	
	Sig. (2-tailed)
	
	.050

	
	N
	84
	84

	No of Complaints
	Pearson Correlation
	.215*
	1

	
	Sig. (2-tailed)
	.050
	

	
	N
	84
	84

	Source: primary data

 Correlation is significant at the 0.05 level (2-tailed).
	


Reduced Complaints indicates a significant positive correlation with Procurement Planning in Kyenjojo District Local Government (r = .215, p<0.05, 0.050, N=84). This implies that Number of Complaints is positively related to procurement planning and therefore supports the hypothesis that procurement planning significantly contributes to reduced number of complaints. It can therefore be interpreted that weakness/loopholes in procurement planning will increase complaints.
4.5.2 Regression between Procurement Planning and Reduced Number of Complaints
Table 19: Regression between Procurement Planning and Reduced Number of Complaints
Model summary

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.215a
	.046
	.035
	.28717


Source: primary data

a. Predictors: (Constant), Procurement planning
The Model Summary table above, revealed that correlation coefficient (R), using the predictor; procurement planning, is .215 and the R2 (.046). This implies that 4.6% (.046*100%) variations in procurement planning are explained by Reduced Number of Complaints, while the remaining percentage of variations can be explained by other factors.
4.5.3 ANOVA for Procurement Planning and Number of Reduced Complaints
Table 20 : ANOVA for Procurement Planning and Number of Reduced Complaints
	Model
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	1
	Regression
	.328
	1
	.328
	3.975
	.050a

	
	Residual
	6.762
	82
	.082
	
	

	
	Total
	7.090
	83
	
	
	


Source: primary data
a. Predictors: (Constant),  Procurement Planning
. b.Dependent Variable:  Reduced Complaints
The ANOVA table above shows a combination of variables that significantly contribute to the relationship between Reduced Number of Complaints and procurement planning, degree of freedom (df) - (1, 82) , F (3.975) and sig (p = .000, .050).
4.5.4 Coefficients between Procurement Planning and Reduced Number of Complaints
Table 21: Coefficients between Procurement Planning and Reduced Number of Complaints
	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	2.409
	.216
	
	11.179
	.000

	
	Reduced Complaints
	.159
	.080
	.215
	1.994
	.050


Source: primary data

a. Dependent Variable:  Reduced Complaints
The coefficients table clearly shows unstandardized β, the t value and the Sig. The coefficients above indicate that Reduced Number of Complaints significantly contributes to the equation for predicting procurement planning, (y=a +bx) where y is the dependent variable, a as the constant and b is Reduced Complaints value. The p-value (0.050) clearly reflects a statistically significant relationship.  This relationship was reliable and could therefore be used to make predictions hence (procurement planning =2.409 + .159 Number of Reduced Complaints).
4.6 Procurement Planning and Timely Service
Table 22: Procurement Planning and Timely Service
	TIMELY SERVICE
	Mean
	Σ
	PERCENTAGE RESPONSES

(%)

	
	
	
	SD

(1)
	D

(2)
	N

(3)
	A

(4)
	SA

(5)

	Tenders are awarded and communicated on time
	2.62
	0.890
	16.7%

(14)
	15.5%

(13)
	0%

(0)
	57.1%

(48)
	10.7%

(9)

	Procurement plans are followed
	2.46
	0.898
	15.5%

(13)
	34.5%

(29)
	0%

(0)
	38.1%

(32)
	11.9%

(10)

	User departments submit procurement plans on time
	2.87
	0.803
	4.8%

(4)
	25%

(21)
	0%

(0)
	48.8%

(41)
	21.4%

(18)

	Restricted procurement is good for quick deliveries
	3.07
	0.788
	6%

(5)
	9.5%

(8)
	0%

(0)
	56%

(47)
	28.6%

(24)

	Prior market research is good for timely service delivery
	3.37
	0.724
	1.2%

(1)
	10.7%

(9)
	0%

(0)
	38.1%

(32)
	50%

(42)

	Domestic bidding is good for timely service delivery
	2.79
	1.042
	15.5%

(13)
	20.2%

(17)
	0%

(0)
	34.5%

(29)
	29.8%

(25)


Source: primary data

Table above reflects responses as indicated by respondents on Procurement planning and timely service where 57.1% and 10.7% indicated that tenders are awarded and communicated on time while 16.7% and 15.5% were in disagreement. Tenders are communicated within specific time depending on the type of procurement. With the total of 67.8% in agreement, PPDA regulation applies. Secondly 38.1% and 11.9% agreed that procurement plans are followed well as 34.5% and 15.5% disagreed. While 48.8% agreed with the view that user-departments submit procurement plans on time 21.4% strongly agreed while a total of only 29% disagreed. Despite the situation where most procedures are late, heads of departments try to do their work in a timely manner. 
Regarding restricted procurement being good for quick deliveries 56% agreed, 28.6% strongly agreed, 9.5% disagreed and 6% strongly disagreed. This is an indication that restricted procurement is more often used compared to other methods as one of Kyenjojo Town council officer stated 
“With pre-qualified list of providers, restricted procurement is convenient. It takes a shorter time and can even cater for emergencies”. 

While 50% and 38.1% strongly agreed and agreed that prior market research was good for timely service delivery, 1.2% and 10.7 did not. This is important especially when dealing with high value procurements. This kind of procurement usually attracts open international bidding. “Market research for any transaction is important especially when the procurement involves huge amounts of money. The aim is to achieve value for money by purchasing the right item and from the right vendor” an officer said. 34.5% and 29.8 indicated that domestic bidding was good for timely service delivery compared to 20.2% and 15.5 that disagreed.
4.6.1 Correlation between Procurement Planning and Timely Service Delivery
Table 23: Correlation between Procurement Planning and Timely Service Delivery
The findings in the table below show the correlations between procurement planning on Timely service delivery.  The findings indicate the Pearson correlation, the significance value and the number of respondents (N). 
	
	
	Procurement Planning
	Time Service Delivery

	Procurement Planning
	Pearson Correlation
	1
	.237*

	
	Sig. (2-tailed)
	
	.030

	
	N
	84
	84

	Time Service Delivery
	Pearson Correlation
	.237*
	1

	
	Sig. (2-tailed)
	.030
	

	
	N
	84
	84


Source: primary data

Correlation is significant at 0.030 level (2-tailed).
Procurement Planning indicates a statistically significant positive correlation with timely service delivery (r = .237, p> 0.05, 0.030, N=84). This implies timely procurement planning is positively related with service delivery and therefore supports the hypothesis that procurement planning affects timely service delivery. This gives a conclusion that improvements at any degree will improve timely service delivery.
Table 24: Regression between Procurement Planning and Time Service Delivery
 Model summary

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.237a
	.056
	.045
	.28569


Source: primary data

a. Predictors: (Constant), Procurement planning
The Model Summary table above, revealed that correlation coefficient (R), using the predictor; Time Service Delivery, is .237 and the R2 (.056). This implies that 5.6% (.056*100%) variations in procurement planning are explained by Time Service Delivery, while the remaining percentage of variations can be explained by other factors.
4.6.2 ANOVA for Procurement Planning and Time Service Delivery
Table 25: shows ANOVA for Procurement Planning and Time Service Delivery
	Model
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	1

	Regression
	.397
	1
	.397
	4.867
	.030a

	
	Residual
	6.693
	82
	.082
	
	

	
	Total
	7.090
	83
	
	
	



Source: primary data

a. Predictors: (Constant), Procurement Planning
b. b. Dependent Variable:  Time Service Delivery
The ANOVA table above shows a combination of variables that significantly contribute to the relationship between procurement planning and Time Service Delivery, degree of freedom (df) - (1, 82), F (4.867) and sig (p < .000, .030).
Table 26: Coefficients  between Procurement Planning and Time Service Delivery
	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	2.353
	.220
	
	10.681
	.000

	
	Time Service Delivery
	.168
	.076
	.237
	2.206
	.030


Source: primary data

a. Dependent Variable: Procurement Planning
The coefficients table clearly shows unstandardized β, the t value and the Sig. The coefficients above indicate that procurement planning contributes to the equation for predicting Timely Service Delivery (y=a +bx) where y is the dependent variable, a as the constant and b is Timely Service Delivery value. The p-value (0.030) clearly reflects a statistically significant relationship.  This relationship was reliable and could be used to make predictions hence (procurement planning =2.353 + .168 Timely Service Delivery).
4.7 Procurement Planning
Table 27: Procurement Planning


	PROCUREMENT PLANNING
	PERCENTAGE RESPONSES

(%)

	
	SD

(1)
	D

(2)
	N

(3)
	A

(4)
	SA

(5)

	Procurement planning contributes to quality service
	7.1%

(6)
	8.3%

(7)
	0%

(0)
	50%

(42)
	34.5%

(29)

	Procurement planning procedures are in line with PPDA guidelines
	1.2%

(1)
	3.6%

(3)
	0%

(0)
	52.4%

(44)
	42.9%

(36)

	Inadequate procurement planning increased public complaint
	15.5%

(13)
	22.6%

(19)
	0%

(0)
	35.7%

(30)
	26.2%

(22)

	Procurement planning contributes to user satisfaction
	3.6%

(3)
	14.3%

(12)
	0%

(0)
	67.9%

(57)
	14.3%

(12)

	Procurement planning provides for quantities to be procured
	7.1%

(6)
	14.3%

(12)
	0%

(0)
	64.3%

(54)
	14.3%

(12)

	Procurement planning minimizes corruption
	26.2%

(22)
	38.1%

(32)
	0%

(0)
	21.4%

(18)
	14.3%

(12)

	Procurement planning reduces complaints
	15.5%

(13)
	28.6%

(24)
	0%

(0)
	39.3%

(33)
	16.7%

(14)

	Procurement planning contributes to service delivery
	2.4%

(2)
	7.1%

(6)
	0%

(0)
	46.4%

(39)
	44%

(37)

	Procurement planning is a participatory activity
	7.1%

(6)
	14.3%

(12)
	0%

(0)
	60.7%

(51)
	17.9%

(15)

	Procurement plans are updated
	20.2%

(17)
	35.7%

(30)
	0%

(0)
	35.7%

(30)
	8.3%

(7)


Source: primary data

Table above reflects responses as indicated by respondents on procurement planning, 50% and 34.5% indicated that procurement planning contributes to quality service, while 7.1% and 8.3 were in disagreement. This is an indicator that despite delay of funds, the district tried its best to implement activities using other sources of revenue. Forinstance one officer from Kyenjojo town council said 
“We usually use funds from other sources like local collections to run activities in case of delays. This gives us ample time for accountability and timely completion. However this money will be returned to its original account on receipt of funds”.

52.4% and 42.9% agreed with the statement that procurement planning procedures are in line with PPDA guidelines while 3.6% and 1.2%disagreed.  On regard to increased public complaints 35.7% and 26.2% indicated that Inadequate procurement planning increased public complaint contrary to 22.6% and 15.5%. This gives a conclusion that poor procurement planning negatively affected activity implementation hence complaints. While 67.9% and 14.3% agreed with the view that procurement planning contributes to user satisfaction, 14.3% and 3.6% did not support the statement. With this higher percentage, user satisfaction can only be achieved with better procurement planning strategies.
 A high percentage (64.3%,14.3%) agreed that procurement planning provides for quantities to be procured compared to 21.4%. However a total of 64.3% disagreed with the statement that procurement planning minimizes corruption while 35.7% supported the statement. This percentage supports the statement of one of the suppliers;

“Regardless of the procurement value and timing we cannot underestimate existence of corruption practices in local governments”. 
39.3% and 16.7% indicated that procurement planning reduces complaints compared to 28.6% and15.5 that disagreed. 46.4% agreed while 44% strongly agreed with the item that procurement planning contributes to service delivery compared to 15.5% and 28.6% that were not in agreement. 60.7% and 17.9% agreed that procurement planning is a participatory activity while 14.3% and 7.1% disagreed with the statement.
 Lastly, much as 35.7% and 8.3% agreed that procurement plans are updated a similar 35.7% and 20.2% disagreed with the statement. The above response calls for more effort from PPDA to enforce the law as far as procurement plans are concerned.
Hypothesis Test Results

Below is the table showing the summary of hypothesis test results  
Table 28: Summary of hypothesis test results


	Variable
	R (Pearson)
	Sig.value
	R2

	Timely service delivery
	.237
	.030
	.056

	Reduced complaints
	.215
	.050
	.046

	Quality of service 
	.032
	.773
	.001

	End-user satisfaction
	-.118
	.286
	.014


From the table above findings on timely service delivery and reduced number of complaints support the  hypothesis that procurement planning contributes to timely service and reduced complaints while quality of service and end-user satisfaction do not support the hypothesis.
CHAPTER FIVE: SUMMARY, DISCUSSION, CONCLUSIONS AND RECOMMENDATIONS
5.0. Introduction 
It has been a global concern towards reforming Public procurement. The study reveals that there are still legal and institutional drawbacks in relation to procurement planning in Local governments in spite of the reforms instituted by the Government since 2003. Therefore this chapter summarizes the discussion, conclusion, recommendations and summary of key findings in the study.
5.1 Summary of findings
From chapter four, findings from the study indicate that there is a relationship between procurement planning and service delivery. This was established from the self administered questionnaires to respondents and also during face to face interviews with key informants. The descriptive and inferential analysis also showed more empirical finding on the existing relationship between the variables under study. These were summarized according to the objectives of the study as below.

5.1.2 Procurement planning and quality of service 
Results showed a positive coloration between procurement planning and service delivery (r = 0. 032p=0.773 > 0.05) implying that quality service increases with better procurement planning.
This means that Procurement planning  remains a primary function that will set the stage for subsequent procurement  activities to achieve service quality services. This is in agreement with Basheka, (2008). This explains why a procurement plan or any plan is required when requesting for funds. However this does not mean that procurement planning does not have setbacks. 
The study revealed that much as procurement procedures were adhered to, planning was limited to internal stakeholders, restriction of information and less transparency in contract awards. 
5.1.3: Procurement planning and end-user satisfaction 
Being a first stage in the procurement cycle, limited participation of stake holders in procurement planning would result into a lob sided plan that is not capable of addressing organizational problems hence dissatisfaction. From findings sig 0.286>0.05.(2-taild) shows that procurement planning insignificantly contributes to user satisfaction. This is because of their limited participation in the process. Referring to critical success factors for procurement planning, Basheka (2008) highlights participants’ involvement and consultations. In this case, execution of plans is easy as all inputs from stakeholders will be catered for.
5.1.4: Procurement planning and reduced number of complaints 
Findings revealed that contract award as one of the stages in the procurement cycle remains a
challenge as they are awarded to incompetent firms hence complaints among service

providers and the public. This is in agreement with Country Procurement Assessment Review (CPAR), 2004. It enumerated a number of corrupt practices in procurement processes in Uganda Local Governments among which improper contract award is among. Its emerges as a result of evaluation committee bringing in new benchmarks in favour of specific bidders. This is also in line with Basheka’s (2004) assertion of the negative outcome resultant of such actions including poor quality, and loss of competent providers to the entity all resulting into complaints.
5.1.5: 
Procurement planning and timely service delivery 
Procurement Planning indicates a weak but statistically significant positive correlation with timely service delivery  (r = .237, p> 0.05, 0.030, N=84). This implies that Procurement Planning is positively related to timely service delivery and therefore supports the hypothesis that ‘procurement planning affects timely service delivery. The researcher therefore concluded that there is a positive and significant relationship between procurement planning and timely service delivery.
5.2: DISCUSSION OF FINDINGS

5.2.1: Procurement planning and quality of service
The first objective sought to assess the contribution of Procurement planning to quality of service in Kyenjojo District Local Government in Western Uganda. Procurement Planning is emphasized by PPDA Act (2003) under section 34(2). The same applies to the Local Government Act (1997) under section 37 (2). Therefore procurement planning in District local Governments is not an option but a mandatory legal requirement aimed at value for money. From findings weakness in procurement planning has a significant and positive impact on quality of service. This implies that there could be delays in implementation of plans resulting into late deliveries and poor service derivery.
5.2.2: Procurement planning and end-user satisfaction 
Literature in the second objective shows that procurement planning aimed at end-user satisfaction, accountability and quality. However this has not been adquate because many end-users are not involved in the planning process. Since most decisions to procure are made at the planning stage (Flemming 2003), it is imperative that all potential people participate in the process. According to Yet and Watermeyer (2004), contend that for better results to be realized, transparency has to be maintained throughout the procurement process.
5.2.3: Procurement planning and reduced number of complaints
Under this objective, some problems were discovered in respect to number of complaints. Based on findings there are factors like selfish tendencies to benefit financially that have ushered in administrative and political influence to benefit from companies which has led to persistent complaints. This is in line with Cook and Macaulay (1994) statement that a dissatisfied customer is a powerful force in forming and potentially demanding an organization to handle the complaints to expectations.
5.2.4: Procurement planning and timely service delivery
 It is also important to explain how procurement planning was related to timely service delivery bearing in mind that the latter was characterized by many loopholes. However, from findings it was established that departments submit procurement plans on time, a practice that seem to achieve timely service. Preparation and submission of plans was found to have a positive effect on timely service. It is now apparent that procurement planning is a key stage in achieving timely service and transparency as Felister (2002) contends.
5.3: CONCLUSIONS
5.3.1: Procurement planning and quality of service 
From the findings, we can therefore conclude that without procurement planning quality of service is poor resulting into late and incomplete deliveries. This is because most of inefficiencies were as a result of weakness in procurement planning stage.
5.3.2: Procurement planning and end-user satisfaction 
Secondly, it was found that user satisfaction was linked to procurement planning in sense that weaknesses in procurement planning were responsible for most deficiencies in end-user satisfaction though the relationship was weak.

5.3.3: Procurement planning and reduced number of complaints 
It was discovered that internal weakness like non transparency, undue influence threatened performance of the procurement function in Kyenjojo district local government. This has ushered in incompetent firms, shoddy works all that have lead to public and service provider complaints.
5.3.4: Procurement planning and timely service delivery 
It was found that procurement planning has an effect on timely service delively in Kyenjojo district local government. Thus liason with service providers was paramount in a move to achieve timely delivery. It was also found out that micro procurement would be a remedy to untimely deliveries though applied to low value contracts.
5.4: RECOMMENDATIONS 

5.4.1: Procurement planning and quality of service
Regarding the above objective, the study identified weaknesses like shoddy work and insufficient supplies. This implies that procurement planning has not been considered to be a legal mandate but an option. The study therefore recommends that PPDA spearheads development of benchmarks for preparation and submission of work plans, updating them and adherence, taking into consideration the overall procurement cycle of the entity. Procurement personnel should, as a matter of policy be required to present procurement plan status reports in council meetings for evaluation.

5.4.2: Procurement planning and end-user satisfaction 
Under this objective, it was noticed that services were not equally distributed and many stakeholders were never involved in procurement planning process. The study therefore recommends that accounting officers should take action against officers involved in malpractice that impend equal distribution of services and allow end-users evaluate implementers while politicians should be tasked to present peoples’ views in the planning process as a matter of democratic representation.
5.4.3: Procurement planning and reduced number of complaints
The study established that the field of procurement does not have enough and competent professionals compared to other professions in Uganda. Procurement being a new profession, the study recommends training of procurement personnel by PPDA and other training and consultancy institutions like Uganda Management Institute. This will enable them handle procurement processes professionally to reduce complaints though it will require procuring and disposing entities to reserve funds for capacity building. 
5.4.4: Procurement planning and timely service delivery
Under this objective it was found out that service providers did not deliver on time and procurement plans were never followed and updated. This means that there is no perfect liason with suppliers and adherence to procurement planning principles. The study therefore recommended that accounting officers should put measures to ensure that Procuring and Disposing Unit liase with service providers to ensure that departmental requisitions are fulfilled in time. The issue of not following and updating procurement plans, it was recommended that activities not on the procurement plan should not be financed unless it is an emergency. 
5.5: Limitations of the study

The major limitation of the study was luck of sufficient time for respondents to answer questionnaires in time. This affected the time budgeted for the activity. Insufficient funds for field work and entire exercise also affected the researcher as he was the sole sponsor for the activity. 
5.6. Contribution of the study 

The research has expanded the body of knowledge in the field of public procurement. This knowledge is expected to be a future reference for public procurement. It will provide an insight to procurement professionals on key issues that affect public procurement.
5.6. Areas for further research
Procurement management and value for money in security organizations in Uganda

Effect of procurement management on supply chain management in private sector organizations

Procurement planning and political influence in local governments
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APPENDICES

Appendix A

Questionnaire for Respondents

I am a Postgraduate student of Uganda management institute pursuing a Masters degree in management studies. I am conducting a study on procurement planning and service delivery in kyenjojo district Local government in western Uganda. This questionnaire is therefore meant to collect information for the study.

All information collected will be treated with utmost confidentiality and will be used for academic purposes. You are therefore kindly requested to spare your time and answer the questions.

Yours,
Kwikiriza alex  

(Student)

SECTION I: Background information

Please tick where appropriate.

1. Gender 

(a). Male


(b). Female

2. 
Age bracket

(a). Below 20 years

(b). 21-30


(c). 31-59



(d). 60 and above

3.
 Level of education

(a). Diploma and below
(b). Bachelors Degree

(c). Masters Degree


(d). Phd

4. 
Category of respondent

(a). Public servant

(b). Service provider

(c). Politician

5. 
Years of service



(a). 1-2



(b). 2-5



(c). 5-10






(d). 10 and above

SECTION II: PROCUREMENT PLANNING AND SERVICE DELIVERY
Please respond to the following statements by ticking the number that corresponds your opinion as indicated below.

	Scale 
	1
	2
	3
	4

	
	Strongly Agree
	Agree
	Disagree
	Strongly disagreee


 Quality of service

	1
	Procurement planning contributes to quality service
	1
	2
	3
	4

	2
	Procurement planning procedures are in line with PPDA guidelines to enhance quality service
	1
	2
	3
	4

	3
	Goods, services, works are delivered on time as per procurement plan
	1
	2
	3
	4

	4
	Household income has improved as a result of quality service
	1
	2
	3
	4

	5
	Inadequate procurement planning has increased public complaints associated with poor quality of services 
	1
	2
	3
	4

	6
	Procurement planning is influenced by politicians 
	1
	2
	3
	4

	7
	Service providers deliver quality services with minimal supervision
	1
	2
	3
	4

	8
	procurement plans are accessible by the public
	1
	2
	3
	4

	9
	Political officials contribute to procurement planning process
	1
	2
	3
	4

	10
	Contract managers are appointed to ensure quality
	1
	2
	3
	4


End-user satisfaction 

	11
	Accountability for public funds is done & accessed by public
	1
	2
	3
	4

	12
	Contracts are always given to competent firms
	1
	2
	3
	4

	13
	Supplies are provided at the right time as per procurement plans 
	1
	2
	3
	4

	14
	Supplies are provided in right quantities
	1
	2
	3
	4

	15
	Services are provided in line with approved budgets
	1
	2
	3
	4

	16
	Services are equally distributed
	1
	2
	3
	4

	17
	Political leaders present peoples’ views & opinions in procurement planning process
	1
	2
	3
	4

	18
	Bidding documents are approved by contracts committee
	1
	2
	3
	4

	19
	Procurement thresholds are adhered to
	1
	2
	3
	4

	20
	Procurement plans are approved by  the contracts committee
	1
	2
	3
	4


Reduced number of complaints

	21
	Procurement procedures have been adhered to
	1
	2
	3
	4

	22
	Services have been delivered to people’s expectations
	1
	2
	3
	4

	23
	No corruption in awarding of tenders
	1
	2
	3
	4

	24
	Tenders have been given to competent firms
	1
	2
	3
	4

	25
	procurement plans are accessed by the public
	1
	2
	3
	4

	26
	No discrimination in provision of services
	1
	2
	3
	4

	27
	Tenders are completed on time as procurement plans
	1
	2
	3
	4

	28
	Best evaluated bidders are displayed on procurement notice board 
	1
	2
	3
	4

	29
	There is rotation of providers of goods, services and works
	1
	2
	3
	4

	30
	Tender opportunities are publicized
	1
	2
	3
	4


Timely service delivery

	31
	Tenders are awarded and communicated on time 
	1
	2
	3
	4

	33
	Procurement plans are followed
	1
	2
	3
	4

	34
	Procurement plans are updated
	1
	2
	3
	4

	35
	User departments submit procurement plans on time
	1
	2
	3
	4

	36
	Restricted procurement is good for quick deliveries
	1
	2
	3
	4

	37
	Prior market research is good for timely service delivery
	1
	2
	3
	4

	38
	Domestic bidding is good for timely service delivery
	1
	2
	3
	4


Appendix B: Interview Guide.

1. Can procurement planning enhance quality of service to the local person in Kyenjojo District? Please explain your answer in details.

2. Do you find procurement planning an important aspect in achieving effective service delivery? Please explain.

3. Is it true that high value contracts are influenced by political forces? Please explain how these forces can hamper effective service delivery.

4. Do you think that all activities are done in line with approved workplans and budgets?

5. Are ethical procurement behaviors practiced in the district? Explain some unethical procurement behaviors you have observed.

6. Are service providers paid in time for their services offered?

7. District Tender Boards were replaced by contracts committees how has this improved service delivery?

8. Who are the key players in procurement planning? Please explain the role of each.
Thank you.
Dependent variable


Service delivery





Independent variable


Procurement planning





Identification of user needs


-User specifications


-Usage rate 





Determination of procurement procedures.


-Amount 


-Time 





Budgeting and work planning


-Source of funding


-Number of procurements











Activity scheduling & timing














Quality of service.


- Value for money


-Timely deliveries


-Durability





End-user satisfaction.


-Accountability


-Quality


-Equality





Reduced complaints.


-Corrupt practices


-Procurement procedure 


-Rotation of providers





Timely service.


-Procurement plans


-Contract management


-Participation
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