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ABSTRACT
The relationship between compliance in procurement and internal service delivery in Uganda Police Force was studied based on three objectives which included examining the effect of legal compliance on internal service delivery; determining the effect of procurement process compliance on internal service delivery and establishing the effect of rules and regulatory compliance at Uganda Police Headquarters, Kampala. Literature about compliance in procurement and internal service delivery was reviewed. A cross-sectional research design was used. The study population was 80 from which a sample of 66 respondents was selected. Data was collected using of questionnaire and interview guide. The response rate of 80.3% was obtained from which the study found out that legal compliance (.633**, p < 0.05, .000), procurement process compliance (.665**,p < 0.05, .000) rules and regulatory compliance (.606**, p < 0.05) had a significant positive relationship with internal service delivery.  The UPF deals with classified procurement where compliance is no exceptional however, procurement disposal unit staff adhere to the Public Procurement Disposal of Assets Act, observed the anti-corruption Act and Public Financial Management Act 2015. Hiring skilled, competent and qualified procurement staff would improve internal service delivery, however; delayed payments frustrate vendors’ and non-procurement compliance compromises internal service delivery. The recommendations laid for the study include the need for procurement disposal unit independence, conducting tailored procurement trainings, use benchmarking and pay vendors/suppliers on time. Further recommendations include the need to establish a quality assurance point with specialists to verify all supplies.
CHAPTER ONE

INTRODUCTION

1.0 Introduction

The study examined the relationship between compliance in procurement and internal service delivery in Uganda Police Force. Compliance in procurement was perceived as an independent variable while internal service delivery was the dependent variable. This chapter constitutes the background to the study, the purpose, the objectives, research questions, the hypothesis, conceptual framework, the justification and significance of the study covering a study scope and including key operational definitions.

1.1 Background

1.1.1 Historical background

 Compliance in procurement is a key factor in internal service delivery of goods in any government entity.  Abere & Muturi (2015) assert that the level of compliance in procurement regulations can determine whether a government achieves its goals and objectives and its impact on internal and external stakeholders. Scott &Madden (2011) asserts that many internal services, organizations lack the necessary business fundamentals, processes, and tools to manage their internal customers. 
Non-compliance in procurement process is now a global problems many entities both government and private are facing challenges of poor service delivery (Morino, 2015) states that 50 per cent of the organisations globally experience non-compliance in procurement process. She added that these challenges were mainly as a result of inefficient management systems. While Whalen & Rahim (1994) in Jonhson (2008) assert that the problem of compliance in the implementation of internal service delivery was due to poor planning, lack of management commitment, poor teamwork, resistance to change and lack of proper training. 
Historically, service delivery is traced back to more than four thousand years ago during the times of War in the Ancient China where citizens were militarily trained (Jaley, 2016). This has since been widespread involving the provision of public utilities as public services. In developed countries this is said to have begun in the late Nineteenth Century (Trent & Monczka, 1998). This was associated with the municipal development of gas and water services (Hendrick & Ruck, 1988). Later, Governments began to extend other services such as education, healthcare and electricity among others (Craig & Elizabeth, 2015).
Major trends of service delivery started being noticeable from the  (20th’ Centauries through to  (21st’ centuries (Van Weele, 2005). This led to improvement on the quality of internal service delivery as a key aspect and contributed to the quality of external service (Zeithaml et al. 2006) in (Johnston, 2008).
Governments embarked on public sector management reforms since the mid-1970s, Governments had grappled with public sector reforms intended at attaining greater efficiency, and more receptive and flexible services (Tumutegyereize, 2013). From the 1970s-80s, these Governments’ constraints were accompanied by economic crises which caused drastic reduction in expected public revenues saw Governments review their strategic programmes on service delivery. Such reviews included   the examination of the existing programmes.
 The reviews helped to establish the usefulness and the required alternative methods of service delivery that were more responsive and cost effective to the client’s desires (Kaul, 1998) in Ohiole & Ojo (2015), it resulted into a vital value of internal service delivery and it impacted on the quality of manufactured products which was a core principle of the total quality management philosophy in the 1980s (Deming, 1986).
By 1990s many countries had adopted public service delivery reforms which were enacted into Parliamentary Acts. Some of such countries included Japan’s Public Service Reform Act; United Kindom’s Citizens’ Charter; United State of America’s Government Performance and Results Act and Australia’s Public Service Act among others (Rajan, 2012). Focusing on the United Kingdom, who’s Citizens’ Charter, was designed to raise the standard of public services and encourage public servants to think in association to how it affects their clients (Butcher, 1997).
In many developing countries, Uganda inclusive, the issue of service delivery arose as a result of markets and structural adjustment programmes in the 1980s and 1990s. This was engineered by multinational agencies for like International Monetary Fund (IMF) and World Bank. These reforms supported Governments in the delivery of public services like infrastructure, markets, sanitation and healthy facilities to the citizens. However, despite efforts made, developing countries continue to suffer from unsatisfactory governance systems, inappropriate resources distribution and inadequate local revenues. Such poor governance leads to undesirable outcomes for public services to the poor and underprivileged members of the community (Shah, 2005).
Much as the 2000s have seen Government efforts expand service delivery, majority of African people do not have access to government services for instance education, healthcare, social insurance, and so on. It required that a fresh approach to better service delivery be re-thought. The approach entailed creating a framework for the delivery of public goods which confers rights on locals and enables them to hold public servants accountable for the service they receive (Mkandawire, 1998) and to ensure that every person involved in internal service delivery is a customer in the organisation (Grönroos, 1981) and that every person in the organisation has a customer that he/she serve (Lovelock, 1996).
On the other hand, compliance in procurement had been attracting vast attention from academicians, practitioners, and researchers in general (Lardenoije, Van Raaij, & Van Weele, 2005). Not much information was documented about the issue, though it was attributed to early scholars in the 1930s. By the 1970s through to 1980s; different scholars conducted separate studies in American and Dutch companies on procurement performance where they discovered the scores of performance.  Agaba & Shipman (2007) opine that a significant number of developing counties especially in African continent, over the years had adopted measures aimed at decentralization of governance, together with expansion plan and administration. These governance models were popularised in the 1980s (Livingstone & Charlton, 2001). 
By the late 1990s the failure of the procurement systems to measure with the standards in the expansion of government procurement requirements was evident. There was no value for money in delivery of services which was not generally acceptable to governments and donor partners. Over the past years, developing countries became aware on the value of effective and efficiency management of the public procurement process at both national and international level. This impacted on subsequent contribution to improve government public sector. Different initiatives were designed and supported by multinational agencies like IMF and the World Bank for reforms.  This has made the procurement function though usually viewed as a clerical and reactive job, to position itself as a major organizational function. Increasingly procurement management became strategically significant for the operation of any organization Basheka (2004) in Onyango (2014).

For the case of Uganda, public entities had been faulted by the auditor general for failing to adhere to procurement legal compliance hence affecting internal service delivery. This resulted in widespread corruption, poor resource utilization and no benefits to the communities. In Africa, Uganda is one of the leaders in the execution of public procurement reforms (Basheka, 2004). 
Procurement reforms started in Uganda in 1997 and by 2003 Uganda was among the first countries in Africa to enact a procurement law. The Public Procurement and Disposal of Public Assets Authority (PPDA) were then enacted. By February, 2003 the PPDA Authority was operationalised as a regulator of public procurement and disposal of public assets in Uganda. This implied that all government Ministries, Departments and Agencies [MDAs] including Uganda Police Force were expected to conduct or execute procurement activities based on these legal compliance , rules & regulatory compliance  and procurement process compliance  for  successfully delivery of public services (Public Procurement and Disposal of Public Assets Authority, 2003).  Despite these reforms being put in place, Uganda Police Force had continued to experience non-compliance to the procurement process leading to poor service delivery to the people of Uganda (Auditor general report, 2016)
1.1.2 Theoretical background

This study was guided by the Agency theory. This theory was coined by (Ross & Mitnick, 1973).  Agency theory tries to explain the relationships and self-interest in organisations. It explains the principals and agents relationship and delegation of power. It describes the best way to organise relationships between parties where one determines the work and another one performs or makes decisions on behalf of the other Jensen & Meckling (1976). The theory further supports the implementation of diverse government measures to control the agents’ action in an organized entity (Berle & Means (1932); in Panda & Leepsa (2017). In explaining the relevance of this theory, the research understood the principal as the Police Authority and the Police Procurement Disposal Unit (PDU) as the agents. When the Police Authority delegated the Police Procurement Disposal Unit (PDU) to procure goods, works or services, it expected PDU to work in the most transparency, efficient and effective manner to ensure value for money without issues of conflict of interest, bribery to arise because this affects the procurement process thereby interfering with internal service delivery.
1.1.3 Conceptual background
This study aimed to establish the relationship between compliance in procurement and internal service delivery in Uganda Police Force. The study was conceptualised around compliance in procurement, which has a serious effect on internal service delivery in terms of quality of goods procured, timely procurements, user satisfaction and procurement that meet budget. Compliance in procurement was operationalized through three dimensions: legal compliance, procurement process compliance and rules and regulatory compliance.
The study was further conceptualised on the fact that legal compliance is one of the factors that determine internal service delivery. Legal compliance literally means complying with all the laws that govern the procurement process in an entity. However, Ameyaw (2011) urge that legal compliance entails legal and regulatory instruments that may not be limited to Acts, regulations, decrees and or procedures officially used by an entity in a process. In this study legal compliance in procurement focused particularly on the PPDA Act 2003, the Ant-Corruption Act, 2010 and the Public Finance Management Act, 2015.
Legal compliance in procurement is a key factor in the procurement process of an entity. This is owing to the fact that it determines the quality of service delivery in an entity such as the Uganda Police Force. “It empowers decision-makers in the procurement department of an organisation to be unbiased and objective in executing the procurements processes,” asserts Ameyaw (2011).

The research also analysed the concept of procurement process compliance. This literally means adhering to procedures and steps taken in a procurement process. However, several authors gave various definitions. For example, citing Kolenko & Kolenko (2014) in  Lawal (2015) asserts that procurement process is a plan of achieving   goods and services an entity requires to fulfil its mandate through a range of tasks such as quality management standards , financing, price negotiation, value chain analysis, supplier research and vendor selection, inventory control management and disposal of waste products.

In this proposed study process compliance focused on planning, bidding and contract management processes in the procurement of goods and services in Police Force.  (Turner, 2011) describes procurement processes as a structure that supports organization’s entire requirements for the supply of goods and services that are required by the organisation to achieve its objectives. Non-adherence to the procurement process can lead to unpleasant resource utilization, poor personnel management and training. Therefore, it’s imperative for each entity to set and adhere to the procurement process. As urged by Kakwesi & Nyeko (2016), the ultimate objective of having procurement process is to improve the delivery of services to the public, have an efficiency and effectiveness procurement process in the entity. Such an entity can be the Uganda Police Force.
Accordingly, the study was conceptualised around the importance of rules and regulatory compliance in procurement, which literally means adhering to set rules and regulations in an organisation regarding the process. The non-familiarity with rules and regulations in procurement compliance can lead to poor non-compliance. This affects internal service delivery in an entity such as Uganda Police Force. In this proposed study rules and regulatory compliance focused on observing and working by the rules set by management of Uganda Force in regards to the procurement process.
Finally, the study was conceptualised on the fact that non-compliance in procurement had an effect on internal service delivery in Uganda Police Force. Internal service delivery in this study means timely procurement, quality of goods procured, user satisfaction and procurement that meets budget for an entity. This helps service end-users to hold service providers accountable. Accordingly, such system provides safeguards for the end-users of the goods and services procured by an entity such as Uganda Police Force. (World Bank report 2005).
Internal Service delivery is a wide concept. However, this study confined itself to quality of goods procured, timely procurements, user satisfaction and procurements that meet budget as components of internal service delivery
1.1.4 Contextual background
Compliance in procurement has been around since people started doing business. It extends itself to include regulatory frame work that have been implemented by the organisation (Smith, 2017)  In an effort to ensure  compliance in the Police Force for effective  internal service delivery, Government of Uganda (GoU) introduced various regulatory bodies and mechanisms to enhance compliance in procurement. These include the PPDA, the anti-corruption Act, finance management Act, office of IGG, Office of Auditor-General, Public Service Commission among others. Compliance is a problem not only in the developing countries but also in the developed countries like European Union (EU) (Eyaa & Oluka, 2011).
  Kipchilat (2006) in Onyinkwa (2013) referred to Comesa report (2004)  revealed that that procurement pedals 60 percent of government spending and this implies that accountability at every level is vital. the Auditor-General of Uganda unearthed a number of issues relating to non-compliance in procurement processes leading to poor internal service delivery  as poor quality of goods procured, procurement outside budget plans and failure to state time line on the procurement process in the Uganda Police Force.
The Uganda Police Force was established in 1899 under the colonial administration. It then became a fully pledged Institution during the early 1900s however; it underwent a number of restructuring or changes. The Uganda Police Force [UPF] was established under Article 212 of the 1995 Constitution of the Republic of Uganda. Its cardinal role is to prevail peace, stability order and adhere to the rule of law Republic of Uganda Constitution, (1995). 
The Police contribute directly to the realisation of its mandate which constitutes protecting life and property, preventing and detecting crime, preserving law and order, cooperative with civilian and other security entities. Like any other Government Entity, to support the realisation of its mandate, and delivery of services as expected by Ugandans, the Uganda Police force, closely engaged in the procurement of user requirements to that effect. Procurement unit is directly under the directorate of administration however, some of its procurements was classified which could not undergo the entire procurement cycle.
UPF’s Procurement Disposal Unit (PDU) executed its procurement roles under the PPDA 2003 rules and regulations for procuring goods and services. This was done with a bid to observe, best practices including principles, rules, administrative review systems and code of conduct, enshrined in guidelines on the punishment of service providers for offenses committed by the public officers who abused their offices.  Standard forms and bidding documentation was provided that assisted to carry out procurement and disposal processes in accordance with the guiding procurement principles (Agaba & Shipman, 2007). 
In 2003, the UPF caused the establishment of the (PDU) and associate structure, the Contracts Committees and Evaluation teams. These structures periodically guided and managed the procurement processes up to contract award and signing. Contract implementation was managed by the contract management team as assigned before implementation. There were laws set with full procedural rules, with the provisions for advertising and public display of bid opportunities, notices of best evaluated bidder and contract award. The standard procedures was supported by an enforcement system that allowed disgruntled suppliers to seek administrative review and provide punishment on service providers for offences and disciplinary measures were taken against public officers who committed an offence (Basheka & Bisangabasaiji, 2010) in Davis (2014)
To support UPF’s operations, is the directorate of administration whose main role was to undertake and improve the general administration and management of UPF. The administration directorate was in charge of all procurement activities and aided by its sister directorate of logistics and engineering, such goods and services was distributed to other stations nationally. UPF, PDU operated under the PPDA Act (2003) explained how public procurement was conducted in the procurement cycle. The roles and responsibilities of public entities where limited to the procurement cycle. Generally, the PDUs of MDAs where faced with the problem of delayed payments, customer relations, information sharing, resources allocation among others that undermined their efficiency and effectiveness (Knudsen, 1999). It is therefore evident that compliance in procurement had an effect on internal service delivery in Uganda Police Force
1.2 Statement of the problem
The Police Act (2004) created the Police Tender Board, which regulates the procurement process. This was in addition to the policies, regulatory frameworks, administrative / organisation structures, procedures and systems, which if fully adhered to, would improve internal service delivery to the Police Force and improve services delivery to Ugandans.  The minister regulated the functions and operation of the Police tender board which was responsible for the procurement and award of tenders to supply materials, equipment and any other thing required for the smooth running of the force. However, despite of all those efforts, the situation continued to deteriorate; internal service delivery did not improve. 
According to the Auditor General Report (2016) there were still issues of approval of procurements outside the procurement plan, poor quality goods were procured and failure to state timelines on the procurement plans which impacted on the procurement process.UPF spent UGX.2,095,498,825 in respect of rent for its police stations country wide, but there was no  procurement records to reveal, procurement procedures were not adhered to in the process of acquiring the premises, failure to drill of 4 Boreholes at Police Training School Ikaffe and Olilim, failure to build 20 latrines for Police Stations.       . 
 All the above factors had negatively affected the   Police operations.  This was evident that the Force was experiencing persistent issues.  The report clearly stated that this was arising from challenges relating to lack of compliance to the legal procurement framework in terms of legal compliance, compliance to rules & regulatory frameworks and the approved procurement process.  This exposed the Force to risks of stock outs, obsolete stocks, high operational costs and uncoordinated Police operations. It was on the basis of these factors, that this research study was thought out. The study aimed to establish if compliance in procurement affected the internal service delivery in Uganda Police Force. 
1.3 Purpose of the study

To examine the relationship between compliance in procurement and internal service delivery in Uganda Police Force.
1.4 Specific objectives

a) To examine the effect of legal compliance on internal  service delivery  at Uganda Police Headquarters, Kampala.

b) To determine the effect of procurement process compliance on internal service delivery at Uganda Police Headquarters, Kampala.

c) To establish the effect of rules and regulatory compliance on internal service delivery at Uganda Police Headquarters, Kampala.
1.5 Research questions

The study answered the following questions:

a) What effect does legal compliance have on internal service delivery  at Uganda Police Headquarters, Kampala?

b) What effect does procurement processes compliance have on internal service delivery  at Uganda Police Headquarters, Kampala?

c) What effect does rules and regulatory compliance have on internal service delivery  at Uganda Police Headquarters, Kampala?

1.6 Hypotheses

The following research hypotheses statements were tested:

a) Legal compliance largely affects internal service delivery at Uganda Police Headquarters
b) Procurement processes compliance significantly affects internal  service delivery  at Uganda Police Headquarters
c) Procurement rules and regulatory compliance majorly affects internal service delivery at Uganda Police Headquarters
1.7 Conceptual framework

The conceptual framework is the operationalization of the relationship between compliance in procurement and internal service delivery reflected diagrammatically. The frame work shows the direction of the study (Mugenda & Mugenda, 2003).



Source: Adopted from Anderson,2004, Sousa and Bradley,2008; Simatupang & Sridharan,2005; Goran,2005; Walter & Ritter,2003;PPDA Act,2003; Cousins,2002; Gilliland & Bello, 2002; Heide & John,1992; Ramsay, 1996; Ellram & Edis,1996) and modified by the researcher

The illustration above figure presents the study problem with the independent variable having three dimensions namely legal compliance, procurement process compliance and rules and regulation compliance. Legal compliance entailed PPDA CG Guidelines, Anticorruption Act, 2010 and Public Finance Management Act 20015; while procurement process compliance was measured using planning, bidding processes and contract management. The third dimension, the procurement rules and regulatory compliance entailed observing rules and working by the rules, a combination of all these, positively affected internal service delivery at the Uganda Police Force headquarters. Lastly, internal service delivery was categorized as quality of goods procured, timely procurements, user satisfaction and procurements that meet budget.
1.8 Significance of the study
The study made contributions through the findings which are useful source of information to the Uganda Police Force to review the areas which need improvements and enhance compliance on internal service delivery. The study findings created a future knowledge base for scholars especially in the area of legal compliance, procurement processes compliance and procurement rules and regulatory compliance and internal service delivery thus used as an information base for researchers.

Further, the Accounting Officer would be more informed specifically on the importance of compliance in procurement and how such compliance streamlines the delivery of required services by UPF. The gaps in contracts committee and PDU were highlighted especially on the factors which undermined the procurement roles in ensuring better service delivery and the study enlightened the user departments about how best procurement was internally managed through providing procurement details about the procurement process duration, quality of goods and services purchase and how long it would take for them as final consumers to get such services.
Lastly, the study served as a requirement for a fulfilment of the requirements for award of a Masters’ Degree in Public Procurement of Uganda Management Institute hence a key point or education mile stone for the researcher.
1.9 Justification of the study

Quite a lot of studies have been conducted about compliance in procurement and service delivery.  In a similar research was carried out in South Africa on Compliance in Procurement and Service Delivery in the public sector. Mafunisa (2002) & Klitgard (1997) in Sebola & Mamabolo (2016)  discovered  that economic factors could prompt non-compliance in procurement and according to Klitgard (1997) in Sebola & Mamabolo (2016)  asserts that less salary payments to workers leads to an ethical behaviours and constitutes non-compliance, they realized that in order to close the gap, there was need to pay workers sustainable amount. However, South Africa is not in East Africa or near Uganda.  Therefore, the findings did not have any effect on compliance in procurement in the Uganda Police Force.
 A similar study was conducted in Kenya and it was about factors influencing compliance with the public procurement legislation. Mwendwa (2011) assert that the inefficiencies of traditional public procurement procedures  includes clerical activities and excessive documentation brings a gap on the effect of poor staff training on compliance which in the long run gives a lee way to non-compliance. This was filled by enhancing efficiency through the adoption of training that simplified the public procurement procedures and reduced excessive documentation. However, the findings had no elements of legal compliance, procurement process compliance and policies were not related to Uganda, Kenya operates completely in different environment.
The closest study was one conducted in Uganda Explaining Non- Compliance in Public Procurement in Uganda  by Eyaa & Oluka (2011) but their focus was on non- compliance on familiarity with regulations, professionalism and institutional factors. This literature clearly shows that there has never been a study with the variables of procurement legal compliance, procurement process compliance and procurement rules and regulatory compliance conducted in Uganda Police Force. This makes the study a unique one. It is on the basis of this background that the study was conducted to establish whether a relationship existed between compliance in procurement and internal services delivery in Uganda Police force.
1.10 Scope of the study

The scope of the study entailed content scope, geographical and time scopes as indicated below.

1.10.1 Content scope

The study focused on three objectives which included examining the effect of legal compliance on internal service delivery; determining the effect of procurement process compliance on internal service delivery and establishing the effect of rules and regulatory compliance on internal service delivery in Uganda Police Force
1.10.2 Geographical scope 
The study was conducted at the UPF Headquarters located at Katalima Road, Naguru-Kampala because it is the hub where all procurement activities are handled that are used to support the different stations nationally and therefore availability of reliable information about the study,    (PPDA, Audit Report 2015-2017).
1.10.3 Time scope

The study focused on three year period of time running from 2015-2017.this was based on  the fact that the force lost huge sum of money due to  noncompliance in procurement in relation to procurement approval outside the procurement plans and failure to state timeline on procurement. This was attributed to inadequate compliance in procurement (Audit Report, 2016)
1.11 Operational definitions of key terms
The following definitions were used throughout the study namely:
Compliance: (Jaggaer, 2016) defines it as a state of being in accordance with established guidelines, specifications, or legislation.
Procurement:  Jonathan (2014) defines the concept as the acquisition by purchase, hire purchase, licence, tenancy, and any other contractual means, of any type of works, services or supplies.
Service delivery: (Anwar, 2005) defines it as a set of activities that take place to perform a service, through coordinated actions of both the provider and users of the service. 
Internal service: Scott & Madden (2011) defines the concept as services delivered between departments or business units in the same organization.
Legal compliance: according to Hutter (1997) in (Amodu, 2008) refers it to the behaviours and practices that are conducted in accordance with the national or local laws of the country in which the organization operates.
Regulatory compliance: (Gelderman, 2006) defines the concept as an organization's adherence to laws, regulations, guidelines and specifications relevant to its business.
Procurement process:  (Bashuna 2013) in Cankwo et al (2015) refers the concept to series of steps involved in the process of acquiring goods, works and services for sale or use by entities. 
Uganda Police Force: This is a Government Institution established under article 211 of the constitution of the Republic of Uganda 1995 and sec 3 of the Police Act Cap 303. Mandated to protect life and property, preserve Law and order, prevent and detect crime and cooperate with civilian authorities and other securities agencies.
 Public Procurement and Disposal of Public Assets Authority (PPDA) this is the principal regulatory body for public procurement and disposal of public assets in Uganda.

Ant-corruption Act: this concept refers to act that provide effective prevention of corruption in both public and private sector.
Contract management:  Contract management hand book (2017) of the University of Texas defines the concept as the process of systematically and efficiently managing contract creation, execution and analysis for maximizing operational and financial performance and minimizing risk.
The bidding process: (Olaniyi & Mojisola, 2013) defines the concept as a system used to select a vendor for contracting a project, or for purchasing products and services that are required for an organization.
Procurement planning: Fitzgerald & Girón (2006) defines the concept as the process of deciding what to buy, when and from what source. 

Quality: ( Elshaer, 2012) defines the concept as a state of being free from defects, deficiencies and significant variation.

 Timely delivery: Karim & Samaranayake (2010) defines the concept as what happens or delivered at an appropriate time
CHAPTER TWO
LITERATURE REVIEW

2.0 Introduction

This chapter reviews the literature related on the relationship between compliance in procurement and internal service delivery in Uganda Police Force.  Basing on what other scholar have studied, the review focused on the study variables, their relevancy to the research, importance and criticism majorly on the effect of legal compliance on internal service delivery; procurement process compliance on internal service delivery; rules and regulatory compliance on internal service delivery in Uganda Police Force and summary of the literature review. 

2.1 The Theoretical review

As earlier mentioned in chapter one, the research was guided by the agency theory that was coined by (Ross & Mitnick, 1973). The Agency theory tries to discuss the relationships and self-interest in entities. It explains the principals or agents relationship and delegation management. It explains how best to organise relationships between parties where one assigns tasks and another performs or makes decisions on behalf of the other (Jensen & Meckling, 1976). The theory supports various government systems to control the agents’ acts in an organized entity. (Berle & Means, 1932) in (Panda & Leepsa, 2017). This is in line with the study variables of compliance in procurement where all concerned parties are supposed to comply with all prevailing procurement practices which help in internal service delivery in Uganda Police Force.  

However, Mallin (2007) contends that the agency theory has a number of possible threats or disadvantages to the entities which include opportunistic view of the agents in the entity.  Many agents benefit from the power they hold for their own selfish interests or gain and the agents do not perform in accordance to the demand and goals of the organization. In this study the Police Authority is the principal and the procurement disposal unit (PDU) is the agent. They make decisions based on their desired selfish goals but not on behalf of the principals or the shareholders during the procurement process.  Mallin (2007) further contend that the most condemnation of the agency theory, is that, it focus on mostly on the agents and the principals. It overlooks all the other stakeholders that also play a vital function in the procurement process.
 The theory is relevant in this research because it makes the researcher to understand the principal in the Uganda Police settings as the Police Authority and the Police Procurement Disposal Unit (PDU) as the agents. When the Police Authority delegates the Police Procurement Disposal Unit (PDU) to procure goods, works or services, it expects PDU to work in the most transparency, efficient and effective manner to ensure value for money without issues of conflict of interest, bribery to arise because this affects the procurement process thereby interfering with service delivery.
Despite of the criticisms of the agency theory, Demski & Feitham (1978) in Eisenhardt (1989) assert that the theory helps to control the highest consumption of the agency cost and the cost incurred by the shareholder by hiring the agent, an agent performs fairly a number of significant roles which includes decision-making, the theory help the procurement process for effective service delivery. 
In this study, UPF Procurement actors are entrusted with the task of procuring good on behalf of the Users. They are therefore, expected to act professionally in compliance to procurement with given laws, processes and regulatory frameworks (Chiappori & Salanie, 2002). It is therefore, by examining the various variables that compliance in procurement can be understood explicitly in terms of internal service delivery at UPF.
2.2 Conceptual review
2.2.1 Legal compliance in procurement and internal service delivery  
Literally legal compliance is the act of following the laws, rules, policies and procedures, and acting in accordance with moral practices in the organization like the Uganda Police Force. Legal compliance takes a broad understanding which includes national and local legislations, as well as codes, standards and entity policies. The legal aspect of legal compliance, consequently extends itself to include regulatory frame work that have been implemented by the organisation (Smith, 2017). According to Hutter (1997) in Amodu (2008), legal compliance is a degree of circularity, as a system used to protect compliance with the law for example enforcement and compliance is linked with those being regulated. 
In an effort to ensure legal compliance, Government of Uganda (GoU) introduced various regulatory bodies and mechanisms to enhance legal compliance in procurement. These include the PPDA, the anti-corruption Act, finance management Act, office of IGG, Office of Auditor-General, Public Service Commission among others. These institutions were established as watchdogs to keep entities of procurement activities in check, thus safeguarding resource utilisation.

The PPDA Report (2012), stresses that compliance in procurement is necessary in the support of the private sector through the business opportunities given to the service providers through the procurement process. It is noted that most contract management non-compliance are as a result of legal issues within the procurement process (Rwothungeyo, 2012).
Laterally, legal compliance practices is important in compliance in procurement because it leads to an improved service delivery in government entities operating  systematically with all the required standards to deliver services to their clients, in a  streamlined procedures, process and rules. (Carson, 1970) in Amodu (2008) assert that legal Compliance is relevant in terms of encompassing a range of activities and aspects of procurement regulation including the act of enforcement of the procurement law, and the procurement process. 
The relevancy  of legal compliance  in  public procurement is to  ensure that  accountability and transparency in the procurement process are adhered to  and established  pricing standards are set  to ensure  fair competition and  value-for-money standards for any effective service delivery. (Basheka & Kabatereine, 2013) however contend that procurement legal compliance is often influenced by a range of secondary objectives which conflicts with the principles of value for money in obtaining goods, works and services, like rewarding political supporters, recognizing and favouring well placed firms.
Furthermore legal compliance in procurement reduces acts of non-compliance. However Deyong  (2018) contend that though legal frame work exists in procurement, non-compliance in public procurement is still a problem and it has many negative effects, it increases procurement costs and undermines the quality of goods, works and services acquired while reducing the opportunities that the goods or services procured will meet required standards. 
However some gaps were identified and inconsistency in the study, it was noted that the literature did not capture the continuous comprehensive legal compliance changes and reforms which created a gap between the current law and subsequence reforms. The researcher confined the research on only PPDA Act, Anti-corruption Act, and financial Management Act, 2015 leaving out other regulatory bodies like Inspector General of Government (IGG).
2.2.2 Procurement process compliance and internal service delivery 
Procurement process  compliance and internal service delivery is a standard sequence  known as the procurement process  Bashuna  (2013) in Cankwo  et al  (2015) assert that  procurement process is a series of steps involved in the process of acquiring goods, works and services  for sale or use by entities like the Uganda Police Force. It starts with identifying the need for a given entity, moves through the process of procuring and delivery. Procurement process compliance remains a significant achievement through which government can achieve quality sustainable service delivery to the public. Government has made efforts in introducing legislative frameworks for enhancing compliance in procurement processes and also enhancing internal service delivery, it is however imperative to show that there is still a lot that needs to be done (Sebola & Mamabolo, 2016).
Procurement process compliance is identified as one of the independent variable and it constitutes three dimensions of planning, bidding procedures and contract management. The PPDA Regulations, 2003 and the amendments therein outline diverse processes and procedures to be adhered to when goods, services or works are procured. Turner (2011) asserted that procurement process compliance is a pace taken for each stage, to be fulfilled in order to attain the desired results. It is a process that explores  market opportunities and improve  sourcing techniques to give optimal  outcome to the entities and its stakeholders , procurement efficiency is determined by its value and on the victory of the organization. 
According to Turner (2011) procurement process compliance in service delivery, acts as a cost centre to the entity like UPF. It supports the strategic procurement objectives which includes quality product improvement, timely delivery of raw materials, user satisfaction, procurements that meets the budget, greater extra value, increased efficiency and innovation (CIPS, 2013). 
Procurement process compliance is vital because it enables the entity to procure with competent suppliers of goods and services because the PPDA Act, 2003 provides a number of rules and regulations, which streamlines the procurement process without non-discrimination on grounds of nationality, tribe  and provides a set  of rules on  specifications, award procedures and time limits (Suchman, 2015). However, Lindskog  et al (2013)  contend that the policies, rules and regulations some time becomes  difficult to  be carried out without hurting some parties in  the procurement process especially small local suppliers when competition can come from international companies, it can result in a loss of jobs locally or even to bankruptcy.  

Furthermore, Moody (2015) asserted that when an entity complies with the procurement process, it means that the entity will procure from qualified and competent suppliers, which in turn leads to the supply of quality goods and services. Ensuring that policies and procedures in procurement processes compliance are respected is virtually important for bottom line results.  However, the Global Fund Report of 2012, on procurement and supply management contend that policies and principles on procurement process are also vital, delivering quality services requires  a well-recognized and well documented procurement process and unbiased controls measures that meet  standards and customer requirements.
Compliance to public procurement process influences performance in the public sector, which now includes the Uganda Police Force thus when such an entity experiences performance that leads to provision of quality services to the public.  Failure to set performance standards’ of the procurement function can result to irregular and unfair decisions that have costly consequence to every entity (Kakwezi & Nyeko, 2010). These two further urge that public procurement is still marred by shoddy work and supply of poor quality goods, works and services.
Purchasing compliance to the process has a great potential of reducing transactional costs and bringing cost savings, as urged by Brandon-Jones (2009). Therefore, the company is less likely to have issues, such as corruption and violation of legal frameworks. However, Kakwezi and Nyeko (2010) urged that when organisations aim at reducing costs, the quality of goods, works and services procured suffers, and when organizations focus on quality, costs are reduced. .
According to Naidoo (2012) these institutions are charged with ensuring that procurement entities conduct themselves in a manner which promotes the values and principles enshrined in the regulatory framework and geared to promoting good governance. However, Hui et al., (2013) in Chogo et al (2016) noted that lack of procurement process awareness on the procurement procedure by all the stakeholders’ affects service delivery. The scholar emphasized that procurement officers must be trained to abide by the regulations, procedures in entities to enhance service delivery. However, some research gaps were identified in the procurement process compliance, the literature review focused only on the relevancy, the importance and the demerits of the procurement process compliance but it did not cover the length of each step in the procurement process and its duration. Majorly it centered only on planning, bidding and contract management leaving out other procurement process stages. Therefore there is need to conduct more study to establish the effect of other dimensions of procurement process compliance on internal service delivery
2.2.3 Procurement rules and regulatory compliance and internal service delivery 
The general purpose of procurement rules and regulatory compliance is to make sure that the entity gets the highest quality of goods, works and services at the best price possible. The regulations focus at streamlining the procurement process while managing adequate controls in the entity. The procurement procedures is applicable to all staff concerned in the procurement process and to all types of procurement (Snow, 2010)

Procurement rules and regulatory compliance is a system, which promotes fairness, transparency and non-discrimination in public procurement with the plan of ensuring efficient and effective use of public funds (Gelderman, 2006). The relevancy of the rules and regulatory compliance is that the PPDA monitors the entire public procurement process and advises the entities on how to achieve efficient, effective, transparent and accountable procurement process to enables Government to achieve obligations to the people enhance service delivery (Rwothungeyo, 2014). However, Graells (2010) contend that public procurement regulations   establishes a system that ends up isolating parts of the market and creating ‘public sub-markets, which become extremely regulated by public procurement rules themselves in a range of aspects, in the end it result in restrictions or distortions of competition which confines the ability of the buyer to achieve value for money.
The critical reason for public procurement regulatory compliance is that, it creates a competitive process in public entities in order to achieve best value for money. Public procurement rules and procedures are necessary because the public entities like the Uganda Police Force focuses on choosing the best quality at lowest price. The public procurement rules establish a structured competitive process to ensure best quality at the lowest price for goods, services and works (Nielsen, 2017). However, Maurice (2014) in his study conducted in Kenya on procurement practices contend that procurement rule and regulation lack flexibility and it hampers the procurements operations and equally affects service delivery. 
Rwothungeyo, (2014) assert that the burden of PPDA is to ensure that all Government agencies are aware of the laws and the procurement structures which are in place to undertake procurement in a standard regulated manner. The PPDA monitors the public procurement process and guides entities on the efficient, effectiveness and transparent procurement process accountable to Government to achieve its obligations and enhance service delivery. The study found out that UPF embraced the procurement rules and regulation in its efforts to realize better service delivery. Some gaps were identified in procurement rules and regulatory compliance, it clearly explained that through the established competitive structure in the Police procurement department ensured observing rules and working by the rules, the research did not cover the punishments for those who breach the rules and regulations hence the need for further research to bridge the gap.

2.2.4 Summary of literature review
This chapter provides scholarly literature from a number of secondary sources on compliance in procurement in terms of legal compliance; process compliance rules and regulatory compliance and how these reviewed affect the delivery of service. The literature reviewed above confirms that gaps are evident and inconsistence in the study, it was noted that scarcity of information regarding the subject matter prevailed therefore the study was conducted to bridge the gap by adding more information from the primary data. The literature did not capture the continuous comprehensive legal compliance changes and reforms which created a gap between the current law and subsequence reforms.
The procurement process compliance as reviewed in the literature, it was observed that the study focused only on the relevancy, the importance and the demerits of the procurement process compliance but it did not cover the length of each step in the procurement process and its duration. The procurement process compliance was majorly centered on planning, bidding and contract management leaving out other procurement process stages. Therefore there is need to conduct study to establish the effect of other dimensions of procurement process compliance on internal service delivery. This research focused only on the Uganda Police Force, yet there is need for more research in other government entities to bridge the gap and the inconsistencies. 
Throughout the review of literature on public procurement rules and regulatory compliance, it clearly explained that through the established competitive structures, procurement process ensured best quality at the lowest price for goods, services and works. However, it was observed that this research was limited to rules and regulatory compliance where it only focused on observing the rules and working within the rules but did not cover the punishments for those who breached the rules and regulations hence the need for further research to bridge the gap.
CHAPTER THREE
METHODOLOGY

3.0 Introduction 
This chapter presents the methods which were used in the study. These included the research design, study population, sample size and selection, sampling techniques and procedures. The chapter also addressed the various methods and procedures for data collection and analysis that were used in accessing information regarding the influence of the compliance in procurement on internal service delivery in Uganda Police Force
3.1 Research design
Ogula (2005) in Tiberious, et al (2016) assert that a research design is a plan, structure and strategy of examination to get answers to research questions and control variance. According to Kothari (2004), a research design is the  understanding of circumstances for collection and analysis of data in an approach that focus at combining significance to the research objective with economy in course of action. He further explains that the relevance of research design is to make significant data available for the collection at minimal expenditure, time, and costs. 
The study used the cross-sectional research design. Jarvista (2017) assert that the cross sectional research design is used to document reliable and valuable information about a study within a shortest period of time. The data was gathered from a set of respondents with diverse features but with identical demographics such as age, gender, income, education, geographical locations and ethnicity. This design was chosen because our study population comprised of respondents picked from different departments of the Uganda Police Force. The research further  aimed to prove validate of the variables on the effect of legal compliance on internal service delivery, the effect of procurement process compliance on internal  service delivery, the effect of rules and regulatory compliance on internal service delivery.

 According to Gaille (2018), the advantages of using cross sectional design was to prove or disprove assumptions, have numerous variables at the time of the data snapshot, it was not expensive to execute and could not need a lot of time, captured a exact point at time, the data was used on numerous types of research and many findings and results could be analyzed to create new theories, studies and detailed research.
3.2 Study Population 
A research study population literally means a big collection of individuals or objects that form a major focus of the research study at hand (Mugenda, 2003). It was a well-organized group of individuals with similar or shared binding characters. For example, the employees of Uganda Police force formed a population referred to as a study population. The research study was used to access the population of elements of people who included one accounting officer or undersecretary, 5 contract committee members, 10 PDU members, 54 user departments and 10 suppliers/ providers (Kothari, 2011)  
3.3 Sampling procedure
In this study, the researcher categorized the respondents in the category of respondents, targeted population, sample size and the techniques used, The researcher used both purposive and simple random sampling and each technique, had unique expectations and principles for determining the number of respondents required to attain its target.
Purposive sampling is a method broadly applied in qualitative research for the classification and collection of information in most effective manner with limited resources Patton (2002) in Palinkas et al (2015). The purposive sampling was used to collect data from accounting officer/ undersecretary, contract committee members, Procurement Disposal Unit members, because the researcher had face to face interaction with the respondents which was less costly and less time consuming, it led to serious study of the selected items, good results were realized. The procedure involved identifying and selecting participants who were knowledgeable and skilled with a phenomenon of interest (Creswell & Plano Clark, 2011). According to Bernard (2002) and Spradley (1979) in Palinkas et al (2015) assert that knowledge and experience encourages and gives willingness to respondents to take part and the ability to communicate experiences and opinions in a coherent and thoughtful manner. 

On the other hand simple random sampling was used to ensure that the outcome of findings minimized the possible bias in selection and control for the likely influence of known and unknown confounders. In this study it was used to collect information from end user department members and suppliers/service providers. Morse & Niehaus (2009) assert that the methodology is quantitative or qualitative, approach which maximizes the efficiency and validity. Qualitative method achieved deep understanding while a quantitative method achieved a wide understanding Patton (2002). 

Table 1:  Target population, sample size and sampling technique

	Category of respondents
	Population

 
	Sample size 
	Technique

	Accounting officer
	1
	1
	Purposive  sampling

	Contracts Committee Members
	5
	4
	Purposive  sampling

	PDU Members
	10
	8
	Purposive  sampling

	End User Department/ Sections/ Units
	54
	45
	Simple random sampling

	Suppliers/ Providers
	10
	8
	Simple random sampling

	 
	80
	66
	 


Source: Primary data

3.4 Sampling techniques 

Literally sampling techniques is a distinct events with a clear procedure, which involves a particular group of participants in an entity as sample selected for a given research study. In this study both purposive and simple random sampling techniques was used which aided the selection of respondents for the study as explained below.
3.4.1 Purposive sampling
Maxwell (1996) asserts that purposive sampling is a procedure for specific settings of persons or events selected purposely to provide vital information that cannot be accessed from other choices. The study used purposive sampling technique, which is a non-probability sample and it was selected based on uniqueness of the population and the purpose of the study. It is also known as judgmental or selective sampling. This type of sampling is very useful in situations when you need to arrive at a targeted sample swiftly. This method chosen according to Mugenda & Mugenda (1999) supports the researcher to use various objects that have the required information in relation to the purpose of their study and fronted us to cases that possess the necessary features
3.4.2 Simple random sampling
Ordinarily simple random sampling is a technique used in the selection of a sample consisting of number of sampling units out of the population having number of sampling units such that every sampling unit has an equal opportunity of being selected. This technique allowed a researcher to identify respondents who had an equal chance to be selected to form a sample.  According to Amin (2005), asserts that simple random sampling allowed the selection of a good sample of respondents for a study. The technique was free from errors and required least knowledge of the population participating in the study. In addition, the technique best suited the situations where not much information was available about the total elements (Castillo, 2009).  The technique was applied to user departments
3.5 Sample size 

The sample size is a group of elements derived from the target population to represent silent characteristics of target population as Mugenda & Mugenda (1999) assert that it is necessary for a researcher to select a sample which is big enough such that the researcher was satisfied with the selected sample from the target population. A sample size of 66 participants was selected from targeted population of 80 elements based on Krejcie and Morgan Population Mathematical Table of 1970 (See Appendix III). The choice for a sample size was based on a representative sample of the population since it was practically impossible and difficult to examine every element in the study (Sekaran, 2003). For the purpose of determining the sample size from the target population, Krejcie and Morgan table, 1970 was used.
3.6 Data collection 

This generally refers to the process by which the researcher collects relevant data pertaining to their study and which data helps them in realising the research objectives set. However, various authors have given differing meanings of the term “data collection.”  While Dudovskiy (2017) assert that data collection is the prepared approach in assembling and measuring information from a diversity of sources to get a complete and accurate picture of an area of interest, Rouse (2017) contend that it is the method of assembling and measuring data, information or any variables of interest in a uniform and recognized manner that enables the researcher to answer or test hypotheses and evaluate results of the particular collection. Data collection is a very vital stage of conducting any research study as urged by Dudovskiy (2016) in Zahedul (2017) that it helps in maintaining the integrity of the researcher. 
3.6.1 Data collection methods

This refers to the various methods that the researcher used when collecting data for their study. The choice of the data collection tool(s) largely depends on the research problem under study, the research design chosen and the available information collected about the variables in the study. In this study, a mixture of both quantitative and qualitative methods of data collection namely questionnaire and interview guide.
3.6.2 The questionnaire method

The questionnaire is one of the tools for data collection. The questionnaire is regarded as both quantitative and qualitative method of collecting data pertaining to the problem under study. It contained a comprehensive set of questions with generated information on a similar subject from a number of respondents. In the questionnaire, respondents were asked to give their reactions to a same set of questions. This tool was chosen for use because as Amin (2005) assert, it is a less expensive tool, offers greater assurance of anonymity in cases where researcher is handling a sensitive organisation (such as Uganda Police Force). “The questionnaire covered a wide geographical area, (Bird 2009). Much as Amin (2005) contends that the questionnaire does not allow room for probing, Mugenda & Mugenda (1999) insist it is an important tool because it is used to collect vital information from the study population regarding the problem under study.
In the questionnaire, questions were developed to manage specific objectives of the research study, the designed research questions and the study hypotheses. (Mugenda & Mugenda, 1999) urge that the questionnaire may confuse and discourage respondents and that some respondents may choose to leave out some questions unanswered. However, in the main study, questions were accurately and carefully developed because of its ability to efficiently collect accurate and complete data from respondents.

In the study, the questionnaire contained matrix questions. These questions shared same set of response categories. They were normally applied whenever scales like the Likert type scale was used, according to Mugenda & Mugenda (1999) who contended that matrix questions can be used because they are easy to construct and can facilitate the respondent in giving the appropriate responses to the set questions. In the Likert scale approach, a statement was followed by a five-category response continuum – Strongly agree, Agree, Undecided, Disagree and Strongly Disagree. Mugenda & Mugenda (1999) assert that in this approach, the respondent chose the statement that best describes their reaction(s). The responses were weighed from 1 to 5.

3.6.3 Interview method

An interview is literally known as a question-and-answer session between the interviewee and the interviewer. In the main research, in-depth interviews were conducted with individuals to enable the researcher obtain detailed information as opposed to information that were gathered through the questionnaire.
In-depth interviews were applied to respondents to enable researcher collect information pertaining to the study specific objectives, research questions and the research hypotheses. In the interview, the study used the structured and semi structured interview guide questions. Structured interview guide questions were used because they had series of pre-determined questions that all interviewees answered in the same order. 
Further, according to Dudovskiy (2016),  structured interviews are open compared to other forms of interviews, because the researcher could compare and contrast diverse answers put to them for the same questions. Additionally, the research made use of semi-structured interview guide questions. In this approach, same open-ended questions were administered to respondents to enable them provide detailed information to the researcher. The interview was chosen because, as Mugenda & Mugenda (1999) urge that interview enabled the researcher to realize a high response yield; chances for the respondent to encounter confusing questions were minimal; and a researcher was able to obtain sensitive information from the interviewee.
3.7 Data collection instruments
The study used two instruments namely self-administered questionnaire and interview guide as explained below.
3.7.1 Questionnaire

A questionnaire was designed with a number of closed ended questions on compliance in procurement  and internal service delivery based on a five item Likert scale including SA (5), A (4), 3 (UD), 2 (D) and 1 (SD). The instrument was then administered to the largest group constituting a sample. This was because it could be used to collect large volumes of information from a large number of respondents, who filled them in at their own convenience (Sekaran, 2003). The questionnaires were administered to user departments.
3.7.2 Interview schedule
This instrument contained a number of open ended questions on compliance in procurement and internal service delivery. In order to obtain results, face to face sessions were held between a researcher and interviewee where questions verbally asked were directly read from an interview guide and answers written down during the session. This instrument was designed based on a number of open ended questions because it was easier for a researcher to understand an individual's impressions or experiences as compared to questionnaires (Mugenda & Mugenda, 2003).  Secondly, the instrument allowed probing the interview for more detailed information though it was time consuming and required a researcher to be very patient. The instrument was administered on an accounting officer, contract committee members and PDU members.
 3.8 Validity and reliability of research instruments 
The study ensured that instrument was of required quality and this was done by ensuring both validity and reliability techniques as explained below. 

3.9 Validity
Validity is the degree to which research instrument measures what they are expected to measure (Oso & Onen, 2008). A test was carried out prior to administrating of the questionnaires where three judges including two procurement expert and one logistics expert were requested to provide an expert assessment or judgement about the study instrument thereafter while using the Content Validity Index (CVI) formula below, results were obtained and interpreted according C.V.I = K/N where K is the number of items rated relevant and N is the total number of items x 100%.  
Table 2: Validity results

	Expert assessment 
	Expert testing
	Validity outcome

	Procurement Expert One
	39/45
	0.86

	Procurement Expert Two
	35/45
	0.77

	Logistics Expert
	39/45
	0.86


The results suggest that the instruments were valid as validity scores were above 0.7 as supported by Sekaran (2003) who asserted that for an instrument to be valid its score is equal or above 0.7

3.10 Reliability
Reliability is the extent to which a research instrument yields consistent results when administered to a number of groups (Sekaran, 2003). The researcher used the internal consistency technique specifically alpha Cranach where a sample of 10 respondents were identified and the questionnaires administered to them. These questionnaires were collected, entered and analysed using SPSS version 19.  See the reliability results provided below
Table 3: Reliability results

	Variable 
	No of respondents involved
	Number of questions
	Reliability score

	Legal compliance
	10
	9
	.612

	Procurement process compliance
	10
	12
	.885

	Rules and regulatory compliance
	10
	5
	.715

	Internal service delivery
	10
	13
	.870


The results presented show reliability scores for each variable above 0.5 and therefore according to Sekaran (2003), the instruments were reliable as the score was above 0.5
3.11 Data collection procedure

Using an introduction letter from UMI, the researcher obtained approval from Uganda Police Force authorities to conduct the research. The researcher then piloted the questionnaire on a sample of ten participants and the interview guide on two respondents. The researcher used the remarks from these participants to improve the questionnaire and interview guide. The researcher then made contact with the various authorities to which the letter was addressed and together with the authorities make appointments as to when the study was carried out to enable proper planning. On the agreed dates, the researcher went and met UPF respondents and collected the data. The researcher made sure that during the data collection, questions were discussed in the presence of the respondents so that all was understood; and where possible made adjustments to reduce the probability of non-compliance and non-reliability of the tool. The data collection was carried out for a period of two week. In the event of any delay or incompleteness of the data collecting exercise, the researcher rescheduled the appointments on consultation with the respondents. After data collection, data analysis was done a report was made, which marked the final activity of the research process.
3.12 Data analysis 
Data was managed and analyzed both quantitatively and qualitatively as explained below.
3.12.1 Quantitative data analysis
This is an efficient approach to research during which data after being collected is transformed into numerical data. Data was collected using questionnaires, it was sorted, coded, entered into excel and imported into Statistical Package for the Social Sciences (SPSS). The data checked for completeness as well as errors and thereafter descriptive statistics were obtained ranging from frequencies, percentages and means. 
On the other hand, inferential statistics was generated to establish whether relationship (correlation; results lying between -1, for negative relations and +1, for a positive relationship existed between the study variables. The results was based on a 95% significance level at 5% or 0.05 and a linear regression was used to determine variance that compliance in procurement had on internal service delivery have on the sales performance (Oso & Onen, 2008) in Oduor (2016). The results were presented using tables and figures. 
3.12.2 Qualitative data analysis 
Interviews were organised and conducted to obtain non-numeric data from key respondents, through in-depth interviews. The information collected was sorted and organised in line with the set objectives. Thereafter, a content analysis technique was used to obtain useful and meaningful statements about the study. The technique allowed critically looking at the data, reorganizing it into meaningful shorter sentences which were presented in terms of themes and then coded accordingly and presented using themes and narrative statements, and then the researcher developed a comprehensive report, citations and other relevant interpretations backed up qualitative data (Sekaran, 2003).  
3.13 Measurement of Variables 

The study used both nominal and ordinal scales where the ordinal scale was used to measure compliance in procurement and internal service delivery based on a five item Likert scale. This ranged from ranging 5 as strongly agree, 4 as agree, 3 as not sure, 2 as disagree and  1 as strongly disagree (Mugenda & Mugenda, 2003) in  Kinyanjui (2015). Lastly, a nominal scale was used to measure respondents’ demographic information
3.14. Ethical considerations

 The study included informed consent where the respondents were informed that the study was solely for academic purposes and no any other information would be released for any other purpose other than the intended research.  Secondly, researcher avoided being bias where the researcher did not influence study findings interest rather he stayed objective by recruiting and using research assistants. Plagiarism, the report was tested and found to be within the required limits of Uganda Management Institute standards (=> 15%) and relevant citation and references of the authors have been quoted. 

Lastly, anonymity was observed where details of the respondents who answered both the instruments were not disclosed and were voluntary with maximum respect for their privacy (Mugenda, 2003) in  Akaranga and Makau (2016).
CHAPTER FOUR
PRESENTATION, ANALYSIS AND INTEPRETATION OF FINDINGS
4.0 Introduction

This chapter presents analyses and interprets findings objective by objectives. The chapter starts with response rate results, demographic characteristics of respondents, quantified (descriptive and inferential findings), qualitative findings and interviews are presented objective by objective.

4.1 Response rate 

The response rate results for using questionnaires was 85% (45/53x100%) and that for using interviews was 62% (8/13x100%) as presented in the Table below. 
Table 4: The response rate

	Tools used
	Planned (n)
	Actual (n)
	Percentage obtained

	Interviews
	13
	8
	62%

	Questionnaires 
	53
	45
	85%

	Total 
	66
	53
	

	Source: Primary data


The study established a response rate of 80.3% from using both questionnaires and holding interviews. The rate is a good representation of a survey population as supported by Amin (2005) asserts that a response rate equal or above 70% symbolizes a survey population.
4.2 Institutional information of the respondents
The study elicited institutional information of the respondents. The findings are presented below. 

4.2.1 Location of main office or branch
Participants of this study provided information about their location of main office or branch. The details are provided in the Table below.
Table 5: Location of main office/branch

	Location of main office/Branch
	Frequency (%)
	Percent (%)

	
	Naguru Police Headquarters
	25
	55.6

	
	Central Police Station- Kampala
	9
	20.0

	
	Namanve Logistics Police Stores
	4
	8.9

	
	Garment Factory Jinja Road
	3
	6.7

	
	Police Mechanical workshop Old Port Bell
	2
	4.4

	
	Jinja Road Police Station
	1
	2.2

	
	Nansana Police Station
	1
	2.2

	
	Total
	45
	100.0


The study found out that 25 (55.6%) of the respondents were attached to Police Headquarters Naguru , 9 (20%) of the respondents were attached to Central Police Station Kampala, 4 (8.9%) of the respondents were attached to Namanve Logistics Police stores, 3 (6.7%) were attached to Garment Factory  Jinja Road, 2 (4.4%) of the respondents were attached to Police Mechanical workshop Old Port Bell Road, while 1 (2.2%) of the respondents were attached to both Jinja Road Police Station and Nansana Police Station respectively. The results suggested locations where vendors deliver goods/services and offices for UPF staff that participated in the study. The respondents provided their opinions about the study from the above locations.
4.2.2 Sex of respondents

The respondents were requested to provide their sex. The details that emerged are shown in the Figure below.
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Figure 2: Sex of the respondents
Figure 2 above present results about sex of the respondents. The study found out that male respondents were the dominant with 28 (62%) and their female counterparts were 17(38%). The findings suggests gender portion of suppliers and UPF staff that provided their opinions about the study. Secondly, they were key stakeholders to compliance in procurement and internal service delivery cut across both gender. 

4.2.3 Years spent working for Uganda Police Force in the respective offices
The respondents were requested to indicate the years that they had spent working for Uganda Police Force. The findings are provided in the Table below.
Table 6: Years spent working for UPF in the respective offices
	Years spent working for UPF
	Frequency (n)
	Percent (%)

	
	0-1 year
	9
	20.0

	
	2-3 years
	15
	33.3

	
	4-5 years
	7
	15.6

	
	6-9 years
	7
	15.6

	
	> 10 years
	7
	15.6

	
	Total
	45
	100.0


The study found out that majority of the respondents had worked/served for a period of less than three years in the respective offices were 24 (53.3%) while respondents who had worked/served for a period between 4-5 years were 7(15.6%) and 14 (31.2%) represents respondents who had worked/served beyond 6 years in the respective offices. The findings suggested that all respondents had reasonable experience required by the researcher to provide their views about the study. 

4.2.4 Age of respondents
The respondents were requested to indicate their age. The findings are provided in the Table below.
Table 7: Age of respondents
	Age of respondents
	Frequency (n)
	Percent (%)

	
	Less than 25 years
	1
	2.2

	
	26 -35 years
	22
	48.8

	
	36 -45 years
	16
	35.7

	
	46-55 years
	6
	13.3

	
	> 56 years
	0
	0

	
	Total
	45
	100


The study found out that majority of the respondents 39(84.5%) were aged between 26 to 45 years of age, while respondents of 46 years and above were 6 (13.3%) and the least were 1 (2.2%) who was aged below 35 years which suggested that respondents were eligible to participate in the study. Further to note, the respondents were considered mature enough to respond to questions and provide their opinion about the study. 

4.2.5 Level of Education of the respondents

The results about the level of education of the respondents are presented in Figure below
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Figure 3: Education level of respondents
The study established that degree holders constituted majority of the respondents with 20 (44.4%); diploma holders were 7 (15.6%), respondents with other qualifications such as PDG, certificates, certified courses and Advanced certificates were 14 (31.1%) and masters holders were 4 (8.9%), which suggested that all respondents had attained some education level. Its implication was that respondents were able to provide their opinions about the study. In addition, the respondents were found to read and write thus they provided their views about the study.
4.3 Findings on compliance in procurement and internal service delivery

The findings provided in this section are quantitative (description-inferential) and qualitative (interviews-document review) and presented in line with specific objectives namely to examine the effect of legal compliance on internal  service delivery  at Uganda Police Headquarters, Kampala; to determine the effect of procurement process compliance on internal service delivery at Uganda Police Headquarters, Kampala and to establish the effect of rules and regulatory compliance on internal service delivery at Uganda Police Headquarters, Kampala.  For interpretations please note that SA (strongly agreed) and A (agreed) scores are grouped while not sure scores are not grouped; SD (strongly disagree) and D (disagree) scores are also grouped to show respondent who disagreed. For the mean scores, a score above three reveals agree and that below three reveal disagree
4.3.1 Legal compliance on internal service delivery

The first objective of the study sought to examine the effect of legal compliance on internal service delivery at Uganda Police Headquarters, Kampala. Questions were asked about legal compliance with the respective findings presented in the Table below.
Table 8: Questions and responses about legal compliance

	Items on legal compliance
	SD
	D
	NS
	A
	SA
	Mean

	Uganda Police Force procurement department complies with procurement laws to deliver  services
	4%

(2)
	2%

(1)
	7%

(3)
	58%

(26)
	29%

(13)
	4.04

	As a user department staff, I am well acquitted with the concept of legal compliance
	2%

(1)
	7%

(3)
	17%

(8)
	47%

(21)
	27%

(12)
	3.89

	I believe that the prevailing PPDA Act is instrumental in ensuring better internal services delivery 
	0%

(0)
	2%

(1)
	17%

(8)
	34%

(15)
	47%

(21)
	4.22

	The Procurement Disposal Unit complies with the PPDA during the procurement process
	2%

(1)
	4%

(2)
	7%

(3)
	62%

(28)
	24%

(11)
	4.02

	My organization is able to measure and report procurement performance as per the PPDA requirement
	4%

(2)
	8%

(4)
	13%

(6)
	53%

(23)
	22%

(10)
	3.78

	Anti- corruption Act  was enacted and  adopted to ensure effective   delivery of goods to the Police Force
	2%

(1)
	13%

(6)
	20%

(9)
	38%

(17)
	27%

(12)
	3.73

	Cases of corruption, fraud, conflict of interest which happens during the procurement process  are investigated thoroughly 
	8%

(4)
	17%

(8)
	39%

(17)
	22%

(10)
	13%

(6)
	3.13

	Anti-corruption cases are handled expeditiously 
	4%

(2)
	17%

(8)
	30%

(13)
	32%

(14)
	17%

(8)
	3.40

	UPF comply with Finance management Act  to ensure effective internal service delivery
	2%

(1)
	2%

(1)
	17%

(8)
	51%

(23)
	28%

(12)
	3.98


Source: primary data

Key: SD= strongly agree, D= Disagree, NS = Not sure, A= Agree and SA= Strongly Agree

The study established that Uganda Police Force procurement department complied with procurement laws in an attempt to deliver better services. This was supported by (39)87% of the respondents who agreed, (3) 7% of the respondents were not sure and (3) 6% of the respondents disagreed. Similarly, results obtained revealed that 74% of the respondents agreed that user department staffs were acquitted with the concept of legal compliance however, 17% of the respondents were not sure and 9% of the respondents disagreed.  The results suggested that UPF designated officials worked within the law and were acquitted with it thus its implication was legally staff managed procurement which improved internal service delivery. One interesting information revealed from one of the members in PDU noted that: 

“Sometimes getting the necessary approvals takes times for example you may want to deviate from using a required method of procurement therefore the law says that you must first get a waiver from the authority so the time between application for a waiver and receiving the response creates delays” 

Whereas another interviewee in the Procurement Disposal Unit observed that:


“The process of LPOs takes much time due to several reasons such as late releases of funds. The law required that before an LPO is processed and issued to the supplier, the accounting officer should be sure as to whether there are funds for that particular requirement on the budget”

The mean of 4.22 revealed that UPF staff believed that the PPDA Act was instrumental for better internal services delivery. Similarly,  a mean score of 4.02 was computed which indicated that the Procurement Disposal Unit in Uganda Police Force complied with the PPDA during the procurement process however, (3) 7% of the respondents were not sure and (3) 6% of the respondents disagreed which meant that for formal guidance, UPF procurement staff  frequently referred to PPDA guidelines which implied that such staff mitigated all possible procurement errors which contributed positively to improved internal service delivery
“The PPDA Act is a guiding platform for all procurement activities. The PDU here is charged with processing all requirements as initiated by the end user departments whereby all activities are conducted with due consideration of the PPDA Act and regulations 2003 as amended in 2014”, said a PDU member. 
In addition, (33) 75% of the respondents agreed that UPF measured and reported procurement performance as per the PPDA requirements nonetheless, (6) 13% of the respondents disagreed and (6) 12% of the respondents disagreed respectively. To support the above findings was a Contract Committee Member voiced out that: 
“The UPF like any other public entity does its procurement procedures in line with the PPDA Act of the regulations. The process in UPF is a cycle that starts with needs identified by the user department up to contract close out”,
Majority of the respondents evidenced by a mean of 3.73 agreed that anti- corruption Act was enacted and adopted to ensure effective delivery of goods to the Police Force. In another context, evidence of a mean of 3.13 revealed that cases of corruption, fraud, conflict of interest which happens during the procurement process were investigated thoroughly which suggested that UPF procurement staff were refrained from corrupt acts that would derail timely internal delivery of services. Its implication is that a good procurement process would be realised. To support the above findings was an interview session held by a procurement official at Uganda Police PDU who observed that: 
“PDU officers are not allowed to supply the police force. We have instances where parties have declared interest and pulled out from actively participating in procurement activities”,
Similarly, (22) 49% of the respondents agreed that anti-corruption cases were handled expeditiously much as (10) 21% of the respondents disagreed and (13) 30% of the respondents were not sure. The results suggested that any personnel suspected of engaging in corrupt practices during procurement were charged under the anti-corruption court and if found guilty would be sentenced thus a clean avenue for realising timely procurement of goods and services. To complement on the findings was a member of the Contract Committee on classified procurement who lamented that: 
“These are cases linked to tax payers’ money. Therefore such cases are well managed and culprits are always imprisoned”,
Additionally,  the mean score of 3.98 revealed that UPF staff complied with the finance management Act to ensure effective internal service delivery which meant that UPF officials guided by the Finance Management Act during the procurement process and its implication was that right financial procedures were followed to ensure timely internal service delivery. 
4.3.1.1 Correlation coefficient scores for legal compliance and internal service delivery

This section provides correlation coefficient results between legal compliance and internal service delivery.

Table 9: Correlation results about legal compliance and internal service delivery

	
	Legal compliance      
	Internal service delivery

       

	Legal compliance       Pearson Correlation

                                   Sig. (2-tailed) 

                                   N
	1

45
	 .633**

.000

45

	Internal service      Pearson Correlation

Delivery

                                   Sig. (2-tailed)

                                   N
	.633**

.000

45
	1

45


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

The study established that a statistically significant positive relationship (.633**; p <0.05, .000) existed between legal compliance and internal service delivery which suggested that a unit change in legal compliance increased in internal service delivery by 63.3%. Its implication was that adhering to the PPDA CG Guidelines of 2003, observing the Anti-corruption Act of 2010 and working within the Public Finance Management Act of 2015 during procurement process would improve internal service delivery at UPF.
4.3.1.2 Regression results for legal compliance and internal service delivery
 The table below revealed that legal compliance predicted a 40% (r2 x 100) variance on internal service delivery in Uganda Police Force. The remaining 60% was attributed to other factors not identified for the study. The study used the regression technique analysis to predict variance that legal compliance had on internal service delivery. 
Table 10: Regression results for legal compliance and internal service delivery

	Model
	r
	r2
	adjusted r2
	Error of the Estimate



	1
	.633a
	.400
	.386
	.50776

	a. Predictors: (Constant), legal compliance


Hypothesis I

Based on the study findings, it was found out that H1: legal compliance largely affects internal service delivery at Uganda Police Headquarters. Therefore H1 was accepted and the null rejected.
4.3.2 The effect of procurement process compliance on internal service delivery

The second objective sought to determine the effect of procurement process compliance on internal service delivery in Uganda Police Force. Questions about procurement process compliance were asked and responses obtained. These are provided in the Table below
Table 11: Questions and responses about procurement process compliance

	Items on procurement processes
	SD
	D
	NS
	A
	SA
	Mean

	The UPF  procurement department complies with the procurement process 
	6%

(3)
	2%

(1)
	16%

(7)
	56%

(25)
	20%

(9)
	3.80

	Members involved in procurement  process  possess skills, competences and qualifications
	4%

(2)
	4%

(2)
	22%

(10)
	52%

(23)
	18%

(8)
	3.73

	Procurement department consults user departments on the  procurement needs and requirements at the initial stage 
	18%

(8)
	8%

(4)
	0%

(0)
	42%

(19)
	32%

(14)
	3.91

	The PDU department give specifications to all service providers / suppliers 
	2%

(1)
	13%

(6)
	16%

(7)
	49%

(22)
	20%

(9)
	3.71

	The bid document is advertized in the gazette where all the service providers/ suppliers access the information
	4%

(2)
	0%

(0)
	6%

(3)
	57%

(25)
	33%

(15)
	4.13

	Uganda Police Force has a competent panel that handles prequalification
	6%

(3)
	0%

(0)
	12%

(6)
	56%

(25)
	24%

(11)
	3.91

	There is a clear criterion for prequalification of bidders to ensure  effective internal service delivery 
	0%

(0)
	2%

(1)
	22%

(10)
	56%

(25)
	20%

(9)
	3.93

	Uganda Police  procurement department  monitors, evaluates contract performance and management for effective service delivery
	2%

(1)
	8%

(4)
	13%

(6)
	57%

(25)
	20%

(9)
	3.82

	The procurement department makes accountability for the goods, service and works procured for the entity
	12%

(6)
	10%

(5)
	26%

(11)
	39%

(17)
	12%

(6)
	3.27

	Payments to the service providers/ suppliers in are remitted in the stipulated time.
	33%

(15)
	24%

(11)
	0%

(0)
	39%

(17)
	4%

(2)
	2.91

	My organization promotes effective buyer supplier relationships through its procurement  process
	0%

(0)
	11%

(5)
	24%

(11)
	54%

(24)
	11%

(5)
	3.64

	There is  a policy for imparting pre-contract knowledge through training 
	2%

(1)
	6%

(3)
	16%

(7)
	49%

(22)
	27%

(12)
	3.91


Source: primary data

Key: SD= strongly agree, D= Disagree, NS = Not sure, A= Agree and SA= Strongly Agree

The study found out that 76% of the UPF procurement department staff had complied with the procurement process however 16% of the respondents were not sure and 8% disagreed. From the findings, it could be said that procurement staff kept in line with agreed upon procurement processes and guidelines. Its implication would be that complying with the procurement process ensures the right issues are managed to realise better internal service delivery. This is in line with a comment observed by a PDU member that: 
“Compliance with the procurement process requires that designated officials adhere to the laws and regulations as stipulated in the PPDA Act. The compliance has helped UPF realise quality supplies from vendors which have aided timely internal service delivery”,
The mean score of 3.73 revealed that members involved in procurement process possess skills, competences and qualifications which suggested that members of the procurement department had been trained in the area of procurement and therefore possessed key attributes in skills, competences and qualifications to support the internal delivery of services. The findings are in line with a statement made from Finance Department who voiced out that: 
“The procurement department here has a team of professionals who possess all minimum job qualifications, skills and competence. They are therefore not attached to the department by mistake but on merit”,
Many respondents 33(74%) agreed that the procurement department consulted user departments on the procurement needs and requirements at the initial stage and 12 (26%) of the respondents disagreed. In addition, 29(69%) of the respondents agreed that PDU department gave specifications to all service providers / suppliers which suggested that users were formally requested to lodge in their user requirements and budget for purposes of  planning which was intended to ensure that timely internal service delivery was realised.  Furthermore, as a result of ensuring timely internal service delivery, service or product specifications were availed to vendors. One PDU member attached to Police Headquarters Naguru voiced out that:

 “The user departments are formally notified of the need to prepare their budgets with all requirements. The budgets are then fully incorporated into the main stream budget for planning”
While another PDU member had a qualitative opinion that:

 
“Once there is demand for products/services, all procurement adverts (specifications) are laid in the local media for instance newspapers for the public to view and vendors to access and do the needful. It is upon realising such specifications that a contract can be signed”,
The mean score of 4.13 reveals that the bid document was advertised in the gazette where all the service providers/ suppliers access the information which suggested that as a result of transparency in procurement, bids were provided into the local media. Its implication would be that the right PDU rules and regulations are followed to ensure that UPF realises better internal service delivery.  Another PDU officer who engaged in a conversation with the researcher had an opinion that, 
“For any successful bidding, the right specifications as advertised in the local media must have been followed by a vendor (s). The bidders are served with a contract signed by both parties”,
From the study, it was found out that Uganda Police Force form competent panel that handle prequalification represented by 80% of the respondents who agreed nonetheless 6 of the respondents were not sure and 4% disagreed.  To further add, 76% of the respondents agreed that there was a clear criterion for prequalification of bidders to ensure effective internal service delivery compared with 22% of the respondents who were not sure and 2% of the respondents disagreed which meant that UPF had a team of professional personnel in charge of its procurement. Its implication would be that the skilled, competent and qualified personnel were equipped to manage any procurement related issues and ensure internal service delivery. 

Uganda Police procurement department monitors, evaluates contract performance and management for effective service delivery. It was found out 51% of the respondents agreed that procurement department made accountability for the goods, service and works procured for the entity however, 26% of the respondents were not sure and 22% of the respondents disagreed respectively which meant that there was value for money for the products/goods and services that the vendors supplies which enabled the Police to effectively deliver services.  One PDU member interviewed said: 
“Our procurement department does close supervision of the entire procurement process to deter any possible gaps that may affect service delivery. The issue of close monitoring and evaluation of contract performance has helped the Institution to improve its internal service delivery”,
In addition, few respondents 43% of the respondents agreed that that payments to the service providers/ suppliers were remitted within the stipulated time however, 57% disagreed to that effect which meant that delay to pay vendors resulted into failure by them to provide goods and services which therefore affected internal service delivery. 
“Delays in releasing of funds for the UPF by the Government has delayed payments to many vendors and therefore affected the delivery of goods and services as vendors cannot commit themselves to supplying goods and services without any pay”, said a responding staff attached to the Finance Department.
The study established that UPF promoted effective buyer-supplier relationships throughout its procurement process with 65% of the respondents agreeing while 24% of the respondents were not sure and 11% of the respondents disagreed which meant that UPF appreciated its level of relationship with its vendors as it provides them business and they comply. To complement on the procurement process and specifically relationship was a PDU staff who urged that: 

“Successful bidders are awarded contracts with binding contractual terms and conditions that guide both the service provider and UPF on how best to execute the contract. The user departments are tasked to manage every contract within their mandate and the PDU is assigned the task of monitoring the management of contracts hence relationship is maintained”,
Many respondents (34) 76% agreed that there was a policy for imparting pre-contract knowledge through training however, (7) 16% of the respondents were not sure and (4) 8% of the respondents disagreed which meant that UPF budgeted and conducted customised procurement trainings for its staff. This helped to enhance knowledge, skills and competence to effectively execute assigned roles and see out improved service delivery.

4.3.2.1 Correlation coefficient scores for procurement processes compliance and internal service delivery

This section provides correlation coefficient results between procurement processes compliance and internal service delivery. See the findings in the Table provided below.
Table 12: Correlation results for procurement process compliance

	
	procurement processes
	Internal service delivery

       

	Procurement processes Pearson Correlation

                                     Sig. (2-tailed) 

                                     N
	1

45
	 .665**

.000

45

	Internal service            Pearson Correlation

Delivery

                                    Sig. (2-tailed)

                                    N
	.665**

.000

45
	1

45


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

The study established that a statistically significant positive relationship (.665**, p <0.05, .000) existed between procurement processes compliance and internal service delivery which suggested that a unit change in procurement processes improved internal service delivery by 66.5%.  Its implication was that ensuring proper planning; a successful bidding process and contract management would improve internal service delivery at UPF.
4.3.2.2 Regression results for procurement process compliance and internal service delivery

The study adopted the regression technique analysis which was used to predict variance that procurement processes compliance and internal service delivery. The results are presented below.

Table 13: Regression results for procurement process compliance

	Model
	r
	r2
	adjusted r2
	Error of the estimate


	1
	.665a
	.443
	.430
	.48952

	a. Predictors: (Constant), Procurement process compliance


From the above Table, the study revealed that procurement processes compliance predicted a 44.3% variance on internal service delivery at Uganda Police Force. The remaining 55.7% was attributed to other factors not identified for the study. 

Hypothesis II

The study found a positive relationship between the variables. Therefore HII: Procurement processes compliance significantly affects internal service delivery at Uganda Police Headquarters was accepted and the null rejected.
4.3.3 Rules-regulatory compliance and internal service delivery

The study sought to establish the effect of rules and regulatory compliance on internal service delivery in Uganda Police Force, Questions were asked about rules and regulatory compliance and the results are presented below.

Table 14: Questions and responses on rules and regulatory compliance

	Items on rules and regulatory compliance 
	SD
	D
	NS
	A
	SA
	Mean

	The rules and regulatory compliance in the Uganda Police are operational to achieve  compliance in procurement
	2%

(1)
	7%

(3)
	16%

(7)
	47%

(21)
	29%

(13)
	3.93

	Procurement staffs in Uganda Police Force observe the rules and regulation while executing their duties.
	2%

(1)
	2%

(1)
	9%

(4)
	69%

(31)
	18%

(8)
	3.98

	Procurement members in Uganda Police  work by the set rules and regulation 
	2%

(1)
	6%

(3)
	12%

(6)
	64%

(28)
	16%

(7)
	3.82

	Uganda Police PDE follow rules and regulatory framework for effective internal service delivery
	2%

(1)
	0%

(0)
	16%

(7)
	74%

(33)
	8%

(4)
	3.87

	The rules and regulations have yielded positive service delivery results
	0%

(0)
	2%

(1)
	20%

(9)
	56%

(25)
	22%

(10)
	3.96

	Average mean ∑ (mean scores/n)




Source: primary data

Key: SD= strongly agree, D= Disagree, NS = Not sure, A= Agree and SA= Strongly Agree

The study found out with (34) 76% that the rules and regulatory compliance in the Uganda Police were operational to achieve compliance in procurement, (4) 9% of the respondents disagreed and (7) 16% of the respondents were not sure. Similarly, (39) 87% of the respondents agreed that procurement staffs in Uganda Police Force observe the rules and regulation while executing their duties however (2) 4% of the respondents disagreed and (4) 9% of the respondents were not sure. Furthermore, majority of the respondents (35) 80% agreed that procurement members in Uganda Police worked by the set rules and regulation despite (4) 8% of the respondents who disagreed and (6) 12% of the respondents who were neutral about their opinion which suggested that UPF observed regulations control procurement staff from doing anything not permissible by law. To complement, was a key interviewee attached to the Contract Committee who commented on rules and regulatory laws and its impact on procurement practices in UPF that: 
“The rules and regulatory laws as adopted in the Uganda Police Force give direction to procurement practices in achieving Value for Money”, 
While another responding official attached to PDU observed that:

 “The rules and regulatory laws ensure minimal corruption tendencies and conflicts of interest in procurement practices”

To supplement on procurement members working by the set rules and regulations was another Contract Committee Members who lamented that: 
“Legal compliance (set rules and regulations) are important guidelines for procurement process for the standard working procedures to be adhered too however, though we follow the process the end users view it as a process of delaying the delivery of goods while the bidders appreciate the process”,
Further study findings obtained revealed that (37) 82% of the respondents agreed that Uganda Police Procurement Disposal Entity followed rules and regulatory framework as provided in the act for effective internal service delivery much as only (1) 2% of the respondents disagreed and (7) 16% of the respondents agreed reserved their opinions. Similarly, a mean score of 3.96 reveals that majority of the respondents agreed that the prevailing rules and regulations yielded positive than negative service delivery results. The result suggested that UPF staff observed set of rules, ideas, or beliefs used in procurement to deal with procurement problems or to decide what to do. 
“Look here the time frames are followed as stipulated in the PPDA thresholds basing on the value of procurement. The entire procurement process is carried out in a very open and fair way which enables the principle of fairness to be achieved and eliminates corruption at the different stages”,  was a statement given by a PDU official who was interviewed.

In another interview session, recordings obtained from a Contract Committee Member revealed that: 
“Procurement process is done according to the PPDA Act 2003 (rules and regulations of central government) which has seen all processes as required by the PPDA adhered too and all approvals are made at certain levels as required”,
4.3.3.1 Correlation coefficient scores for rules and regulatory compliance and internal service delivery
This section provides correlation coefficient results between rules and regulatory compliance and internal service delivery. These are presented in the Table below.
Table 15: Correlation results for rules and regulatory compliance
	
	Rules and regulatory compliance      
	Internal service delivery

       

	Rules and regulatory       Pearson Correlation

                                       Sig. (2-tailed) 

                                       N
	1

45
	 .606**

.000

45

	Internal service             Pearson Correlation

delivery

                                      Sig. (2-tailed)

                                      N
	 .606**

.000

45
	1

45


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

The study established that a statistically significant positive relationship (.606**; p <0.05, .000) existed between rules and regulatory compliance and internal service delivery which meant that a unit change in rules and regulatory compliance improved internal service delivery by 60.6%. Its implication was that observing and working by the rules in line with procurement would improve internal service delivery at UPF.

4.3.3.2 Regression results for rules and regulatory compliance and internal service delivery

The study used the regression technique to predict the variance that rules and regulatory compliance had on internal service delivery. The results are presented below.
Table 16: Regression results for rules and regulatory compliance

	Model
	r
	r2
	adjusted r2
	Error of the Estimate



	1
	.606a
	.367
	.352
	.52160

	a. Predictors: (Constant), rules and regulatory compliance


The study established that rules and regulatory compliance predicted a 36.7% (.367 x 100%) variance on internal service delivery at Uganda Police Force. The remaining 62.3% was attributed to other factors not identified for the study. 

Hypothesis III

Based on the study findings, it was found out that hypothesis III: rules and regulatory compliance majorly affects internal service delivery at Uganda Police Headquarters. Therefore hypothesis III was accepted and the null rejected.
CHAPTER FIVE

SUMMARY, CONCLUSIONS AND RECOMMENDATIONS

5.0 Introduction 

The chapter comprises of the summary, discussion, conclusions and recommendations based on the objectives of the study. Further presented are limitations of the study and areas for further study.

5.1 Summary of findings 

This section provides a summary of the findings based on the objectives of the study.
5.1.1 Legal compliance and Internal service delivery
The study established that legal compliance in terms of adhering to the PPDA central Government guidelines of 2003, anti-corruption Act of 2010 and working within the Public Finance Management Act of 2015 during the procurement process was instrumental in improving internal service delivery at UPF. Further to note, legal compliance was found to explain a 40% variance on internal service delivery at Uganda Police Forces however; other factors were responsible for the 60%.

5.2.2 Procurement process compliance and internal service delivery
Procurement process compliance and internal service delivery were positively associated with one another. Therefore, proper planning, engaging in a successful bidding process as well as contract management would improve internal service delivery at UPF. Further to summarise, procurement processes were found to predict a large variance of 44.3% on internal service delivery. However; other factors were responsible for the variance and constituted 55.7%. 
5.2.3 Rules and regulatory compliance and internal service delivery

The study findings revealed that rules and regulatory compliance paved the way for effective internal service delivery at UPF. Therefore, observing and working by the procurement rules would improve internal service delivery at UPF with rules and regulations found to have 36.7% variance on internal delivery.

5.2 Discussion of the study

This section provides the discussion of the study on compliance in procurement and internal service delivery based on objective by objective. 

5.2.1 Legal compliance and internal service delivery
The study established that Uganda Police Force procurement department complied with procurement laws to deliver services however, it is important to note that certain procurement were actually classified given UPF’s status as a security organ for the country. In the event, such procurement has caused violation of the existing PPDA rules and regulations. In addition, such classified procurements have led to dubious procurement acts, politicizing and compromising of the expected procurement process hence an avenue for more deficiencies in the supply of goods and services. This said, there is need for UPF to fix the above challenge since it is involved with use of public funds which is tax payers’ money. The findings concede with  Smith (2017) who asserts that legal aspect of legal compliance are important to an organisation as they must be implemented by an organisation so as to improve service delivery. Smith can be complemented by the fact that the GoU established a series of entities including the OAG, as a watchdog for complaisance as well as keeping entities of procurement activities in check, thus safeguarding tax payers’ money. 
However, issues of conflict of interest were evident which explained weaknesses of compliance with the laws to deliver services. To support the statement was (Basheka & Kabatereine, 2013) who contended that procurement legal compliance is often influenced by a range of secondary objectives which conflicts with the principles of value for money in obtaining goods, works and services, like rewarding political supporters, recognizing and favouring well placed firms.
Further findings revealed that legal compliance was a foundation for measuring and reporting procurement performance as per the PPDA requirement at UPF. Evidence obtained suggested that a handful of respondents agreed that indeed UPF measures and reports procurement performance as the PPDA requirement. This trend of outcomes concur with Amodu (2008) who points out that legal compliance is used to protect compliance with the law for example enforcement and compliance which are linked with those being regulated. Further to note, the PPDA Report (2012), highlight that compliance in procurement is necessary in the support of the business opportunities given to the service providers through the procurement process. It also calls for measuring and reporting on the performance of vendors specifically on the supplies that have been closely made over a period of time.
5.2.2 Procurement process compliance and internal service delivery
The culture of adhering to the right procurement processes in ensuring service delivery can trigger satisfaction of a customer expecting to consume or use a given service or product within a specific time of a financial year.  This statement is supported by descriptive findings that emerged from the opinions of the respondents who indicated that PDU members involved in procurement process at UPF were skilled, competent and qualified. Scholarly, the findings can be linked with Cankwo et al., (2015) who asserted that procurement process is a series of steps involved in the process of acquiring goods, works and services for sale or use by entities like the Uganda Police Force. They urged that procurement process starts with identifying the needs for a given entity, moves through the process of procuring and delivery. Additionally, procurement process compliance remains a significant achievement through which government can achieve quality sustainable service delivery to the public. Government has made efforts in introducing legislative frameworks for enhancing compliance in procurement processes and also enhancing internal service delivery, it is however imperative to show that there is still a lot that needs to be done as explained by Sebola & Mamabolo (2016).
As vendors provide goods and services as stipulated in the contracts and clearly laid in the clauses, vendors are expected to be paid with such payments expected within a stipulated time. Kakwezi & Nyeko (2010) urged that compliance to public procurement process influences performance in the public sector including Uganda Police Force thus when such an entity experiences performance that leads to provision of quality services to the public.  Failure to set performance standards’ of the procurement function especially contractual terms and conditions where issue of payment among others are drafter can result to irregular and unfair decisions that have costly consequence to tax payers’ month or any other entity (Kakwezi & Nyeko, 2010). 

5.2.3 Rules and regulatory compliance and internal service delivery
The study findings revealed that observing and working by the rules in line with procurement would improve internal service delivery at UPF. To prove the statement right were responses obtained where it was established by a big margin that procurement staffs at Uganda Police Force had observed the rules and regulation while executing their duties. The opinions are purely in line with Snow (2010) who asserts that procurement procedures are applicable to all staff concerned in the procurement process and to all types of procurement. More to argue, Rwothungeyo, (2014) asserts that the burden of PPDA is to ensure that all Government agencies are aware of the laws and the procurement structures which are in place to undertake procurement in a standard regulated manner. 

The PPDA monitors the procurement process and guides entities including public department on the efficient, effectiveness and transparent procurement process accountable to Government to realize its objectives and enhance service delivery. The findings represent respondents who were in agreement with the statement however; some procurement purchases were done with less or no observing and working by the rules that govern procurement for instance sub of substandard goods and services, hiking of prices and ghost deliveries among others which are avenues for exploiting of more PPDA rules and regulation.

The study further established that rules and regulations had yielded positive service delivery results. The findings are supported by Gelderman (2006) who pointed out that procurement rules and regulatory compliance is a system that promotes fairness, transparency and non-discrimination in public procurement, all intended to ensure efficient and effective use of public funds. On the other hand, issues of loss of tax payers’ money in procurement were evident in untimely procurements, poor quality goods procured, unplanned procurements, wrongfully awarding tenders, over pricing and wrong specifications given for bulky purchase. These findings are a reflection of what Maurice (2014) in his study conducted in Kenya on procurement practices which found out that procurement rule and regulation lack flexibility and it hampers the procurements operations and equally affects service delivery.

5.3 Conclusions of the study

This section in the study provides conclusions on compliance in procurement and internal service delivery based on objective by objective.

5.3.1 Legal compliance and internal service delivery
The lessons drawn from legal compliance and internal service delivery suggest that much as UPF PDU complies with procurement laws to deliver services and was well acquitted with the concept of legal compliance, it deals with classified procurement which does not go through open bidding, though it pass through other procurement process where bidders are selected on their wish based on their own demand, may not fully comply with the rules and regulations. The PPDA Act helped the PDU to comply with the PPDA during the procurement process as it was applicable to most consumables for instance stationery and food supplies among others. More still, it was established that the Anti- corruption Act was enacted and was operational however pockets of corruption practices were common among some staff hence making it difficult to improve internal service delivery.

5.3.2 Procurement process compliance and internal service delivery
Findings based on details obtained about procurement process compliance and internal service delivery revealed that hiring skilled, competent and qualified personnel in procurement would minimise any potential errors and better internal service delivery. The study found that fewer users were actually consulted on the procurement while gaps existed in the monitoring, evaluating of contract performance and management would derail effective service delivery.  The study established that UPF payments to the service providers/ suppliers were always delayed attributed to delay in release of Government funds. This sours the relationships between suppliers and UPF.

5.3.3 Rules and regulatory compliance and internal service delivery
Rules and regulatory compliance was a pillar to improved internal service delivery. Therefore, it was concluded that non-procurement compliance compromises internal service delivery however, most procurements were classified which led to the violation of procurement rules and regulation while executing their duties.

5.4 Recommendations of the study

This section in the study provides recommendations to the gaps identified in the discussion held above on compliance in procurement and internal service delivery based on objective by objective. The recommendations are in line with the objectives of the study.

5.4.1 Legal compliance and internal service delivery
The statements provided below are recommendations for the study namely:

1) On the issues of conflict of interest causes weaknesses in compliance with the procurement laws to deliver services would be handled by the Accounting Officer UPF instructing its PDU to autonomously live by example and adhere with the prevailing rules and regulations. The adherence could defuse bureaucratic tendencies of some staff and better the delivery of services.
2) It is recommended that the Undersecretary UPF sanctions for tailor made training in the area of procurement for all PDU members. The training tailored training would focus on the PPDA rules-regulations and how are applicable. This would help enhance their skills, competence, abilities and qualification as ingredients required to serve the Uganda Police and ensure effective internal service delivery.

5.4.2 Procurement process compliance and internal service delivery
The study recommended the following for procurement process compliance which included:

1) There is need for the Police authority to cause the sanction for the establishment task force. The task force would be assigned the responsibilities of benchmarking in other entities for instance Uganda People’s Defense Force (UPDF). The lessons would be used to support its PDU members on how best to internalize compliance issues which support the timely improvement of internal service delivery. 

2) The Accounting Officer, UPF through its strategic planning with finance department should budget and secure funds to pay off some of the vendors once Government releases are made. This early payments would improve relationship between vendors-UPF and foster continuity in the supply of essential goods, services and works by vendors hence improved internal service delivery.
5.4.3 Rules and regulatory compliance and internal service delivery
The rules and regulatory recommendations included:

1) The need for the Accounting Officer in line with the finance-PDU department should establish a Quality Assurance point to oversee as well as verify all supplies/deliveries. This would clear any gaps and provide value for money.  

2) The Accounting Officer UPF should remind any distracters that PDU possess autonomous purchasing powers guided by the PDDA Act to conduct any procurement on behalf of Police. Therefore derailing them would be failing Government activities service delivery

5.5 Limitations of the study

In the study, it was anticipated that a response rate of 100% would be obtained. However, only 80.3% was obtained with a 19.7% deficit realized therefore the study findings would not be generalized.

More to note, data from the field of study was collected using only two instruments namely questionnaire and interview guide. Therefore the documentary checklist, observation checklist and focus group discussion were not used yet they are important tools for eliciting firsthand information for any study thus the study findings would not be generalized.

In addition, the study adopted a cross sectional design besides other studies which would be equally important for the study. Therefore the study findings would not be generalized based on the above argument.

5.6 Areas for further study

There is need to conduct further study in the following areas namely:

The literature did not capture the continuous comprehensive legal compliance changes and reforms which created a gap between the current law and subsequence reforms in Uganda.
It is recommended that a study be conducted to establish the effect of other dimensions of procurement process compliance on internal service delivery in Uganda.

More still, the research was limited to rules and regulatory compliance where it focused only on observing the rules and working within the rules but did not cover the punishments for those who breach the rules and regulations hence the need for further research to bridge the gap in Uganda.
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APPENDICES

APPENDIX I: RESEARCH QUESTIONNAIRE
A Questionnaire to Assess the Effect of Compliance in Procurement on Service Delivery at the Uganda Police Headquarters Kampala
Dear respondent, 

I am Mukasa Semu undertaking a Master’s Degree of Public Procurement (MPP) at Uganda Management Institute; I am obliged to collect data on Compliance in Procurement and Internal service delivery in Uganda Police Force. The study is purely academic and all information will be strictly treated with utmost confidentiality. Please take off some of your precious time and answer the questionnaire

Thank you in advance.

	QUESTIONNAIRE NUMBER
	


	Section A: Institutional Information

	01
	Location of the main office/Branch

______________________________________________________


	Section B: Personal profile of the respondent

	02
	Gender of respondent
	Male………………………..….1

Female…………………………2
	Enter the Correct code




	03

	Years spent working in this for Entity/Office
	0-1 Years……...……………….1

2-3 Years …….………………..2

4-5 Years ………...….………...3

6-9 Years ……………….…......4

10-19 Years……………………5                                                                                              


	Enter  the  Correct code




	04
	Age of the respondent (in complete years)
	_________________



	05
	Level of Education
	Diploma……...………………...1

Bachelor…….……..….………..2

Master level………..….………..3

Other…………..…….…............4

(Specify)

___________________________
	Enter  the  Correct code





For the following narratives, please tick the number of your choice as indicated in the Key

	1.Strongly Disagree 
	2. Disagree


	3.Not Sure
	4.Agree
	5.Strongly Agree


	INDEPENDENT VARIABLES

	Section C:Legal compliance on internal service delivery

	1.
	Uganda Police Force procurement department complies with procurement laws in an attempt to deliver  better services
	1
	2
	3
	4
	5

	2.
	As a user department staff, I am well acquitted with the concept of legal compliance
	1
	2
	3
	4
	5

	3.
	I believe that the prevailing PPDA Act is instrumental in ensuring better internal services delivery 
	1
	2
	3
	4
	5

	4
	The Procurement Disposal Unit in Uganda Police Force comply with the PPDA during the procurement process
	1
	2
	3
	4
	5

	5
	My organization is able to measure and report procurement performance as per the PPDA requirement
	1
	2
	3
	4
	5

	6
	Anti- corruption Act  was enacted and  adopted to ensure effective   delivery of goods to the Police Force
	1
	2
	3
	4
	5

	7
	Cases of corruption, fraud, conflict of interest which happens during the procurement process  are investigated thoroughly 
	1
	2
	3
	4
	5

	8
	Anti-corruption cases are handled expeditiously 
	1
	2
	3
	4
	5

	9
	UPF comply with Finance management Act  to ensure effective internal service delivery
	1
	2
	3
	4
	5

	Section D: Procurement process compliance on internal service delivery



	 10
	Uganda Police Force  procurement department comply with the procurement process as required by the PPDA
	1
	2
	3
	4
	5

	11
	Members involved in procurement  process  in Uganda Police Force possess the required skills, competences and qualifications
	1
	2
	3
	4
	5

	12
	Procurement department in Uganda Police Force Consults user departments on the  procurement needs and requirements at the initial stage of procurement process
	1
	2
	3
	4
	5

	13
	Uganda Police force procurement department give specifications to all service providers / suppliers at every stage of procurement process
	1
	2
	3
	4
	5

	14
	The bid document in Uganda Police Force is advertized in the gazette where all the service providers/ suppliers access the information
	1
	2
	3
	4
	5

	15
	Uganda Police Force has a competent panel that handles prequalification
	1
	2
	3
	4
	5

	16
	Uganda Police Force  has a clear criterion for prequalification of bidders to ensure  effective internal service delivery of goods
	1
	2
	3
	4
	5

	17
	Uganda Police  procurement department  monitors, evaluates contract performance and management for effective service delivery
	1
	2
	3
	4
	5

	18
	Uganda Police  procurement department makes accountability for the goods, service and works procured for the entity
	1
	2
	3
	4
	5

	19
	Payments to the service providers/ suppliers in the Police Force are remitted in the stipulated time.
	1
	2
	3
	4
	5

	20
	My organization promotes effective buyer supplier relationships through its procurement  process
	1
	2
	3
	4
	5

	21
	Uganda Police  has  a policy for imparting pre-contract knowledge through training and seminars to enhance internal  service delivery


	1
	2
	3
	4
	5

	Section E:  Rules and Regulatory compliance on internal service delivery



	22.
	The prevailing rules and regulatory compliance in the Uganda Police are operational to achieve  compliance in procurement
	1
	2
	3
	4
	5

	23.
	Procurement staffs in Uganda Police Force observe the rules and regulation while executing their duties.
	1
	2
	3
	4
	5

	24.
	Procurement members in Uganda Police  work by the set rules and regulation while executing their roles
	1
	2
	3
	4
	5

	25.
	Uganda Police Procurement Disposal Entity follow rules and regulatory framework as provided in the act for effective internal service delivery
	1
	2
	3
	4
	5

	26
	The prevailing rules and regulations had yielded positive than negative service delivery results
	1
	2
	3
	4
	5


	DEPENDENT VARIABLE

	Section F: Internal Service delivery 

	     27.
	I understand the concept of internal services delivery in relation to procurement  in the Uganda Police Force 
	1
	2
	3
	4
	5

	     28.
	User departments are aware and contented  with the standards of goods and services they  receive
	1
	2
	3
	4
	5

	     29.
	The quality of goods, delivered to user-department meets the required procurement set standards as per the guidelines.
	1
	2
	3
	4
	5

	     30.
	The logistical distribution of goods covers all the department in the Police Force
	1
	2
	3
	4
	5

	     31
	The services providers/ suppliers commit themselves to the agreed time as stipulated in the contract to supply
	1
	2
	3
	4
	5

	
	End users are contented with the system in place for receiving goods from the Police stores
	1
	2
	3
	4
	5

	     32
	End users are satisfied with goods/ services delivered to them
	1
	2
	3
	4
	5

	     33
	The service providers /suppliers are paid  within the stipulated time by the Uganda Police Force
	1
	2
	3
	4
	5

	34
	The goods/services delivered to the Police Force are of high quality and satisfies the end-users
	1
	2
	3
	4
	5

	35
	The budget allocation to the Police Force meets the procurement needs 
	1
	2
	3
	4
	5

	36
	 Procurements in the Police Force is based on budget allocation
	1
	2
	3
	4
	5

	37
	Procurement in the Police Force is based on strategic management plan
	1
	2
	3
	4
	5

	38
	There is no  clear structure for  budget allocation in the Police force 
	1
	2
	3
	4
	5

	39
	All departments  in the Police are equally considered in the budget allocation
	1
	2
	3
	4
	5

	Thank you


APPENDIX II:

INTERVIEW SCHEDULE
Dear respondent, 

I am Mukasa Semu undertaking a Master’s Degree of Public Procurement (MPP) at Uganda Management Institute; I am obliged to collect data on Compliance in Procurement and service delivery in Uganda Police. The study is purely academic and all information will be strictly treated with utmost confidentiality. Please take off some of your precious time and answer the questionnaire

Thank you in advance.

Key Questions

1. Tell me about PDU in the Uganda Police force in relation to the number of staff and the management structure.
2. How do legal compliance laws impact on the procurement practices in the Uganda Police as per the PPDA, Anti-corruption Act and Finance Management Act? 

3. How is procurement process done in the Uganda Police Force?

4. How are the rule and regulations enforced in the Uganda Police for effective service delivery?

5. What system is in place to control the quality standards of the products procured for the entity?

6. What measures have been put in place to ensure that the goods and services procured are delivered at the stipulated time?

7. How do you eliminate conflict of interest in the procurement process?

8. What measures are in place to ensure that your budget suits the procurements? 
9. How do you get feedback from the end-users?

10. What structures are in place to ensure that   service providers/ suppliers are paid in the stipulated time?
APPENDIX III:
Krejcie and Morgan Population Mathematical Table of 1970
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Legal Compliance


PPDA CG Guidelines 2003


Anti-corruption Act 2010


Public Finance Management 2015











Quality of goods Procured


Timely procurements


User satisfaction of goods procured


Procurements that meet budget.








Procurement Process Compliance 


Planning


Bidding Process 


Contract Management 








COMPLIANCE IN PROCUREMENT (IV)





INTERNAL SERVICE DELIVERY (DV)








Rules & Regulatory Compliance


Observing of the rules


Working by the rules











Figure � SEQ Figure \* ARABIC �1�: Conceptual framework showing the relationship between Compliance in procurement and Internal service delivery
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