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ABSTRACT
The study was about the relationship between outsourcing and service delivery at Airtel Uganda. The study examined how selective outsourcing, total outsourcing and finances relate to service delivery at Airtel Uganda. The study employed a descriptive research design that sampled 225 respondents. However of these only 192 respondents fully participated in the study. These included procurement officers, accounting officers, legal officials, engineers and support employees of Airtel Uganda, outsourced agencies and Airtel customers. Both qualitative and quantitative techniques were used and the data was analysed using descriptive, regression and correlation analysis. From the study it was found that there is a significant correlation between selective outsourcing and service delivery. A relationship also exists between total outsourcing and service delivery and also that there was a relationship between the effect of the availability of finances and service delivery. The findings also indicate that there was a direct and positive relationship between outsourcing and service delivery at Airtel Uganda. This helped the study come to the realization that private organizations in Uganda were delivering services, and these services can enhance customer experience through better quality of service, bring on board the best people/company across the globe to manage networks, get access to latest technology, expertise and processes leading to improved productivity, reliability and affordability. In conclusion outsourcing is the surest way of creating work partnerships that converges the best technologies, infrastructures, systemized operations and the most skilled human resources for a unified goal of delivering services efficiently and effectively. It was also concluded that outsourcing (selective) enables organizations significantly transform their operations in line with the objectives for which a given outsourcing vendor was selected. And that outsourcing (total) enables organizations to concentrate on their core competences and at the same time reach the market with the most efficient and cost effective services guaranteeing continued success. Outsourcing also allows firms (Airtel) to focus energies on grow​ing, serving and retaining their customer base, capitalize on new markets basing on a solid financial base. The study strongly recommends for the adoption of selective outsourcing for its potential in enabling companies focus on their talent and resources so as to improve and expand activities that generate revenue, minimizing the effort spent on maintaining the infrastructure that supports the core of the business, exploiting the skills, technology of some suppliers. The study also recommends that a similar be conducted among public agencies. 
CHAPTER ONE 

INTRODUCTION

1.0 Introduction

The study was about outsourcing and service delivery in private sector organizations in Uganda: a case study of Airtel Uganda. This chapter presents the background to the study, the statement of the problem, purpose of the study, objectives of the study, research questions, the hypotheses of the study, conceptual frame work, the scope of the study, the significance of the study and operational terms and concepts.

1.1 Background to the Study

1.1.1 Historical Background

Outsourcing is not a new phenomenon; man realized the need for outsourcing thousands of years ago, and how it would be impossible for them to fulfill all their needs by themselves, without depending on someone else to serve them. The service provider possessed specialized skills, which enabled him to do the work faster, cheaply and more efficiently. As such in early societies, every man had a part to play: he could be a farmer, a merchant, a soldier or a barber Gamolski, (1988). At the start of the industrial revolution, men of specialized talent were in high demand by financiers and capitalists putting up factories, and would hire them to design and construct factories. 

The great industrial revolution (1750-1900) that took place in Europe provided much impetus to the development of outsourcing. The period saw a manifold increase in the production of goods; the market for them widened and profits were like never before. Many companies began to outsource such activities like accounting, insurance, engineering and legal needs, etc to specialized firms. 

These firms were within the country and not offshore. At this point of time, outsourcing (if it can be called that) was exploitative and ugly. For instance, the Indian farmers were forced to provide raw materials like cotton and indigo for British companies, instead of food crops which were in high demand at the time. The British free trade policy ruined the Indian farmers and weavers resulting in poverty, unemployment, and starvation (Gamolski, 1988). 

Outsourcing during the ancient times and at the outset of the industrial revolution was about gaining access to resources and talent. Mcgab, (2000) claimed that outsourcing was a welcome development as it benefited developing economies by increasing employment and income levels of the workers. The education and skill levels too improved. The governments in these developing countries took care to develop adequate infrastructure necessary for manufacturing companies to maximize profits. 
In line with the above, the Information Technology revolution and improvements in computer technology has played a fundamental role in recent outsourcing history. In fact, during the 1990s, many companies began outsourcing their non-core activities to ease on costs while improving quality of services Mcgab, (2000). The author expounds that outsourced activities included data processing, human resource management, cleaning, catering and accounting etc. All these enhanced profits for their clients who concentrated on the ownership and management of core activities.

Outsourcing today is still about gaining access to talent, and the man power most sought after are men and women possessing highly competitive skills and knowledge, in the production goods and services at the shortest time possible based on mutually agreed compensation standards. 

1.1.2 Theoretical Background

This study was guided by the Transaction Cost Theory (TCT) advanced by Coase, (1937). The theory argues that the cost of transacting business determines what structure is more effective; market or hierarchy set ups.

Resource Base View (RBV) is the other theory which is significant in explaining the boundary of a firm. It is based on the understanding that a firm is a unique collection of assets and resources that could create competitive advantage. The firm’s internal resources are the principle drive of that firm’s profitability and strategic advantage. In respect to service delivery, the TCT addresses issues relating to why firms exist and RBV considers why firms differ (Competitive advantage). 

However, it is also important to consider the inter dependence of both the TCT and RBV approaches so as to understand the outsourcing evolution and relationship between production and governance skills. Acknowledging efficiency motives firms that have increasingly turned to outsourcing in an effort to capture cost savings. In support of the above, the Transaction Cost Theory (TCT) has been the dominant means of explaining outsourcing as an economizing approach whereby cost efficiencies are achieved by assigning transactions to different governance mechanisms. 
Recent research has used the Resource Based View (RBV) to examine the role of specialized capabilities as a potential source of value creation in relationships between firms. Although research in supply chain management has expanded substantially, only limited applications of TCT and the RBV are available, especially in the field of operations management. This study therefore adopted both perspectives to explain conditions leading to strategic outsourcing and service delivery in private organizations in the Ugandan context.  

1.1.3 Conceptual Background

Conceptually, outsourcing and service delivery constitute the broad concepts of the study. According to the Webster New International Dictionary, (1993) outsourcing is an act of a company or organization) to purchase (goods) or subcontract (services) from an outside supplier or source. In other words, it seeks to contract out (jobs, services etc.), or the means of obtaining goods or services from an outside source. 

More to the above, Bucki, (2012) defines outsourcing as any task, operation, job or process that could be performed by employees within an organization on or off-site, but is instead contracted to a third party for a significant period of time. To Mcgab, (2000) outsourcing is the process of contracting an existing business function or process to an independent organization, and ceasing to perform that function or process internally. According to the above definitions, organizations instead of creating and managing their own departments, can utilize the services of other businesses/individuals that specialize in specific areas that an outsourcing organization needs. In this way, the third party business can handle an aspect of a company via its own management since those companies are structured to specialize in such operations.

According to Handfield, (2006) outsourcing can be defined as the strategic use of outside resources to perform activities traditionally handled by internal staff and resources. Sometimes known also as “facilities management”, outsourcing is a strategy by which an organization contracts out some of its major functions to specialized and efficient service providers, who become valued business partners. Companies have always hired contractors for particular types of work, or to level-off peaks and troughs in their workload, and have formed long-term relationships with firms whose capabilities complement or supplement their own.
In this study outsourcing was understood to occur when a company purchases products or services from an outside supplier, rather than performing the same work within its own facilities, in order to cut costs. The decision to outsource is a major and strategic one for most companies, since it involves weighing the potential cost savings against the consequences of a loss resulting from the provision of goods and services by external agents. In view of the above, some common examples of outsourcing include manufacturing of components, computer programming services, tax compliance and other accounting functions. Others are training and customer care services, transportation, human resource functions, catering, cleaning, and payroll services. A relatively new trend in outsourcing is employee leasing, in which specialized vendors recruit, hire, train, and pay their clients' employees, as well as arrange health care coverage among other benefits.

According to Webster New International Dictionary (1993) service delivery is the action that furthers some end or purpose. It is a conduct or performance that assists or benefits someone or something. To this end, service delivery is a combination of capability (to deliver on the promises that were made), people (deliver the work required on time and quality), customers that appreciate what is being delivered, internal organization and a degree of excellence. 
1.1.4 Contextual Background

Outsourcing is an effective cost-saving strategy when used properly. It is sometimes more affordable to purchase a good from companies with comparative advantages than it is to produce the good internally. Currently, because of globalization the trend is towards forming strategic partnerships basing on individual specializations. This means that large companies are ready to outsource even their core activities to specialized service providers in order to improve profitability as well as eliminate non-productive positions or departments. 

Bucki, (2012) points out that there are many reasons why a company may choose to outsource a particular function of its operations. A strong reason to outsource, may involve a shortage of a critical resource. For example employees knowledgeable in certain areas (such as engineers), scarcity of materials i.e petroleum or minerals and a labor force at a level and price that will offset the cost of higher price alternatives among others.

Gartner, (2003) claimed that outsourcing today is an indispensable part of any large organization and almost every activity is being outsourced: - customer service, marketing, IT services, finance and accounting, security and transportation, research and development, as well as human resource management etc. In Uganda, outsourcing is an emerging concept presently adopted by manufacturing and multinational organizations. The most notable are; East African Breweries Limited (EABL), Crown beverages Limited (the makers of Pepsi Cola), Sheraton Hotel, Mukwano Industries Limited and MTN Uganda. These companies are said to outsourcing with the objective to improve capacity, timeliness, quality and cut down costs all of which are key elements to quality service delivery.

The desire to deliver quality service beyond the expectation of the customer is Airtel Uganda’s reason for outsourcing most of its operations in the network and IT department. Airtel outsourced these operations to achieve staffing flexibility, acceleration of projects and quicker time to market, as well as tap into best practices among others. Santanu,  (2011) however, pointed out that outsourcing also comes with various threats to companies some of which could have disastrous consequences, especially in terms of threat to security and confidentiality. 

Companies may also lose management and control of certain business functions, hence being unable to manage the entity as effectively desired. Problems with quality can arise if the outsourcing provider does not have proper processes and/or is inexperienced in working in an outsourcing relationship. Furthermore, some outsourcing providers may work with other customers, hence might not give 100% time and attention to a single company. This may result in delays and inaccuracies in the work output. Going by these constraining factors, this researcher was intrigued to undertake a study into Airtel Uganda’s outsourcing and service delivery amid growing concerns among the company’s customers over its declining network quality, among other complaints.   

1.2 Statement of the Problem

Airtel Uganda has entirely outsourced its network, IT and customer care operations, with the aim of concentrating on core areas of specialization: marketing and sales, as well as improve its technology, efficiency, knowledge transfer and upgrade the structure of the firm. Efforts put in place to enhance outsourcing are continuously associated with poor planning, execution and cultural intransigence among vendors which seem to persistently curtailed improvements in operating costs, customer awareness and network quality at Airtel Uganda. 

Airtel invested a lot in human resource training, reinvestment in new technology, and setting up of new towers across the country among others. Despite of such efforts however, poor network quality persisted. According to a Uganda Communications Commission survey (2011) Airtel Uganda exceeded the maximum (2%) rate of calls blocked or dropped due to network failure, and premature termination respectively. Airtel Uganda registered the highest proportion of blocked calls (15.2%) failing to connect and (3.2%) dropped. The network quality is also characterised by persistent outages, congestion and heavy interruptions that have left subscribers frustrated and the company unable to maximize its potential as well as achieve its promises in terms of timeliness, reliability and profitability.  

If this problem continues Airtel Uganda might lose its valuable customers, impede the company from successfully outsourcing many other noncore operations, as well as undermine much needed changes to ensure that customers get value for their money. The situation is also likely to curtail customer experience and restrain Airtel’s technological advancement and innovation initiatives. This study was therefore undertaken in order to establish the means through which this situation could be averted.

1.3 Purpose of the Study
The purpose of the study was to examine the relationship between outsourcing and service delivery at Airtel Uganda. 

1.4 Objectives of The Study

1.4.1 Specific objectives 

The study was guided by the following specific objectives:

1. To examine the relationship between selective outsourcing and service delivery at Airtel Uganda

2. To establish the relationship existing between total outsourcing and service delivery at Airtel Uganda

3. To investigate the effect of finances on the relationship between outsourcing and service delivery at Airtel Uganda

1.5 Research Questions

The following questions were posed during the study

1. Is there a relationship between selective outsourcing and service delivery at Airtel Uganda?

2. What relationship exists between total outsourcing and service delivery at Airtel Uganda?

3. How does the availability of finance affect the relationship between outsourcing and service delivery at Airtel Uganda?

1.6 Hypothesis of the Study

The study was guided by the H1 hypothesis as below

1. There is a significant relationship between selective outsourcing and service delivery (at Airtel Uganda).

2. There is a significant relationship between total outsourcing and service delivery (at Airtel Uganda).

3. Finances have a moderating effect between outsourcing and service delivery (at Airtel Uganda).

1.7 CONCEPTUAL FRAME WORK
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                                                                       Moderating Variable

The figure above, illustrates the relationship between outsourcing and service delivery at Airtel Uganda. The study investigated service delivery (as the dependent variable) in terms of: timelines, quality of service, cost reduction and profitability. It is the variable of primary interest to Airtel’s fundamental objective to deliver quality services beyond the expectation of the customer. Outsourcing whether selective or total can have various benefits for companies in form of level of expertise, transaction flexibility, cut on total operating costs and investments, improve profitability, tap into best practices as well as eliminate non-productive resources so as to bring about customer satisfaction through service delivery. The availability of finances is however very instrumental to the above process, as the credit worthiness of the firm, accountability and the timely meeting of orders (often achievable through outsourcing) can not only accelerate projects, ensure quicker time to market, retain high caliber professionals that hit the ground running, and knowledge transfer to permanent staff, but also guarantees customer satisfaction through the effective delivery of services. 
1.8 Significance of the Study
Top executives of respected companies believe that well managed outsourcing leads to improved processes, expertise, and technology. This therefore implies that strategic outsourcing provides significant operational and financial benefits. The findings of the study may help identify the gaps that organizations need to fill up in relation to the delivery of quality services, furthermore, the findings of the study will contribute lessons of experience for procurement policy makers in organizations as well as stimulate interest among future researchers on the subject. 

1.9 Scope of the Study
1.9.1 Geographical scope
The study was limited to Kampala Central Division. A purposive sampling method was used to select the different participants from the division. These were selected for the study because they are all Airtel Uganda stakeholders in their respective capacities and experiences. This group also included outsourcing vendors hence the study being comprised of the most knowledgeable participants as far as the subject being investigated was concerned.

1.9.2 Content scope
The main concern of the study was outsourcing and service delivery in private organisations of Uganda, focusing on Airtel Uganda. Outsourcing in this study includes selective outsourcing and total outsourcing while service delivery includes timeliness, reliability, cost reduction and profitability.

1.9.3 Time scope

The study covered a period of three years: that is from December 2009 to April 2012. This period was chosen as the focus of the study because it is during this period that Zain (Airtel Uganda) first outsourced one of its none core operations, by contracting Nokia Siemens to handle its network operations in the country. 
CHAPTER TWO

LITERATURE REVIEW

2.0 Introduction
This chapter presents a review of literature that’s puts into consideration other people’s views and opinions related to outsourcing and service delivery in private sector organizations in Uganda. The different sections of the chapter deal with the relationship between selective outsourcing and service delivery at Airtel Uganda, the relationship between total outsourcing and service delivery, the effect of finances on the relationship between outsourcing and service delivery within the global perspective and in the Ugandan context in particular. 

2.1 Theoretical Review
There are a number of theories that explain the concept of outsourcing. This study was however limited to two theories; Transaction Cost Theory (TCT) and Resource Base View (RBV) theory. The TCT argues that in the course of outsourcing, when the external transaction costs are higher than the internal transactions, the company will grow. Likewise, if the external transaction costs are lower than the internal Transaction Costs the company will be downsized by outsourcing. Ronald Coase set out his Transaction Cost Theory among firms in 1937, making it one of the first (neo-classical) attempts to define the firm theoretically in relation to the idea of substitution at the margin, so instruments of convectional economic analysis apply.

The TCT further asserts that costs of transaction determine what structure is more effective; market or hierarchy setups. When a company tries to determine whether to outsource or to produce goods and services on its own, market prices are not the only sole factor that is to be looked at. According to Chams, (2000), decision makers must weigh up the expertise of a product or service provider and their terms of service/production among others. Managers also pay critical attention to the production and transaction costs associated with executing a transaction within their firms (In-sourcing) verse the production and transaction costs associated with executing the same transaction in the market (outsourcing).

2.2 Outsourcing and Service Delivery

2.2.1 Selective outsourcing and service delivery

The ever narrowing global economy, and advances in communication and technology have brought new opportunities to companies to conduct their businesses more efficiently than in the past. Engagement in the global economy has not only changed the way firms do business, but also improved their existing operational processes. Today, firms can do business either by using their own resources and expertise, or by outsourcing some of their internal functions to external vendors that specialize in certain functions that a particular company may seek.

Outsourcing is defined as the delegation to another party the authority for the provision of services under a business contract that incorporates service-level agreements related to cost, quality, and the timeliness of deliverables. To Kakabadse, (2000) outsourcing is a strategic decision of a company to use an outside organization to perform work that would be typically done within the company. To Murray and Kotabe, (1999) outsourcing is a process that occurs when a company purchases products or services from an outside supplier, rather than performing the same work within its own facilities in order to cut costs.

According to Gilley and Rasheed, (2000) given the diverse nature of business processes a firm has to manage today, it is nearly impossible for a firm to manage all of its processes by solely depending on its own resources. Even if it is feasible, the firm may lose focus and efficiency hence outsourcing some or all of its non-core business processes to enable such a firm to focus on core competencies rather than services that fall outside its expertise. This can not only improve function effectiveness and flexibility by accessing a support network with highly qualified and specialized man power, but also helps firms control their costs and business risks by transforming highly fixed costs to predictable expenditures.

Like traditional selection processes, the outsourcing process includes all the steps of planning, selecting, and managing service providers. In comparison with purchasing or contracting out, outsourcing differs in the strategy that drives it. In general, it is a strategy that allows companies to focus their talent and resources on improving and expanding activities that generate revenue, minimizing the effort spent on maintaining the infrastructure that supports the core of the business while also exploiting the skills, technology of some suppliers to strengthen their core competency as well as maintain their non-core activities Murray and Kotabe, (1999). 

In view of the above, driven by the notion that a single vendor cannot possess world-class capabilities in all areas of business, this has forced many companies to embark on selective outsourcing of multiple vendors. Selective outsourcing involves outsourcing only part of an activity and performing the rest of the activity in-house. Selective outsourcing is generally successful among organizations because it allows companies to perform part of their activities in-house, hence gaining access to the operational knowledge and information required to run the activity. Furthermore, through selective outsourcing, firms can save on capital investments and thus reduce on financial risks Gilley and Rasheed (2000). 

Watson, (2006) claimed that organizations selectively outsource in search of expertise in certain areas of their operations in order to improve their overall performances. However, the increased level of focus on cost reduction, timeliness, reliability and festiveness has elevated several outsourcing companies to a strategic level of value creation and competitive advantage. 

In Uganda, Airtel Uganda, (then Zain) first selectively outsourced some of its core operations by contacting Nokia Siemens Network (NSN) to handle its network operations in Uganda Kisakye, (2009). However, with the advent of Bharti Airtel, the Indian telecom giant that has since taken over Zain Uganda, the company has outsourced: office supplies, travel, catering services, temporary labour, security, printing services and facilities management. In addition Airtel Uganda has most recently decided to outsource part of its core business activities like-promotions in order to increase timeliness, quality and profitability.

2.2.1.1 Level of Expertise and service delivery

Global competitiveness is driving market growth across domains and as businesses expand, the need to focus on core capabilities becomes increasingly critical. Enterprises require the best resources to be devoted across the enterprise as it grows. With outsourcing emerging as an important element of defining and achieving organizational objectives, they also need to be technologically ready to take on the strategic challenges of outsourcing that can fuel enterprise growth. But balancing these business and technology requirements would unnecessarily burden organizational resources (in certain instances). With this in mind, outsourcing is the key to taking care of the high levels of expertise and application needs while enabling organizations concentrate on their business competencies. 

Across domains, outsourcing has become an integral part of organizational processes and growth. Bucki, (2012) points out that total outsourcing is the perfect strategy that would help organizations achieve competence of the highest level. For instance, some organizations may outsource for computer programming and other information technology functions as a way of gain access to new technology and outside expertise. This may be of particular benefit to small businesses, which may not afford hiring computer experts or develop in-house expertise to maintain high-level technology. With outsourcing, small businesses gain access to new technology hence are able to compete with larger companies equitably leading to improved productivity.

Outsourcing, once used mainly for downsizing and cost reductions among large organizations, should be used as a strategic tool to deliver a forceful impact on organizational growth and financial stability. By outsourcing non-essential work, organizations can free valuable resources and focus on areas of competitive advantage. To achieve that result, Hook, (2004) observed that organizations must know their core competencies, the type of work within the organization, and manage the outsourcing process.

In the United States of America, the adoption of outsourcing strategies has spread from national to global. For instance, in 1993, an estimated 85% of all business outsourcing was conducted in the United States for U.S. based companies. Today, nearly half of all outsourcing is conducted beyond U.S. borders. In 1996 it was estimated that American companies spent roughly $100 billion on outsourcing, the projected growth rate then was $300 billion by 2001. The statistics for corporate use of outsourcing implies substantial opportunities for future growth. A survey done by Romagna et al, (2006) found that while nearly 32% of the companies studied were involved in outsourcing, 68% were not. This suggests that there are substantial opportunities for changing the state of competitiveness of both yet to outsource and outsourcing companies.

Hook, (2004) stressed the importance of having innate knowledge of the business and its type of work. According to the author before making any decisions on outsourcing, it is important that the CEO and other key executives understand the business’s core competencies and what gives it the competitive differentiation. 

In support of the above Watson, (2006) pointed out that identifying the corporate core competencies and mapping out the work of the business are the most essential steps in strategic outsourcing. For example, Anthony Alan Foods Ltd a supplier of low-fat cakes and pastries, was set up to capitalize on consumer demand for appetizing, lower-calorie equivalents of popular bakery products. The owners testify to knowing from the outset that they wanted the ability to introduce new products quickly and to diversify into other food sectors. It is claimed that Anthony Alan Foods Ltd’s expertise lay in product development, food technology and marketing, rather than production. As a result the company partnered with other bakeries, hence concentrating on core skills and having flexibility to introduce new products quickly as well as react swiftly to customer demands. These are major competitive advantages. 
In line with the above Santanu, (2001) observed that companies in the telecommunications industry are increasingly turning to outsourcing companies to impart their expertise on improving the quality of customer service. Bharti Airtel, (including all its affiliated country offices in Aisa and Africa) is using well established methods in outsourcing to implement changes in processes that can improve customer experiences while also cutting out waste among others. This has helped in creating efficiency and savings for telecom service providers, as well as provided the best services to subscribers. 

Putting the above aside, outsourcing rises concerns among many companies over how much control they could have after trusting their operations to 3rd parties. Other organizations seem to worry about becoming too dependent on one or two suppliers, which could harm their business existence. Against this background, a study was undertaken to unearth the influence of the outsourcing on service delivery in private sector organizations in Uganda. 

More to the above, firms also have the possibility to outsource various tasks to companies specialized in staff recruitment, software development to external IT engineers, after sales services to call center service providers, and the cleaning of offices to cleaning companies. 

Closely related to the above, one important aspect of this new trend is that, contrary to the outsourcing of material inputs which involves indirect trade in tasks, service outsourcing involves direct trade in tasks thus leading to an emergence of more specialized firms. Indeed, the production of an intermediate good involves a whole production process in itself and implicitly a wide range of tasks, but providing a service only involves the performance of a few tasks strongly related to the specific service type. There is a strong believe that this is related to one of the fundamental ideas by Adam Smith 1776.

Smith argued that production becomes more efficient when labour is divided such that workers focus on specific tasks instead of each worker performing all the tasks involved in the production of one unit: “The greatest improvement in the productive powers of labour, and the greater part of the skill, dexterity, and judgment with which it is any where directed, or applied, seem to have been the effects of the division of labour.”

Kakabadse, (2000) pointed out that business managers must be focused on the areas in which companies have competitive advantages. Having other suppliers in charge of supporting goods and services allows companies to concentrate on those activities in which they can establish distinctive core competence. By doing so, it allows companies achieve economies of scale, thus producing goods or services more efficiently while improving quality through the application of specialist knowledge. In turn, the achievement of scale economies and quality improvement not only promotes the company’s competitive advantage, but offers the customer access to the most efficient products and services. 

A study by Vadlamani, (2009) showed that Bharti Airtel is the leading telecom player in India and it gained this status by focusing on its strong points. Bharti Airtel also knows who the expert is when it comes to building reliable IT systems. To this effect, Airtel partnered with IBM to scale up its IT and customer care operations as well as stayed ahead of the competition. In the same vine, Airtel Uganda sought for the expertise of Nokia Siemens to handle its network maintenance tasks, an initiative that seems to have yielded much dividends for the company. 

Bharti Airtel operates in all the 23 circles of India, expanding to Sri lanka and Africa Vadlamani, (2009). As a result, the company has gaining 50 million customers on the African continent in a period of less than 3 years. In Uganda Airtel boosts a customer base of over 3.7 million customers, up from 1.3 million owned by Zain Uganda. Such success is attributed to highly effective outsourcing strategies. Vadlamani, (2009) further explains that Airtel faces various pitfalls. However, the company cuts costs by outsourcing many of its operations and scales up faster than its competition. It has achieved great mile stones with the help of IBM especially in India, which knows better than any in dealing with a company growing exponentially.   

Going by the above therefore, this researcher argues that service outsourcing facilitates the “division of labour” between firms and therefore has the potential to generate large productivity gains for individuals, their companies and national economies. In Uganda the outsourcing phenomenon has not taken root as would be expected. Many private organizations are still just trying it or are observing others. But to companies like Airtel Uganda, Outsourcing seems to be gaining even greater momentum, which intrigued this researcher to undertake a study, so as to find out the explanations to this situation.

Over the last 20 years or so, as global barriers fell and telecommunications and information infrastructure increased, it has become easier and cheaper to outsource some organisational functions. And to achieve this companies have to be very innovative, so as to oversee a successful outsourcing. According to Stephanie, (2007) organizations that want to innovate, and own innovative people, cannot have those same people doing day-to-day office work. The author claims that creative people are hard enough to find, thus organizations cannot afford to allow them to get bored along the way. Leavy, (2001) in a study of American companies noted that Google has built a $10 billion business in eight years through pretty amazing innovations. 

Back to the early 1980s, the IT industry was dominated by a small number of manufacturers, like IBM and DELL which controlled the key technologies of the day in both hardware and software. However, the emergence of telecommunications and the personal computer has witnessed the growth of the sub-supply sector and gradually contributed to the emergence of independent service providers specialized in many non-core business operations like construction, maintenance, and distribution. 

Not to be left out, industry leaders like Dell and Cisco, now use extensive outsourcing to remain head of their competitors. Leavy, (2001) shows for instance that Cisco outsources most of its manufacturing and much of its product development. All of Dell's software and non-assembly hardware are provided by outsiders. Dell has no plants for making microchips, printed circuit boards, keyboards or monitors. It takes orders directly from customers and uses third parties for distribution and servicing. Its value proposition is focused on the provision of quality innovative marketing strategies, aided by customization and responsiveness at prices that competitors cannot match.  

Agrawal, (2003) stated that outsourcing improves organizational competitiveness, because outsourced companies excel at what organizations are outsourcing, have deep roots and smart people in that kind of work. They also have an excellent track record of responding to client needs and are always creating/and inventing customer oriented products and services. Agrawal, (2003) gives an example of an outsourced company that specializes in information security, aided by having the best and brightest labor force to innovate in the field of information security, and in ways that no other company can. Vadlamani, (2009) revealed that Bharti Airtel decided to focus on cost reduction as well as prepare itself for explosive growth. More than the cost reduction, Bharti Airtel wanted to ensure that it builds a world class network and still be able to focus on the core, i.e. the customers. As such the company came up with very innovative measures to achieve this, and has as a result registered tremendous success. 

It is said that Bharti Airtel realized pretty early that network maintenance is not among its core functions and yet it needed to focus on customers by providing them a reliable, affordable and best in class service experience. To be able to do this, Bharti Airtel needed more resources and was unsure of the results due to lack of expertise in this area. Bharti therefore came up with innovative ways to manage the network better. Ericsson and Nokia Siemens were entrusted with this responsibility. The results of that decision have seen Bharti Airtel become a leading telecommunications company with operations in 20 countries across Asia and Africa respectively.  

The company ranks amongst the top 5 mobile service providers globally in terms of subscribers. Bharti Airtel had over 246 million customers across its operations at the end of February 2010 Vadlamani, (2009). In Africa Airtel has over 50 million and in Uganda over 3.7 million customers respectively Kisakye, (2009). Today the company offers its customers some of the most inventive and technologically advanced services. For instance the company offers 2G, 3G and 4G mobile services, fixed line, high speed broadband through DSL, IPTV, DTH, enterprise services including national and international long distance services among others.

However, despite its potential benefits, a firm’s decision to selectively outsource may not be straightforward because of the potential risks involved, such as loss of control on outsourced activities, sharing critical company information with third-parties, dependence on a 3rd party whose operations may not be transparent, lack of knowledge on outsourcing process if the firm has not outsourced before, and existing organizational cultures that may resist change. But given the scale and popularity of selective outsourcing among firms today, it is not surprising that selective outsourcing has a significant and almost immeasurable effect on organizational performance. As such quantifying the impact of selective outsourcing on organizational performance can not only help corporate managers make effective decisions on outsourcing, but also shed light on the prevailing debate over outsourcing among private organizations in countries like Uganda.

The case of Bharti Airtel is not only interesting, but inspiring as well. At Airtel Uganda the trend is more or less the same. However, of recent there have been growing concerns (complaints) over the quality of the company’s network. And this is despite outsourcing network maintenance to Nokia Siemens two of the best players in the mobile telecommunications industry. This study was therefore undertaken with the desire to find out the reasons behind this disheartening situation.  
2.2.1.2 Level of transaction flexibility and service delivery

Outsourcing, in its early days, seemed possible only by larger companies which farmed out many low-end business processes. Since then, outsourcing has become more of a norm than an option. Apart from cost savings, outsourcing is seen as a strategic move that can allow businesses to gain a competitive advantage. Outsourcing has opened up opportunities for organizations to utilize skill sets and expertise that they normally would not be able to access without large investments. It has also become a savior to startups and small businesses which have to work with modest capital. At the lower end of the spectrum, outsourcing back-end jobs such as data entry/processing, customer support, payroll processing etc. has helped organizations save a staggering amount of money. Now, there are service providers across the globe who specialize in simple back-office services and these have brought much needed relief to organizations, giving them the flexibility to transact daily operations more efficiently and effectively especially to the consumer. 

Guglielmo, (2003) noted that as a company grows, administrative functions also grow. Managing back-office operations and administrative functions consumes time and energy out of any organization. Outsourcing gives companies the flexibility and relives them the management of non-core functions, by focusing only on their core competencies. Various organizations have benefited from outsourcing, by transacting business more flexibly and have had more time to grow their businesses. 

Furthermore when certain functions are outsourced, companies also do away with the risks associated with running that particular function. For instance, if payroll management is eating up enterprise operational time and money, outsourcing it gives the organization the freedom to focus on other activities. Outsourcing also provides companies access to skilled resources at lower costs, with the additional benefit of not having the burden of managing them directly. This is supported Shermach, (2003) who expounded that finding skilled resources is one of the biggest challenges faced by companies today, not to mention the investment required to train employees and the attendant infrastructure required, which can rapidly drain funds. 

Besides the above, there is the issue of others outsourcing to achieve greater financial flexibility, since the sale of assets that formerly supported an outsourced function can improve a company's cash flow. A possible pitfall in this however is that many vendors demand long-term contracts, which may reduce flexibility especially in selective outsourcing contracts. With the above in mind, it raises the question: did Airtel Uganda out source some of its operations due to lack of expertise, or was it a result of concentrating on its core activities for better profitability and growth. How does this affect Airtel’s competiveness in the long run? It was in the attempt to answer such questions that this study was undertaken.

2.2.2 Total outsourcing and service delivery

According to Murray and Kotabe, (1999) total outsourcing is the process of outsourcing 100% of a business’ operations to an outside vender. Bravard and Morgan, (2006) claim that total outsourcing involves transferring more than 80% of an organization’s functions to a vendor. Total outsourcing increases profitability and reliability. It is also possible that total outsourcing companies increase their liquidity through injection of cash from liquidation of redundant assets or proceeds from assets transfer to the service provider.

Klepper and Wendell, (2008) illustrated that total outsourcing is a major undertaking and no organization should do it without considerable thought. In-fact, organizations that enter into total outsourcing arrangements must spend considerable time, effort and money analyzing the deal before entering into contract with any vendor. In other words, organizations entering total outsourcing arrangements should never undertake it lightly.

Kisakye, (2009) in a report on Airtel Uganda mentioned that the entire management of Airtel networks has been outsourced to Nokia Siemens and Eriksson, IT and Customer care to IBM, payroll to Deloitte, all its cleaning services outsourced to Dream Clean Executive Cleaners, and all its catering services to Sunset Restaurant. This was done to achieve increase profitability, timeliness and deliver quality service to its stakeholders, employees and customers most importantly. Furthermore, companies have increasingly turned to total outsourcing in order to reduce costs and improve service delivery. In Uganda however, outsourcing has yet to be fully practiced as in others economies of the world. Today only a few local organizations are outsourcing, and none seems to have totally outsourced its operations. 
2.2.2.1 Total operating costs and service delivery
Quinn, (2001) claimed that extensive outsourcing is becoming more and more compelling, across the commercial spectrum. Indeed when properly developed, outsourcing (total outsourcing) substantially lowers costs, risks and fixed investment while greatly expanding flexibility, innovative capabilities, and opportunities for creating higher value-added and shareholder returns.

Companies that decide to outsource do so for a number of reasons. The primary reason is to achieve cost savings or better cost controls over the outsourced function. Elmuti et al, (1998) pointed out that companies usually outsource to a vendor that specializes in a given function and performs that function more efficiently than the company. It is said that on average outsourcing companies realize a 9% cost/expenditure savings and a 15% increase in capacity and quality after outsourcing. Another common reason for outsourcing is to achieve headcount reductions or minimize the fluctuations in staffing that may occur because of changes in demand for a product or service.
In line with the above, every company has limits on the resources it can call upon. The constant challenge is for companies to ensure that these limited resources are directed towards the most important activities. Outsourcing therefore enables organizations redirect resources from non-essential activities towards more essential activities, hence generating bigger rewards and ensuring that services are delivered to customers. 

In a nut shell, companies that outsource an entire activity (total outsourcing) tend to be constrained in their ability to control the supplier because it creates a dependence situation. This means that companies adopting total outsourcing lack sufficient levels of expertise in-house to control or manage their supplier, bearing in mind that vendors always have superior levels of expertise. Furthermore, total outsourcing can have very sever consequences if not done the right way. A considerable sum of money is also involved, not to mention the long term contracts entered into that tier companies to suppliers risking flier. It is also said that suppliers may charge excessive fees for services that are not included in the contract. 

Given the ever growing prominence and benefits associated with outsourcing in developed economies, a question arises as to why outsourcing is lagging behind and its adoption taking such a slow process in Uganda? Even more worrying is that profit driven private organizations in Uganda have not fully adopted it. Bhrati Airtel/Airtel Uganda on the other hand has registered tremendous success out of outsourcing in other markets, although it remains unclear if the same success levels will be maintained in the Ugandan market. As such, it was the intention of this researcher to establish the effect of total outsourcing on Airtel Uganda.

2.3 Finances and Service Delivery
Outsourcing has helped many organizations cut costs, with the sole aim of delivering services effectively to their clients. A new transformational approach to outsourcing demonstrates how a deeper and more substantive organization/provider relationship (built on the availability of finances) can lead to high performances and generate a wide range of intangible benefits well above and beyond simple cost cutting. Manmohan, (2012) stated that outsourcing is predicated on the understanding (shared by business and vendor alike) that such arrangements entered into require quality service in exchange for payment. Paying for a business service creates the expectation of performance. 

In tendon with the above, the availability of finances results into a greater ability to execute more effectively the organization growth strategy whether it is based on outsourcing strategies or internal expansion. Finance availability is at the heart of any business, and growth initiatives must be tightly linked to this function in order to succeed.

2.3.1 Timely orders and service delivery
Flows, (1998) claimed that processing client’s orders is a critical function in any sales cycle. Completing customer orders in a timely manner is one of the things that strengthen client relationships and helps build new ones. No matter whether it is a service or physical product, the speedy fulfillment of sales orders gives a competitive advantage to any enterprise and total satisfaction to the final consumer. 

Flows, (1998) further states that whether selling products or providing services, it necessary to process customers’ requests quickly. This can be a challenge when the volume of orders is difficult to process using limited financial resources. Consequently, this could lead to heavier managerial burden over staff, stressful situations for the whole team and may result in dissatisfied customer, due to delays, and below standard service provision. In outsourcing organizations/customers are exposed to a wide range of suppliers offering similar products and deals. In such a competitive environment, those offering better customer service, faster order processing and the timely delivery of services will eventually increase and maintain their customer base.

In support of the above, outsourcing can undoubtedly bring tremendous benefits to organizations. In the case of order processing specifically, organizations can strengthen relationships with existing clients and easily build new ones by providing a constant and efficient service that deals with the timely processing of orders. Bharti Airtel realized this quite early and it is the foundation of the company’s success in the various regions of its operation. In support of the above, Rastogi, (2010) claimed that [image: image1.png]
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Airtel is one of the leading telecom companies in the world with its services spanning over 19 countries in Asia and Africa with over 140 million subscribers by 2010, compared to the European giant Vodafone’s 111 million subscribers. 

2.3.2 Accountability and service delivery 

According to Mcgab, (2000) accountability is the acknowledgment and assumption of responsibility for actions, products, decisions, and policies, within the scope of the role or employment position encompassing the obligation to report, explain and be answerable for resulting consequences. The standard of assessment for accountability is the responsiveness of service providers to a body of customers and provision of quality service. By the 1990s, top executives in North America and Europe confirmed to outsourcing at least one function of their organization Quinn, (2001). Some business leaders took outsourcing even further by forming partnerships with other companies and outsourcing more than just a few tasks. Today, outsourcing relationships have evolved from one-dimensional contracts based on cost savings to multidimensional partnerships that support the core business of client corporations. The trend is for outsourcing relationships to function more and more like partnerships. Outsourced service providers are taking increasing responsibility in realms that have traditionally remained in-house, such as corporate strategy, information management, business investment, and internal quality initiatives.

At Bharti Airtel, the trust that was invested in IBM has been repaid, leading to greater success for both companies. It is said that Airtel outsourced its operations to IBM which started at $750 million, but has now reached $2.5 billion Vadlamani, (2009). As a resulted Airtel Uganda has outsourced many other functions to various vendors, including Nokia Siemens and Eriksson, IBM, Deloitte and Dream Clean Executive Cleaners among others. All these outsourced companies seem to be undertaking their responsibility effectively hence helping Airtel concentrate on marketing resulting into to the huge success registered by the company both internationally 140 million subscribers and locally 3.7 million subscriber respectively. 
2.4 Summary of the Literature Review

Efficiency in outsourcing is important in ensuring that value for money is obtained by all stake holders. Outsourcing strategies must also appear very prominently in the way that companies conduct these processes for the delivery of quality services to the end user. As such there have been calls for outsourcing to be part of an organization’s corporate strategy and organization managers should ensure that all employees are well aware of such a situation. It should also be noted that, a combination of in-sourcing, outsourcing and availability of finances play a big part in the provision of quality services.

However, as Barr, (2000) pointed out, reducing costs alone is not reason enough for companies to outsource. Other relevant reasons could include; improving quality of service and management, focusing more on the core competencies of an organization, gaining access to new technology and skills, reducing headcount and enhancing the organization's capability to develop new products and services. With the above in mind, outsourcing companies are also constrained in various ways most noticeably their in-ability to control the supplier, where by a lack of sufficient expertise may leave outsourcing companies unable to control or manage their suppliers. As a result, the objective to quality services is not realized and at the end of the day, the consumer is offered services that hardly meet their expectations.    

CHAPTER THREE

METHODOLOGY

 3.1 Introduction 

This chapter outlines the research methodology that was used to conduct the research. It constitutes the research design, study area, study population, sample size and selection, data collection methods, the research procedure, validity and reliability, measurement of variables, data analysis and data presentation techniques. 

3.2 Research Design

The study was conducted using a descriptive research design as recommended by Amin, (2005). According to the scholar, the method involves observing and describing the behavior of a subject without influencing it in any way. The research design was adopted for this study because of its ability of obtaining a general overview of a subject. It was also used because of its suitability at judging the habits of respondents. 

The study mainly took a quantitative approach, despite the fact that there were some aspects of a qualitative nature. The qualitative aspects of the study aimed at obtaining data expressed in non numerical terms Amin, (2005) while the quantitative aspects aimed at measuring and analyzing variables with statistical procedures Bakkabulindi, (2008). Besides the above, the quantitative approach in this study involved correlation analysis in order to relate outsourcing and service delivery.
3.3 Study Population

The study population comprised Airtel Uganda staff members, outsourced vendors and Airtel customers in Kampala District. However, due to time limitations in terms of reaching all respondents, correcting and analyzing results and presentation of data, cost and other constraints, the researcher adopted sampling in order to save on such resources. As a result the study was carried out on part of the target population, which was more accessible and this became the accessible population. These were (5) procurement officers, (5) accounting officers, (5) legal officials, (5) engineers and (97) other Airtel employees. The researcher also targeted (5) contracted managers, (10) of their employees and (181) members of the public giving a total of 225 as the sampled population. These respondents were considered to be representative of Airtel Uganda’s outsourcing in terms of experience, implementation and consumption.
3.4 Sample Size and Selection

Employees at Airtel Uganda were selected for participation in the study basing on their experience and knowledge of Airtel’s outsourcing strategies. The study also included both the (direct and indirect) Airtel customers from among the general public who were randomly selected to participate in the study. These were chosen due to their capacity as royal customers and beneficiaries of Airtel Uganda’s products and services. Likewise, the study sampled outsourced vendors, who were included for their capacity as service providers.  
3.4.1 Sample size
Of the targeted population 549 respondents, Krejcie & Morgan (1970)’s Table of Sample Size Determination, suggests a minimum sample size of 225 members and that is what was considered in this study.

Table 1a: The sample size 

	Category
	Target population
	Sample size
	Sampling Technique

	Procurement officers
	5
	5
	Census

	Accounting officers
	5
	5
	Census

	Legal officials
	5
	5
	Census

	Engineers
	5
	5
	Census

	Managers of contracted companies 
	5
	5
	Census

	Employees from the contracted companies
	10
	10
	Census

	Other Airtel employees 
	130
	97
	Simple Random sampling

	Airtel subscribed and unsubscribed  members of the public
	384
	181
	Simple Random sampling

	Total 
	549
	225
	Krejcie & Morgan


The above table shows the respondents targeted to take part in the study. A total number of 549 respondents as indicated above were targeted to participate in the study. 

3.5 Sampling Techniques and Procedure

The study employed both census, purposive and simple random sampling technique to select the sample. The purposive sampling technique refers to sampling where the researcher decides who to include in the sample. It was mainly used to collect specific information from people engaged in/or knowledgeable about Airtel Uganda’s operations and its outsourcing strategies were randomly picked to avoid any form of bias or discrimination. Simple random sampling was used to collect general information from the other respondents targeted for participation in the study. It was chosen for this research because it gives various stakeholders an equal chance of participating in the study.

3.6 Data Collection Methods
Both primary and secondary data sources were used. Primary sources involved getting data from the field, while secondary data sources entailed getting data from documentary sources (i.e journals, textbooks, and the internet). The researcher also employed questionnaires and interview guides as supported by Yuko and Onen (2005). Documentary reviews were used to obtain data on service delivery, which supplemented field findings. 

3.6.1 Questionnaire Survey

A questionnaire is a carefully designed instrument for collecting data in accordance with the specifications of the research questions and hypotheses. It consists of a set of questions to which the subject responds in writing, Amin, (2005).

Questionnaires were used to gather views, opinions, perceptions and feelings. Such information could only be collected through the use of questionnaires Yuko and Onen, (2005). The targeted sample size was also quite large (549) and given the limited time the researcher had to complete the study, questionnaires were deemed the ideal tool for data collection. The targeted population was largely literate hence was not expected to find any difficulties in responding to questionnaires. 

3.6.2 Interviews

According to Enon, (1998) interview is a method of discussion between the researcher and the subject. The study employed structured questionnaires to collect information from respondents, invited for participation in the interviews. The researcher recorded their responses on answer sheets hence capturing their perceptions regarding out sourcing strategies and service delivery in private sector organizations of Uganda and to get a diversity of views.

3.7 Validity and Reliability
According to Amin, (2005) validity refers to the appropriateness of an instrument while reliability refers to its consistency in measuring whatever it is intended to measure. 

3.7.1 Validity of instruments
A research instrument is said to be valid if it accurately measures what it is supposed to measure. In this particular study, validity was established through content validity which focuses on the extent to which the content of the instrument correspond to the contents of the theoretical concept it was designed to measure Siegle, (2004). In this study the researcher ensured content validity of the research instruments by ensuring that questions or items in it conformed to the study’s conceptual framework. 

Relevance, wording and clarity of the questions or items in the instrument were also evaluated by both the researcher and his supervisors. The instrument items were edited and computed to generate their CVI (Content Validity Index) of at least 0.70 (Siegle, 2004). Stated as: 


             CVI  =  

Where n  =  Number of items rated as relevant. 

           N = Total number of items in the instrument. 

Items with a validity of at least 0.70 are accepted in research as valid Siegle, (2004). In this study a CVI of 70% was obtained.  

3.7.2Reliability of instruments
To ensure reliability of the instrument, a pilot study was conducted at two Airtel Uganda customer care centers on Ben Kiwanuka Street and Wandegeya among Airtel employees and contracted agencies. Their responses were content analyzed to ensure reliability. This is because reliability in the traditional sense is better expressed as “dependability” or “consistency” of an instrument Guba and Lincoln (1989). Reliability analysis scale (Alpha co-efficient) was established to measure reliability. The following formula was used:

                     = K      

                      K-1

    = Alpha coefficient 

K = Number of items in the instrument 

Σ = Sum 

SD²i = Individual item variance 

SD²t = Variance of total score

The instruments were found to be valid in this study at 0 .9110 and there were few adjustments to improve them. The researcher used Alpha co-efficient because of it’s being easy and automatic to apply. It also fits a two or more point rating scale, such as that used in this study’s questionnaire of a five-point likert scale.

3.8 Procedure for Data Collection

The study observed all procedures often followed in research. The researcher obtained an introductory letter from the Uganda Management Institute that introduced him to the various authorities from where the study was conducted. The researcher introduced himself to every individual respondent, fully explaining the purpose for which the study was being conducted. After getting their consent, he distributed the data collection instruments. The researcher also built rapport hence gaining the confidence of the respondents by assuring them that their views will be treated with all due confidentiality and were to be used only for academic purposes.

3.9 Data Analysis

The researcher entered and edited quantitative data using SPSS statistical programme. Frequency distribution and test tables were presented. Hypotheses were analyzed with Pearson’s correlation coefficient using the computer. This was because the correlation measures the relationship between two or more variables based on cause and effect.
For qualitative data, all collected data was sorted by checking for any errors, grouped into themes and analyzed in accordance with the research objectives. While analyzing qualitative data, conclusions were made on how different themes/variables were related. Data was analyzed by frequency counts and computation of percentages.
Statistical analyses for the study involved both descriptive and inferential statistics. The relationship between out sourcing and service delivery was analyzed using Pearson Product Correlation coefficients because changes in outsourcing leads to changes in service delivery among various privately owned organizations. Therefore examining the relationships between outsourcing and service delivery was analyzed using person coefficient tests the researcher needed to establish the relationships among the different variables of the study.
3.10 Measurement of Variables

The variables were measured by defining concepts. For instance, the questionnaire was designed to ask for responses about the relationships between outsourcing and service delivery. These were channelled into observable and measureable elements to enable the development of an index of the concept. A five point-likert scale namely strongly agree, agree, not sure, disagree, and strongly disagree were used to measure both the independent and dependent variables. Socio-economic features like the age, gender, education levels, and duration of work as an employee or service provider were measured at nominal ordinal, internal and ratio scales depending on a particular variable. 

CHAPTER FOUR

PRESENTATION, ANALYSIS AND INTERPRETATION OF RESULTS

4.0 Introduction
This chapter presents results of a study that examined the outsourcing and service delivery in private sector organizations of Uganda. The study was an assessment into how outsourcing affects service delivery. The objectives of the study were to examine the relationship between selective outsourcing and service delivery at Airtel Uganda, to establish the relationship existing between total outsourcing and service delivery at Airtel Uganda and to investigate the effect of finances on the relationship between outsourcing and service delivery at Airtel Uganda. 

4.1 Response Rate
The overall study response rate was 70% obtained from a total of 225 respondents that were selected for participation in the study. However, due to various reasons only 192 respondents took part in the study by returning fully answered questionnaires, including the respondents that attended interview sessions from start to finish. Out of the 192 respondents, 24 were key informant interviewees. 

A combined percentage of 30% from both questionnaires and interview participants were eliminated due to inconsistencies with the other participants hence were not considered as part of the study. From the above therefore, the number of respondents used to test the hypothesis was 168 (70%). 

4.2 Social Characteristics 
The results of this section are derived from the questionnaires administered to the respondents. Insight into the respondents’ background and characteristics was found to be vital for the purposes of making reliable interpretation and conclusions. The background information on respondents in this section included gender, age, education, and duration at work as summarized in the following tables.  

4.2.1 Distribution of the respondents by gender at Airtel Uganda
The study sought to establish the gender of the respondents. This information was gathered using a questionnaire administered to the respondents. The findings are presented in table 1 below.

Table 1: Respondents by gender at Airtel Uganda (N=168)

	Respondents gender
	Frequency (f)
	Percentage (%)

	Male
	69
	41.1

	Female
	99
	58.9

	Total
	168
	100.0


According to the table 1 above, majority of the respondents were females 99 (58.9%) of all the respondents, while only 69 (41.1%) were males. From the above, it can be said that outsourcing as practiced at Airtel Uganda has more females involved in various capacities, in comparison to males. This could be due to the fact that females are more service oriented than men, as such are more easily employed by services providing companies like Airtel Uganda. This implies that firms engaged in outsourcing activities are more strategic in service delivery particularly in terms of eliminating gender based biases among others. The results also indicate that outsourcing has given the female gender more expressive roles in service delivery as compared to their male counterparts.   

4.2.2 Distribution of the respondents by age at Airtel Uganda
The study sought to establish the age difference of the respondents. This information was obtained using a questionnaire administered to all respondents. The study findings are presented in the table below. 

Table 2: Respondents’ Age distribution at Airtel Uganda (N=168) 

	Age
	Frequency (f)
	Percentage (%)

	18 – 27
	10
	6.0

	28– 37            
	114
	67.9

	38 -47           
	37
	22.0

	48-57


	4
	2.4

	58+
	3
	1.7

	Total
	168
	100.0


Table 2: above shows the different age categories of the respondents. Analysis of the results reveals that majority 114 of the respondents were aged between 28-37 years. They constituted (67.9%) of all the respondents that took part in the study. This results indicate that most 114 private service providing organizations, outsourced vendors, Airtel staff and subscribers are predominantly young middle aged men and women who are highly energetic, motivated and have positive work ethics which are vital ingredients in service delivery. The findings imply that the future trends of outsourcing in Uganda and Airtel in particular are promising, bearing in mind that both service providers and beneficiaries are composed of relatively young people, who will provide labour and market for the various outsourced services. The results also indicate that outsourcing firms should have service delivery mechanisms that address the interests of mixed age groups in terms of innovation and sustainability of the services being supplied among others. 
4.2.3 Responses by highest level of education at Airtel Uganda
The study also sought to identify, the different educational levels attained by the respondents. This information was obtained through a questionnaire administered to the respondents. The findings are summarized in table 3: below.   

Table 3: Responses by highest level of education at Airtel Uganda (N=168)

	Responses by highest level of education
	Frequency (f)
	Percentage (%)

	Diploma
	24
	14.3

	Degree
	92
	54.8

	Post –graduate
	38
	22.6

	Others
	14
	8.3

	Total
	168
	100.0


Table 3: shows that most of respondents 92 (54.8%) possessed a bachelor’s degree. The study learnt that having some form of education (in this case a university degree) is paramount in the management and functioning of the various outsourcing activities. Telecommunication services (like those provided by Airtel Uganda) are easily utilized by educated people. Likewise the success of outsourcing will depend very much on well educated and informed people, due to the fact that most outsourcing activities and services are technical in nature, thus requiring highly knowledgeable, skilled and enlightened individuals to utilize, implement and deliver services efficiently. The study also suggests that education influences outsourcing firms acquire the right people, with the right skills, improves innovations and marketability, as well as enhance competitive capability among companies etc.  

4.2.4 Responses by duration at work at Airtel Uganda
The study also aimed at finding out, the duration for which the respondents had worked for their respective organization. This information was collected by the use of a questionnaire, and the findings are summarized in the following table.

Table 4: Responses by duration at work at Airtel Uganda (N=168)
	Duration of work
	Frequency (f)
	Percentage (%)

	Below 5 years           
	13
	7.7

	6-10 years
	50
	29.8

	11-15 years
	39
	23.2

	16-20 years
	33
	19.6

	Above 20years 
	33
	19.6

	Total 
	168
	100.0


The table above is about the responses by duration of work of the different stakeholders. The findings show majority respondents 50 (29.8%) had been in their line of work a duration of 6-10 years. It was also revealed that the least number of respondents 13 (7.7%) had in their respective occupations for a duration of less than 5 years. According to the above results, most respondents have not been service providers or direct beneficiaries of outsourcing initiatives for a long duration of time, which is further supported by the age and educational statistics stated earlier above (showing a relatively younger generation predominating in outsourcing and service delivery). The findings imply that Airtel Uganda and her partners are not only employing a younger workforce, but also their clients for whom quality service delivery is a priority are generally young.

4.3 Descriptive statistics based on study research questions 
This was aimed at finding out the relationships between outsourcing and service delivery in private organizations. In this section the findings of the study are presented in line with the research questions as follows: is there a relationship between selective outsourcing and service delivery at Airtel Uganda?, what relationship exists between total outsourcing and service delivery at Airtel Uganda? and how does the availability of finance affect the relationship between outsourcing and service delivery at Airtel Uganda?. The results are presented in descriptive statistics, followed by correlation and regression analysis statistics respectively.

4.3.1 Research Question number one: Is there a relationship between selective outsourcing and service delivery at Airtel Uganda?

The findings to this research question were gathered through questionnaires, observation check list and documentary reviews. Selective outsourcing as indicated in the conceptual framework consisted of level of expertise, and level of transaction flexibility. Descriptive statistics for each of these indicators are first presented.  
4.3.1.1 Distribution of responses on selective outsourcing improves the level of expertise in service delivery at Airtel Uganda

The study sought to establish whether selective outsourcing improves the level of expertise in service delivery. The revelations are presented in the table below. 

Table 5: Distribution of responses on selective outsourcing improves the level of expertise in service delivery at Airtel Uganda (N=168)

	Response 
	Frequency (f)
	Percentage (%)

	Strongly Agree
	39
	23.2

	Agree
	97
	57.7

	Not Sure
	28
	16.7

	Disagree
	3
	1.8

	Strongly disagree
	1
	0.6

	Total 
	168
	100.0


Information in table 5 above indicates that most respondents 97 (57.7%) agreed while only 3 (1.8%) disagreed. In addition, there were 39 (23.2%) respondents who strongly agreed well as only 1 (0.6%) strongly disagreed that the level of expertise in service delivery is improved as a result of employing selective outsourcing. The above results imply that outsourcing can play a major role in making organisations like Airtel Uganda’s competitiveness as they concentrate on providing affordable and easily available services. 
4.3.1.2 Responses to the view that selective outsourcing and the level of expertise encourage innovativeness in service delivery at Airtel Uganda
This aimed at finding out whether selective outsourcing and the level of expertise encourage innovativeness in service delivery. The results to this are presented in table 6 below. 

Table 6: Responses to the view that selective outsourcing and the level of expertise encourage innovativeness in service delivery at Airtel Uganda (N=168)
	Response 
	Frequency (f)
	Percentage (%)

	Strongly Agree
	78
	46.4

	Agree
	74
	44.0

	Not Sure
	5
	3.0

	Disagree
	9
	5.4

	Strongly disagree
	2
	1.2

	Total
	168
	100.0


Information in the table above indicates that most respondents 78 (46.4%) strongly agreed while only 2 (1.2%) of the respondents who strongly disagreed that selective outsourcing and the level of expertise encourage innovativeness in service delivery. In addition, the study showed that 74 (44.0%) agreed well as 9 (5.4%) disagreed, and only 5 (3.0%) were not sure. From the above one can firmly say that selective outsourcing is the perfect strategy that can enable organizations achieve competence of the highest level in terms of skills, knowledge and inventiveness all very instrumental in the provision and delivery of services. 

More to the above, new and small businesses intending to outsource are able to acquire some of the latest technology that can help them compete with larger companies. Indeed documentary results indicate that selective outsourcing transfers specialized equipment and highly skilled staff hence the delivering quality services among others. One respondent said: “IBM and Nokia Siemens Network have played a pivotal role as strategic partners in contributing to Airtel’s vision and roadmap for innovation by working along with us to transform our go-to-market strategies and reinvent our internal processes, IBM, Nokia Siemens Network and our other partners have been pivotal for the innovation that we see as essential in our ability to sustain our rapid growth”. Airtel Employee, Airtel House, June 4th, 2012). 
In view of the above, Airtel has registered tremendous success, after outsourcing network operations to IBM and Nokia Siemens Networks among others that have given Airtel the cutting edge in telecommunications technology and innovative services delivery, areas in which the outsourced vendors have exceptional expertise. At the same time Airtel Uganda has found time to concentrate on operations in which it holds greater specialization, hence gaining market penetration and growth both in Uganda and beyond. 
4.3.1.3 Responses on the view that selective outsourcing and the level of expertise facilitates the training of permanent staff in new technologies at Airtel Uganda

This aimed at establishing whether selective outsourcing and the level of expertise facilitates the training of permanent staff in new technologies. The results for this are presented in the following table. 

Table 7: Responses on the view that selective outsourcing and the level of expertise facilitates the training of permanent staff in new technologies at Airtel Uganda (N=168)

	Response 
	Frequency (f)
	Percentage (%)

	Strongly Agree
	64
	38.1

	Agree
	79
	47.0

	Not Sure
	14
	8.3

	Disagree
	11
	6.5

	Strongly disagree
	-
	-

	Total
	168
	100.0


Table 7: shows that most respondents 79 (47.0%) agreed that selective outsourcing and the level of expertise facilitates the training of permanent staff in new technologies. The study discovered that after outsourcing Airtel retained a few highly qualified staff in the Network, IT and customer care departments. These have as a result gained vital knowledge and new skills from their working with Nokia Siemens, Ericson and IBM’s highly technical staff. To reaffirm the above revelations, one participant said: “The partnerships also offer career enhancement opportunities to Airtel’s employees in the IT domain who get exposure to global best practices and latest technologies with IBM. More importantly, it also underlines Airtel’s commitment to the growth of ICT among its personnel, telecommunications sub sector in Uganda and contributes towards bridging the digital divide within the country as a whole.” (Airtel Employee, Airtel house, June 4th, 2012).  

According to the statement above, selective outsourcing has benefited various stakeholders both within and outside Airtel Uganda. The study further suggested that Airtel has gained through the skilling of its employees particularly in the IT domain to international standards, which has given Airtel Uganda market leadership in the telecommunications sub-sector. 

Further analysis on the above reveals that 79 (47.0%) of the respondents agreed that training of permanent staff in new technologies and being specialized can be achieved with selective outsourcing. This implies that the adoption of selective outsourcing has or is expected to have immeasurable benefits for the company’s development and realisation of both short and long term goals. It is also expected to have very significant consequences for the telecommunications sub-sector in Uganda, especially in terms of sservice delivery.

More still the outsourcing of cus​tomer service operations has played a key role in making Airtel competitive in Uganda and Africa at large as it focuses on making mobile communications affordable and available to everyone across its 16 markets of operation.

4.3.1.4 Responses to the view that selective outsourcing and the level of expertise has enhanced customer retention at Airtel Uganda

Responses were sought as to whether selective outsourcing and the level of expertise has enhanced customer retention at Airtel Uganda. Due to its importance particularly in international business, outsourcing has been credited for bringing tremendous success to various organizations, in terms of growth and service/product delivery. The results of this are summarized in the following table.
Table 8: Responses to the view that selective outsourcing and the level of expertise has enhanced customer retention at Airtel Uganda (N=168)

	Response
	Frequency (f)
	Percentage (%)

	Strongly Agree
	37
	22.0

	Agree
	74
	44.0

	Not Sure
	43
	25.6

	Disagree
	10
	6.0

	Strongly disagree
	4
	2.4

	Total 
	168
	100.0


Table 8: above shows that most respondents 74 (44.0%) agreed, while 37 (22.0%) strongly agreed with the statement that selective outsourcing and the level of expertise has enhanced customer retention for Airtel Uganda. The above figures clearly show that selective outsourcing is being well practiced at Airtel Uganda, hence enabling the company concentrate on its core functions, one of which is to reach customers more effectively and efficiently.  
According to qualitative data, Airtel Uganda is now focusing on its core business and that is marketing and sales. Indeed, the study’s observation check list revealed that there is a lot of emphasis placed on advertising at Airtel Uganda. The researcher saw a verity of advertising aids effectively displayed at the Airtel premises and within numerous parts of the city depicting Airtel’s wonderful products and services. 

It was also learnt that at Airtel Uganda the customer is the most important asset the company owns. To this end, all the outsourcing being practiced by the company is geared towards reaching Airtel customers with cost effective and world class services. From the above, private organizations in Uganda must realize that the key to customer retention is having excellent customer services. Therefore, regardless of a firm’s sector of operation, customer care should be of utmost importance to any organization.

More to the above, private organizations in Uganda should realize that due to increasing competition (especially in the telecommunications sub-sector), technological innovations and constantly improving products and services, consumers are pulled in different directions. It is thus paramount to ensure that consumer loyalty programs are an integral part of these organizations. 
4.3.1.5 Responses to selective outsourcing and the level of transaction flexibility at Airtel Uganda
The study sought to establish whether adopting selective outsourcing and the level of transaction flexibility at Airtel Uganda, bearing in mind that new products and services in the telecommunications sector trigger the simplification of communication and the transacting of business more easily. This thus results into directly meeting the needs of the end users and at the same time attracting new customers. 

Table 9: Responses to selective outsourcing and the level of transaction flexibility at Airtel Uganda (N=168)

	Response 
	Frequency (f)
	Percentage (%)

	Strongly Agree
	44
	26.2

	Agree
	73
	43.5

	Not Sure
	33
	19.6

	Disagree
	16
	9.5

	Strongly disagree
	2
	1.2

	Total 
	168
	100.0


Information contained in the above table indicates that 2 (1.2%) of the respondents strongly disagreed, 16 (9.5%) disagreed well as 33 (19.6%) were not sure. The table also shows that 44 (26.2%) strongly agreed and the majority 73 (43.5%) agreed that selective outsourcing enhances the level of transaction flexibility. According to the results selective outsourcing facilitates the attraction of new customers (joiners), because it enables the delivery of quality services.  

According to qualitative data, Airtel Uganda has today placed most emphasis on its core business operations (i.e. marketing and sales). This has enabled the company provide customers with reliable, affordable and best in class services. It was also discovered that Nokia Siemens and IBM have brought some of the latest technology to Airtel hence improving services and the image of the company. The outsourced companies have also re-skilled local engineers with the best telecom practices that have in turn improved project timelines, reduced the costs of doing business and achieve greater efficiencies.

From the above, it is clear that both qualitative and quantitative findings of the study agree that outsourcing (selective/total outsourcing) enables organizations transform their operations in line with the objectives for which a given outsourcing was adopted. This study came up with strong evidence that many private organizations in Uganda can achieve great success by outsourcing, just like Airtel whose exceptional growth and quality of services is attributed to the company concentrating on core areas of expertise, while outsourcing none-core functions. 

4.3.1.6 Coefficient analysis of selective outsourcing and service delivery at Airtel Uganda

The study intended to measure the extent to which selective outsourcing relates to service delivery. Using this measurement, the results revealed that selective outsourcing had a positive effect on service delivery. This is because Airtel realized pretty early that it needed to focus on cost reduction as well as prepare itself for explosive growth. More than the cost reduction, Airtel wanted to ensure that it builds a world class network and still be able to focus on the core, the customers.

To test if there was a relationship between selective outsourcing and service delivery a correlation was done and the results are shown in the table below. 

Table 10: Coefficient analysis of selective outsourcing and service delivery at Airtel Uganda

	
	Un-standardized coefficients
	Standardized coefficients
	
	

	Variable
	B
	Std. Error
	Beta
	T
	Sig.

	Constant
	1.955
	.645
	
	3.029
	.006

	Selective outsourcing
	.501
	.168
	.537
	2.983
	.007


In the table above, the coefficients of selective outsourcing and service delivery are shown. The coefficients indicate that all the components of selective outsourcing have a strong and positive effect on service delivery at Airtel Uganda. Where by the t- value of 3.029 had a significance (B) value of 1.955 which is greater than the rejection level = 0.05. This implies that there is a significant relationship between selective outsourcing and service delivery at the seven percent level of significance.

Interview responses indicate that the company has been able to attain staff flexibility, acceleration of projects and quicker time to market, high caliber professionals that hit the ground running, the ability to tap into best practices globally, knowledge transfer to permanent staff and access to the flexibility and creativity of experienced problem solvers. 

The coefficients also indicate that changes (negative or positive) on any of the outsourcing components result into significant effects on organizational service delivery. This therefore implies that by outsourcing, organizations can reach their customers more effectively, as they continue offering quality and effective services hence being more competitive both within the local and international markets.

4.3.1.7 Regression analysis of selective outsourcing and service delivery at Airtel Uganda

On the basis of the results presented above, indicating a positive relationship between selective outsourcing and service delivery, the dimensions of the instrument were assessed using multiple regression analysis to ascertain the extent to which they explain the effect on selective outsourcing and service delivery. Table 11: below is a summary of this.

Table 11: Regression of selective outsourcing and service delivery at Airtel Uganda
	
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	Regression 
	.925
	1
	.925
	8.898
	.007(a)

	Residual 
	2.286
	22
	.104
	
	

	Total
	3.210
	23
	
	
	


The findings suggest that the regression of selective outsourcing is significantly different from 1 (one) and that selective outsourcing is a significant predictor (sig .007) of service delivery in organizations (Airtel). This implies that selective outsourcing will always culminate into the delivery of quality services to Airtel subscribers. In other words, for organizations to achieve their outsourcing goals and objectives, they should place emphasis on specialization, innovation and competition which will guarantee quality services for customers. 

Selective outsourcing can be tailored to meet an organization's exact needs, enabling them access leading-edge technologies, while improving employee experience and service delivery levels. Airtel Uganda is today dedicated to providing customers a reliable, affordable and best in class service experience. 

In addition, by outsourcing none core activities companies can benefit from industry best practices that have been well tested by outsourced service providers thus eliminating the hassles of being behind the adoption and implementation of such technologies and practices.

4.3.2 Research Question number two: What relationship exists between total outsourcing and service delivery at Airtel Uganda?

Research question two aimed at establishing the relationship existing between total outsourcing and service delivery at Airtel Uganda. The results were collected from questionnaires, documentary reviews and observations. The major themes under total outsourcing consisted of total operating costs, level of cash investment and level of customer satisfaction. 

4.3.2.1 Responses to the view that total outsourcing improves service delivery at Airtel Uganda
The study sought for responses as whether total outsourcing at Airtel Uganda has improved service delivery. Table 12 below summarizes the findings as follows. 

Table 12: Responses to the view that total outsourcing improves service delivery at Airtel Uganda (N=168)
	Response 
	Frequency (f)
	Percentage (%)

	Strongly Agree
	96
	57.1

	Agree
	67
	39.9

	Not Sure
	3
	1.8

	Disagree
	2
	1.2

	Strongly disagree
	-
	-

	Total
	168
	100.0


The study discovered that a large proportion of the respondents 96 (57.1%) strongly agreed as compared to only 2 (1.2%) who disagreed with the above statement. In view of the above, documentary evidence shows that total outsourcing is one of the most significant techniques through which organizations have turned to improve service delivery while reducing operational costs. According to information collected from interviews Airtel Uganda is currently moving towards total outsourcing, having outsourced the entire management of its network deployment and management to Nokia Siemens and Eriksson. 

The study also learnt that Airtel totally out sourced the IT and customer care operations to IBM. As a result Airtel has reduced most of its overhead costs, has passed on all associated risks to the outsourcing partner (i.e. fuel and cable thefts from mainly up country base stations), and the vendors have benefited by selling spare parts hence making more profits. In Ugandan Airtel subscribers are enjoying much improved services, cost effective calls, and access to new services like Airtel Money, 3.75G internet among others. 

4.3.2.2 Respondents’ views regarding total outsourcing and the level of customer satisfaction attracts extra customers at Airtel Uganda

The study also sought to establish whether total outsourcing and the level of customer satisfaction attracts extra customers. The results are presented in the following table. 
Table 13: Respondents’ views regarding total outsourcing and the level of customer satisfaction attracts extra customers at Airtel Uganda (N=168)

	Response 
	Frequency (f)
	Percentage (%)

	Strongly Agree
	52
	31.0

	Agree
	59
	35.1

	Not Sure
	34
	20.2

	Disagree
	18
	10.7

	Strongly disagree
	5
	3.0

	Total
	168
	100.0


The table shows that most respondents 59 (35.1%) agreed, while only 18 (10.7%) disagreed total outsourcing and the level of customer satisfaction attracts extra customers to the Airtel network. The results thus imply that total outsourcing enables outsourcing companies acquire the right infrastructure, equipment and man power while at the same time delivering goods and services effectively. 

4.3.2.3 Respondents’ views on total outsourcing and the level of cash investment improves service delivery at Airtel Uganda
The study sought for responses relating to total outsourcing and the level of cash investment improves service delivery among outsourcing organizations. Respondents were asked to give their opinions on this matter by answering a questionnaire, and their responses are summarized in the table blow.

Table 14: Total outsourcing and the level of cash investment improves service delivery at Airtel Uganda (N=168) 
	Response 
	Frequency (f)
	Percentage (%)

	Strongly Agree
	27
	16.1

	Agree
	69
	41.1

	Not Sure
	23
	13.6

	Disagree
	41
	24.4

	Strongly disagree
	8
	4.8

	Total
	168
	100.0


The study found out that most respondents 69 (41.1%) agreed that total outsourcing improves service delivery. There were also a significant number of respondents 41 (24.4%) who disagreed with the statement. According to documentary evidence Airtel’s outsourcing strategies have always been customer focused. As such, the company prides its self in providing a reliable, affordable and best in service experience to all its customers in all countries that Airtel operates. In line with the above, the study learnt that Airtel contracted Nokia Siemens and Ericsson to design, deploy and maintain a reliable network by installing the latest technology and infrastructure the aim of owning the best network. The savings that have been realized from such an initiative are directed to providing affordable and reliable telecommunication services, further enhancing Airtel customer experiences through quality service delivery. This implies that total outsourcing has offered Airtel Uganda an answer to its long standing desire to reach the market with the most efficient and cost effective services.   

4.3.2.4 Responses to the view that total outsourcing and the level of customer satisfaction improves service delivery at Airtel Uganda
This sought to find out whether total outsourcing and the level of customer satisfaction improves service delivery at Airtel. The findings for this variable are presented in the table below.  

Table 15: Responses to the view that total outsourcing and the level of customer satisfaction improves service delivery at Airtel Uganda (N=168)

	Response 
	Frequency (f)
	Percentage (%)

	Strongly Agree
	53
	31.5

	Agree
	49
	29.2

	Not Sure
	20
	11.9

	Disagree
	39
	23.2

	Strongly disagree
	7
	4.2

	Total
	168
	100.0


The findings reveal that majority respondents 51(31.5%) strongly agreed with the statement that customer satisfaction at Airtel Uganda is as a result of total outsourcing hence enabling the delivery of quality services. This implies that after outsourcing its entire network, IT facilities and customer care operations, Airtel Uganda has been able to serve its customers better. The company has introduced various cost effective products and services that have enabled Airtel Uganda offer its customers access to one of the most advanced telecommunications networks in Uganda and Africa at large. Total outsourcing therefore, can enable organizations like Airtel Uganda serve customers faster, provide better quality products and reached new segments of the market among others.

Despite the above however, the study learnt that lately there are growing concerns over the quality of Airtel’s network in Uganda. The study discovered that this falling network quality is attributed to; poor coverage in certain parts of the city (needing boosters), radio interference from Airtel’s competitors, imperfections in the functioning of the network, and overload of the different elements of the network (such as cells, SMS and data transfer) among others.
4.3.2.5 Respondents’ opinions relating to total outsourcing, customer retention and service delivery at Airtel Uganda
This sought for respondents’ relating to total outsourcing, customer retention and service delivery at Airtel Uganda. The findings are presented in table 16 below. 

Table 16: Respondents’ opinions relating to total outsourcing, customer retention and service delivery at Airtel Uganda (N=168)
	Response 
	Frequency (f)
	Percentage (%)

	Strongly Agree
	63
	37.5

	Agree
	76
	45.2

	Not Sure
	8
	4.8

	Disagree
	20
	11.9

	Strongly disagree
	1
	0.6

	Total
	168
	100.0


Table 16 shows that majority respondents 76 (45.2%) agreed that total outsourcing and customer retention has enhanced service delivery at Airtel Uganda, compared to only 20 (11.9%) who disagreed. The study further established that Airtel Uganda sought to outsource in order enable the firm save huge financial resources, while concentrating on its core business operations to deliver services most effectively. Indeed during interviewee sessions on participant said: “Our new strategy is all about delivering a truly differentiated experience, and having the flexibility to continually improve the customer experience.” (Airtel Employee, June 6th, 2012).

Results also indicate that Airtel Uganda places a lot of emphasis on developing new high priority projects. To this end, the business knowledge and access to business leaders by some Airtel staff has significantly benefited the company in reaching new market segments that have guaranteed continued success for the company. 

4.3.2.6 Coefficient analysis of the total outsourcing and service delivery at Airtel Uganda

The variables of total outsourcing helped the study to measure the degree to which Airtel customers were enjoying value for money services and how the company was delivering these services. This in turn helped the study to find out whether there was a relationship between total outsourcing and service delivery. By using this measure, the results reveal that outsourcing organizations were delivering highly improved services to their customers 

To test whether there was a relationship between total outsourcing and service delivery a correlation was done and the results are shown in the following table.

Table 17: Coefficient analysis of the total outsourcing and service delivery at Airtel Uganda
	
	Un-standardized coefficients
	Standardized coefficients
	
	

	
	B
	Std. Error
	Beta
	t
	Sig.

	Constant
	2.367
	.797
	
	2.970
	.007

	Total outsourcing
	.414
	.219
	.374
	1.893
	.072


The results in the table show that the t- value of 2.970 had a significance (B) value of 2.367 greater than the rejection level = 0.05. This implies that there is a clear relationship between total outsourcing and service delivery at Airtel Uganda. The Hypothesis is therefore upheld that there is a significant relationship between total outsourcing and service delivery at the .072 level of significance.

The results also agree with documentary review evidence indicating that outsourcing gives companies the flexibility and freedom to internally manage their core functions. The evidence also shows that organizations have benefited from outsourcing thus being able to improve their business, in terms of business efficiency, and the services offered to the customer. 

According to the researcher’s observation, Airtel head offices are well maintained, the security personnel at the entrance are very alert and make indiscriminative human or vehicle security checks and there are very hospitable customer care agents at the Airtel reception. All employees seemed comfortable at their work stations and their attitudes revealed a well motivated and happy work force. In contrast, there was a significant number of Airtel subscribers who were unsatisfied with the network quality at the time the study was being conducted. Concerns were raised over the frequent break down of calls, high call rates across networks and anonymous or promotional short messages they receive.  
4.3.2.7 Regression analysis of total outsourcing and service delivery at Airtel Uganda
On the basis of the results obtained indicating a positive relationship between total outsourcing and service delivery, the dimensions of the instrument were accessed using multiple regression analysis to ascertain the extent to which they explain the effect on total outsourcing and service delivery. The following table presents a summary of this information. 

Table 18: Regression analysis of total outsourcing and service delivery at Airtel Uganda
	
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	Regression 
	.450
	1
	.450
	3.583
	.072(a)

	Residual 
	2.761
	22
	.125
	
	

	Total
	3.210
	23
	
	
	


The table above shows that the regression of total outsourcing is significantly different from 1 (one) hence total outsourcing is a significant predictor (sig .072) of service delivery at Airtel Uganda. This means that outsourced vendors with the mandate to procure, install and manage set operations are very instrumental to the amount and quality of services delivered to Airtel customers in Uganda. For example Nokia Siemens, Ericsson and IBM are contracted to deliver the most technically advanced telecommunication and IT infrastructure while ensuring the best customer experiences in the country. In supported the above an interview session held at Airtel House respondent observed: "Our partnerships have enables us to expand our network and develop new services, especially in rural areas, helping us achieve our ambition to provide the Ugandan population with the best network coverage and high-quality services”. (Airtel Employee, June 6th 2012).  
The statement above implies that outsourcing partnerships have brought numerous benefits for Airtel Uganda. Most noticeably Airtel has expanded and improved her network (both in quality and coverage) which has enabled the company introduce various products and services for all Ugandans and at very affordable prices. This has as a result contributed to Airtel’s long term goals of reaching the Ugandan population with the best network coverage and high quality services.   
According to study results, in order for private organizations in Uganda to remain competitive both locally and internationally, they need to cut costs, maintain quality by relying on specialized service providers, while retaining the core businesses operations for which the possess specialization. This strategy has worked well for Bharti Airtel (Airtel Uganda) positioning the company as one of the leading telecommunications companies in the world. This study strongly affirms that locally owned organizations can become as successful, if they can adopt and adhere to the basic outsourcing principles. 
4.3.3 Research Question number Three: How does the availability of finance affect the relationship between outsourcing and service delivery at Airtel Uganda?
Research question three aimed at identifying the relationship between the availability of finances and service delivery at Airtel Uganda. Information was collected from respondents by the use of questionnaires, observation check lists and documentary reviews related to the subject. The variable availability of finances had the following sub-themes: timely orders, accountability and credit worthiness.

4.3.3.1 Respondents’ opinions relating to the availability of finances, timely orders and service delivery at Airtel Uganda (N=168)
The study sought for opinions relating to the availability of finances, timely orders and service delivery at Airtel Uganda. Respondents’ views are presented in the following table.

Table 19 Respondents’ opinions relating to the availability of finances, timely orders and service delivery at Airtel Uganda (N=168)
	Response 
	Frequency (f)
	Percentage (%)

	Strongly Agree
	30
	17.9

	Agree
	83
	49.4

	Not Sure
	17
	10.1

	Disagree
	34
	20.2

	Strongly disagree
	4
	2.4

	Total
	168
	100.0


The results in the above table indicate that most respondents 83 (49.4%) agreed with the statement that the availability of finances greatly influences service delivery at Airtel Uganda. It was further learnt that once organizations have the required finances, they can outsource different functions to some of the leading vendors worldwide, and still achieve their fundamental goals and objectives. For instance, when Bharti outsourced its IT functions to IBM, this reduced their operational costs considerably, and transformed the company to one of the largest telecommunications firms in the world. The company retained its most qualified and experienced staff, the outsourced firms (IBM) among others came with talented and highly innovative personnel that lead to numerous benefits for Bharti Airtel. To reaffirm the information above, one of the interviewees said: “By working along with us to transform our go-to-market strategies and reinvent our internal processes, IBM has been a valuable partner for the innovation that we see as essential in Airtel’s ability to sustain our rapid growth both in Uganda and beyond” (Inter view held at Airtel House, June 4th 2012).        
The statement implies that Airtel’s outsourcing of operations to IBM, an internationally renowned company, with whom Airtel has developed very effective working relations, as well as restructure her internal processes and systems with the objective of serving the customer more easily and effectively. Indeed today, Airtel Uganda has been able to acquire more customers and profitability, having emerged as the most reliable and sought after Telecommunication company in Uganda, offering affordable and state of the Art services within the great lakes region and beyond.    

4.3.3.2 Responses to the view that the availability of finances and accountability improves service delivery at Airtel Uganda
Responses were sought as to whether the availability of finances and accountability improves service delivery at Airtel Uganda. The findings are presented in the table below. 

Table 20: Responses to the view that the availability of finances and accountability improves service delivery at Airtel Uganda (N=168)
	Response 
	Frequency (f)
	Percentage (%)

	Strongly Agree
	31
	18.5

	Agree
	81
	48.2

	Not Sure
	15
	8.9

	Disagree
	22
	13.1

	Strongly disagree
	19
	11.3

	Total
	168
	100.0


Table 20 is about relates to the view that the availability of finances and accountability improves service delivery at Airtel Uganda. The study found out that majority respondents 81 (48.2%) agreed, while 31 (18.5%) strongly agreed with the statement respectively.  The findings imply that organizations can focus on fulfilling their promises to customers after outsourcing other responsibilities that would otherwise constrain them. In view of this therefore, Bharti Airtel realized pretty early the need to focus on customers by providing them a reliable, affordable and best in class service experience, which could only be achieved through the availability of enough financial resources and most importantly accountability.   

According to qualitative evidence, after initially outsourcing a verity of operations, Airtel has been able to focus on the core of its business (customer satisfaction) and by outsourcing, the company has gained faster time to market as well as built a more reliable telecommunication network in Uganda and in many other countries as well. More still, the initiative has brought on board some of the best people across the globe to manage its network and IT infrastructure. But most important of all, Airtel Uganda and her partners are strictly accountable (finically most especially) which has enhanced customer experience through better quality products and services. 

More to the above, it is worth noting that for outsourcing to take significant effect, a substantial amount of financial resources must be made available. This will enable companies outsource a variety of operations to external specialized vendors. For instance the study learnt that Airtel Uganda has invested billions of shillings to partner with IBM and Nokia Siemens among others, for the provision and supply of modern telecommunication equipment and infrastructure. It was also revealed that IBM, Nokia Siemens and others have taken over Airtel’s former staff, re-trained and motivated them along internationally recognized practices, with the aim of ensuring the best service delivery and customer experience. 
4.3.3.3 Coefficient analysis of the effect of the availability of finances on outsourcing and service delivery at Airtel Uganda
The variable of finances helped the study to find out whether the availability of finances contributes to service delivery at Airtel Uganda. The availability of finances has attracted some of the most recognized international companies to partner with Airtel Uganda in offering the most efficient services to its subscribers. To test if there was a relationship between the availability of finances and service delivery, a correlation was done by the study and the results are indicated in the table below. 

Table 21: Coefficient analysis of the effect of the availability of finances on outsourcing and service delivery at Airtel Uganda
	
	Un-standardized coefficients
	Standardized coefficients
	
	

	
	B
	Std. Error
	Beta
	T
	Sig.

	(Constant)
	1.218
	.418
	
	2.912
	.008

	Availability of finances
	.710
	.111
	.806
	6.382
	.000


The table shows the coefficients for the effect of availability of finances and service delivery which was positive at the t = 2.912 level having a significance value (B = 1.218) which is higher than 0.05. This suggests a high positive correlation between the availability of finances and service delivery. From the foregoing, it is clear that the availability of finances is positively co-related with service delivery at Airtel Uganda. This implies that organizations outsource many of their operations to specialized vendors and this has resulted in a trickle down of quality services to the Airtel customer.

The above revelations were in line with information earlier presented in this chapter showing that Bharti Airtel has invested millions dollars to partner with IBM, Nokia Siemens and others, to offer and supply them with the latest technologies and solutions in IT, customer care and Network administration. 

Furthermore, financial availability has facilitated the outsourcing of the network operations at Airtel Uganda, bringing together three of the most respected telecommunications companies in the world. Nokia, Siemens and Ericsson have transferred some of the latest technology to Airtel Uganda hence offering customers numerous unique services i.e Airtel money, Airtel 3.75G internet, mobile connections, sms services and international roaming etc that have enabled Airtel subscribers conduct their businesses more effectively. In addition, many new customers have joined the Airtel network enticed by the wonderful offers brought about by outsourced companies. 

However, while the above indicates that financial availability enables the delivery of quality services, evidence earlier stated (table 15) revealed that the Airtel Uganda network is lately declining in quality, and some of the reasons for this poor performance include, lack/poor network coverage and overloading of the network among others. As a result there is growing concern that Airtel Uganda may loss valuable customers if this situation goes on unabated 
4.3.3.4 Regression analysis on the effect of the availability of finances on outsourcing and service delivery at Airtel Uganda
On the basis of the results presented above indicating a strong relationship between the availability of finances and service delivery, the dimensions of the instrument were assessed using multiple regression analysis to ascertain the extent to which they explain the effect of availability of finances and service delivery. The following table presents a summary of this. 

Table 22: Regression analysis on the effect of the availability of finances on outsourcing and service delivery at Airtel Uganda
	
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	Regression 
	2.085
	1
	2.085
	40.736
	.000 (a)

	Residual 
	1.126
	22
	.051
	
	

	Total
	3.210
	23
	.051
	
	


Evidence in the table above, shows that, the value of F (40.736) is significant, implying that the predictor is significant, thus the availability of finances has a positive impact on service delivery at Airtel Uganda. The above is supported by observation evidence where the researcher witnessed the presence of Nokia Siemens and Ericsson expatriate engineers attending maintaince routines within the Airtel switch room. 
Security personnel at the head office were seen alert on duty, customer care personnel at the Airtel reception were very hospitable to who ever walked in, meaning that all outsourced companies were operating perfectly, and endeavored to offer services to Airtel and its subscribers thus ensuring quality services and value for money to both the company and its customers. 

CHAPTER FIVE

SUMMARY, DISCUSSION, CONCLUSION AND RECOMMENDATIONS

5.1 Introduction
The general objective of the study was to examine the outsourcing and service delivery in private sector organizations of Uganda. This chapter thus summarizes, discusses, concludes and makes recommendations on the results presented in chapter four. In certain instances, existing literature was integrated into the discussion for better corroboration of the findings. This chapter comprises the summary, discussion, conclusion and recommendations of the study. 

5.2 Summary of Findings

The study was an examination of outsourcing strategies and service delivery in private sector organizations of Uganda, focusing on Airtel Uganda. The following specific objectives guided the study: to examine the relationship between selective outsourcing and service delivery at Airtel Uganda, to establish the relationship existing between total outsourcing and service delivery at Airtel Uganda and to identify the effect of finances on the relationship between outsourcing and service delivery at Airtel Uganda. 

5.2.1 Selective outsourcing and service delivery at Airtel Uganda 

The study revealed that selective outsourcing and all its components have a strong and positive effect on service delivery at Airtel Uganda. The study showed that Airtel Uganda attain staffing flexibility, acceleration of projects and quicker time to market, high caliber professionals that hit the ground running, the ability to tap into best practices globally, knowledge transfer to permanent staff and access to the flexibility and creativity of experienced problem solvers. All these combined have put Airtel Uganda at the forefront of the telecommunications subsector in Uganda and among the fastest growing companies both in the East African region and in Africa at large. 

In addition, the study showed that outsourcing changes (whether negative or positive) can result into significant effects on organizational service delivery structures. This implies that outsourcing organizations like Airtel Uganda are able to specialize, innovate and stay competitive which guarantees quality and effective services for customers both within the local and international markets.

5.2.2 Total outsourcing and service delivery at Airtel Uganda

The study discovered that there is a clear relationship between total outsourcing and service delivery at Airtel Uganda. This means that organizations have benefited from outsourcing thus being able to improve their business operations, in terms of efficiency, and the nature of services offered to customers. The study when on to showed that Nokia Siemens, Ericsson and IBM are contracted to deliver the most technically advanced telecommunication and IT infrastructure while ensuring the best customer experiences in the country. This has elevated Airtel Uganda into a market leader, growing at unrivaled speeds and reaching wider market segments.   
5.2.3 Finances on the relationship between outsourcing and service delivery at Airtel Uganda

The study revealed that the availability of finances has a positive influence on service delivery at Airtel Uganda. This is so because when outsourcing organizations seek for some of the most prominent companies to outsource some of their operations, there is a trickle down of quality service delivery. Indeed the study showed how Bharti Airtel has invested billions of finances to partner with IBM, Nokia Siemens and others that have brought world class practices leading to the provision of quality and efficient services. 

5.3 Discussion

In this section the researcher discusses results that were obtained by the study. The main research instruments were a self administered questionnaire, an interview guide, an observation check list, and documentary reviews. The questionnaire was of one type with both quantitative and qualitative questions. These instruments generated valuable information and opinions from respondents against which the following discussion is based. The discussion is arranged along the study objectives.

5.3.1 The relationship between selective outsourcing and service delivery at Airtel Uganda 
What was studied was the relationship between selective outsourcing and service delivery at Airtel Uganda. Pearson Product Moment Correlation was used to determine the significance of the relationship. The study found out that there was a positive and significant correlation between selective outsourcing and service delivery at Airtel Uganda. This means that outsourcing organizations are most likely to deliver quality services. This is because outsourced vendors supply the best and most advanced personnel and infrastructure to the outsourcing firms, which at the same time guarantees quality products and services to the end customer. This is supported by Vadlamani, (2009) who researched on the Top Six Outsourcing Deals in India, and found out that outsourcing some or all of its non-core business processes can enable a firm to focus on its core competencies rather than services that fall outside of its expertise. Outsourcing can therefore not only improve function effectiveness and flexibility by accessing a support network with a highly qualified and specialized workforce, but also help firms control their costs and business risk by transforming high fixed costs to predictable expenditures. 

The above revelations also agree with a study by Kakabadse, (2000) in which he claimed that business managers must be focused on the areas in which companies have competitive advantages. By doing so, it allows companies achieve economies of scale, thus producing goods or services more efficiently while improving quality through the application of specialist knowledge. In turn, the achievement of scale economies and quality improvement not only promotes the company’s competitive advantage, but offers the customer access to the most efficient products and services. 

More to the above, Vadlamani, (2009) showed that Bharti Airtel is the leading telecom player in India and it attained the status by focusing on its strengths. To that effect, Airtel took the help of IBM to scale up its IT and customer care handling operations quickly as well stay ahead of the competition. Similarly, Airtel Uganda, sought for the specialist knowledge of Nokia Siemens to handle its network design and administration, an initiative that seems to have yielded much dividends for the company.

Elmuti et al, (2010) investigated the consequences of outsourcing strategies on employee quality of work life, attitudes, and performance. They showed that the most common reason for taking none core functions overseas in the United States is the lucrative cost-saving derived from allowing a job to be done by professional employees that are paid much lower than their U.S. counter parts. The authors go on to say that many companies that are taking manufacturing and service jobs from the U.S. also consider the lower tax rates, available in foreign countries compared to the higher rates in the U.S. Besides the above, authors also highlight that some companies are viewing outsourcing as a last track system for penetrating new regions. Others view outsourcing as a way to increase concentration on core-competencies thus making it a more long-term approach as key reasons why organizations are increasingly taking to outsourcing. 

In contrast however, outsourcing as explained by Elmuti et al is being criticized in various schools of thought because of its changing employment patterns, (globalization of the labor force and job losses) downsizing where by organizations reduce their workforce as part of their outsourcing programs, loss of capital, the deterioration of morale among employees, alcoholism and bankruptcy among others. 
Alongside the insights of Vadlamani, (2009) above Okonedo, (2010) while reporting on Bharti Airtel’s outsourcing deals in Nigeria, said Bharti Airtel decided to outsource the management, design, development and deployment of its network including capacity and coverage to players like Nokia Siemens and Ericsson. The ownership of the assets rested with Bharti Airtel while the management and maintenance of the equipment became the responsibility of the service providers (equipment vendors), which agrees with the results from this study (table 5) having found out that companies in the telecommunications industry in Uganda are increasingly turning to outsourcing in order to improve the quality of their services. 

The findings are also supported by Kisakye, (2009) in a report on Airtel Uganda highlighting that the entire management of Airtel networks has been outsourced to Nokia Siemens and Eriksson, IT and Customer care to IBM, payroll to Deloitte, all its cleaning services outsourced to Dream Clean Executive Cleaners, well as its catering services are to Sunset Restaurant in a drive to increase profitability, timeliness and quality service to its Airtel shareholders, employees and clients most importantly. From the above, it is clearly indicated that Airtel Uganda, outsourced none core functions to concentrate on the areas for which the company holds comparative advantages. This has enabled the company to produce and deliver some of the most outstanding products and services for their customers. 
To supplement the above, Airtel’s outsourcing reduced their costs considerably, while at the same time making them very huge profits. The company has become successful as it has acquired more customers to whom Airtel passed most of its savings instead of sharing the savings among its shareholders. This increased Airtel’s customer base, standing in millions of subscribers across all regions of the company’s operations. This also rhymes with the predictions advanced by the Transaction Cost Theory which was the premise against which the study was based. The Transaction Cost Theory argues that outsourcing is a way by which organizations use external parties in order to reduce internal transaction and production costs Jongerius and Sie, (2010).
The theory goes ahead to assert that costs of transaction determine what structure is more effective; market or hierarchy setups. When a company tries to determine whether to outsource or to produce goods and services on its own, market prices are not the only sole factor that is to be looked at. Those costs frequently determine whether the company uses internal or external resource for products and services. In other words, firms focus on minimizing their transaction and production costs, where by excessive costs may cause transactions to be transferred to other institutions. 
Furthermore, according to the theory firms like Airtel Uganda exist in order to maximize profits by reducing transaction costs through different forms including outsourcing.

The study also discovered that to Airtel Uganda outsourcing has become a major practice aimed at delivering quality services. As a matter of fact, outsourcing some of its operations has accorded Airtel Uganda the freedom to focus on core competencies, critical to business success. This therefore means that organizations in the telecommunications industry are increasingly turning to outsourcing so as to impart their expertise on improving the quality of customer experiences.

5.3.2 The relationship existing between total outsourcing and service delivery at Airtel Uganda
The results showed that there is a clear relationship between total outsourcing and service delivery at Airtel Uganda. According to the results, total outsourcing is one of the techniques through which organizations have turned to reduce costs and improve service delivery. This rhymes with Rastogi, (2010) who examined Bharti Airtel’s perfect example of outsourcing all its activities. But can it succeed in Africa?, Rastogi pointed out that Bharti Airtel established a far-reaching outsourcing relationship with IBM (for instance) that substantially mitigated its IT investment risks by giving IBM full control and ownership of Bharti Airtel’s IT infrastructure and associated systems. By substituting predictable operat​ing expenses for risky, upfront capital investments, this strategy fundamentally transformed the financial underpinnings of Airtel. An equally impor​tant aspect of this strategy has enabled Airtel to focus its energies on grow​ing, serving and retaining its customer base and thus fully capitalize on its astounding growth surge. 

The study also found out that outsourcing service providers often endeavor to recruit fewer but highly trained people with expertise in various areas of operations. Vendors specialized in network management, are particularly motivated to stay on top of the emerging technologies that will benefit their clients and by doing so increase their value to clients. They will also have more incentives and resources for researching and recommending emerging technologies. Theses study findings are supported by Wyman, (2010) who looked at Communications, Media, and Technology: Promise and Pitfalls for Telecom Operators the Lure of Network Outsourcing, in which Wyman pointed out that the continued pressure on both mobile and fixed operators to optimize their cost structures, while simultaneously seeking new services to drive growth, is leading to a re-evaluation and a potential revamping of the entire business model. 
According to Wyman, (2011) network outsourcing and sharing, in particular, reflect aggressive new business designs that transform the relationship an operator has with the network (being managed by outside vendors). While outsourcing and sharing can provide significant financial and service benefits, these deals are however constrained by complexity and being associated with risk. Wyman’s revelations agree with study findings indicating that Airtel Uganda has made very significant progress on the market share in Uganda ever since it took over from Zain telecom. According to the study, Airtel subscribers are enjoying some of the best services in Uganda’s telecommunications sector, facilitated by some of the latest outsourced technologies.
In view of the above, the Transaction Cost Theory observes that firms outsource essentially as a strategy for gaining access to other firms' valuable resources, usually skills and technology. At Airtel Uganda, IBM, Nokia Siemens and Ericsson have brought much need expertise, and above all brought some of the latest telecommunication equipment, that is giving Airtel Uganda the edge over its competitors. In view of the transaction cost theory, sustaining such an advantage depends primarily on a firm's ability to acquire, combine, and deploy resources in such a way that yields long-lasting productivity for their consumers. 

5.3.3 The effect of finances on outsourcing and service delivery at Airtel Uganda

The results indicated that a positive correlation exists between the availability of finances and service delivery at Airtel Uganda. This means that organizations that have enough financial resources in their reserves, or those that can rise new capital are capable of lunching successful outsourcing initiatives compared to financially constrained companies. This is supported by Elmuti et al (2010) who investigated the consequences of outsourcing strategies on employee quality of work life, attitudes, and performance. In the study the scholars found that a new transformational approach to outsourcing demonstrates how a deeper and more substantive organization-provider relationship (built on the availability of finances) can lead to high performance and generate a wide range of intangible benefits well above and beyond simple cost cutting. They sum up by stating that outsourcing is predicated on the understanding (shared by businesses and vendors alike) that such arrangements entered into require quality service in exchange for payment. As such, paying for a business service creates the expectation of performance. 

In view of the above, the study learnt that financial availability has an immeasurable contribution to organizational outsourcing, as the availability of finances facilitates various organization initiatives including outsourcing certain functions to outside vendors. The study thus showed that Airtel has invested very large sums of money in the attempt to partner with international organisations in telecommunications and information technology. This is supported by the insights of Vadlamani, (2009) in a report on the Top Six Outsourcing Deals in India; illustrates how Bharti Airtel’s outsourced operations to IBM initially for $750 million, which has recently risen to $2.5 billion and is said to be one of the biggest deals in global telecommunications outsourcing history. Vadlamani expounds that Bharti Airtel has probably the largest number of subscribers globally with over 144 million, of whom over 50 million subscribers are found in African and over 3.7 million in Uganda. 

According to the study, outsourcing has enabled many organizations cut costs, especially in areas relating to the delivery of services to their clients. A new transformational approach to outsourcing demonstrates how a deeper and more substantive organization-provider relationship (built on the availability of finances) can lead to high performance and generate a wide range of intangible benefits well above and beyond simple cost cutting. For example after constant concerns over the falling network quality, Airtel and her partners responded with investments in network expansion and upgrade. As such, Airtel Uganda has recently commissioned a 2G+ mast identified as one to increase coverage as well as rising infrastructure to and availing mobile communication for all. 
According to Vadlamani, (2009) Bharti Airtel discovered that the key to capitalizing on its growth opportunities was to establish deeper and more personalized relationships with its customers, as well as to provide a consistent, high-quality customer experience. It further realized that, from a network perspective, the ability to integrate its diverse systems and processes was essential. Bharti Airtel saw the flexibility of Nokia Siemens’s integra​tion approach, extensive portfolio of products and expertise as an ideal match for its integration requirements. 

5.4 Conclusion

In conclusion, outsourcing is the surest way of creating work partnerships that converge the best technologies, infrastructures, systemized operations and the most skilled human resources for a unified goal of delivering services efficiently and effectively. At Airtel Uganda, this partnership has been highly successful and the trickle down effect to the end customer has been the delivery of quality products and services. According to the study, there is a positive relationship between outsourcing and service delivery at Airtel Uganda, implying that if Airtel Uganda continues with its current outsourcing initiatives, high quality products and services will be provided to consumers at lower costs while ensuring value for money. Basing on the different variables, the following conclusions were made. 

5.4.1 The relationship between selective outsourcing and service delivery at Airtel Uganda
Evidence indicates that there is a positive relationship between selective outsourcing and service delivery (at Airtel Uganda). This study therefore concludes that selective outsourcing enables organizations significantly transform their operations in line with the objectives for which a given outsourcing vendor was selected. More to the above, there was enough evidence supporting (selective) outsourcing as a practice for which firms can realize tremendous success, in terms of having the best partners, the most skilled labour force, and the latest technologies, to mention but a few. In Uganda today, despite selective outsourcing being a relatively new practice, it promises a very bright future for organizations intent on its adoption. For they will be administered and managed exceptionally, reach the market effectively and deriver the most cost effective and innovative services to their clients across market segments. 
5.4.2 The relationship existing between total outsourcing and service delivery at Airtel Uganda
The study also came to the conclusion that total outsourcing is a strategy through which organizations can resort in order to reduce costs and improve service delivery. Total outsourcing enables organizations to concentrate on their core competences and at the same time reach the market with the most efficient and cost effective services guaranteeing continued success for the firm and the best on the market products for consumers. 

Besides the above, total outsourcing can enhance customer experience through better quality of service, bring on board the best people/company across the globe to manage networks, get access to latest technology, expertise and processes leading to improved productivity, reliability and affordability. In simpler terms, outsourcing enables organizations deliver a seamless customer experi​ence, higher customer satisfaction and more profitable growth among others. 
5.4.3 The effect of finances on outsourcing strategies and service delivery at Airtel Uganda

The study learnt that there is a significant relationship between finances, outsourcing service delivery at Airtel Uganda. According to the study, Airtel outsourced to IBM its IT infrastructure and associated processes a strategy that fundamentally transformed the financial underpinnings of Airtel’s business model. The strategy allowed Airtel to focus its energies on grow​ing, serving and retaining its customer base as well as capitalize on new markets springing on a solid financial base, supplemented the timely meeting of orders, and adhering to the strict principles of accountability.   

From the above, the study concludes that the availability of finances has a vivid influence on the efficient and effective delivery of services among outsourcing organizations like Airtel. 

5.5 Recommendations

5.5.1 The relationship between selective outsourcing and service delivery at Airtel Uganda
The study strongly recommends that like traditional selection processes, the outsourcing process includes all the steps of planning, selecting, and managing the service providers. As such selective outsourcing has the potential to allow companies focus on their talent and resources so as to improve and expand activities that generate revenue, minimizing the effort spent on maintaining the infrastructure that supports the core of the business while also exploiting the skills, technology of some suppliers to strengthen their core competency as well as maintain their none core activities. 

5.5.2 The relationship existing between total outsourcing and service delivery at Airtel Uganda 

To keep customers satisfied and loyal, organizations need to keep growing and expanding their services, which in turn will boost their profits. This study therefore recommends that ttelecommunication companies in Uganda outsource their non-core infrastructure and operations to other players so as to ease the financial burden of directly managing such facilities and operations. 

5.5.3 The effect of finances on the relationship between outsourcing and service delivery at Airtel Uganda

The study came to the realization that operators of telecommunication networks aim at reducing the call dropped rate as much as practical and affordable. At the same time they aim to extending their network coverage to even more remote areas. In mobile networks this can be effectively achieved by partnering with specialized vendors, improve radio coverage, expand the capacity of the network and optimize their overall performance. This study therefore recommends that organizations consider significant investments through outsourcing deals. 
5.6 Areas for further research

The study examined the outsourcing and service delivery in private sector organizations of Uganda, using a descriptive research design. Interested future researchers could formulate hypotheses basing on the findings of this study using a different research design other than the descriptive design. The following topic could guide such a study: assessing the factors influencing service delivery in private organizations. 

The study also concentrated on outsourcing strategies and service delivery in private sector organization in Uganda. Future researchers could explore the effect of outsourcing strategies on service delivery in government parastatals. The following topic could guide the study: exploring the impact of outsourcing on service delivery in public parastatals the case of National medical stores (NMS). 

The study showed that selective outsourcing, total out sourcing and the availability of finances have an impact on service delivery in private organizations in Uganda. Future studies can be conducted on either one of the above strategies. The following topic could guide such a study: evaluating the contribution of selective outsourcing, to the profitability of privately owned organizations in Uganda.   
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APPENDIX 1: Questionnaire for Airtel Employees, Outsourced Vendors and Clients

Dear Respondent,

My name is Twijukye Apollo Kajoka, a student of Uganda management Institute. I am carrying out research on the topic entitled ‘Outsourcing and service delivery in private sector organization of Uganda: a case study of Airtel Uganda’.
This questionnaire therefore seeks your opinion on the above topic. Your opinions and data provided will strictly be used for academic purposes. Kindly express your opinion.
Section A: Social characteristics of the respondents (Please tick in the appropriate Box)

1 Gender: Male 

Female 

2.  Age:   18 - 27 

28– 37            38 -47           48-57
         58+



3. Education:

    Diploma            Degree 

    Post –graduate 
      Others (specify)…………     

4. How long have you worked with the organization?

Below 5 years           6-10 years          11-15 years           16-20 years         above 20years 

Section B: Relationship between selective outsourcing and service delivery at Airtel Uganda

Apply a tick where applicable using the following key.

SA – Strongly, A – Agree, NS – Not Sure, D – Disagree, SD – Strongly disagree 

	
	1

SA
	2

A
	3

NS
	4

D
	5

SD

	There is a relationship between selective outsourcing and service delivery at Airtel Uganda
	
	
	
	
	

	Selective outsourcing improves the level of expertise in service delivery at Airtel Uganda
	
	
	
	
	

	Selective outsourcing and the level of expertise encourage innovativeness in service delivery at Airtel Uganda
	
	
	
	
	

	Selective outsourcing and the level of expertise facilitates the training of permanent staff in new technologies at Airtel Uganda
	
	
	
	
	

	Selective outsourcing and the level of expertise has enhanced customer retention at Airtel Uganda
	
	
	
	
	

	Selective outsourcing and the level of transaction flexibility at Airtel Uganda
	
	
	
	
	

	Out sourcing has enhanced customers retention for Airtel Uganda 
	
	
	
	
	

	Customer satisfaction at Airtel Uganda is a result of selective outsourcing and service delivery
	
	
	
	
	

	Lowers low cost of doing business are enhanced by selective outsourcing and service delivery
	
	
	
	
	

	Training of permanent staff in new technologies and separations is achieved with selective outsourcing
	
	
	
	
	

	Airtel’s competitiveness and better service delivery today is attributed to selective outsourcing 
	
	
	
	
	


Section C: Relationship between total outsourcing and service delivery at Airtel Uganda
Apply a tick where applicable using the following key.

SA – Strongly, A – Agree, NS – Not Sure, D – Disagree, SD – Strongly disagree 

	
	1

SA
	2

A
	3

NS
	4

D
	5

SD

	There is a significant relationship between total outsourcing and service delivery at Airtel Uganda
	
	
	
	
	

	Total outsourcing improves service delivery at Airtel Uganda
	
	
	
	
	

	Total outsourcing and the level of customer satisfaction attracts extra customers at Airtel Uganda
	
	
	
	
	

	Total outsourcing and the level of cash investment improves service delivery at Airtel Uganda
	
	
	
	
	

	Total outsourcing and the level of customer satisfaction improves service delivery at Airtel Uganda
	
	
	
	
	

	Total outsourcing, customer retention and service delivery at Airtel Uganda
	
	
	
	
	

	Total outsourcing has enhanced customer retention for Airtel Uganda 
	
	
	
	
	

	Training of permanent staff in new technologies and separations is achieved with total outsourcing
	
	
	
	
	


Section D: Effect of availability of finances on the relationship between outsourcing and service delivery at Airtel Uganda Apply a tick where applicable using the following key. SA – Strongly, A – Agree, NS – Not Sure, D – Disagree, SD – Strongly disagree 

	
	1. SA
	2. A
	3. NS
	4. D
	5. SD

	Availability of finances has a significant effect on outsourcing and service delivery at Airtel Uganda
	
	
	
	
	

	Availability of finances, timely orders and service delivery at Airtel Uganda
	
	
	
	
	

	The availability of finances and accountability improves service delivery at Airtel Uganda
	
	
	
	
	

	Availability of finances improves quality of services at Airtel Uganda 
	
	
	
	
	

	Finance availability influences service provision that attracts more customers to Airtel products 
	
	
	
	
	

	Availability of finances contribute greatly to customer retention and service delivery
	
	
	
	
	

	Training of staff on new technology can best be attained by availability of finances
	
	
	
	
	


Thank you for your cooperation
APPENDIX 2: Interview Guide for Airtel Employees (Procurement officers, Accounting officers, Legal officials, Engineers, Managers of contracted companies, Employees from the contracted companies and Other Airtel employees). 
1. Why did Airtel Uganda adopt an outsourcing?

2. How has selective outsourcing affected service delivery at Airtel Uganda?

3.  How has total outsourcing contributed to service delivery at Airtel Uganda, as well as the contracted agencies themselves?

4. What is the effect of availability of finances on the relationship between outsourcing and service delivery at Airtel Uganda?

Selective Outsourcing


Level of expertise


Level of transaction flexibility


Total Outsourcing 


Total operating costs


Level of cash investment


Level of customer satisfaction








Service Delivery


Timeliness


Reliability


Cost reduction








Availability of Finances 


Timely orders


Accountability


Credit worthiness








