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ABSTRACT

The study focused on investigating the effect of outsourcing debt collection management on the financial performance of National Water And Sewerage Corporation. The study was guided by the following research objectives: - the effect of goal setting on the financial performance of NWSC, the effect of contractor selection on the financial performance of NWSC, the effect of contract development on the financial performance of NWSC and the effect of contract control on financial performance of NWSC. The study design used was cross-sectional survey to collect data from NWSC staff of Kampala Water under the departments of   Finance, Legal and Commercial. The study adopted both qualitative and quantitative approaches. The instruments that were used in data collection were both questionnaires and interview guides. It can be concluded that goal setting, contractor selection, contractor development and contractor control are weak predictors of financial performance in NWSC.The study recommends that Management of NWSC should investigate other factors that affect financial performance.
CHAPTER ONE

INTRODUCTION

1.1 Introduction

The purpose of this study was to establish the effect of Outsourcing Debt collection on the financial performance of National Water and Sewerage Corporation. With the current economic pressures in the service industry where an organization is expected to provide the best service as well as make profits, a clear understanding of the effect of outsourcing on performance will benefit the organization.

This chapter covered the back ground of the study, the statement of the problem, the purpose of the study, the research questions, the hypotheses, the scope of the study, the significance of the study, the justification of the study as well as the operational definitions of terms and concepts.

1.2 Back ground of the study

The study adopted Amin (2005) funnel approach: The historical, theoretical and contextual perspective, the statement of the problem, the purpose of the study, specific objectives, research questions, hypotheses, the scope of the study, the significance of the study, the justification of the study well as the operational definitions of terms and concepts.

1.2.1 Historical back ground

Outsourcing is a historical well established practice. As far back as the eighteenth and nineteenth century, England contracted the private sector to provide for the maintenance of street lights, the management of prisons, the maintenance of public highways, the collection of taxes and the collection of ordinary and industrial refuse (Industry Commission, 1996).   Prior to and during the industrial revolution, contractual relationships for provision of specific services was a fundamental element of economic organization between the government and private enterprise (Kakabadse & Kakabadse, 2002).

However, the introduction of volume production technology in the twentieth century altered the economic landscape from a myriad of horizontal contractually based relationships in favor of the large, vertically integrated enterprise. In effect, the management of transactional requirements became internalized to the host organization, and as a result, outsourcing declined (Kakabadse & Kakabadse, 2000).

The ever greater demand for effective cost management led to a resurgence of outsourcing in the 1970s. Outsourcing was not formally identified as a business strategy for improving performance of organizations until 1989 (Rundquist, 2007) even though during the 1800s and in the early 1900s, a few firms outsourced parts of their processes as a strategy to improve their performance.

Today in Africa, business process outsourcing puts more focus on developing strategic partnerships to achieve improved results. Selecting outsourcing as a strategy is based more on who can deliver more effective results for a specific function, than on whether the function is core or commodity. Previously, companies were reluctant to hand over core processes defined as anything that has to do with dealing with customers. As service companies strive to be more proficient; these core competencies, such as customer service, were also outsourced precisely because it is so important (Barthélemy, 2003).

Outsourcing in East Africa has become the current trend in how the companies in the nations of the world do business and modern economists declare that it’s irreversible. It is hoped that since its principles began after an age of conflict, outsourcing could very well be the agent for interdependency and cooperation towards mutual prosperity between peoples (Barthélemy, 2003). The operational structure of many companies in the face of globalization demonstrates that long-term cooperation agreements between buyers and sellers are increasing. These benefits have inspired production companies to go for outsourcing as a strategy to improve performance.

In Uganda, like most African countries, outsourcing as a strategy for improving performance is a New Public Management (NPM) phenomenon (Mallard, 2006). Outsourcing in Uganda gained recognizable status in the 1990s following the implementation of the International Monetary Fund (IMF) Structural Adjustment Programmes (SAPs) in 1992. The private sector attained a growth pace while the public sector shrunk. Many workers in the public sector including the army were retrenched in a bid to cut down government expenditure. This left a ripe ground for outsourcing since the tasks of government parastals were not phased out and as such needed workers. They then resorted to outsourcing as an alternative strategy.

In reference to the other institutions doing the same like Umeme who have outsourced their bill deliveries and disconnection teams, it has attained outstanding results and from this Yaka also was born from the feedback received from the outsourced company. And from this Umeme has significantly turned around the performance of the electricity sector by bringing down losses from 38 per cent to 19 per cent today.(Umeme, Financial report, 2014)
1.2.2 Theoretical back ground
The study was guided the Transaction Cost Theory (TCT) and the Core Competence Theory (CCT). According to the transaction cost theory, organizations may buy from the market or develop in- house activities and, decisions to outsource are based on relative costs which are made up of production and transaction cost (Rundquist, 2007).Outsourcing is only desirable as long as the costs of related asset specific investments, contractual incompleteness and search efforts are lower than the expected cost advantage. In the case of outsourcing it is often linked to specialization.
Transaction cost theory proposes that managers must compare the total cost of production and transaction associated with executing a transaction within their organization against the total cost of production and transaction associated with executing a transaction in the market (outsourcing) and there after decide which option is the best for them to realize improved performance.
Cheone, Grover and Teng (1995) emphasize the consideration the theory puts on both transaction and production costs. Furthermore, the scholars assert that outsourcing leads to lower production costs due to economies of scale enjoyed by an outside provider but in many cases; higher transaction costs are incurred from negotiating, monitoring and contract management.
According to the core competence theory proposed by Hamel and Prahalad (1994), outsourcing has been an integral part of most global operations. Outsourcing even the highest-level function is quickly becoming an economic and strategic option. As the phenomenon of outsourcing gains more exposure, it is important to have a mechanism to structure decisions about keeping a function in-house or externalizing it to a third party service provider. The scholars assert that core competencies are the collective skills and learning inside an organization that create competitive advantage.
Ever since Hamel and Prahalad laid out the concept of the core competency in their seminal 1994 article, “The Core Competence of the Corporation,” legions of managers and executives have struggled to define, build and maintain their own versions of this concept. Sixteen years later, however, many companies’ idea of a core competency bears little resemblance to what Hamel and Prahalad described. Some executives think of their companies’ core competencies as the things they need to get right while others describe them as the things they do best. Still other executives define a core competency as the basic skills required to compete in our industry. Interestingly, some leaders simply ignore the concept altogether (Harvard Business Review, 1994).In the study, core competency was described as any function a company must execute well in order to be successful. Thus, for an activity to be a core competency within a given supply chain function, it must satisfy these three conditions: That it creates real or perceived competitive advantage, that it cannot be done better at an acceptable higher cost, or equally well at a lower cost by an outside specialist and that any increased risk in externalizing the function is both understood and manageable.

Urquhart (2002) explains that core competences of organizations should be kept in-house, but that other functions which are not deemed core or critical to its vision or mission should be considered for out sourcing.  The core competence perspective is useful in prompting serious consideration about the functions which are truly done cost effectively in-house and those which could be outsourced without any loss to future requirements in expertise. Therefore, an organization seeking to improve performance through outsourcing should plan to or decide to retain its core competences.

Performance can therefore be looked at in terms of quality, cost, capability, capacity, knowledge as well as skills. Several theories have been advanced to explain outsourcing and its relation to organizational performance. The most popular theories of outsourcing are core competences and Transaction cost economics.
1.2.3 Conceptual back ground

Outsourcing was not formally identified as a business strategy until 1989 (Mullin, 1996). However, most organizations were not totally self-sufficient; they outsourced those functions for which they had no competency internally.

According to Vicent (2006), outsourcing can be defined as a long term, result- oriented relationship of a company with an external provider for activities that would otherwise have been performed in-house. Outsourcing thus involves a “make –or-buy” decision by the firm. This can refer either to an outside company’s provision of the products or services previously carried out within the company(Wasner,1999) or to contracting the provision of new products or services that could have been in- house.

In this study, outsourcing is the strategic use of outside resources to perform activities traditionally handled by internal staff and resources. It is the strategy by which an organization contracts out major functions to specialized and efficient service providers, who become valued business partners.

Performance according to Shane and Venkataraman (2000) is  defined as the extent to which the organizational resource fulfills the defined objectives or the set goals of the Organization. Performance may seem to point to a causal relationship between non-profit ownership and economic performance (Winborg & Landström, 2001). Depending on industry and firm specific characteristics one would expect foundation owned companies to do worse (or more rarely better) than a control group of normal joint stock firms. 
Performance in NWSC is measured against specific set targets that are realistic basing on previous performance; they are time bound through quarterly evaluations and are set against the key performance indicators that are Revenue and billing.
In the study, we focused on performance measured in financial terms using efficiency and market based profit measures although these measures were clearly biased towards the objectives of non-profit firms. Other performance measures like growth or survival are can bestrong indicators of competitiveness.
Further more, Driffield (2005) explores a possible interaction between debt and firm performance using a system of simultaneous equations. He proposes two alternative hypotheses for this inverse relationship. The first hypothesis focuses on the most successful companies. In the latter case the most successful companies reduce their debt levels to protect shareholder wealth in the risk of bankruptcy (Latrous, 2007). 

1.2.4 Contextual background

NWSC is a utility parastatal owned 100% by the Government of Uganda. It was formed in 1972 by decree No: 34, to serve the urban areas of Kampala, Entebbe and Jinja. In 1995, NWSC was re-organized under the NWSC Statute. The company was given more authority and autonomy as well as the mandate to operate and provide water and sewerage services in areas entrusted to it, on a sound, commercial and viable basis.

In 1988, NWSC took over water and sanitation services in Mbale, Tororo, Masaka and Mbarara. In 1997, Kasese and Fortportal were handed over to NWSC following a successful rehabilitation financed by the German government. In April 1999, the town of Kabale was handed over to NWSC as a prerequisite to the rehabilitation and expansion work which was due to be carried out with the funding from the German government.

As of June 2009,2.4 million people in  24 Ugandan cities and towns namely Kampala, Kira, Gulu,  Jinja,  Entebbe, Mbale, Masaka, Mbarara, Tororo, Lira, Mubende, Kabale, FortPortal, Soroti, Arua, Mukono, Bushenyi, Kasese, Masindi, Lugazi, Hoima, Iganga, Malaba and Njeru are receiving services from NWSC. This represents 75% of the large urban centers. NWSC leased the management of Kampala Water and sewerage service area which accounts for about 70% of its activities to a private operator, H.P.Gauff Ingenieur of Germany in 1998 for three years. The contract expired in June 2001 and was not renewed. In February 2002, a new operator, ONDEO Services Ltd a French company was engaged under the second management contract. The contract expired in February 2004 and it was not renewed. The non renewal of these contracts was as a result of unsatisfactory performance by the outsourced companies. Eventually NWSC took over the operation and management of Kampala Water and sewerage service area, but has continued to outsource many other services such as security, repair works, cash management, debt collection and management and many more to private operators, (NWSC report 2004).
Due to the increased demand from customers for more efficient and effective service delivery; NWSC has had to think of ways of becoming more market oriented by focusing on customers’ needs. This called for ways of reducing costs as well as achieving excellent services and therefore the need to outsource some of the activities and concentrate on its core competencies.

The vision of NWSC is “To be one of the leading water utilities in the world”. To achieve this vision, the organization has partially and or completely out sourced some of its none core functions such as security, cash management, medical services, construction, debt management and many others. 

In 2004 NWSC outsourced debt collection aimed at eliminating bad debts. However, by the year 2012, contracts for four firms had been cancelled and bad debts had increased by 3.1% as shown in table 1.Additionally, there was negative public perception as regards the corporation’s use of debt collectors to approach customers with arrears. Many times this caused a negative impact on a debtor’s willingness to pay the debt. Table 1 shows the trend of arrears that were handled by debt collectors who were contracted by NWSC for the period between 2008 and 2012.
Table 1: Arrears of NWSC for the period between 2008 and 2012

	Period
	2008
	2009
	2010
	2011
	2012

	 Arrears(%)before outsourcing debt  collection
	20.5
	19.8
	17.9
	19.4
	22.5

	Arrears(%)change after outsourcing debt collection
	0
	0.7
	1.9
	-1.5
	-3.1


Source: NWSC Arrears report (2012).

The table above shows the percentage of arrears in NWSC before and after outsourcing debt collection. NWSC started outsourcing debt collection in 2008 and a positive trend of arrears reduction was registered for the first three years. After that, the arrears started growing implying a negative trend.
1.3 Statement of the problem

 Outsourcing is a global business practice Mosad and Torbjorn, (2003) and has become an essential business strategy. Out sourcing is beneficial in away that there is access to skilled  work force at a lesser cost, enables access to high-quality services at a cost-effective price, frees  energies and enable management focus on improving  financial performance. This leads to an increase in productivity and efficiency. However, despite the benefits of outsourcing, many organizations which have embraced it have encountered numerous challenges such as lack of control, increasing costs, threat to confidentiality as well as bad publicity. NWSC as an entity that embraced the practice has not been spared. NWSC has outsourced non core activities such as security, debt collection, trenching, cash management and many others. By so doing, it freed up internal resources that could be put into effective use for other purposes and lower operational costs. There was increased autonomy and motivation of the agencies in charge of the various non-core activities which is a 10% margin promise to the debt collection agency if it remits over and above the set targets. This motivation would have led the agents to meet their targets thus reducing the arrears of NWSC. However; limited results have been achieved as evidenced by the financial reports of the first three quarters of financial year 2014/2015. 

In reference to financial report and annual general meeting minutes of Monday 16th December 2013, it was noted that arrears were increasing at a high percentage with an average of 19.4 billion UGX at the beginning of the outsourcing venture in 2008-2010 and costs were increasing annually by 1.5billion UGX, and the collection margin was reducing by 18 billion UGX annually in the consecutive years of 2011-2013.This could have been caused by the agents’ failure to meet the set targets. In respect to the above the NWSC management then wondered why there’s not much improvement in performance in spite of NWSC’s initiative, drive and desire to enhance performance through outsourcing some of the non-core activities in particular debt collection. This could possibly be attributed to way the goals were set, the procedure used during contractor selection, contract development and contract control. In order to fill this gap, this study was proposed with the primary interest of assessing the effect of outsourcing debt collection on the performance of NWSC.
1.4 Purpose of the study

The purpose of the study was to determine the effect of outsourcing debt collection management on the financial performance of National Water And Sewerage Corporation, Uganda.
1.5 Objectives of the study

i. To determine the effect of goal setting on the financial performance of NWSC.

ii. To determine the effect of contractor selection on the financial performance of NWSC.

iii. To investigate the effect of contract development on the financial performance of NWSC.
iv. To determine the effect of contract control on financial performance of NWSC.

1.6 Research questions

The study was seeking answers to the following questions.

i. To what extent does goal setting affect financial performance of NWSC?
ii. What is the effect of contractor selection on financial performance of NWSC?

iii. How does contract development affect financial performance of NWSC?

iv. What is the effect of contract control on financial performance of NWSC?

1.7 Research Hypotheses 

The study tested the following hypotheses 
i. Goal setting positively affected financial performance of public parastatals in Uganda.

ii. Contractor selection positively contributed to the financial performance of public parastatals in Uganda.
iii. Contract development positively contributed to the financial performance of public parastatals in Uganda.
iv. Contract control positively affected financial performance of public parastatals in Uganda.
1.8 Conceptual Framework:
Uma Sekaran (4th Edition) defined the conceptual or theoretical framework as a conceptual model of how one theorizes or makes logical sense of the relationships among the several factors that have been identified as important to the problem.  

Oso and Onen (2009), suggest four major requirements that ought to be considered before the decision to outsource is undertaken; the net gain or loss in efficiency and cost effectiveness of using outsourcing;  the net gain or loss in performance quality of using outsourcing;  the net effect on the strength, versatility and resourcefulness of the treasury department if the duties in question are outsourced and lastly the level of  dependency on a third party and the  vulnerability of the organization .This was summarized in goal setting, contractor selection, contact development and contract control.
1.8 Conceptual framework
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Figure 1: A conceptual framework showing the relationship between outsourcing debt collection management and financial performance.
Source: Adapted and modified from Oso,W.Y.,& Onen,D.(2009), P.53

The conceptual framework, explained the relationship between outsourcing debt collection and performance. Outsourcing debt collection was the independent variable with four dimensions i.e. Goal setting, Contractor selection, contact development as well as contract control. Financial performance was the dependent variable with four dimensions i.e. Cost efficiency, productivity timeliness and customer satisfaction.
Figure 2 shows that Goal setting, Contractor selection, contact development as well as contract control have an effect on financial performance. According to the framework, it will either be a positive or negative effect on the financial performance of the organization.
1.9 Significance of the study

The study findings may enable the management of NWSC to justify the continued commitment of funds and other resources to out sourcing debt collection. Outsourcing debt collection has been going on at NWSC since 2008 but to date, there’s no empirical evidence of its contribution to the performance of the organization. Depending on the findings of the study, the management of NWSC may be able to make a decision on whether or not to continue outsourcing this function. The study finding may provide information useful to other parastatals. In case the study reveals that outsourcing debt collection is effective or is not effective, then other organizations can choose to either follow suit or not. Though, the decision to outsource should be taken based on the empirical data gained through this study.
1.10Justification of the study

Minimal academic research has been carried out in this area in the context of parastatals in Uganda. This study will therefore contribute more to what parastatals can do to improve their financial performance through contracting of debt collection agencies. Such knowledge may be useful to policy makers and implementers when trying to help organizations in outsourcing debt collection with a purpose of improving their performance.
The study focused on performance measured in financial terms using efficiency and market based profit measures although these measures were clearly biased towards the objectives of non-profit firms. Other performance measures like growth or survival are clearly also relevant, but if foundation-owned can match the financial performance of normal joint stock companies, this is a strong indication of competitiveness.

Further more, Driffield (2005) explores a possible interaction between debt and firm performance using a system of simultaneous equations. He proposes two alternative hypotheses for this inverse relationship. The first hypothesis focuses on the most successful companies. In the latter case the most successful companies reduce their debt levels to protect shareholder wealth in the risk of bankruptcy (Latrous, 2007).

1.11 Scope of the study

The study was focused on NWSC, whose Headquarters are located on Jinja Road, Kampala district. The researcher focused on Kampala water since it has the highest percentage of arrears as compared to other areas.

1.11.1 Content scope

This study was meant to determine the effect of outsourcing debt collection on the performance of NWSC. Outsourcing debt collection management was the Independent Variable (IV) under dimensions of goal setting, contractor selection, contract development and contract control.
Performance was the Dependent Variable (DV) under indicators of cost efficiency, quality of service, customer satisfaction and timeliness.
1.11.2 Geographical scope

 The study was carried out in Kampala Water which is a under NWSC and is made up of twenty four (24) branches whose total number of customers is 240,102 (NWSC Billing report October, 2015).These branches have staff under different departments such as commercial department, Finance and Accounts department, Technical department, Administration department to mention but a few. The headquarters of Kampala water are located at 6th street Industrial area. The study will only take into consideration the arrears of Kampala water.
1.11.3 Time scope

The study covered the period between 2008 and 2013 because during this period, a lot of effort was put into improving the performance of NWSC.
1.12 Operational Definition of terms and concepts

 Outsourcing is the strategic use of outside resources to perform activities traditionally handled by internal staff and resources (Robert, 2006).

Debt collection will refer to the process where creditors and collectors seek to secure payment from consumers or businesses that are legally bound to pay or to repay money they owe NWSC.

Outsourcing process will refer to the contracting of the operations and responsibilities of debt collection as a function of NWSC to a third-party service provider.
Financial performance is the actual output or results of an organization as measured against its intended outputs (or goals and objectives). Measuring the results of a firm’s policies and operations in monetary terms. These results are reflected in the firm's return on investment, return on assets, value added.
CHAPTER TWO

LITERATURE REVIEW

2.1 Introduction

This chapter presented a review of the literature on outsourcing of debt collection management and organization financial performance. The first section presented theoretical literature on the overall concept and practices of outsourcing. This was followed by a review of literature of the effect of outsourcing debt collection management on the financial performance of organizations, related literature on outsourcing debt collection management and financial performance and the last section gave the gaps in the literature review.

2.2 Theoretical review
According to Urquhart (2002), if the decision is made to outsource, then the aim is to reduce those transaction costs as much as possible and that can be done by collaborative working with other institutions which require a similar product or service to share the work involved in setting up and monitoring the contract. The transaction cost theory is useful in examining the contribution to transaction costs and how these might be reduced.
According to Henisz and Williamson (1999), transaction cost economics is a comparative contractual approach to economic organization in which the action resides in the details of transactions on the one hand and governance on the other. Given that all complex contracts are unavoidably incomplete (by reason of bounded rationality) and that contract as mere promise, unsupported by credible commitments, is not self-enforcing (by reason of opportunism), the question is which transactions should be organized how. Much of the predictive content of transaction cost economics works through the discriminating alignment hypothesis, according to which transactions, which differ in their attributes, are aligned with governance structures, which differ in their costs and competencies, so as to effect a (mainly) transaction cost economizing result. Implementing this requires that transactions, governance structures, and transaction cost economizing all be described.

Transaction cost economics concurs that the transaction is the basic unit of analysis and regards governance as the means by which order is accomplished in a relation in which potential conflict threatens to undo or upset opportunities to realize mutual gains (Henisz & Williamson, 1999). The problem of conflict on which transaction cost economics originally focused is that of bilateral dependency. The organization of transactions that are supported by generic investments is easy: classical market contracting works well because each party can go its own way with minimal cost to the other. Specific investments are where the problems arise.

According to Prahalad and Hamel (1990), core competence is the collective learning in the organization, especially how to coordinate diverse production skills and integrate multiple streams of technologies. Since core competence is about harmonizing streams of technology, it is also about the organization of work and the delivery of value. The force of core competence is felt as decisively in services as in manufacturing. Core competence does not diminish with use. Unlike physical assets, which do deteriorate over time, competencies are enhanced as they are applied and shared. But competencies still need to be nurtured and protected; knowledge fades if it is not used. Competencies are the glue that binds existing businesses. They are also the engines for new business development.  At least three tests can be applied to identify core competencies in a company. First, a core competence provides potential access to a wide variety of markets. Second, a core competence should make a significant contribution to the perceived customer benefits of the end product. Finally, a core competence should be difficult for competitors to imitate. The tangible link between identified core competencies and end products is what Prahalad and Hamel (1990) call core products – the embodiments of one or more core competencies. Core products are the components or sub-assemblies that actually contribute to the value of the end products. Core competencies are sometimes called firm-specific competence, resource deployments, invisible assets and distinctive competencies.

Quinn (1999) argues that core competencies are not products or those things we do relatively well. They are those activities, usually intellectually based service activities or systems that the company performs better than any other enterprise. They are the sets of skills and systems that a company does at best-in-the-world levels and through which a company creates uniquely high value for customers. Developing best-in-the-world capabilities is crucial in designing a core competency strategy. Unless the company is best-in-the-world at an activity it is someone else's core competency. The company gives up competitive edge by not buying that skill from a best-in-the-world source. Activities which are none-core should be outsourced to best-in-world suppliers.

However its urged in this study that the outsourcing of primary activities should not be viewed simply as a manifestation of the classic Coasian ‘make or buy’ decision but as a hybrid governance structure, that lies between pure contract-based market relations and internal managerial hierarchy, for exploiting the firm’s capabilities whilst retaining effective managerial control over the production chain (Mahnke, 2001).
In practice, TCE has several major problems. According to ( Masten et al.,1991 P17

‘that there are difficulties in observing and measuring transaction costs. Analysts have had to rely on estimations of reduced-form relationships between observed characteristics and organizational forms.’ But ‘such indirect tests are unable to distinguish whether observed patterns of organization resulted from systematic, yet unexplored or variations in the costs incurred while organizing production internally’. More than one type of theoretical explanation could be consistent with the data. In particular, and especially in the absence of direct measures of transaction costs, a non-transaction cost explanation might be viable (Masten, 1996).

2.3 Outsourcing debt collection management and Financial Performance
2.3.1 Goal setting and financial performance
According to Edwin (1960), goal setting involves establishing specific, measurable, achievable, realistic and time-targeted (S.M.A.R.T) goals. Edwin (1960) began to examine goal setting in the mid-1960s and continued researching goal setting for thirty years. He derived the idea for goal-setting from Aristotle’s form of final causality. Aristotle speculated that purpose can cause action; thus, Locke began researching the impact goals have on individual activity of its time performance. Goal setting theory was developed and refined by Edwin A. Locke in the 1960s. His first article on goal setting theory was “Toward a Theory of Task Motivation and Incentives” which was published in 1968. This article laid the foundation for goal setting theory and established the positive relationship between clearly identified goals and performance.
 Goals that are deemed difficult to achieve and specific tend to increase performance more than goals that are not. A goal can become more specific through quantification or enumeration (should be measurable), such as by demanding for an increase productivity by 50% or by defining certain tasks that must be completed. According to him Setting goals affects outcomes in four ways: Choice: goals narrow attention and direct efforts to goal-relevant activities, and away from perceived undesirable and goal-irrelevant actions, Effort: goals can lead to more effort; for example, if one typically produces 4 widgets an hour, and has the goal of producing 6, one may work more intensely towards the goal than one would otherwise, Persistence: someone becomes more likely to work through setbacks if pursuing a goal, Cognition: goals can lead individuals to develop and change their behavior.

Locke and Latham (2002) argue that in business, goal setting encourages participants to put in substantial effort. Also, because every member has defined expectations for their role, little room is left for inadequate, marginal effort to go unnoticed. Managers cannot constantly drive motivation, or keep track of an employee’s work on a continuous basis. Goals are therefore an important tool for managers, since goals have the ability to function as a self-regulatory mechanism that helps employees prioritize tasks

The four mechanisms through which goal setting can affect individual performance are: focus attention toward goal-relevant activities and away from goal-irrelevant activities; goals serve as an energizer; higher goals induce greater effort, while low goals induce lesser effort, Goals affect persistence; constraints with regard to resources affect work pace and Goals activate cognitive knowledge and strategies that help employees cope with the situation at hand.

Locke and Latham (2002) argue that people perform better when they are committed to achieving certain goals. Through an understanding of the effect of goal setting on individual performance, organizations are able to use goal setting to benefit organizational performance. Locke and Latham have indicated three moderators that indicate goal setting success, the importance of the expected outcomes of goal attainment, and; Self-efficacy – one's belief that they are able to achieve the goals, and Commitment to others – promises or engagements to others can strongly improve commitment.

Locke et al. (1981) examined the behavioral effects of goal-setting, concluding that 90% of laboratory and field studies involving specific and challenging goals led to higher financial performance than did easy or no goals. While some managers believe it is sufficient to urge employees to "do their best", Locke and Latham have a contradicting view on this. The authors state that people who are told to "do their best" do not. "Doing one's best" has no external referent, which makes it useless in eliciting specific behavior. To elicit some specific form of behavior from others, it is important that this person has a clear view of what is expected from him/her. A goal is thereby of vital importance because it facilitates an individual in focusing their efforts in a specified direction. In other words, goals canalize behavior (Cummings & Worley p. 368). However, when goals are established at a management level, employee motivation with regard to achieving these goals is rather suppressed (Locke & Latham, 2002). To increase motivation, employees not only must be allowed to participate in the goal setting process, but the goals must be challenging as well (Cummings & Worley p. 369).
2.3.2 Contractor selection and financial performance
Contractor selection must be approached with care. For negotiated contracts, the contractors must be selected on a rotating basis from a pool of contractors able to perform the type of project work required .A memorandum stating the conditions warranting such an award, and a justification of the accepted price as being reasonable (such as an independent estimate), must be written by the organization’s designated administrator and filed. 
Outsourcing debt collection management is viewed as a means to reduce costs, provide enhanced efficiency and effectiveness as well as improve financial performance. However, many organizations have not realized the full benefits of an outsourcing relationship. Outsourcing relationships often fail when they are viewed as short term or tactical solutions rather than part of long term strategic plans. The process of considering and / or implementing an outsourcing solution must be systematic and fully documented to achieve the desired results (Domberger, 1999). A multi-step approach including planning, analysis, design, implementation and operation phases along with a contingency exit strategy are required to achieve a successful out sourcing implementation.

At the beginning of the outsourcing programme, there are a number of ideas and opinions about the scope and purpose of the programme, what the final results will be and how it will be carried out (Domberger, 1999). Evans and Lindsay (2001) assert that the decision to outsource can lead to competitive advantages for the business. For outsourcing debt collection to be successful, the decision needs to be an informed one. Good, hard and detailed information can help avoid a costly step, one that is not easily reversible. Therefore, for outsourcing to be a success, quick response times to strategic opportunities and threats is essential. Effective management of the outsourcing relationship is also important. The decision to outsource should address the critical role of information and processes in the organization including the role that system plays. If an entire function is to be outsourced, sufficient provision should be made in the outsourcing contract to deal with the current and future requirements of the organization. Special attention should be given to the potential need for innovative solutions to be provided by the outsourcer and to the timing of these actions.

The decision to outsource involves a number of issues such as economy of scale, outsourcer expertise, short and long term financial advantages from the sale of resources, inability to manage the function, strategic re-alignment and need to focus on the core activities (Fritsch, Geller, Chesler and Hughes, 2002).Other issues that need to be put into consideration are identifying services to outsource, number of suppliers to be used, supplier reliability, his service quality, ability to return to in-house operations if required, providing the latest or advanced technology and expertise (Al-Shalabi,Omar& Rundquist,2007).

Rundquist (2007) noted that however little is known about contractor selection and assessment and the buying firm’s performance supplier selection procedures should positively impact on the key firm seeking the outsourcing option. He also demonstrated that high performing organizations attach greater importance to key supplier/contractor selection criteria such as quality and delivery performance than low performing companies. He however did not attempt to relate supplier selection to broader measures of business performance.  
According to Gibbons (2005), the specific needs of the organization should be matched with the supplier’s ability during negotiations to develop a contract around a shared vision. A cross functional team with members from different decision making levels is required to assess the organization’s needs as well as manage the contract during its execution. Agents should have the financial and technical incentive to help the organization migrate to suitable technology. Supplier performance should be evaluated on the dimension of technical and functional quality. Technical quality includes maintaining the required response time, minimizing system down time, providing error-free services and utilizing leading edge technology. Functional quality is basically about customer service.

Eger, Knudson, Marlowe and Ogard (2002) observe that a successful outsourcing has been demonstrated to provide organizations with a number of benefits, most of which result from improved planning and decision making. The scholars further insist that through identification of  core functions, an organization is able to stream line its operations by maintaining only those resources considered essential to its mission, do good planning  make decisions and be able to pursue new strategic directions and improve overall competitive advantage. As a result, organizations in both the private and public sector have several incentives to explore their outsourcing options.

Eger et al., (ibid) emphasize the importance of assessing core competencies during planning and decision making. Most outsourcing decisions should begin with an assessment of the role that the function in question plays in advancing the firm’s core competences, functions or mission.

The underlying logic is simple, - any function the organization performs that is not essential to its mission, can in theory be outsourced. However, assessing a firm’s core competencies is often a difficult task. In response to that challenge, research on this phase of decision making recommends that firms simultaneously consider the functions that may benefit from outsourcing in conjunction with the core competencies of third parties that could potentially provide outsourced services.

Goldsmith (2000), provided one of the first series of questions any firm should answer in this regard i.e. what are the organization’s most significant considerations: Bottom line cost? Inventory control? Do we have adequate manpower for these functions i.e. knowledgeable staff and third party help? Have we made current cost benefit analysis of internal staffing verses outsourcing to accomplish our goals?

Using this sort of analysis, the initial task for management in assessing outsourcing needs is to identify areas where the firm can match its needs with the essential competencies of potential third party providers. Copacino (2001), presents a similar framework to help managers assess the impact outsourcing may have on operations at the strategic, functional and implementation levels. According to his framework, an outsourcing plan must include:  an accurate definition of customer service, some knowledge on competitors, institutional flexibility to incorporate a speedy response to future needs of the existing or new customers.

Thus, works of this kind clearly indicate the importance of identifying and connecting core competencies when making the decision to outsource. After the decision to outsource has been made, a couple of issues arise regarding the transition toward outsourcing. Evidence throughout literature emphasizes the importance of establishing a plan for moving forward with the outsourcing decision.

A study was developed from a survey of managers in transportation and distribution across the United States and it addressed many prevalent issues regarding the transition towards outsourcing (Boyson,Corsi, Dresner, and Rabinovich,1999). Based on the survey results, Boyson et al (1999) suggested a strategic approach to out sourcing. The approach involved identifying long term goals and separating supply chain activities from core competences, rather than focusing on outsourcing single functions to correct production deficiencies.

The approach to outsource should evaluate costs and potential process improvements that can be gained from obtaining a third party service provider. Survey results from the study suggested that these tasks are most effectively accomplished using internal knowledge capabilities.

2.3.3 Contract development and financial performance
Given the increasing importance of outsourcing, one would expect that the process of supplier selection, assessment and the criteria used to guide these decisions will impact on the organization’s financial performance. Organizational financial performance has been a focus of attention for organizational researchers for more than fifty years. Cameron (1999) argues that the increased interest in the subject of organizational financial performance from the past was because of the fact that many organizations had collapsed after a short time of their operation. A greater onus exists on organizations to ensure that would-be suppliers can create value for the buying organization and that once selected, supplier performance is consistent with the buying firm’s expectations (Grossman, Halpman & Szeidl, 2005).

While outsourcing can often help control costs, simplify operations and keep an organization focused on its core competencies, it will not work unless it is properly implemented (Housman, 2006). 
Eger, Knudson, Marlowe and Orgard (2002) emphasize that the most prevalent reasons for outsourcing are generally to reduce costs and increase revenue. Therefore, customer service capabilities and the cost of services are primary factors in selecting third party providers. The study by Boyson et al also addressed the issue of selecting an outside service provider for outsourcing (Boyson,Corsi, Dresner & Rabinovich, 1999).According to the survey results, gathering information on available providers has been most effectively accomplished through in-house research and professional networks. The study also found that after a provider had been chosen and contracted, the relationship between the organization and the provider was not effectively managed through centralized systems that rely on in- house managers to audit and monitor the outsourcing agreement.

Another study developed from the survey of the third party service users in the United States identified three major selection criteria for selecting third party (3PLs) service providers (Menon, McGinnis & Ackerman,2002).In this study, Menon et al.(2002) identified the first selection criterion as the perceived performance of the suppliers. The perceived performance includes the perception of on time performance, the ability to meet promises, the availability of top management and excellent error rates. The second criterion, perceived capability is comprised of the perception of creative management and financial stability of the provider. The third criterion identified was the role of prices however; the study suggested that performance and quality requirements outweigh price considerations.

A third study based on survey results, Lieb (2001) identified an almost even division between the cost and service considerations as most important for selecting a third party service provider. Other considerations for selecting a service provider that were identified in the study include prior experience with the third party service provider, management capability, company reputation and financial stability. Despite all these considerations, without continuous monitoring of the service provider, the expected results may not be achieved. From the studies carried out effect of goal setting, contractor selection, contract development and contract control were never considered as key avenues which will affect the financial performance of an organization. This informs the researcher that these are key areas which should be taken seriously to derive value of the above factors to the financial performance of any organization.
The contractual agreement is central to the third party service provider relationship. In general organizations are risk averse toward outsourcing relationships. The study by Boyson et al, found that most contractual agreements include preventative measures, which are often reflected through contractual clauses that explicitly outline the relationship with the service provider including the cost for services, provider responsibilities and provider performance monitoring. The researcher found it prudent to not only consider the above aspects but to have an inclusion of other factors like goal setting, contractor selection, contract development and contract control to have a wholly understanding of the performance of the contractor thus derive value to the business outsourcing.
An outsourcing study by Behn and Kant (1999), focused on the development of a contractual relationship with a third party service provider. In the study, the authors made a distinction between regulating contracting and performance contracting. The rationale behind regulatory contracting is that there is one best way to fulfill a contract, the organization knows the best way, and is able to specify in contract language all of the details of the best way, the vendor will attempt to cheat the organization and organization officials will collude with vendors for personal gain if given the opportunity (Rene, Rendon, 2006). A Regulatory contract is also not viewed as an effective outsourcing approach because it creates few incentives for contractors to achieve the organization purpose of the contract. With a regulatory contract, neither the agency nor the contractor is held accountable if the contract fails to produce the desired outcome.
Debt collection management and financial performance
According to San Antonio, (2008), debt collection management continues to be an expanding business as consumer debt and delinquency continue to grow. For years, financial and telecommunication institutions have competed with one another to provide mortgages, auto loans, personal loans, credit cards & telecom services. Today they are competing to be the first ones to be paid back. Much of the U.S. economic growth in the last two decades has been attributed to consumer spending. But now we are learning that the spending has come at an unexpected price - an ever-increasing personal debt (AT Floucks 2001). Three factors that have economists most worried are the growing number of mortgage foreclosures, high credit card balances and rising delinquencies and an all-time low savings rate.
According to Block and Hirt (2007), financial institutions are finding it more challenging and expensive to collect debt than ever before. In the past, troubled borrowers could take out a home equity loan, line of credit or tap into their retirement accounts to repay delinquent loans. Today, however, those retirement account balances have dwindled, credit is tight and home values have fallen so low that homeowners have watched their equity disappear. 

Champsey and Eugene (2011) argue that slow payment has a crippling effect on business; in particular on small businesses who can least afford it. If you don’t manage debtors, they will begin to manage your business as you will gradually lose control due to reduced cash flow and of course, you could experience an increased incidence of bad debt. If customers pay late or not at all (bad debts), the company can wind up with insufficient cash to meet its current obligations. If the average  debt age  is getting longer, or is already very long, the possible challenges could be: weak credit judgment, poor collection procedure, sloppy enforcement of credit terms, Slow issue of invoices or statements, errors in invoices or statement or customer dissatisfaction.
According to Hen (2012), the impact of receivable on cash flow-making a sale is very important, but collecting the money for the sale is even more important. It does not make business sense to sell a product if you are unable to collect your money. Cash flow can be significantly enhanced if the amounts owing to a business are collected faster. 

Empirical and statistical tools are used to segment, sort and prioritize the portfolio and organize collections process .The process of segmentation of accounts in order to apply different collection treatment is based on cost, effectiveness and availability of resources. The key to a successful strategy is to understand business’s objectives and resource optimization. Selectively targeting the right collection strategies at the right time increases collections efficiency and reduces delinquency
2.3.4 Contract control and performance
Contract control is the management of contracts made with customers, vendors, partners, or employees. The personnel involved in contract administration required to negotiate, support and manage effective contracts are expensive to train and retain. Contract control and   management includes negotiating the terms and conditions in contracts and ensuring compliance with the terms and conditions, as well as documenting and agreeing on any changes or amendments that may arise during its implementation or execution (Knoester, 2005). It can be summarized as the process of systematically and efficiently managing contract creation, execution, and analysis for the purpose of maximizing financial and operational performance and minimizing risk. Common commercial contracts include employment letters, sales invoices, purchase orders, and utility contracts. Complex contracts are often necessary for construction projects, goods or services that are highly regulated, goods or services with detailed technical specifications, intellectual property (IP) agreements, and trade (Knoester,2005). A study has found that for "42% of enterprises...the top driver for improvements in the management of contracts is the pressure to better assess and mitigate risks" and additionally,” nearly 65% of enterprises report that contract lifecycle management (CLM) has improved exposure to financial and legal risk
Krischna, Karlapalem and Chiu (2005) define a contract as a written or oral legally-binding agreement between the parties identified in the agreement to fulfill the terms and conditions outlined in the agreement. A prerequisite requirement for the enforcement of a contract, amongst other things, is the condition that the parties to the contract accept the terms of the claimed contract. Historically, this was most commonly achieved through signature or performance, but in many jurisdictions - especially with the advance of electronic commerce - the forms of acceptance have expanded to include various forms of electronic signature. Contracts can be of many types, e.g. sales contracts (including leases), purchasing contracts, partnership agreements, trade agreements, and intellectual property agreements. According to Rene and Rendon (2006), a partnership agreement may be a contract which formally establishes the terms of a partnership between two legal entities such that they regard each other as 'partners' in a commercial arrangement. However, such expressions may also be merely a means to reflect the desire of the contracting parties to act 'as if' both are in a partnership with common goals Therefore, it might not be the common law arrangement of a partnership which by definition creates fiduciary duties and which also has 'joint and several' liabilities.
2.4 Summary of the Literature Review

Monczka et al (2005) states that a three-Phase Strategic Outsourcing Model endeavours to streamline chronological steps and factors to be considered respectively during the outsourcing process to ensure effectiveness and efficiency of performance of outsourcing. Urquhart (2002) explains that core competences of organizations should be kept in-house, but that other functions which are not deemed core or critical to its vision or mission should be considered for out sourcing.  The core competence perspective is useful in prompting serious consideration about the functions which are truly done cost effectively in-house and those which could be outsourced without any loss to future requirements in expertise. Hamel and Prahalad (1994) argues that core competencies are the collective skills and learning inside an organization that create competitive advantage. They laid out the concept of the core competency in their seminal 1994 article, “The Core Competence of the Corporation,” legions of managers and executives have struggled to define, build and maintain their own versions of this concept. Hamel and Prahalad urged that some executives think of their companies’ core competencies as the things they need to get right while others describe them as the things they do best. Still other executives define a core competency as the basic skills required to compete in our industry. After reviewing literature on various scholars the researcher noted that the effect of outsourcing debt collection management in respect to goal setting, contractor selection, contact development and contract control on the financial performance was not emphasized very well. Thus the researcher found it prudent to focus her research on checking the effect of outsourcing debt collection management on the financial performance
CHAPTER THREE

METHODOLOGY

3.1 Introduction

This chapter presents the research methodology that was used in the particular study. It outlined the research design, the study area, study population, sample size and selection.  The chapter also showed the research design that was adopted, sampling techniques, procedure of data collection, data collection instruments, pre-testing of the data collection instruments (validity and reliability) and the data analysis methods that were used in the study, as well as the ethical considerations. 
3.2 Research Design

The study adopted the cross sectional research design since it entails a methodical identification of a single unit for analysis that is most representative of the entire universe. Mbaga (1990) argues that the case study research designs are popular particularly in the academic areas due to their inherent ability to expeditiously carry out examinations on their populations. It also enabled the researcher to carry out in- depth investigation into the concept under study. Both quantitative and qualitative techniques were used for this study. According to Amin (2005), the triangulation of both data collection methods is helpful because results from one method help to confirm the other while at the same time neutralizing any inherent bias. With quantitative approach, the researcher was involved in analyzing primary data from the field using specific statistics while qualitative approach was applied in discussion of quantitative findings in relation to literature of different authors to come to the conclusion about the theme of discussion (Peers, 2006).
3.3 Study Population

The study population of 134 comprised of NWSC staff of Kampala Water under the departments of   Finance, Legal and Commercial. The staff was selected using the NWSC Personnel records of 2011 and the Morgan and Krejcie (1970) statistical tables. The population also comprised of outsourced debt collection agents with a population of 10.

3.4 Sample size and Selection 

The study used the statistical tables of Morgan and Krejcie (1970) cited by Barifaijo and et al (2010) to determine the sample size. The table below shows the different categories that participated in the survey.
Table 2: Sample size of respondents and the sampling techniques used in the study

	Category
	Population Size
	Sample Size
	Sampling Technique

	Commercial department 
	109
	75
	Simple Random Sampling 

	Finance department
	11
	8
	Purposive Sampling

	Legal department
	4
	4
	Purposive Sampling

	Debt collection agents
	10
	10
	Purposive Sampling

	Totals
	134
	97
	


Source: Population adopted from NWSC Personnel records of 2013.

The NWSC staff members under the commercial department included commercial assistants, commercial officers, senior commercial officers, principal commercial officers and commercial managers. Staff from the Finance department included Auditors, accountants, finance officers and the Finance manager. In the legal department, the manager and the legal officers were considered and outsourced agents included staffs at senior management who are key in debt collection operations.

3.5 Sampling techniques and procedures   

Given the nature of the study, the researcher employed both probabilistic sampling and non-probabilistic sampling.
Purposive sampling technique under non probability sampling was used to select NWSC staff in the Legal and finance departments as well as the debt collection agents. 
Non probabilistic sampling is any sampling method where some elements of the population have no chance of selection. Non-probability sampling was employed through using purposive sampling to select the respondents. This technique was used since the focus of the researcher was to get in-depth information. Those selected were expected to provide the required information in-depth. 
According to Amin (2005), when samples are selected using simple random sampling, all samples in a population have equal chances of being selected.  Each element of the frame was thus given an equal probability of selection: Furthermore, any given pair of elements has the same chance of selection as any other such pair. This method was used to sample NWSC Staff in the commercial department.
3.6 Data collection Methods 

The researcher used both the quantitative and qualitative methods of data collection (Amin 2005). Quantitative methods used in the study included the questionnaires while the qualitative method used in the study included documentary review.
3.6.1. Questionnaire survey method 

 A questionnaire survey is a research method that contains different formats of questionnaires, for example, the Likert scale open and closed-questions that enable a research obtain information from a targeted sample (Babbie, 2007). The questionnaire survey in the study was used for collecting information from NWSC staff using standardized questionnaires. In other words, respondents were exposed to the same questions and the same system of coding responses. The aim here was to try to ensure that differences in responses to questions can be interpreted as reflecting differences among respondents, rather than differences in the processes that produced the answers. Thus, this method involved collecting information in a systematic way. 
3.6.2  Interviewing  

Interviewing is where an interviewer is physically present to ask the questions and to assist the respondent through probing in answering them (Mugenda and Mugenda, 1999). Face-to-face interviews were used to collect data through an interview guide from key informants who are the NWSC staff in both the Legal and Finance department. These interviews enabled the researcher to establish rapport with these categories of respondents and therefore gain their cooperation. They also allowed the researcher to clarify ambiguous answers and obtain in-depth information through probing. Semi structured-interviews were designed to collect data for this study. Open-ended questions were used so that other valuable questions might emerge from the dialogue between interviewer and interviewee. Semi-structured interviews are the most widely used interviewing formats for qualitative research (Amin, 2005). In this study, the probing interviewing tactic was used extensively to obtain a deeper explanation of the issue at hand from the respondents. This was largely due to the fact that the respondents often needed stimuli to expand or clarify their own answers and ideas more broadly, so that a broader understanding could be more easily reached later on in the findings of the study.

3.6.3. Documentary review

The researcher accessed documents from the case study which included  NWSC annual performance reports, audit annual reports, newspaper articles, minutes of meetings, journals (Mugenda et al 2003) which enabled the researcher to come up with conclusive information that could later on be used to improve the financial performance of  NWSC. 

3.7. Data collection instruments

The study involved the use of various instruments of data collection according to the particular type of information needed for collection (Mugenda and Mugenda, 1999). The researcher intended to use the instruments presented and discussed below;

3.7.1. Structured survey questionnaire

According to Mugenda and Mugenda (1999), questionnaires are valuable methods of collecting a wide range of information from a large number of respondents. Amin (2005), goes ahead to confirm that carefully designed questionnaires easily answer research questions and hypotheses. The researcher ensured that each item in the closed ended questionnaire was fine-tuned to address a specific objective as well as the research question in the entire research process and the responses were arranged on a five-point Likert scale, where 4 means ‘strongly agree’, 3 means ‘agree’, 2 means ‘disagree’, 1 ‘strongly disagree’ with the assertion. This enhanced simplicity where straight forward answers are required. The questionnaires were hand delivered to respondents and collected within an agreed upon time frame

3.7.2. Interview guides

An interview guide (see appendix 2) was used to collect qualitative data from NWSC staff in the Legal and Finance departments who were in position to provide in-depth information through probing during the face-to-face interview. The researcher presented questions to them and their views were written down. Data obtained during the interview supplemented that obtained through the questionnaires.

3.7.3. Documentary review checklist

The researcher conducted a wide document review on the organization’s annual reports, minutes and other documentation to help avoid unnecessary duplication of studies and provided a frame work within which the research findings were interpreted (Mugenda and Mugenda, 2003).This will increase the reader’s confidence in the research because it demonstrates familiarity of the existing body of knowledge by the researcher. 

3.8. Data quality control

Pretesting of the research instruments was carried out to ensure that they gave the type of data the researcher would use to correctly answer the research questions. This was achieved by testing for validity and reliability. Amin, (2005) defines validity as being the appropriateness of the instruments to produce findings that are in agreement with theoretical and conceptual issues, while reliability is the consistency of the instruments in measuring whatever it’s intended to measure. 
3.8.1. Validity

In order to ensure accuracy, an assessment of the instruments of the study was first done to ascertain their effectiveness in collecting accurate data. There after content validity was employed to ascertain the extent to which the content of the instrument corresponded to the concept it was designed to measure (Amin, 2005).There was a pre-testing of the questionnaire where the researcher requested two experts to look at the items on questionnaire and judge whether their relevance , irrelevance and neutrality. The researcher then calculated a Content Validity Index (CVI) using the formula below.


CVI = Number of Items rated relevant* 100
                 Total number of Items
Score from expert1: R=75%, N=5%, IR=10% result= 90%

Score from expert 2: R=70%, N=5%, IR=5% result= 80%


From the two experts the average score was 81.6 % which made the questionnaire content valid. The CVI for the questionnaire was above 0.7 but not more than 1, which was recommended by Nunnally (1967 as cited in Kent, 2001). The questionnaire was then considered suitable for collecting data. 

3.8.2. Reliability

The questionnaire was be subjected to a reliability test through a pilot study to enable the researcher compute the correlation coefficient that was aimed at determining the relationship between the variables and reliability of the instruments. An internal consistency method of Cronbach’s alpha coefficient was employed to determine its reliability. 

According to Amin (2005), an alpha of 0.5 or higher is sufficient to show reliability. The closer the alpha is to 1, the higher the internal consistency reliability (Sekaran, 2003).
Table 3: Reliability results
	Variable
	Cronbach's Alpha
	Cronbach's Alpha Based on Standardized Items
	N of Items

	Goal setting
	.715
	.716
	7

	Contractor selection
	.659
	.667
	7

	Contract development
	.749
	.751
	8

	Contract control
	.650
	.657
	6

	Financial Performance
	.677
	.678
	7


Source: Field Data

The instrument was found to be valid in this study at above 0 .60.  The researcher used Alpha co-efficient to establish the degree to which the questions used in a survey elicit the same type of information each time they are used under the same conditions.  The results obtained were compared to the threshold of 0.60 recommended for social research by Odiya (2009). 
3.9 Data collection procedure

Upon approval of the research proposal, a clearance letter was issued from UMI, introducing the researcher to the area of study. Upon receiving permission for the study the collection of data was immediately kicked off. Due to professional ethics in modern research, consent was sought from potential respondents before they were requested to respond to the study questions. Holding all other factors constant the researcher intended to collect data in all its intended forms in a space of two months. Just like all researches, respondents have tendencies of losing questionnaires given, so replacements were done so that compromises on data collection were mitigated as much as possible (Amin, 2005, Yudof, Levin and Moran,2002). 
3.10 Data Analysis

Two types of methods were used to analyze and interpret the findings i.e. qualitative and quantitative methods. According to Mugenda and Mugenda (1999), data processing and analysis means a search for patterns in data objects or body of knowledge.

3.10.1 Quantitative data analysis

The data collected by the researcher through questionnaires was edited for completeness, accuracy, uniformity and comprehensiveness. It was converted into numerical codes and analyzed with the help of Statistical Package for Social Scientists (SPSS). Data was analyzed to establish relationships and meaningful inferences. Correlation coefficient and regression analysis respectively were used to test the hypothesis and draw conclusions.  The presentation of the above quantitative results was made in descriptive formats such as frequencies, percentages as well as correlation and regression analysis tables. 
3.10.2 Qualitative data analysis 

The data collected was re-organized in a systematic way (Mugenda & Mugenda, 1999) to come up with useful conclusions and recommendations in form of themes with each of the factors under investigation being the title theme. The responses under each theme were compared with a view of discussing similarities and differences with other responses, other literature and the researcher’s opinion.

3.11 Measurements of variables

Quantitative data analysis techniques involved the use of descriptive statistics such as frequencies and percentages to summarize employee’s responses on issues of Goal setting, Contractor selection, Contract development, Contract control and financial performance were measured using ordinal scale. Pearson’s correlation coefficient was used to establish the relationship between dimensions of outsourcing debt collection management and financial performance as specified in the study objectives. The researcher employed the Likert scale to measure the variables under study. The likert scale as suggested by Amin (2005), categorized responses into five from 1-strongly disagree to 5- strongly agree. This scale offered flexibility and could be constructed more easily than other types of attitude scales.

3.12 Ethical considerations 
Before interviews, the researcher fully explained the objectives of the study to all the respondents. In addition, their consent was sought and their right to confidentiality was assured before interviewing them. Further, the researcher fully observed their right to privacy and anonymity. The information given was treated with utmost concern and efforts were made to ensure that individual responses remained anonymous without even mentioning respondent’s names in the report. All participants voluntarily enrolled were informed on the purpose of research as academic and no form of enticement was used for this purpose.
CHAPTER FOUR

4 PRESENTATION, ANALYSIS AND INTERPRETATION OF RESULTS

4.1   Introduction
This chapter presented data collected using the questionnaire, documentary analysis/literature review, interviews of the case study described in chapter three3. The corresponding interpretations also follow each presentation. The results of the study are presented according to the study objectives. 

4.2 Response Rate 

The total number of respondents who constitute the sample used in this dissertation are summarised in Table 2 below.

Table : Showing the Response Rate 

	Nature of Response 
	Frequency
	Percentage

	NWSC agents and Staff

	Response 
	89
	92%

	Non-response 
	8
	8%

	Total 
	97
	100


Source: Field Primary Data(2015)
A total of ninety seven (97) were distributed to NWSC agents and staff. Eighty nine (89) were returned and all the 22 interviews were conducted .The response rate was therefore one hundred percent (100%) as shown in the Table 4.  Amin (2005) argues that a response rate ≥ 0.5 (50%) is good enough to represent a survey population.

4.3 Back ground characteristics of the respondents

The background information of the respondents was considered necessary because the ability of the respondents to give satisfactory information on the study variables may be affected by their background. This information was about the respondents’ gender, age, and education level, duration in current employment, department and position held in organisation. The purpose of collecting background information about the respondents was to help in establishing the sample characteristics and to be able to form appropriate opinion about the research findings.

4.3.1
Level of education of Respondents

Table5Level of Education

	
	Frequency
	Percent
	Cumulative Percent

	Valid
	Diploma
	5
	7.5
	7.6

	
	Degree
	44
	65.7
	74.2

	
	Masters
	16
	23.9
	98.5

	
	Doctorate
	1
	1.5
	100.0

	
	Total
	66
	98.5
	

	Missing
	System
	1
	1.5
	

	Total
	67
	100.0
	


Source: Field Primary Data(2015)
The findings in Table 5 above revealed that  the majority of the NWSC staff   had attained  a bachelor’s  degree, accountingfor 65.7% of the total sample;  23.9%  are holders of a   Master’s degree , 7.5% had obtained a diploma while 1.5% had obtained PhD. With the above study, we can say that NWSC staff have the basic qualifications to conduct NWSC operations efficiently and effectively.  The findings imply that the respondents have a minimum education level and we can confirm they are duly knowledgeable about the company operations.
4.3.2
Duration of Respondents at Organization

Table 6: Duration you have worked in this organization

	
	Frequency
	Percent


	Cumulative Percent

	Valid
	Less than 1 year
	22
	32.8
	32.8

	
	2-5 years
	32
	47.8
	80.6

	
	6-10 years
	10
	14.9
	95.5

	
	more than 10 years
	3
	4.5
	100.0

	
	Total
	67
	100.0
	


Source: Field Primary Data (2015)
Duration respondents had worked in the organization (Table 6) was chosen as one of the characteristics so as to ascertain the respondents’ experience with the company’s operations. The study results showed that 47.8% of the respondents had worked in the company for 2-5 years, 14.9% for 6-10 years, and 32.8% for less than 1 year and while 4.5 % had worked with NWSC for 10 years and above. Overall, most of the respondents (67.2%) had worked for NWSC for more than 2 years. The assumption is that the respondents generally had enough experience and information about the organization.
4.3.3
Duration in the organization 
Table 7: Duration in the organization 
	 
	Commercial department 
	Finance department 
	Total

	Less Than 1 Year
	20
	0
	20

	
	34.00%
	0.00%
	33.30%

	2-5 Years
	27
	1
	28

	
	46.00%
	50.00%
	46.70%

	6-10 Years
	9
	1
	10

	
	16.00%
	50.00%
	16.70%

	More Than 10 Years
	2
	0
	2

	
	4.00%
	0.00%
	3.30%

	Total
	58
	2
	60

	 
	100.00%
	100.00%
	100.00%


Source: Field Primary Data(2015)
Table 7 shows the number of years and department in the organisation.  Of the commercial department respondents, 34% had worked with the organisation for less than 1 year, 46% for 2-5 years, and 16% for 6-10 years and 4% form more than 10 years. In the finance department 50% had worked with the organisation for 2-5 years, and 50% for 6-10 years.  
This implies that the commercial department of the organisation is perceived by the employees as conducive while the working conditions and terms might be that favourable, giving reason for workers to stay in the department for relatively longer periods. The justification for asking for duration the respondents had worked in the organization was chosen so as to find out the longer one worked in an organization the better the financial performance of National Water And Sewerage Corporation. From the statistics above this implies that majority of the respondents were well accustomed to the company operation in reference to the duration of service in their respective department.
4.4 To  determine the effect of goal setting on the financial performance of NWSC

The first objective of the study was to determine the effect of goal setting on the financial performance of NWSC. The variable was measured using 5 items scored on five point Likert scale of 1=strongly disagree, 2= Disagree, 3=Neutral, 4=Agree, 5= strongly agree the results from the process of are displayed in table below.
Table 8 NWSC Staff Views on Goal Setting
	 
	N
	SD
	D
	N
	A
	SA
	M
	Mean

	NWSC management involves  concerned employees in  outsourcing agents  goal setting sessions
	66
	2%(1)
	9%(6)
	33%(22)
	43%(29)
	12%(8)
	2%(1)
	3.56

	NWSC management goals set to outsourced partners  are specific to enhance financial performance
	65
	6%(4)
	6%(4)
	18%(12)
	49%(33)
	18%(12)
	3%(2)
	3.69

	NWSC management goals set to outsourced partners  are measurable to enhance financial performance
	65
	3%(2)
	9%(6)
	16%(11)
	46%(31)
	22%(15)
	3%(2)
	3.78

	NWSC management goals set for outsourced partners  are clear yet to the point
	66
	3%(2)
	5%(3)
	27%(18)
	49%(33)
	15%(10)
	2%(1)
	3.70

	NWSC management goals set for contractors are attainable to deliver on financial performance
	65
	2%(1)
	9%(6)
	16%(11)
	46%(31)
	24%(16)
	3%(2)
	3.85

	
	
	
	
	
	
	
	
	

	NWSC management goals set  after a consensus  involving both parties
	64
	6%(4)
	5%(3)
	19%(13)
	46%(31)
	19%(13)
	5%(3)
	3.72


Source: Field Primary data (2015)
Key: SD= strongly disagree, D=Disagree, NS = Not sure, A= Agree, SA=strongly agree

From the table 8, the respondents were asked whether NWSC management involves concerned employees in outsourcing agents’ goal setting sessions. The results from the study revealed that, of the total respondents, 55% of the respondents were in agreement as shown by the statistics, 11% disagreed and 33% were Neutral.  The different statistics implied that as part of the goal setting sessions, from the 55% level of agreement this shows the NWSC management at least pays attention to staff opinions which is a positive aspect of the company in respect to the workers’ demands. This was in comparison to the 11% level of disagreement that NWSC management doesn’t involve concerned employees in outsourcing agents’ goal setting sessions. The other 33% represented by ‘not sure’ could symbolize uncertainty in the goal setting sessions or they do not have any interest in these sessions.
This calls for NWSC Management to uphold this virtue of collective participation. However, the 11% who disagree are an indicator that there is something to be done in as far as involving  concerned employees in  outsourcing agents  goal setting sessions is concerned; probably there is need for more inclusion or awareness in this regard.
In determining whether NWSC management goals set to outsourced partners  are specific to enhance financial performance the study revealed that; of the total respondents, 67% of the respondents were in agreement as shown with the statistics ,12% disagreed and 18% were Neutral with a mean of 3.69. From the comparisons above it shows that NWSC management sets goals to outsourced partners that are specific and enhance financial performance. From the 67% level of agreement in comparison to 12% level of disagreement this is credit for NWSC management in respect to goal setting sessions. However the 18% who are not sure could imply that they do not know about these set goals.
This was further supported in the interviews as one of the key informant who was a manager said,

“From my experience as a member of the contracts committee we set goals that are achievable and we have to map in our financials as a company.... Any Company that qualifies to provide any service on our behalf like the companies which do our billing services a financial component is attached to their contract like how much they are to collect and in which period of time”.
On whether NWSC management goals set to outsourced partners are measurable to enhance financial performance; respondents were asked to state the extent to which they approved with the above. Of the total respondents, 69% of the respondents were in approval that NWSC management sets goals to outsourced partners which are measurable to enhance financial performance. While 12% disagreed and 16% were neutral.From the statistics above, it shows most of the NWSC employees were satisfied with NWSC management goals set to outsourced partners. This was shown with the 69% who concurred that this is done in comparison to the 12% who were in disagreement. The fact that the majority were in agreement, NWSC’s management needs to enhance this attribute so as to promote outsourcing debt collection management and improve financial performance.
From the findings of the study when respondents were asked whether NWSC management goals set to outsourced partners  are clear yet to the point; Of the total respondents (65),64% of the respondents were in approval that NWSC management sets goals to outsourced partners  are clear yet to the point,8% disagreed and 27% were Neutral.  From the statistics above this implies that NWSC management sets clear goals for outsourced partners. 

In an interview with one of the managers, he had this to say; “This is an aspect in which the top management has to consider greatly by reviewing the contract quarterly and annually to check if the set goals are met and are in sync with the current economic and social status”. 

From the findings of the study in determining whether NWSC management goals set to outsourced partners  are attainable to deliver on financial performance ,the study revealed that; of the total respondents, 70% of the respondents were in agreement that NWSC management set goals to outsourced partners  are attainable to deliver on financial performance as shown with the statistics while 11% said NWSC management does not set goals to outsourced partners  are attainable to deliver on financial performance and 16% were not sure. The statistics above show that NWSC management in regards to this aspect is critically dealt with. The 16% of the respondents who were not sure this implies that either they are not aware or have decided to ignore this concern.
 This was further supported in the interviews with one of the key informant, who underlined that; “Attainability is key since it sets apart the means of benchmarking and evaluation of the company objectives”
Respondents were asked whether NWSC management goals set to outsourced partners are arrived after a consensus involving both parties. Of the total respondents (65)66% of the respondents were in approval that NWSC management goals set to outsourced partners  are arrived after a consensus  involving both parties while 11% disagreed  and 19 % said they were not sure. This implies that majority of the respondents agreed that NWSC management sets goals to outsourced partners  after a Consensus  involving both parties in comparison to the 11% who disagreed with this aspect. The 19% who were not sure this implies that either these staff are not aware of this policy or have decided to neglect this issue.
Table 9: Relationship between Goal setting and financial performance of NWSC

	
	Goal setting
	Finance performance

	Goal setting
	Pearson Correlation
	1
	.499**

	
	Sig. (2-tailed)
	
	.000

	
	N
	60
	57

	Finance performance
	Pearson Correlation
	.499**
	1

	
	Sig. (2-tailed)
	.000
	

	
	N
	57
	62

	**. Correlation is significant at the 0.01 level (2-tailed).

Source: Field Primary Data(2015)



From the table 9 above it is indicated that there is a moderately strong and statistically significant positive correlation between Goal setting and financial performance of NWSC staff. (r =.499, P<.0.01). The study therefore validated the hypothesis that Goal setting positively affects financial performance of NWSC. In other words, the result implies that if goal setting is done more efficiently there is a high possibility that financial performance will increase and the reverse is true.

As noted from the interview with the manager, he mentioned that; 

This is one area where we really score high with our contractors. This is because if we do not set goals for our contractors it means we are failing on the objectives of the company and remember this is an organization which has to be profitable and in the end we are self-sustaining and we have to stand on our own.
4.4.1 Regression analysis results

To further enhance the relationship between independent variables and financial performance of NWSC, regression analysis was employed and the results of each independent variable with the performance are summarized in the tables below.

Table 10: Goal setting and financial performance
	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate
	Change Statistics

	
	
	
	
	
	R Square Change
	F Change
	df1
	df2
	Sig. F Change

	1
	.499a
	.249
	.235
	.44109
	.249
	18.219
	1
	55
	.000

	a. Predictors: (Constant), Goal setting

Source: Field Primary Data (2015)



From the summary in table 10 above shows adjusted 
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 value of 0.235 between Goal setting and financial performance which is suggesting that Goal setting alone predicted 23.5% of the variance in financial performance. The adjusted 
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= 0. 235 at significance 0.000 suggested that Goal setting was a moderate predicator of financial performance. This implies that only 23.5 % (0.235*100%) variation can be explained by Goal setting and the 76.5% can be explained by other factors. 
4.5 The effect of contractor selection on the financial performance of NWSC
The second objective of the study was to determine the effect of contractor selection on the financial performance of NWSC. The findings of this objective were gathered from questionnaires and interviews from NWSC staff. The effect of contractor selection on the financial performance was measured using 8 items scored on five point Likert scale of 1=strongly disagree, 2= Disagree, 3=Neutral, 4=Agree, 5= strongly agree the results from the process of are displayed in table below.
Table 11: NWSC Staff views on contractor selection

	 
	N
	SD
	D
	
N
	A
	SA
	M
	Mean

	NWSC management considers competency of  contactors a key attribute in contractor selection thus enhancing financial performance
	66
	6%(4)
	3%(2)
	18%(1)
	46%(3)
	25%(17)
	2%(1)
	3.83

	NWSC management considers compatibility of  contactors key in  contractor selection in respect to their expertise
	66
	5%(3)
	2%(1)
	18%(12)
	57%(38)
	18%(12)
	2%(1)
	3.83

	NWSC management  has a clear solicitation method  of its contactors to enhance financial performance
	66
	5%(1)
	3%(2)
	19%(13)
	61%(41)
	13%(9)
	2%(1)
	3.83

	NWSC management  has a transparent solicitation method  of its contactors to enhance financial performance
	63
	3%(2)
	 
	16%(11)
	49%(33)
	25%(17)
	6%(4)
	4.00

	NWSC  contactor  selection is done by  a cross functional team
	65
	3%(2)
	5%(3)
	9%(6)
	48%(32)
	33%(22)
	3%(2)
	4.06

	NWSC management considers innovative solutions to be added by the contactor in that respective project
	64
	3%(2)
	2%(1)
	15%(10)
	54%(36)
	22%(15)
	5%(3)
	3.95

	NWSC management considers timelines of  contactors in contact selection key to deliver on financial performance
	65
	3%(2)
	 
	15%(10)
	46%(31)
	33%(22)
	3%(2)
	4.09


Source: Field Primary Data (2015)
Key: SD= strongly disagree, D=Disagree, NS = Not sure, A= Agree, SA=strongly agree From the table 10 above, the respondents were asked whether NWSC management considers competency of  contactors a key attribute in contractor selection thus enhancing financial performance. The results from the study revealed that, of the total respondents, 71.7% of the respondents were in agreement as shown by the statistics, 9% disagreed and 18% were Neutral.  The finding implies that as part of contract selection, NWSC Management has done well in terms of considering the competency of contactors.
On whether NWSC management considers compatibility of contactors key in contractor selection in respect to their expertise, the study revealed that; of the total respondents, 74.6% of the respondents were in agreement as shown with the statistics, 6% disagreed and 18% were Neutral. From the findings above this shows that a paltry number of NWSC staff do not know that NWSC management considers compatibility of contactors key in contractor selection in respect to their expertise as shown by 74.6% who agreed to 6% who disagreed about knowing that this attribute exists. The 18% who were neutral this implies that either they are not aware or it is not a key issue. This was further probed in the interviews as one of the officers said;  “There are clear guidelines under which all contractors are selected against and all the key stakeholders in contract selection are aware and those who do not know that means it is not in their domain of operation” 
This shows that NWSC management has put in effort in regards to this policy.
On whether NWSC management has a clear solicitation method of its contactors to enhance financial performance; respondents were asked to state the extent to which they agreed with the above. Of the total respondents, 74.6% of the respondents were in approval that NWSC management has a clear solicitation method of its contactors to enhance financial performance, 5% disagreed and 19% were Neutral.  From the statistics above, this showed that 74.6% were in agreement while 5% were in disagreement that NWSC management has a clear solicitation method of its contactors to enhance financial performance. This calls for upholding this attribute by the top management as this really exemplifies information discarding to staff. The 19% were not sure. This implies that either they are not aware or it’s not a point of concern to them. 
Whether NWSC management has a transparent solicitation method for  contactors 74.7% of the respondents were in approval that NWSC management has a transparent solicitation method of its contactors to enhance financial performance, 3% disagreed and 16% were neutral.  From the statistics above this is a key attribute which should be upheld by NWSC management since a recognisable 74.7% is satisfied in comparison to the 3% who disagreed. The 16% who were neutral this implies either they are not aware or they decided to neglect this issue. The above findings shed more light in respect to an interview with one of the managers; he had this to say; “Transparency is key since its one of the key values of NWSC so we espouse it in every aspect we conduct our business”
In determining whether NWSC  contactor  selection is done by  a cross functional team the study revealed that; of the total respondents, 81% of the respondents were in agreement that NWSC contactor  selection is done by  a cross functional team while 8% disagreed and 9% not sure. 
  This was further supported in the interviews as one of the respondents said,

 “NWSC management has a cross functional team which participates in contract selection because all what we procure has a cross functional effect on all departments ....so it is paramount and valuable enough to gather all the stakeholders and keenly participle in contract selection”.
From the above findings this shows that a good number of staff are  in agreement 81% that NWSC  contactor  selection is done by  a cross functional team as the study revealed in comparison to the 8% who disagreed. This is a plus to NWSC management as it should uphold this attribute to enhance financial performance. For the 9% who were not sure this means these respondents are not aware of this aspect or they decided to neglect it.
Whether NWSC management considers innovative solutions to be added by the contactor in that respective project, respondents were asked to what extent to which they agreed with the above. Of the total respondents, 76.1% of the respondents were in approval that NWSC management considers innovative solutions to be added by the contactor in that respective project while 5% disagreed and 15 % were not sure. The finding implies that NWSC management considers innovative solutions from the contractor as a key measure of building capacity and Knowledge transfer by the contactor.

The respondents were asked whether NWSC management considers timelines of contactors in contact selection key to deliver on financial performance. The results from the study revealed that, of the total respondents, 79% of the respondents were in agreement as shown by the statistics 3% disagreed; and 15% not sure. The findings implies that NWSC, endeavors to enhance performance of contractors. Another implication is that NWSC management considers timelines of contactors in contract selection as a key to deliverable on financial performance.
Table 12: Contractor selection and financial performance of NWSC
	
	Contract selection
	Finance Performance

	Contract selection
	Pearson Correlation
	1
	.499**

	
	Sig. (2-tailed)
	
	.000

	
	N
	60
	56

	Finance Performance
	Pearson Correlation
	.499**
	1

	
	Sig. (2-tailed)
	.000
	

	
	N
	56
	62

	**. Correlation is significant at the 0.01 level (2-tailed).

Source: Field Primary Data (2015)



From the table 12, above it is indicated that there is a moderately strong and statistically significant positive correlation between Contractor selection and financial performance of NWSC. (r =.499, P<.0.01). The results further mean that if contract selection is done more keenly and critically there is a high possibility that financial performance will increase and the reverse is true.

The study therefore validated the hypothesis that Contractor selection positively affects financial performance of NWSC. As noted from the interview with the manager, he mentioned that;  “Contractor selection is one of the critical processes NWSC management follows and makes sure it is well done and to the point…even our Board sometimes looks at the criteria we have used to select key contractors to run the company business”
Table 13: Contractor selection and financial performance

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

	
	
	
	
	
	R Square Change
	F Change
	df1
	df2
	Sig. F Change

	1
	.499a
	.249
	.235
	.45080
	.249
	17.902
	1
	54
	.000

	a. Predictors: (Constant), Contract selection

Source: Field Primary Data(2015)


 Table 13 shows adjusted 
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 value of 0.235 between Contractor selection and financial performance which is suggesting that Contractor selection alone predicted   23.5% of the variance in financial performance. The adjusted 
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= 0. 235 at significance 0.000 suggested that Contractor selection was a moderate predicator of financial performance. This implies that only 23.5 % variation can be explained by contractor selection and the 76.5% can be explained by other factors.
4.6 The effect of contract development on the financial performance of NWSC

The findings of this objective were gathered from questionnaires from NWSC staff. These were measured using 9 items scored on five point Likert scale of 1=strongly disagree, 2= Disagree, 3=Neutral, 4=Agree, 5= strongly agree the results from the process of are displayed in table below.
Table 14: NWSC staff views on Contract development
	 
	N
	SD
	D
	N
	A
	SA
	M
	Mean

	NWSC management considers roles  of  contactors in contact development
	66
	5%(3)
	2%(1)
	27%(18)
	43%(29)
	22%(15)
	2%(1)
	3.79

	NWSC management considers Performance of suppliers in contact development.
	66
	3%(2)
	5%(3)
	15%(10)
	55%(37)
	25%(17)
	2%(1)
	3.97

	NWSC management considers responsibilities of suppliers in contact development.
	65
	6%(4)
	2%(1)
	13%(9)
	49%(33)
	27%(18)
	3%(2)
	3.92

	NWSC management considers PPDA guidelines in contact development.
	66
	 
	3%(2)
	21%(14)
	49%(33)
	25%(17)
	2%(1)
	3.98

	NWSC management considers prior experience in contact development
	63
	5%(3)
	3%(2)
	21%(14)
	49%(33)
	16%(11)
	6%(4)
	3.75

	NWSC management considers company reputation  in contact development
	66
	3%(2)
	10%(7)
	15%(10)
	49%(33)
	21%(14)
	2%(1)
	3.76

	NWSC management considers financial stability in contact development
	65
	5%(3)
	5%(3)
	12%(8)
	49%(33)
	27%(18)
	3%(2)
	3.92

	NWSC management considers employee skill set in contact development.
	66
	5%(3)
	2%(1)
	19%(13)
	46%(31)
	27%(18)
	2%(1)
	3.91


Source: Field Primary Data (2015)
Key: SD= strongly disagree, D=Disagree, NS = Not sure, A= Agree, SA=strongly agree

From the table 14 above, the respondents were asked whether NWSC management considers roles of contactors in contact development. The results from the study revealed that, of the total respondents, 66% of the respondents were in agreement as shown by the statistics, 9% disagreed and 27% were neutral.  The 66% respondents who were in agreement that NWSC management considers roles of contactors in contact development in comparison to the 9% who disagreed can be interpreted that respondents believe that NWSC management considers roles of contactors in contact development..

The findings are supported by interview results where one interviewee said; “This is a key aspect in contract development as NWSC endeavours to choose contractors who have expertise in their given field and we seek for certification from association or societies of belonging”

The above findings show that NWSC management considers roles of contactors in contact development thus this is a commendable job and should be upheld by the NWSC management.
On whether NWSC management considers Performance of suppliers in contact development; respondents were asked to state the extent to which they agree with the above. Of the total respondents (65), 81% of the respondents were in approval that NWSC management considers Performance of suppliers in contact development 8% disagreed and 10% were Neutral. The statistics above show that NWSC management considers performance of suppliers in contract development which is a positive for its management and should be upheld by the management to promote financial performance. 

Respondents were further asked to state the extent to which they agreed with contract development. Of the total respondents, 76% of the respondents were in approval that NWSC management considers responsibilities of suppliers in contact development, 8% disagreed and 13% were neutral.  . 

In an interview with one of the managers, he had this to say; “The contract committee makes sure there are detailed roles and responsibilities of each of the key personnel in each of the contracts signed... this enables management to track inefficiency in case the project or program fails”

In determining whether NWSC management considers PPDA guidelines in contract development the study revealed that; of the total respondents, 75% of the respondents were in agreement that NWSC management considers PPDA guidelines in contract development while 3% disagreed and 21% were not sure.

  This was further supported in the interviews as one of the respondents said;  “The PPDA guidelines are 100% followed since we are a government parastatal so we make sure these guidelines are at our fingers because they have to follow every aspect of our procurement process”
This shows NWSC management considers PPDA guidelines in contract development. Further, respondents were asked if NWSC management considers prior experience in contract development, respondents were asked to state the extent to which they agreed with the above. Of the total respondents, 66% of the respondents were in approval that NWSC management considers prior experience in contract development while 8% disagreed and 21% said they were not sure. 

The finding may imply that NWSC management considers prior experience in contact development with 66% in agreement in comparison to 8% in disagreement which is a positive on the side of management. 

The respondents were asked whether NWSC management considers company reputation in contact development. The results from the study revealed that, of the total respondents, 70% of the respondents were in agreement as shown by the statistics,13% disagreed  and 15% not sure.  The different statistics implied that as part of financial performance of NWSC, company reputation should be highly considered. Thus to enhance financial performance of company this aspect should not be neglected by NWSC management.

In determining whether NWSC management considers financial stability in contract development, the study revealed that; of the total respondents, 76% of the respondents were in agreement as shown with the statistics, 10% disagreed while 12% said not sure.  From the findings above this shows that NWSC management considers financial stability in contact development with 76% in agreement in comparison to the 10% who were in disagreement. This is a critical aspect which should be upheld by NWSC management to enhance financial performance. The 12% who were not sure this implies either that either they are not aware of or it is not a point of concern to them which provides NWSC management  some cut out work to do to enhance contract development.
On whether, NWSC management considers employee skill set in contact development; respondents were asked to state the extent to which they concurred with the above. Of the total respondents, 73% of the respondents were in approval of that, 9% disagreed while 19% said not sure. With the high level of agreement this aspect should not underscored.
Table 15: Relationship between Contractor development and financial performance of NWSC.

	
	Contract development
	Finance performance

	Contract development
	Pearson Correlation
	1
	.316**

	
	Sig. (1-tailed)
	
	.007

	
	N
	62
	59

	Finance performance
	Pearson Correlation
	.316**
	1

	
	Sig. (1-tailed)
	.007
	

	
	N
	59
	62

	**. Correlation is significant at the 0.01 level (1-tailed).

Source: Field Primary Data(2015)


From the table 15, above it is indicated that there is a moderately strong and statistically significant positive correlation between Contractor development and financial performance of NWSC staff. (r =.316, P<.0.01). The results further mean that if contract development is done more keenly and critically there is a high possibility that financial performance will increase and the reverse is true. The study therefore validated the hypothesis that Contractor development affects positively affects financial performance of NWSC. As noted from the interview with the manager, he mentioned that; 
Contract development is a key avenue. This is because it’s where the rules and responsibilities are set, the experience, company reputation, financial stability and skill set of contractor employees are vetted …..This is a must do because it sets the organization to contract following the PPDA guidelines.
Table 16: Contractor development and financial performance
	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate
	Change Statistics

	
	
	
	
	
	R Square Change
	F Change
	df1
	df2
	Sig. F Change

	1
	.316a
	.100
	.084
	.48643
	.100
	6.318
	1
	57
	.015

	a. Predictors: (Constant), Contract development

Source: Field Primary Data(2015)



From the summary in table 16 above shows adjusted 
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 value of 0.084 between Contractor development and financial performance which is suggesting that Contractor development alone predicted   8.4% of the variance in financial performance. The adjusted 
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= 0. 084 at significance 0.000 suggested that Contractor development was a weak predicator of financial performance. This implies that only 8.4 % variation can be explained by Contractor development and the 91.6% can be explained by other factors.4.7 To determine the effect of contract control on financial performance of NWSC.
The findings of this objective were gathered from questionnaires from NWSC staff. These were measured using 6 items scored on five point Likert scale of 1=strongly disagree, 2= Disagree, 3=Neutral, 4=Agree, 5= strongly agree the results from the process of are displayed in table below.
Table 17: NWSC staff views on contract control
	 
	N
	SD
	D
	N
	A
	SA
	M
	Mean

	NWSC management considers PPDA guidelines are upheld   in contact control
	66
	6%(4)
	2%(1)
	24%(16)
	40%(27)
	27%(18)
	2%(1)
	3.82

	NWSC management considers accountability of contactors  during   contact control
	66
	8%(5)
	
	10%(7)
	58%(39)
	22%(15)
	2%(1)
	3.89

	NWSC management subjects’ penalties to its contractors once agreed obligations are faulted.
	65
	 
	5%(3)
	22%(15)
	49%(33)
	21%(14)
	3%(2)
	3.89

	NWSC management has regular monitoring schedules subject to its contactors
	65
	2%(1)
	8%(5)
	13%(9)
	51%(34)
	22%(15)
	3%(2)
	3.92

	NWSC management ensures contractors abide by the agreed compliance rules in contact control
	63
	3%(2)
	6%(4)
	9%(6)
	54%(36)
	22%(15)
	6%(4)
	3.92

	NWSC management ensures contractors follow processes in contact control to enhance financial performance
	66
	5%(3)
	2%(1)
	15%(10)
	46%(31)
	30%(20)
	2%(1)
	4.02


Source: Field Primary Data (2015)
Key: SD= strongly disagree, D=Disagree, NS = Not sure, A= Agree, SA=strongly agree
The respondents were asked whether NWSC management considers PPDA guidelines are upheld   in contract control. The results from the study revealed that, of the total respondents, 67% of the respondents were in agreement as shown by the statistics 8% disagreed; and 24% not sure.  The findings from the study implies that NWSC, endeavors to follow PPDA guidelines to mitigate herself from undesirable financial mishaps. 

The respondents were asked whether the NWSC management considers accountability of contractors during contract control. The results from the study revealed that, of the total respondents, 80% of the respondents were in agreement as shown by the statistics, while 8% disagreed and 10% not sure. The different statistics implied that as part of financial  performance of NWSC , the management is doing all it can so that the contractors’ contracts  are well detailed with measurable parameters like accountability and so on. And this is well known to majority of NWSC staff.

In determining whether NWSC management subjects penalties to its contractors once agreed obligations are faulted, the study revealed that; of the total respondents, 70% of the respondents were in agreement as shown with the statistics, 5% disagreed while 22% said not sure.  From the findings above this shows that NWSC management subjects penalties to its contractors once agreed obligations are faulted. With 70% in agreement in comparison to the 5% who were in disagreement. This is a critical aspect which should be upheld by NWSC management to enhance financial performance. The 22% who were not sure this implies either that either they are not aware of any development in contract control or it is not a point of concern to them which provides NWSC management  some cut out work to do to enhance the awareness to its employees.

On whether, NWSC management has regular monitoring schedules subject to its contractors; respondents were asked to state the extent to which they concurred with the above. Of the total respondents, 73% of the respondents were in approval of that, 10% disagreed while 13% said not sure. From the statistics above with 73% in agreement in comparison to the 10% in disagreement this is a plus for NWSC management. This is a key attribute which is highly desirable for NWSC contractors. With the high level of agreement this aspect should not be underscored. While the 13% who were not sure this implies that either NWSC does not communicate to its staff or it’s the staffs that are not keen about the happenings in the company.

In determining whether NWSC management ensures contractors abide by the agreed compliance rules in contact control, the study revealed that; of the total respondents, 76% of the respondents were in agreement as shown with the statistics, 9% disagreed while 10% said not sure.  From the findings above, this shows that NWSC management ensures contractors abide by the agreed compliance rules in contract control 
In determining whether NWSC management ensures contractors follow processes in contract control to enhance financial performance, the study revealed that; of the total respondents, 76% of the respondents were in agreement as shown with the statistics, 7% disagreed while 15% said not sure.  From the findings above, this shows that NWSC management ensures contractors follow processes in contract control to enhance financial performance. 
Table 18: Contractor control and financial performance of NWSC.

	
	Contract control
	Finance performance

	Contract control
	Pearson Correlation
	1
	.306**

	
	Sig. (1-tailed)
	
	.009

	
	N
	62
	60

	Finance performance
	Pearson Correlation
	.306**
	1

	
	Sig. (1-tailed)
	.009
	

	
	N
	60
	62

	**. Correlation is significant at the 0.01 level (1-tailed).

Source:  Field Primary Data(2015)


Table 18 indicates a moderate statistically significant positive correlation between Contractor control and financial performance of NWSC  (r =.306, P<.0.01). The results further mean that if contract control is done more efficiently there is a high possibility that financial performance will increase and the reverse is true. The study therefore validated the hypothesis that Contractor control affects positively affects financial performance of NWSC. As noted from the interview with the manager, he mentioned that; “This is one area where the contract committee and the different stakeholders in respect to the provided service do Monitoring and evaluation of the contract…this is done to ensure all the guidelines and that both sides are benefiting from the partnership”
Table 19: Contractor control and financial performance

	Model Summary

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

	
	
	
	
	
	R Square Change
	F Change
	df1
	df2
	Sig. F Change

	1
	.306a
	.094
	.078
	.48143
	.094
	5.990
	1
	58
	.017

	a. Predictors: (Constant), Contract control

Source: Field Primary Data(2015)



From the summary in table 19 above shows adjusted 
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 value of 0.078 between Contractor control and financial performance which is suggesting that Contractor development alone predicted 7.8% of the variance in financial performance. The adjusted 
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= 0. 078 at significance 0.000 suggested that Contractor development was a weak predicator of financial performance. This implies that only 7.8% variation can be explained by Contractor control and the 92.2% can be explained by other factors.

CHAPTER FIVE

SUMMARY, DISCUSSIONS, CONCLUSIONS AND RECOMMENDATIONS
5.1 Introduction

This chapter presents the recommendations based on the findings of the study and the concluding remarks. The specific objectives of the study were to determine the effect of goal setting on the financial performance of NWSC, to determine the effect of contractor selection on the financial performance of NWSC, to investigate the effect of contract development on the financial performance of NWSC, to determine the effect of contract control on financial performance of NWSC.

5.2 Summary of Findings 

The study revealed a number of findings. These findings are summarised below. 

5.2.1 To determine the effect of goal setting on the financial performance of NWSC
This study has shown that there is a moderately strong and statistically significant positive correlation between Goal setting and financial performance of NWSC. (r =.499, P<.0.000). the regress
The regression results indicated hat 23.5 %variation can be explained by goal setting and the 76.5% can be explained by other factors.
5.2.2 The effect of contractor selection on the financial performance of NWSC.

The study indicated that there is a moderately strong and statistically significant positive correlation between Contractor selection and financial performance of NWSC staff. (r =.499, P<.0.000). 
This was also shown by the adjusted 
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= 0. 235 at significance 0.000 suggested that Contractor selection was a moderate predicator of financial performance. This implies that only 23.5 % variation can be explained by Contractor selection and the 76.5% can be explained by other factors.

5.2.3 To investigate the effect of contract development on the financial performance of NWSC.

The study indicated that there is a moderately strong and statistically significant positive correlation between Contractor development and financial performance of NWSC staff. (r =.316, P<.0.000). Regression results shows that contractor development alone predicted   8.4% of the variance in financial performance. The adjusted 
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= 0. 084 at significance 0.000 suggested that Contractor development was a weak predicator of financial performance.

This implies that only 8.4 %variation can be explained by contractor development and the 91.6% can be explained by other factors.

5.2.4 To determine the effect of contract control on financial performance of NWSC
The study indicated that there is a moderately strong and statistically significant positive correlation between Contractor control and financial performance of NWSC. (r =.306, P<.0.000). 
The regression results further indicated that contractor control and financial performance which is suggesting that Contractor development alone predicted 7.8% of the variance in financial performance. The adjusted 
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= 0. 078 at significance 0.000 suggested that Contractor development was a weak predicator of financial performance.

This implies that only 7.8 % variation can be explained by contractor control and the 92.2% can be explained by other factors.

5.3 Discussion of Findings

5.3.1 Goal setting and  financial performance of NWSC
The study results revealed that there is a moderately strong and statistically significant positive correlation between Goal setting and financial performance of NWSC. (r =.499, P<.0.000). In addition, studies have shown that Goal setting enhances the performance of organizations (Hiliman; 2005). A clear Goal setting target to contract companies protects the company from associated uncertainty and damages; it turns uncertain events into certain outcomes and promises which in turn lead to improved performance.

Further, Cross (1995) observes that goal setting can result in lowered costs and competitive advantage, whereas poorly made outsourcing decisions can lead to a variety of problems, such as increased costs, disrupted service and even business failure.
Locke and Latham (2002) argue that in business, goal setting encourages participants to put in substantial effort. Also, because every member has defined expectations for their role, little room is left for inadequate, marginal effort to go unnoticed. Managers cannot constantly drive motivation, or keep track of an employee’s work on a continuous basis. Goals are therefore an important tool for managers, since goals have the ability to function as a self-regulatory mechanism that helps employees prioritize tasks

The four mechanisms through which goal setting can affect individual performance are: Goals focus attention toward goal-relevant activities and away from goal-irrelevant activities, Goals serve as an energizer: Higher goals induce greater effort, while low goals induce lesser effort, Goals affect persistence; constraints with regard to resources affect work pace and Goals activate cognitive knowledge and strategies that help employees cope with the situation at hand.
Locke and Latham (2002) argue that people perform better when they are committed to achieving certain goals. Through an understanding of the effect of goal setting on individual performance, organizations are able to use goal setting to benefit organizational performance. Locke and Latham have indicated three moderators that indicate goal setting success, the importance of the expected outcomes of goal attainment, and; Self-efficacy – one's belief that they are able to achieve the goals, and Commitment to others – promises or engagements to others can strongly improve commitment.

5.3.2 Contractor selection and financial performance of NWSC
The results indicated that that there is a moderate and statistically significant positive correlation between contractor selection and financial performance of NWSC. (r =.499, P<.0.000). This finding is supported by Hillman (2005) who agrees that contract selection gives the company the value in the visioning and tooling a company to the desired quality. Further Kerzner (1998) argues that contractor selection helps the organization to avoid huge losses in terms of untrustworthy people and frauds while Wideman (1992) suggest that contractor selection should be a continuous process used in all phases of the project. 

Evans and Lindsay (2001) assert that the decision to outsource can lead to competitive advantages for the business. For outsourcing debt collection to be successful, the decision needs to be an informed one. Good, hard and detailed information can help avoid a costly step, one that is not easily reversible. Therefore, for outsourcing to be a success, quick response times to strategic opportunities and threats is essential. Effective management of the outsourcing relationship is also important. The decision to outsource should address the critical role of information and processes in the organization including the role that system plays. If an entire function is to be outsourced, sufficient provision should be made in the outsourcing contract to deal with the current and future requirements of the organization. Special attention should be given to the potential need for innovative solutions to be provided by the outsourcer and to the timing of these actions.
According to Gibbons (2005), the specific needs of the organization should be matched with the supplier’s ability during negotiations to develop a contract around a shared vision. A cross functional team with members from different decision making levels is required to assess the organization’s needs as well as manage the contract during its execution. Agents should have the financial and technical incentive to help the organization migrate to suitable technology. Supplier performance should be evaluated on the dimension of technical and functional quality. Technical quality includes maintaining the required response time, minimizing system down time, providing error-free services and utilizing leading edge technology. Functional quality is basically about customer service.

Eger, Knudson, Marlowe and Ogard (2002) observe that a successful outsourcing has been demonstrated to provide organizations with a number of benefits, most of which result from improved planning and decision making. Eger et al., (2002) insist that through the emphasis of core functions, an organization is able to stream line its operations by maintaining only those resources considered essential to its mission. They emphasize that because of good planning  and decision making, outsourcing allows firms to expand their market share, pursue new strategic directions and improve overall competitive advantage. As a result, organizations in both the private and public sector have several incentives to explore their outsourcing options.
5.3.3 The effect of contract development on the financial performance of NWSC

The results indicated that there is a strong and statistically significant positive correlation between contract development and financial performance of NWSC. (r =.306, P<.0.000). The study therefore validated the hypothesis that contract development significantly affects financial performance of NWSC. This finding is corroborated by Oldfield, (1997), who states that, contract development must start with the understanding that organizations exist for the purpose of working and assisting each other  and vice versa. He further states that contract development is the process of defining and enhancing which include techniques and methods developed to build company resources. In addition, Oldfield and Santomero (1997) argue that, contract development eliminates risks that face entities, and in so doing, improve business survivability. Contract development ensures that institutions are run in a manner that is consistent with market’s best practices (Meyer and Allen, 1997).

Pettigrew (2009), argue that contract development of organization is based on cognitive systems which help to explain how employees think and make decision. He also noted the different level of culture based on the multifaceted set of beliefs, values and assumptions that determine ways organizations conduct business. 
Eger, Knudson, Marlowe and Orgard (2002), emphasize that the most prevalent reasons for outsourcing are generally to reduce costs and increase revenue. Therefore, customer service capabilities and the cost of services are primary factors in selecting third party providers. The study scholars also addressed the issue of selecting an outside service provider for outsourcing (Boyson, Corsi, Dresner, & Rabinovich, 1999).According to the survey results, gathering information on available providers has been most effectively accomplished through in-house research and professional networks. The study also found that after a provider had been chosen and contracted, the relationship between the organization and the provider was not effectively managed through centralized systems that rely on in- house managers to audit and monitor the outsourcing agreement.

Champsey and Eugene (2011) argue that slow payment has a crippling effect on business; in particular on small businesses who can least afford it. If you don’t manage debtors, they will begin to manage your business as you will gradually lose control due to reduced cash flow and of course, you could experience an increased incidence of bad debt. If customers pay late or not at all (bad debts), the company can wind up with insufficient cash to meet its current obligations. If the average  debt age  is getting longer, or is already very long, the possible challenges could be: weak credit judgment, poor collection procedure, sloppy enforcement of credit terms, Slow issue of invoices or statements, errors in invoices or statement or customer dissatisfaction.
5.3.4 To determine the effect of contract control on financial performance of NWSC
The results indicated that there is a moderate and statistically significant positive correlation between contract control and financial performance of NWSC. (r =.301, P<.0.000). This finding is supported by Kerzner (1998) who argues that contract control helps the organization to avoid huge losses in terms of non performing companies while Wideman (2002) suggests that contract control should be a continuous process used in all phases of the project. 
According to Rene and Rendon (2006), a partnership agreement may be a contract which formally establishes the terms of a partnership between two legal entities such that they regard each other as 'partners' in a commercial arrangement. However, such expressions may also be merely a means to reflect the desire of the contracting parties to act 'as if' both are in a partnership with common goals Therefore, it might not be the common law arrangement of a partnership which by definition creates fiduciary duties and which also has 'joint and several' liabilities.
5.4 Conclusions


5.4.1. Goal setting and financial performance of NWSC

This study has revealed that goals setting process for outsourced contracts is a poor predictor of financial performance.
5.4.2. Contractor selection and financial performance of NWSC
 Lesson learnt from the regression results is that contractor selection is a poor predictor of financial performance of NWSC.
5.4.3. Contractor development and financial performance of NWSC
Contract development is a weak predictor of financial performance of NWSC. Based on the regression results.
5.4.4. Contractor control and financial performance of NWSC
The study findings revealed that contractor control is a week predictor of financial performances in NWSC.
5.5 Recommendations

The study came up with the following recommendations based on the findings and conclusions above;

5.5.1 Goal setting on the financial performance of NWSC 
It is recommended in this study that for NWSC management to drastically improve financial performance it should focus on other factors other than goal setting.  
5.5.2 Contractor selection on the financial performance of NWSC
It is recommended that the management of NWSC consider other factors inorder to enhance financial performance. 

5.5.3 Contract development on the financial performance of NWSC
NWSC management should consider other factors other than contract development. to uplift her  financial health .

5.5.2
Contractor control on the financial performance of NWSC
It is recommended that the management of NWSC as a matter of urgency should consider other factors that may be affecting her financial performance.
5.6 Limitations of the study and future research 
The study had several limitations. The research focused on goal setting, contractor selection, contract development and contract control. Studies in future should extend to strategies and other factors like contractor practices, leadership and supervision, recruitment of their team and development, working conditions, flexible working hours among others. Future researchers can focus on looking at the other factors other than those mentioned and studied.
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APPENDICES

Appendix I: Questionnaire for NWSC staff
Dear Respondent,

I am a graduate student of Uganda Management Institute, pursuing a Masters degree in Management Studies (Procurement and Supply Chain Management). The purpose of the study is to establish the EFFECT OF OUTSOURCING DEBT COLLECTION MANAGEMENT ON THE FINANCIAL PERFORMANCE: A case study of National Water and Sewerage Corporation. You are kindly requested to answer the following questions honestly so as to facilitate this study. The information provided will be purely used for academic purposes and will be treated with utmost confidentiality.

Thank you for your cooperation.

Section A: Back ground information

1. Gender (circle appropriately)

1) Male

 2) Female

2. Age Group

1)20-29

2)30-39

3)40-49

4)50+

3. Level of education

1) Diploma
2) Degree
3) Masters
4) Doctorate

4. How long have you worked with NWSC or been a customer with NWSC?

1) Less than 1 year
2)2-5 years
3)6-10 years
4) More than 10 years

5. Job position

1) Principal Officer
2) Senior Officer
3) Officer


6. In which department do you work? _____________________________________

Section B: Goal setting
Instructions: From question 7 to 13, tick (() on a scale of 1-5 how strongly you agree or disagree with the statements given.

1-Strongly Disagree
2- Disagree
3- Not sure
4- Agree 
5- Strongly Agree

	
	1
	2
	3
	4
	5

	7. NWSC management involves  concerned employees in  outsourcing agents  goal setting sessions
	
	
	
	
	

	8. NWSC management goals set to outsourced partners  are specific to enhance financial performance
	
	
	
	
	

	9. NWSC management goals set to outsourced partners  are measurable to enhance financial performance
	
	
	
	
	

	10. NWSC management goals set to outsourced partners  are clear yet to the point
	
	
	
	
	

	11. NWSC management goals set to outsourced partners  are attainable to deliver on financial performance
	
	
	
	
	

	12. NWSC management goals set to outsourced partners  are arrived after a Consensus  involving both parties
	
	
	
	
	


Section C: Contractor selection

Instructions: From question 7 to 13, tick (() on a scale of 1-5 how strongly you agree or disagree with the statements given.

1-Strongly Disagree
2- Disagree
3- Not sure
4- Agree 
5- Strongly Agree

	
	1
	2
	3
	4
	5

	7. NWSC management considers competency of  contactors a key attribute in contractor selection thus enhancing financial performance
	
	
	
	
	

	8. NWSC management considers compatibility of  contactors key in  contractor selection in respect to their expertise
	
	
	
	
	

	9. NWSC management  has a clear solicitation method  of its contactors to enhance financial performance
	
	
	
	
	

	10. NWSC management  has a transparent solicitation method  of its contactors to enhance financial performance
	
	
	
	
	

	11. NWSC  contactor  selection is done by  a cross functional team
	
	
	
	
	

	12. NWSC management considers innovative solutions to be added by the contactor in that respective project
	
	
	
	
	

	13 NWSC management considers timelines of  contactors in contact selection key to deliver on financial performance
	
	
	
	
	


Section C: Contract development
Instructions: From question 14 to 25, tick (() on a scale of 1-5 how strongly you agree or disagree with the statements given.

1-Strongly Disagree
2- Disagree
3- Not sure
4- Agree
5- Strongly Agree

	
	1
	2
	3
	4
	5

	14. NWSC management considers roles  of  contactors in contact development
	
	
	
	
	

	15. NWSC management considers Performance of suppliers in contact development .
	
	
	
	
	

	16. NWSC management considers responsibilities of suppliers in contact development.
	
	
	
	
	

	17. NWSC management considers PPDA guidelines in contact development.
	
	
	
	
	

	18. NWSC management considers prior experience in contact development
	
	
	
	
	

	19. NWSC management considers company reputation  in contact development
	
	
	
	
	

	20. NWSC management considers financial stability in contact development
	
	
	
	
	

	21. NWSC management considers employee skillset in contact development.
	
	
	
	
	


Section D: Contract control 

Instructions: From question 26 to 31, tick (() on a scale of 1-5 how strongly you agree or disagree with the statements given.

1-Strongly Disagree
2- Disagree
3- Not sure
4- Agree
5- Strongly Agree

	
	
	
	
	
	

	26. NWSC management considers PPDA guidelines are upheld   in contact control
	1
	2
	3
	4
	5

	27. NWSC management considers accountability of contactors  during   contact control
	
	
	
	
	

	28. NWSC management subjects penalties to its contractors once agreed obligations are faulted.
	
	
	
	
	

	29. NWSC management has regular monitoring schedules subject to its contactors 
	
	
	
	
	

	30. NWSC management ensures contractors abide by the agreed compliance rules in contact control
	
	
	
	
	

	31. NWSC management ensures contractors follow processes in contact control to enhance financial performance
	
	
	
	
	


Section E: Financial Performance
Instructions: From question 32 to 35, tick (() on a scale of 1-5 how strongly you agree or disagree with the statements given.

1-Strongly Disagree
2- Disagree
3- Not sure
4- Agree
5- Strongly Agree 

	
	1
	2
	3
	4
	5

	32. Cost efficiency has been achieved by  NWSC  management through outsourcing initiative
	
	
	
	
	

	33. Enhanced productivity has been registered by    NWSC  management through outsourcing initiative
	
	
	
	
	

	34. Timeliness  has been achieved by  NWSC  management through outsourcing initiative
	
	
	
	
	

	35. Customer satisfaction   has been achieved by  NWSC  management through outsourcing initiative
	
	
	
	
	

	36. Quality service provision  has been achieved by  NWSC  management through outsourcing initiative
	
	
	
	
	

	37. Overhead expenses has been reduced  by  NWSC  management through outsourcing initiative
	
	
	
	
	

	38. Core focus by  NWSC  management  has been  arrived at through outsourcing initiative
	
	
	
	
	


Thank you for your cooperation

Appendix II: Interview guide for staff in the Legal and Finance departments

TOPIC: THE EFFECT OF OUTSOURCING DEBT COLLECTION MANAGEMENT ON THE FINANCIAL PERFORMANCE OF NATIONAL WATER AND SEWERAGE CORPORATION

Dear Respondent,

Please kindly spare some few minutes to respond to the following questions. Information received from you is for academic purposes and will be kept confidential. To ensure this, you are not required to identify yourself anywhere on the questionnaire.

1. What is your role in this organization?

2. Please mention some of the activities you outsource in NWSC.

3. When and why did NWSC start to outsource some of its activities?

Part One

To determine the effect of goal setting on the financial performance of NWSC

To what extent does goal setting to debt collection partners affect financial performance of NWSC? …………………………………………………………………………………..…………

Part Two

To determine the effect of contractor selection on the financial performance of NWSC.

What does outsourcing Contractor selection in NWSC involve?

…………………………………………………………………………………..…………

Are you satisfied with the outsourcing Contractor selection process of NWSC? Why?

How has the outsourcing Contractor selection process affected the financial performance of NWSC?

…………………………………………………………………………………..…………

Part Three

To investigate the effect of contract development on the financial performance of NWSC.

How does contract development affect financial performance of NWSC?

…………………………………………………………………………………..…………

Part Four

To determine the effect of contract control on financial performance of NWSC.

What is the effect of contract control on financial performance of NWSC?

…………………………………………………………………………………..…………

Thank you for your cooperation

Appendix III: Interview guide for the debt collectors

Dear Respondent,

Please kindly spare some few minutes to respond to the following questions. Information received from you is for academic purposes and will be kept confidential. To ensure this, you are not required to identify yourself anywhere on the questionnaire.

1. What is your role in this organization?

…………………………………………………………………………………………………

2.How  many years have you worked in organization?

a) Less than 1 Year







b) 1-2 Years


c) Over 2 Years

Contractor selection and financial performance 

2. Are you satisfied with the contractor selection of NWSC management?
3. Is the anyway Contractor selection affect the financial performance of NWSC?

Contractor control and financial performance 

1. Are you satisfied with the way the process is carried out? Why?

2. Is the anyway Contractor control affect the financial performance of NWSC?

Thank you for your cooperation
Goal setting


Participation


Specificity & measurability


Clarity and attainability








Contractor selection


Competencies of contractors


Compatibility to specifications


Clarity & transparency of solicitation method











Quality of service


Cost efficiency


Timeliness


Customer satisfaction





Contract development


Roles and responsibilities


Service level agreements








Contract control


Penalties for failure


Checking schedules


Delivery of intended targets











iv

