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ABSTRACT

The main objective of the study was to examine the relationship between contract management and service delivery in Local Governments in Uganda taking Serere District Local Government as a case study. The study was guided by three research objectives which were to establish the relationship between; contract administration and service delivery, delivery management and service delivery and relationship management and service delivery. The study used case study and correlation research design where both qualitative and quantitative approaches were used. Quantitative data was analyzed using SPSS Ver. 20 which helped to obtain descriptive statistics that were used in interpreting the data while correlation and regression were used for testing and predicting the hypothesis. Qualitative data was analyzed using content analysis where data was divided into themes, sub-themes and categories which helped to sort data according to its relevancy of each piece of data that was obtained in the findings. 

Questionnaires and interviews were used to collect data from a sample of 134 respondents of which ninety (90) returned their well filled questionnaires giving a response rate of 67.2%. The findings revealed that all the relationships were positive and significant, except relationship between contract administration and service delivery. The results shows that there was no significant relationship between contract administration and service delivery (r=0.158, p<0.136), there was a significant relationship between delivery management and service delivery (r=0.532, p<0.000); while relationship between relationship management and service delivery was also significant (r=0.354, p<0.001). However, none of the variables were highly inter-related. The researcher concludes that delivery management is more significant in contract management than the blend of relationship management and contract administration accounting for 28.3% variation in service delivery in Uganda Local Governments. Suggestions are made for the local government’s political and administrative stakeholders as well as the policy makers in Uganda on the importance of contract administration components like procurement planning which is the foundation for effective service delivery in the entity. The study also agitate for the establishment independent Contract Management Department within the Procuring and Disposing Entity (PDE) for easy tracking of the contracts in the entity; need for continuous improvement for every procurement conducted, and the need to eliminate informal structure by enhancing communication between the entity and contractor. 
CHAPTER ONE

INTRODUCTION

1.1         Introduction

The study examined the relationship between contract management and service delivery in Local Governments in Uganda. Contract Management is conceived as the independent variable while service delivery is the dependent variable. Contract Management was measured in form of contract administration, delivery management and relationship management while service delivery will be measured in form of quality, timeliness, cost and value for money as explained in the conceptual framework. However, this chapter section presents the background to the study, statement of the problem, general objective of the study, specific objectives of the study, research questions, research hypotheses, significance and justification of the study, conceptual framework and operational definition of terms and concepts.

1.2
Background to the Study

The background of this study was broken down into four (4) sub-themes that is; the historical, theoretical, conceptual and contextual elements of the study respectively.

1.2.1
Historical background

Worldwide, there are no clear documentations of contract management. The most recent year for which statistics are readily available is 2001 when US federal government reported 11,410,869 contract actions spending over $ 234 billion, (Costello & Tonner, 2002). By 2009, the US Federal government public procurements spend had increased from $ 394 in 2005 to $ 555in 2009, showing an increase of 40.9% during the 5 years period (National Contract Management Association, 2015) an amount that increased during the Clinton and George W. Bush Administrations, (Racca & Gordon, 2012).  Between 2013 and 2014, the US procurement value declined by 4.0% (from $ 466 in 2013 to 447 in 2014) as revealed by (National Contract Management Association, 2015). The federal contact spending is likely to continue to fall due to budget caps and the continuing military drawdown in Afghanistan. The significant value of the public procurement market and the concern about reducing spending and increasing quality underscore the need for integrity in this sector, which is notoriously vulnerable to corruption (Racca & Gordon, 2012). The authors found that EU Directives do not meaningfully tackle integrity issues nor do they set up a common EU audit system, nor does the new Procurement Directive take the opportunity to fully address the problem through specific rules regarding integrity in EU procurement, although it was admitted that Member States are not fully equipped to tackle (such issues) on their own, as revealed by (Racca & Gordon, 2012).
On the other hand, Queensland Audit Office, (2013) reveals that Queensland government departments spend about $10.9 billion annually with non-government suppliers. In 2012, Queensland Audit Office conducted a preliminary survey across government departments to determine the extent of goods and services contracts. The survey found that more than 50, 000 contracts were rolled over through extension and renewals; of which 40 per cent of the contracts rolled over (worth $423 million) had no provision for extension, (Queensland Audit Office, 2013). The report also shows that ineffective governance of contracts caused contract value leakage of 17 to 40 per cent. The losses from all this disorganization could be substantial. For example, Aberdeen Group, (2005) argues that enterprises lose some $153 billion each year due to ineffective contract management. Furthermore, Mugazi 2005 cited by Ntayi, et al., (2013) finds that $107 million is lost annually to corruption in Uganda especially through procurement related practices. Therefore, ineffective contract management can result in lower value for money outcomes over time.  
With the 2003 procurement law in place, many studies and reports have shown that procurement and contract management in Uganda still lags behind by institutions to initiate procurements; bidding irregularities; requests for reviews during the procurement process; poor supervision and management of contracts; award of contracts to proven incompetent contractors who are unable to complete work in time; disputes resolutions by courts which are costly and unreliable; and unexplained delays in processing contractors’ payments (Auditor General Report 2014 & 2015; PPDA 2014; Sabiti, et al., 2013; Oluka & Basheka, 2012;  Ntayi et al., 2010; World Bank, 1998) which further affects programme implementation and makes contractors quote high prices. Muhakanizi & Malta, (2013) adds that contract management is a most neglected stage in procurement and contractors collude with some dishonest civil servants and claims for partially delivered or non-delivered items. These could be because of increase procurement budget and complexity of contract management. In Uganda, public procurement remains a strategic function since 55-70% of annual government expenditure is spend on public procurement, (Komakech, 2016; PPDA 2012 Compliance Report; Agaba & Shipman, 2007; Background to the Budget, 2009). 

Mbabazi et al., (2009), assert that Uganda channels about US$ 700 million a year from domestic revenue resources and donor funds through the public procurement processes. On the sad note the World Bank estimates that 10-15% of this amount (US$100 million) is wasted due to weak procurement structures, policies and procedures in which weak contract management is being highlighted as the main cause of loss. According to Basheka & Kabatereine, (2013); the authors suggested that the reforms have also created a new set of challenges in service delivery. The procurement practices have not matched the expectations of many stakeholders in ensuring value for money and timely budget execution. Hence procurement is much focused on procedural compliance and less emphasis is put on performance to achieve value for money (Muhakanizi & Malta, 2013; Sabiti, et al., 2013; Basheka & Kabatereine, 2013). Contributing to the same debate, Sabiti, et al., (2013) adds that Procuring and Disposing Entities (PDEs) procure items way above the market price or indulge in corruption while adhering to the set procedures. This implies that there is still much work that remains to be done to have well functioning procurement system in Uganda.

1.2.2    The Theoretical background

Although there are many theories that are applicable to this study such as; Organization Theory (approaches to organizational analysis), System Theory, Transaction Cost Theory, and Best Value for Money; this study used only the Principal-Agent Theory (PAT) since it directly relates to the study variables. 
The Principal-Agent Theory developed by Kathleen M. Eisenhardt from Stanford University, USA. The theory focused directly on the contract between the principal and the agent.  According to Eisenhardt, (1989) Principal-Agency theory is concerned with resolving two problems that can occur in agency relationships (i.e. the problem that arises when the desires or goals of the principal and agent conflict and difficult or expensive for the principal to verify what the agent is actually doing; and the problem of risk sharing that arises when the principal and agent have different attitudes toward risk). For example the theory explains the relationship between the Serere District Local Government (Procuring and Disposing Entity) and the provider (contractor). Oluka & Basheka, (2012) reinforced that, Principal-Agency theory is applicable in contract management and service delivery since contract management covers the aspects of organizational structure and customer satisfaction resulting from quality and efficiency.
Therefore, in a Principal-Agency Theory, a principal (Procuring and Disposing Entity) chooses to contract with an agent (supplier/contractor) for reasons of cost and expertise. According to Van Slyke, (2006), the principal may decide that their organization lacks the expertise or resources required to produce a good or service and that the cost of hiring or developing that expertise in-house exceeds the costs associated with contracting for the expertise. The principal and agent agree on the terms of the contract including the inputs, processes, outcomes, quality and satisfaction parameters, monitoring and performance-reporting requirements, how the agent is to be compensated for doing the work of the principal, and the sanctions that will result if the principal detects the agent pursuing his/her own goals above the principal’s objectives, (Oluka & Basheka, 2012; Van Slyke, 2006; Shapiro, 2005; Eisenhardt, 1989). Oluka & Basheka, (2012) argued that the main challenge for the government in contract management is to properly appreciate the importance of it. The authors add that, more often procuring entities give full attention to the contract selection process, but then walk away from the procurement once the contractor is in place. This empirical study therefore used the theory to examine the relationship between relationship management and service delivery in Serere District Local Government.

1.2.3    The Conceptual background

Conceptually, this study is guided by the concepts of contract management and service delivery as independent and dependent variable respectively. Thus, the study conceptualized that there is a positive relationship between contract management and service delivery in Serere District Local Government. Hence, contracts have long been the lifeblood of business for example, most trading and business relationships are based on a contractual agreement. These agreements dictate the terms, pricing and service levels of customer, partner, and supplier relationships, (Aberdeen Group, 2005). Contracts also provide a framework to measure operational and financial performance as well as compliance with business obligations and regulatory requirements. Contract management therefore is concerned with the continuous review and management of the contractual terms and / or service level agreement secured through the procurement process to ensure the outcomes agreed are actually delivered by suppliers or partners. According to Oluka and Basheka, (2014), successful and efficient contract management practices are those that meet the needs of the company’s stakeholders, achieve optimum conditions and value in regard to the allocation of scarce tax payers resources (best value for money), ensure rational and efficient of funds available, stimulate valuable competition and manage the risk and potential liabilities to the buyer thus improving service delivery. Queensland Audit Office, (2013) survey reveals that effective contract management is essential. The report highlights that for good contract management, it is necessary to manage risk, resources, relationships, supplier performance and contract variations. This empirical study therefore tested the assertions and result is revealed by the report.  

On the other hand, delivery management ensures that whatever is ordered is then delivered to the required level of quality and performance as stated in the contract, (Office of Government Commerce, 2002). Delivery management may include checking the nature, quantity and quality of: goods supplied, works carried out and services performed.  However, each contract problem that occurs can threaten the success of the project by impacting any or all of the 5 “R’s” in an adverse manner, such as, delivery of incorrect product, incorrect quantity, an increase in project costs, a delay in delivery, poor quality or the ultimate unsuccessful result, contract termination (Davison & Wright, 2004). Furthermore, Kelman (1994) defines contract administration as a set of activities performed by government officials (client’s representatives) after a contract has been awarded to determine how well the government (client) and the contractor perform to meet the requirements of the contract. While strategizing to ensure that contract management successfully takes the right course, all the parties involved must pay keen attention to all provisions in the given or existing contract (Saunders, 2000) as cited by Oluka and Basheka, 2014). When contract administration problems occurred, problematic consequences were more likely than no consequences for all contract types except leases, and that the types of problematic consequences that were most likely depended on the type of contract. 

Service delivery as a public service management issue has taken centre stage as the country and its state organisations strive towards providing a better life for all. More emphasis is put on the quality of services delivered to the general public and other clients receiving any form of service from government organisations. Hussey, (1999) contends that customer expectations continue to rise, requiring more attention to quality services. The Serere District Local Government requires that service standards must be relevant and meaningful to the individual user. Service standards should be informed by a consultation process so that they must be expressed in terms which are relevant and easily understood. Furthermore, standards must also be precise and measurable, so that users can judge for themselves whether or not they are receiving what was promised. For the purpose of this study, service delivery is measured in terms of time, quality, cost effectiveness, and value for money for goods or services provided by the district. 
1.2.4    The Contextual background 
Serere District Local Government was curved out of Soroti District on 1st July, 2010. From the time the district was created, the procurement department has remained understaffed which in turn has hindered service delivery though the district is committed in achieving Sustainable Development Goals (SDGs) 2030 through its procurement. Due to inadequate capacity in the Procurement and Disposal Unit (PDU), procurement functions have been crippled since the user departments have been left alone to manage their contract. Oluka & Basheka (2014) contends that contract management is a neglected stage in procurement in procurement entities. This finding concurs with Ntayi et al., (2009) studies which confirm that millions of dollars get wasted in Uganda due to inefficient and ineffective structures, policies and procedures in which contract management is part of the leakages.  For instance, in Serere district PPDA 2013 Report reveals that, the overall performance of the entity was moderately satisfactory with a weighted average risk rating of 31.7% of the procurement value. The high risk and medium risk procurements were due to; delayed completion of works projects, failure to procure within the approved plan, payment for shoddy work or work not delivered, lack of adequate capacity in the Procurement and Disposal Unit, failure to draft appropriate evaluation criteria, and poor record keeping, failure to appoint contract managers, failure to seek the Solicitor General’s approval for contracts above Ugs. 50 million, (Auditor General Performance Report, 2014; PPDA Report, 2013 & 2014). This leads to unjustified contract amendment and variations which lead to unjustified delayed contract completion and lack of value for money hence poor service delivery. Since all the PPDA subsequent reports and Auditor General Performance Report are pointing contract management as the major procurement anomalies, the researcher found the situation worth investigation so as to explain the relationship between contact management and service delivery in Serere district.

1.3       Statement of the Problem 

Contract management is fundamental to ensure that local governments achieve value for money and realize the project intended benefits. The essential contract management activities include monitoring supplier performance throughout the life of the contract, efficient contract administration and timely planning for contract expiry. Oluka, (2012) emphasizes that; the importance of contract management in public procurement cannot be understated if governments are to achieve their objectives of delivering services effectively and efficiently. 

Although there are well documented procedures on contract management in Uganda as stipulated in Public Procurement and Disposal of Public Assets Regulation 2006 (amended); Serere district is still losing billions of shillings as a result of poor contract management which has cause bottleneck in the service delivery. The Public Procurement and Disposal of Public Assets Report 2013 and Auditor General Performance Report 2014 reveals that contract implementation and management is the major challenge of the entity. The report shows that, most of the procurements had contract variations between 22% to 108% with overall average of 25.2% while 30% of procurements were at high risk due to; poor planning/ failure to procure within the approved plan, delays in payments to suppliers, delays completion of works projects, payment for shoddy work or work not delivered, lack of adequate capacity in the Procurement and Disposal Unit, failure to draft appropriate evaluation criteria, and poor record keeping, failure to appoint contract managers, lack of transparency and accountability, (PPDA Report, 2013; Auditor General Performance Report, 2014 & 2015). Alinaitwe, (2007) contends that lack of regular payments and meetings between client and contractor has contributed to substandard work and contract variation. Contributing to the same debate, Ntayi et al., (2009) studies which found that millions of dollars get wasted in Uganda due to inefficient and ineffective structures, policies and procedures in which contract management is part of the leakages. This trend is threatening and if the situation does not improve service delivery will remain poor amidst the heavy budget allocation to procurement in Serere district. It is in this regards that, the researcher examined the relationship between contract management and service delivery in Serere District Local Government. 
1.4      General Objective 
The main objective of the study was to examine the relationship between contract management and service delivery in Serere District Local Government. 
1.5        Specific Objectives 
The specific objectives to the study were:

i. To establish the relationship between contract administration and service delivery in Serere District Local Government.

ii. To find out the relationship between delivery management and service delivery in Serere District Local Government.

iii. To examine the relationship between relationship management and service delivery in Serere District Local Government.

1.6      Research Questions 

i. What is the relationship between contract administration and service delivery in Serere District Local Government?
ii. What is the relationship between delivery management and service delivery in Serere District Local Government?

iii. What is the relationship between relationship management and service delivery in Serere District Local Government?

1.7     Hypotheses of the Study
The following hypothesis guided the study:

i. There is significant positive relationship between contract administration and service delivery in Serere District Local Government.

ii. There is significant positive relationship between delivery management and service delivery in Serere District Local Government.
iii. There is significant positive relationship between relationship management and service delivery in Serere District Local Government.
1.8     Conceptual Framework
The Conceptual framework provides connections and relationships between concepts. It’s like a map to decide a route we are taking and why. Mbogo et al., (2012) defines conceptual framework as a basic structure of a research consisting of a certain abstract ideas and concepts that a researcher wants to observe, experiment or analyze. 
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Figure 1.1: The Conceptual Framework Showing Contract Management and Service Delivery in Local Governments in Uganda 
Source: Adopted and Modified by Researcher from Office of Government Commerce, (2002)

The Independent Variable is Contract Management that has three dimensions that is Contract Administration with key factors like risk monitoring and control, contract payments, change control and cost monitoring, skills of personnel, and management reporting; Delivery Management (goods/supplies supplied, services performed and works carried out as agreed, to the required level of performance and quality) and Relationship Management (which should be based on good communication, record keeping, transparency and accountability, and mutual respect and trust). The Dependent Variable is Service Delivery that has four indicators; Quality, Timeliness, Cost and Value for Money.  The researcher therefore conceptualized that there is a positive relationship between contract administration, delivery management and relationship management and service delivery. For example, if contract administration is well managed then service delivery will be better as a result the objectives of contact management of delivering goods, services or works in effective and efficient manner that yields value for money will be achieved at the same time customer and provider will build a constructive and open relationship and vice versa. 
1.9     Significance of the Study
The government seems not to be sensitive to contract management. Therefore, this study is likely to ignite public debate which will attract the attention of policy makers and donors to address the contract management dimensions so as to improve the quality of goods, services or works done by the state on behalf of the tax payers. The findings of the study will contribute to the body of knowledge on the subject in question since there is little empirical study on contract management and service delivery in Local Governments of Uganda. In addition, the outcome of the study will be useful to government policy makers, the media, researchers, students, as a bench-mark for future researchers. Furthermore, the results may help procurement professionals develop contract management plans to avoid or minimize the problems associated with delivery management, relationship management and contact administration.
1.10    Justification of the Study
Contract management continues to receive less attention from policy makers and academics. In Uganda, most of the public contracts are poorly managed for instance Kawempe-Kafu road (166kms) was initially budgeted at UGX shillings 30 billion but the UNRA management made a number of variations in prices citing the rise in prices of things like cement, fuel, bitumen, dollars among others making a total variation of UGX shillings 14 billion far above 15% provided in the regulations, (New Vision, Wednesday, August 19, 2015), and poor planning where works delay for years. Arrowsmith & Trybus, (2003) further elaborates that procurement of works broadly consist of civil and building works, roads and waterways works as well as maintenance works carried out using public funds and of high value, complex, potential to errors and unethical behavior that need extreme care in procurement. Furthermore, the tender for National ID project delayed for seven years and the project cost tripled; the Bujagali Power Dam project delayed for ten years and the project sum doubled; rehabilitation of  Mukono –Kayunga (59 kms) and Kayunga–Njeru (45 kms) contract award was expected in October 2009 and this was never effected due to repeated administrative challenges to the bidding process by bidders; funds were unavailable to sustain procurement and procurement was delayed till 2014, (Luyimbazi, 2014; The Independent, September 05-11, 2014). Similarly, in Serere District Local Government; PPDA audit report found that there were delays in completion of works in four procurements worth UGX 366,952,481 representing 8% of the sampled procurements, which is attributed to contract management, (PPDA Report, 2012-13). Therefore, the researcher found the situation worth investigation so as to save the tax payers money. 
1.11   Scope of the study 
The study was carried out in Serere District Local Government located in North Eastern Uganda.  The area is chosen because in 2012 there was a general out cry from the public on the delayed works and shoddy works in the district which prompted the Office of Inspectorate of Government and PPDA to intervene. During the intervention, PPDA found that there were delays in completion of works, payment for un delivered goods and shoddy work, poor records keeping, delay in payment to contractors and variations in contract price thus decline in service delivery, (PPDA Report, 2012-13). Therefore this study established the relationship between contract administration, delivery management, relationship management and service delivery in Serere District Local Government. In order to draw conclusion from the study, the research considered the contract executed between 2010 and 2016.
1.12     Operational Definitions

For the purpose of this study the following terms mean:

Contract Management: Means the proactive monitoring, review and management of contractual terms secured through the procurement process to ensure that what is agreed is actually delivered by suppliers or partners. 

Contract Administration: Means the formal governance of the contract and any permitted changes to documentation during the life of the contract. 

Relationship Management: Refers to keeping the relationship between the economic operator and the contracting authority open and constructive, with the aim of resolving or easing tensions and identifying potential problems at an early stage, while also identifying opportunities for improvement. 

Delivery Management: The process which ensures that whatever is ordered is then delivered to the required level of quality and performance as stated in the contract. 

Goods supplied: Means on delivery and also, when appropriate, at the time of manufacture; 

Works carried out: Includes conformity with designs and drawings, quality of workmanship and materials. 

Services performed: Includes checking that required services levels and timescales are met. 
Resources: Refers to things of value, materials or non-material, which can be used as inputs to produce planned and desired results examples are; human i.e. skilled, labour, attitudes; financial i.e. money; material i.e. sand, stones, paper etc; time, space and information.
Service delivery: Means timely delivery of goods, services and works with emphasis on quality, timeliness, cost and value for money.
PPDA Authority: Is the regulatory body for public procurement and disposal activities in Uganda.

Public procurement: Is one of the governments most appropriate means to respond to the population needs in a way of not only to deliver public goods or services but also ensures value for money so as to improve their lives and living conditions.
 Economy: Reducing the cost of resources used for an activity, with a regard for maintaining quality. 

Efficiency: Increasing output for a given input, or minimizing input for a given output, with a regard for maintaining quality. 

Effectiveness: Successfully achieving the intended outcomes from an activity. 

Value for money: The optimum combination of whole-life cost and quality (or fitness for purpose) to meet the user’s requirement. It can be assessed using the criteria of economy, efficiency and effectiveness.
1.13    Summary of Chapter 
This chapter presents a background of the study focusing on the historical, theoretical, conceptual and contextual background. The problem under investigation is relationship between contract management and service delivery in Serere District. In order to answer the research problem, the following objectives were used by researcher; to establish the relationship between contract administration and service delivery, to find out the relationship between delivery management and service delivery; and to examine the relationship between relationship management and service delivery in Serere District Local Government. Therefore, this chapter formed the basis for chapter two. The literature review section described various literatures relating to the topic which a researcher reviewed. The review focused on empirical literature from abroad and local studies relating to contract management and service delivery while chapter three discussed various elements of research methodology.
CHAPTER TWO

LITERATURE REVIEW
2.1   Introduction
The main purpose of a literature review was to establish the academic and research areas that are relevant to the subject under investigation. The literature was presented in relation to the objectives.
2.2     The Theoretical Review

The Principal-Agent Theory developed by Eisenhardt from Stanford University, USA. The theory focused directly on the contract between the principal and the agent.  According to Eisenhardt, (1989) Principal-Agency theory is concerned with resolving two problems that can occur in agency relationships. Jensen & Meckling (1976) observed that, agency problem occurs when cooperating parties have different goals, information, and division of labor.  Therefore, in a Principal-Agency Theory, a principal (Procuring and Disposing Entity) chooses to contract with an agent (supplier/contractor) for reasons of cost and expertise. Other scholars (Smith, 2011; Shapiro, 2005; Eisenhardt, 1989; Jensen & Meckling, 1976) observed that, the theory studies the relationship between the principal and the agent defined by contract, resting on a basis in economics. Shapiro (2005) further explained; and in accordance to our current debate that agency relationships are contracts, and the incentives, monitoring devices, bonding, and other forms of social control undertaken to minimize agency costs constitute the elements of the contract. Under this theory, relationship problems are explained from a contractual perspective; and solutions derives from the change of contract. 

According to Van Slyke (2006), the principal may decide that their organization lacks the expertise or resources required to produce a good or service and that the cost of hiring or developing that expertise in-house exceeds the costs associated with contracting for the expertise. The principal and agent agree on the terms of the contract including the inputs, processes, outcomes, quality and satisfaction parameters, monitoring and performance-reporting requirements, how the agent is to be compensated for doing the work of the principal, and the sanctions that will result if the principal detects the agent pursuing his/her own goals above the principal’s objectives, (Oluka & Basheka, 2012; Smith, 2011; Van Slyke, 2006; Eisenhardt, 1989). 
Dimitri (2012) contends that selection of the contractor should take into account the two main dimensions of a procurement contract, price and quality. The author adds that to award the contract, both monetary and non-monetary components of an offer are to be considered. In contrary, Shapiro (2005) argued that the theory wholeheartedly disregards social life and views the social dynamic in a highly conservative top-down approach.  Friedman (1970) as cited by Smith (2011) provides a sharp dismissal of this criticism by arguing that the only social responsibility of the firm is to maximize shareholder value whilst conforming to the rules of society, as this form of maximization will in turn lead to greater social welfare and prosperity. This study empirical therefore established the cornerstone of relationships between the principal and the agent during contract management in Serere District Local Government.

Furthermore, Oluka & Basheka (2012) argued that the main challenge for the government in contract management is to properly appreciate the importance of it. The authors add that, more often procuring entities give full attention to the contract selection process, but then walk away from the procurement once the contractor is in place. This limits the balance between the “three E’s” that is economy, efficiency and effectiveness, (Jackson, 2012). It is not a tool or a method, but a way of thinking about using resources well. Eisenhardt (1989) argued that both principal and agent are usually assumed to be attempting to maximize their own utilities. Heimer & Staffen (1998) reinforced that, the assumption that principals are in the driver’s seat specifying preferences, creating incentives, and making contracts that agents must follow is also problematic. For instance, family members are often compensated generously regardless of merit, and their job tenures are relatively secure, principals lack important incentives to constrain agent behavior (Shapiro, 2005). 

2.3    Contract Administration and Service Delivery
Kelman (1994) defines contract administration as a set of activities performed by government officials (client’s representatives) after a contract has been awarded to determine how well the government (client) and the contractor perform to meet the requirements of the contract. Ahimbisibwe, et al., (2012) opined that clear administrative procedures ensure that all parties to the contract understand who does what, when and how. Contract administration encompasses all dealings between the government and the contractor from the time the contract is awarded until the work has been completed and accepted or the contract terminated, payment has been made, and disputes have been resolved. While strategizing to ensure that contract management successfully takes the right course, all the parties involved must pay keen attention to all provisions in the given or existing contract (Saunders, 2000) as cited by Oluka and Basheka, 2014). This study therefore examines how contract administration is conducted in Serere District Local Government and establishes how it relates to service delivery.
Oluka, (2012) highlights that the process of contract administration includes; conducting a pre-performance conference, risk monitoring and control, managing the contract change control process, measuring and reporting contractors’ performance and conducting the milestone reviews. On the other hand, (Kelman, 1994) contends that the focus of contract administration is to obtain supplies and services, of requisite quality, on time, and within budget. While the legal requirements of the contract are determinative of the proper course of action of government officials in administering a contract, the exercise of skill and judgment is often required in order to protect effectively the public interest. This empirical study established how contract administration affects service delivery in Serere District Local Government. 
Despite the need of contract administration for better service delivery, (Alinaitwe, 2007) links poor performance of construction projects in Uganda to lack of regular payments and meetings between client and contractor, hence, contributing highly to substandard projects and variation. This study concurs with Davison & Sebastian (2009) findings which found out that construction contracts experience 45.4% contract delays of the time. This delay requires provision of a performance incentive if a vendor exceeds that performance.  Furthermore, (Ssebanakitta, 2013; Kiage, 2013) on his part blames lack of capacity by the domestic construction industry; overwhelming stakeholder/public expectations; delayed approvals by statutory agencies; and uncoordinated and repetitive audits by the various government agencies. This study therefore established the major contract administration challenges and how it affects service delivery in the study area.
Furthermore, several weaknesses have been identified in contract administration practices used by civilian agencies, (Kelman 1994). The principal problem is that contracting officials often allocate more time to awarding contracts rather than administering existing contracts. This often leads to problems in contractor performance, cost overruns, and delays in receiving goods and services. Several other deficiencies have been noted such as unclear roles and responsibilities of the Contracting Officer's Technical Representatives (COTR), excessive backlog in contract closeout and incurred costs audits, improperly trained officials performing contract oversight, unclear statements of work that hinder contractor performance, and inadequate guidance on voucher processing and contract closeout, (Kelman 1994). Oluka, (2012) suggests that the best practices for contact administration is using an integrated performance evaluation method and establishing a contract change control process and efficient two way communication between both parties.

2.4   Delivery Management and Service Delivery
Contract management is the active monitoring and control of the contract between the procuring and disposing entity and the contractor, to ensure delivery of a cost effective and reliable service at an agreed standard and price (Queensland Audit Office, 2013). Contract management is the final stage in the bidding process and marks the beginning of a contractual relationship between the procuring and disposing entity and contractor. According to Muhwezi & Ahimbisibwe, (2015) delivery management is relatively more important than relation management and contract management. The authors adds that in contract management, mutual trust and understanding, openness, and excellent communications between key stakeholders in contract management and monitoring like user department, contractor, contract manager, procurement and disposal unit and accounting officer are as important to the success of an arrangement as the fulfillment of the formal contract terms and conditions.

According to Davison & Wright, (2004) delivery management includes checking the nature, quantity and quality of: goods supplied, works carried out and services performed. However, each contract problem that occurs can threaten the success of the project by impacting any or all of the 5 “R’s” in an adverse manner, such as, delivery of incorrect product, incorrect quantity, an increase in project costs, a delay in delivery, poor quality or the ultimate unsuccessful result, contract termination, (Davison & Wright, 2004). 

In order to establish the relationship between delivery management and service delivery, there is need to monitor supplier performance throughout a contract term while ensuring that departments receive the goods and services they purchase, according to the required standard, within the required time frames and achieve value for money, (Queensland Audit Office, 2013; Kiage, 2013). Jackson, (2012) rightly observed that donor agencies, governments, tax payers, partner country governments and citizens all want aid to work as well as it can and agree that limited aid budgets need to be well targeted and managed to achieve greater service delivery. In addition, Prager (1994) as cited by  Oluka & Basheka, (2012) agrees that proper and effective management and monitoring of contracts helps improve the quality of goods and services and reduces procurement cost thus achieving quality products and services, timely delivery of products and services, and cost effectiveness.
In relation to delivery management, Oluka, (2012) states that contracts should be designed to facilitate desirable procurement outcomes and minimizes actions that hurt the performance. The author adds that the contract manager should always aim at ensuring that the contract designed can easily benefit the company or organization. This study will therefore find out the relationship between delivery management and service delivery in Serere District Local Government.
Furthermore, Davison & Wright (2004) points out that delivery management can also be affected by the Proposal designed. He author adds that the proposal which is the legal document should define the item or service procured (the right item), the mutual areas of agreement, and how risks will be allocated and rewarded. This empirical study will review the contract documents for the study and will examine how the proposal documents are designed.

2.5     Contract Relationship Management and Service Delivery

Oluka & Basheka, (2014) explains that relationship management may also be constrained by dispute resolution by the courts which is costly and unreliable. In that event, private ordering efforts are required to support governance structures, thereby mitigating prospective contractual impasses and breakdowns which may have merit. Smith et al. (2004) are concerned that the financial risk and reason for dispute and arbitration mainly arises from the shortage of necessary capital, often resulting in delayed payments by clients to contractors as well as delayed payments by contractors to sub-contractors or contractors’ employees.  

Smith et al. (2004) further indicates that possibilities for disputes, arbitrations and other risks arising from time, cost and quality slippage are largely a result of or poor relationships between the client and the contractor. Oluka & Basheka (2014); Davison & Sebastian (2009) argue that contract management challenges are inevitable in any contractual relationship due to lack of transparency and poor record keeping. Queensland Audit Office, (2013) echoes that reduction in the number of contracts could reduce administrative overheads, use resources more efficiently and improves the consistency of contract management activities. 

Furthermore, William, (2006) argues that purchasing has the ultimate responsibility of establishing and maintaining good supplier relationships. The author further contends that the type of relationship is often associated with the length of a contract between buyers and sellers. Ahimbisibwe, et al., (2012) adds that organizations should build collaborative and long term relationships with their suppliers to avoid opportunism. Keeping good relations with suppliers is becoming increasingly recognized as an important factor in maintaining a competitive edge with many companies often adopting their suppliers as partners, especially in instances where the suppliers are reliable, provide high quality goods, (including works and services), maintain precise delivery schedules and are flexible in cases of alterations to specifications. In support of the above, Elsey, (2007) also argues that once the contractor gains greater understanding of the organization’s business needs and style, confidence and trust accrue. This study will therefore fill the knowledge gap by examining the relationship between relationship management and service delivery in Serere District Local Government.
2.6    Summary of the Literature Review
The literature review above confirms that different scholars have conducted several studies to establish the correlation between contract management and service delivery. However, a numbers of gaps have been identified as per the literature reviewed which this research will bridge. Most of the studies on the subject are based on developed countries with a well-developed private and public sector yet the proposed study will centre on Uganda. For the studies conducted in Uganda, the authors were more interested in the critical success factors of contract management, public procurement reforms and procurement planning not on the areas of the variables laid down hence leaving the aspects of contract management. Furthermore, most studies were qualitative and do not guide us on the relationship between the study variables; and the authors focused on descriptive survey design, exploratory designs and cross sectional survey design as the main research meaning there was no in-depth investigation of the study variables. This therefore, creates knowledge gap. It is imperative to investigate the three variables contract administration management, delivery management, and relationship management in relation to service delivery in Uganda District Local Governments. Considering the above, the proposed study will focus on contract management and service delivery. In order to achieve the study objectives, chapter three presents the research methodology.
CHAPTER THREE

METHODOLOGY

3.1      Introduction 

This chapter presents and describes the approaches and techniques the researcher used to collect data and investigate the research problem. They include the research design, study population, sample size and selection, sampling techniques and procedure, data collection methods, data collection instruments, data quality control, procedure of data collection, data analysis and measurement of variables. 

3.2     Research Design 

The case study and correlation research design was used because most of the studies conducted on contract management used descriptive survey design, exploratory designs and cross sectional survey design; meaning there was no in-depth investigation of the study variables. The two designs were deemed fit for the study based on the fact that the designs provide a systematic description that is as factual and as accurate as possible, (Amin, 2005). A correlation design enabled the researcher to find out the relationship between the study variables as argued by (Sekaran, 2003) while case study design enabled the researcher to bring about an understanding of the complex issue and added strength to what was already known through previous research, (Amin, 2005). 
The study used both quantitative and qualitative approaches. Amin (2005) states that quantitative designs are plans for carrying out research oriented towards quantification and are applied in order to describe current conditions or to investigate relationships, including cause and effect relationships. Quantitative designs therefore helped researcher to describe the current conditions and investigate the established relationships between the identified variables (contract management and service delivery). A quantitative approach was adopted when sampling, collection of data, data quality control, in descriptive data analysis, correlation, reliability and validity test. This study also used qualitative approaches which involved an in-depth probe and application of subjectively interpreted data, (Sekaran, 2003). Qualitative research enabled the researcher to gather in-depth information about the study for example unstructured qualitative interviews were conducted to serve this purpose. 

3.3   Study Population 

The study was carried out in Serere District Local Government. The population under study was 144 consisting of Accounting Officer/ Principal Assistant Secretary (PAS), Local Council V members, Local Council III members, Heads of Department, Procurement and Disposal Unit staff, Contracts Committee/ Evaluation Committee members, Contractors, Civil Society Organizations (CSOs) representatives and User departments/ beneficiaries. These respondents were involved in the study because their mandatory role, experience, and knowledge on contract management and service delivery. Hence, this population will enable the researcher to obtain the necessary data for the study. The study involved two Town Councils (Serere and Kasilo) and  eight sub-counties of Serere district (Kyere, Olio, Atiira, Kateta, Pingire, Labor, Kadungulu and Bugondo sub-county).
3.4    Sample Size and Selection 

The study used a sample of 134 respondents drawn from a population of 144 using the Krejcie & Morgan (1970) sampling determination framework. The distribution as per categories is shown is Table 3.1
Table 3.1:   Sample Size and Selection of the Population Size
	Category
	Population Size
	Sample Size
	Sampling Strategy

	Accounting Officer/ PAS
	01
	01
	Purposive

	Local Council V Members
	10
	10
	Purposive

	Local Council III  Members 
	20
	19
	Simple Random Sampling

	Heads of User Department
	10
	10
	Purposive

	Procurement & Disposal Unit Staff
	03
	03
	Purposive

	Contracts Committee &

Evaluation Committee Members
	15
	14
	Simple Random Sampling

	Contractors
	20
	19
	Simple Random Sampling

	Community/beneficiaries
	50
	44
	Simple Random Sampling

	CSOs Representatives
	15
	14
	Simple Random Sampling 

	TOTAL
	144
	134
	


Source:   Adopted from Krejcie & Morgan (1970) Advanced by Amin, (2005) and modified by the Researcher
3.5    Sampling Techniques 

Both probability and non-probability sampling techniques was adopted in selecting the sample. 

3.5.1   Probability Sampling 

Probability sampling is a quantitative sampling technique which gives every member an equal chance of being selected. Probability sampling minimizes bias and every member stands an equal chance of being selected. The study used simple random sampling method. Simple random sampling method was used to sample the 110 respondents. According to Amin (2005), simple random sampling gives every member an equal chance to participate in the study. A sample frame was constructed and members were selected from the sampling frame to avoid bias of response. Simple random sampling was therefore suitable for the study since method gave equal chance to every member in the population to be included in the study since they were many and the researcher was interested on equal representation. Sekarani, (2003) holds that simple random sampling is an effective way of avoiding personal biases by the researcher.  
3.5.2   Non Probability Sampling 

This study also adopted purposive sampling method for selection of 24 key informants (Accounting Officer/PAS, Local Council V Members, Heads of User department and PDU staff). These respondents were specifically hand-picked for this study because of their position, level of education, experience and have technical knowledge on the subject under investigations. 
3.6    Data Collection Methods 

The Researcher used both primary and secondary types of data. Mugenda & Mugenda, (1999) opined that it is possible to use more than one method of collecting data, depending on the objectives of the research. Thus, the researcher backed the data primary data obtained through self-administered questionnaires and interviews with secondary data obtained from contract management records. 
3.6.1 Questionnaire Survey 

A questionnaire was used because it allows in-depth research, to gain firsthand information and more experience over a short period of time. The researcher selected questionnaire survey because it is practical and large amounts of information can be collected from a large number of people in a short period of time. Administering questionnaire is also cheap and fast. Questionnaire survey as a method increases the degree of reliability as well enhances the chances of getting valid data, (Amin, 2005). The study used only one set of questionnaire to capture all the necessary information from all categories of respondents as shown in Table 3.1. The researcher gave out 144 questionnaires to the sampled respondents because they were able to read and write in English and thus could fill in the questionnaires by themselves without any assistance.

 3.6.2   Interview
The researcher conducted personal interviews with 08 Key informants (Principal Assistant Secretary, 06 Heads of User Department and 01 PDU Staff) against the planned 13 key informants due to limited time while 15 beneficiary members and 05 contractors were also interviewed for qualitative data. This was to probe for more information, get clarification and for capturing facial expression of the interviewees, (Amin, 2005). In addition, interview also gave researcher opportunity to revisit some of the issues that had been an over-sight in questionnaire and documentary list and yet they are considered vital for the study. Thus, data that was obtained during the interview are used to supplement data that were obtained through the questionnaire as presented in chapter four.
3.6.3 Documentary Review 

Documentation cannot be underestimated as it provides necessary background and much needed context both of which make re-use a more worthwhile and systematic endeavor. Secondary data was obtained through the use of published and unpublished documents from the district as shown in Appendix VI. According to Amin (2005), secondary data can be helpful in the research design of subsequent primary research and can provide a baseline with which the collected primary data results can be compared to other methods. 

3.7 Data Collection Instruments 

The data collection instruments that were used include; questionnaires, interview guide and documentary review checklist. 

3.7.1 Questionnaire 

A questionnaire was formulated in a structured form using a five Likert itemized rating scale of 1 to 5 with 1- Strongly Disagree (SD), 2- Disagree (D), 3- Neural/ Not sure (N), 4- Agree, and 5- Strongly Agree (5). The scale was used because of its flexibility and can be constructed more easily than other types of attitude scales like semantic differential scale, rating scale, Thurston and Guttmann scale (Amin, 2005). In particular, the scale was used to measure the three dimensions of contract management (relationship management, administration management and delivery management) and service delivery. Each of the dimensions was measured by at least eight (8) questions.  Spiliotopoulou, (2009) opined that, small number of items in each subtest results into relative moderate coefficients the author proved that Cronbach’s alpha estimation of reliability increases with scale length (number of items in the scale) and recommends items to be more than 7 in order to determine the benchmark of 0.70 which usually determines acceptable reliability. The study had one set of questionnaire with a purpose to obtain answers to the research questions from all categories of respondents. This implies that questionnaire was the major instrument for collecting primary data. 
3.7.2   Interview Guide 

The interview guide was used to collect qualitative data from 08 Key informants (Principal Assistant Secretary, 06 Heads of User Department and 01 PDU Staff) against the planned 13 key informants due to limited time and 15 beneficiary members were also interviewed and 05 contractors.

3.7.2   Documentary Review Checklist
The documentary review check list was used in this study. The researcher obtained secondary data from published and unpublished existing documents by other scholars in relation to the concept of contract management and service delivery.  Various publications such as; magazines, newspapers, reports, procurement reports, Contracts Committee and Evaluation Committee minutes, audit reports, historical documents and other sources of published information from the government and district on procurement was  reviewed  by  the  researcher. Amin (2005) maintains that secondary data can be helpful in the research design of subsequent primary research and can provide a baseline with which the collected primary data results can be compared to other methods. Hence the instrument was very suitable because it provided highlights on what has been happening in regard to contract management and service delivery in Serere District Local Government.

3.8  Quality Control 

Data quality control techniques ensured that data collected were valid and reliable. The researcher first pre-tested the instruments among 06 Master of Public Procurement participants of Uganda Management Institute, 02 Works engineers, 02 PDU Heads, and 4 research and procurement experts in public entities. The essence of pretest was to ascertain and detect any ambiguities in the data collection instrument. After the pre-test the researcher then computed Cronbach's Alpha Reliability Coefficient (CARC) and Content Validity Index (CVI) as presented in sub-section 3.8.1 and 3.8.2 below. 
3.8.1 Validity 

To ensure validity qualitatively, the researcher consulted colleagues and gave the instruments to four experts (supervisors/ panel members) to evaluate the relevance of each item in the instrument to the objectives and rate each item on the scale of Relevant (2) and Not Relevant (1). The purpose of qualitative research is to describe or understand the phenomena of interest from the participant's eyes, therefore the researcher allowed the experts to legitimately judge the credibility of the instruments. The experts advised researcher to reduce the number of questions from 75 to at most 54 and focused on only research objectives. The researcher therefore constructed data collection instruments with adequate number of items (8-20) and made sure that each item on the scale 1-5 correlate with the three research objectives (to establish the relationship between contract administration and service delivery, to find out the relationship between delivery management and service delivery; to examine the relationship between relationship management and service delivery in Serere District Local Government) of the study and ensured that all items covered a full range of issues being measured. The researcher then calculated the Content Validity Index (CVI) using the formula: 
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The researcher found that the instrument yields greater validity of 80.0% higher than the recommended minimum coefficients of 70% or 0.70. Creswell (2003) argues that items with validity coefficients to at least 70% are accepted as valid and reliable in research. The result of the CVI is in Appendix VII of the report. All redundant, ambiguous or not clear questions were removed from the scale; and during interviews, the researcher rephrased the questions in order to seek consistency in responses from respondents while using English and sometimes Ateso language since most contractors had difficulty in using the official Uganda language.  
3.8.2 Reliability 

For reliability of data, the researcher used triangulation data collection method. Triangulation indicates that more than two methods are used in a study with a view to double (or triple) check results. This is called "cross examination" according to Mugenda & Mugenda (1999). According to Mugenda & Mugenda (1999) the idea is that one can be more confident with a result if different methods lead to the same result. If an investigator uses only one method, the temptation is strong to believe in the findings. If an investigator uses two methods, the results may well clash. By using three methods to get at the answer to one question, the hope is that two of the three will produce similar answers, or if three clashing answers are produced, the investigator knows that the question needs to be amended. 

A pretest of the instrument was done to 14 non sampled respondents in order to establish consistence in their responses. The Cronbach’s Alpha Reliability Coefficient (CARC) was computed using SPSS Ver.20 on 54 items. The instruments yield a Cronbach’s Alpha Reliability Coefficient (α) of 0.984 or 98.4% as shown in Appendix VIII. According to Nunnally, (1978) argued that reliability should be at least 0.90, preferably 0.95 or better where important decisions is made. In basic research, the concern is with the size of correlations and with the differences in means for different experimental treatments, for which purposes a reliability of 0.80 for the different measures is adequate. This implies that Alpha measures the extent to which item responses obtained at the same time correlate highly with each other. For this study therefore, the instruments were very reliable and fit for the study since the widely accepted reliability coefficient is 0.70 or higher for a set of items to be considered a scale in social science. 
3.9 Data Collection Procedure 

The researcher obtained a letter of introduction from the Department of Economics and Managerial Science, Uganda Management Institute after successful defense of the proposal to a three (3) member panel on Wednesday, July 19, 2017 to help with introductions to various respondents. In order for researcher to obtain relevant information from the Heads of Department and Contracts/ Evaluation Committee members, Senior Assistant Secretary (SAS) and administrative end users; the researcher got authorization letter from the Accounting Officer. The closed-ended questionnaire was administered in a period of three weeks against the planned one week to all categories of respondents and after the instruments were collected, coded and entered in SPSS Ver.20 for further analysis of quantitative data. Interviews were also conducted in a period of two weeks with a few selected respondents to explain variables with low, middle and high extremes on the five Likert scale. 
3.10   Data Analysis Techniques 

The collected data was analyzed using both quantitative and qualitative data analysis techniques of as explained below:
3.10.1   Quantitative Data Analysis 

Data was sorted using descriptive statistics in Statistical Package for Social Scientists (SPSS) Ver.20 so as to identify the missing variable(s), outliers and normality of data prior to the multivariate analysis of the questionnaire data. After running the descriptive statistics in SPSS, the output was printed for thorough review and the missing values and wrongly entered labels were traced from the original questionnaires and were filled. The descriptive statistics used include; frequency tables, mean, and standard deviation. The descriptive statistics also entailed the application of the Pearson correlation coefficient (p) and regression analysis was used to analyse and test hypothesizes (relationship between contract administration and service delivery, relationship between delivery management and service delivery; examine the relationship between relationship management and service delivery in Serere District Local Government). According to Sekaran (2003), a correlation study is most appropriate to conduct the study in the natural environment of an organization with minimum interference by the researcher and no manipulation. 

3.10.2 Qualitative Data Analysis 

The researcher kept records obtained from field interviews which were recorded in the researchers note book and transcribed so as to get clear meaning from the qualitative data. The researcher then did thematic analysis and content analysis. Content analysis involved coding the data and later processing it. This is because the two approaches complement each other since the theme emerges from the researcher and the description summaries from the responses. 

3.11 Measurement of Variables 

The researcher used categorical data to measure the background information about the respondents. The categorical data such as gender and marital status were measured using nominal scale with numbers being assigned to each category only to identify similar objects within a category from elements in another category that was different. While independent variables and dependent variable that is contract management and its dimensions (relationship management, contract administration and delivery management) was measured using a five Likert scale. The items in the domain were scored on the 5 point Likert scale ranging from Strongly Agree (5) to Strongly Disagree (1). Service deliver was measured based on time, quality, cost and value for money obtained from the procured works, services or goods in the district. On the other hand, the researcher also used the ordinal measurement scale composing of discrete variables. 
3.12 Ethical Considerations 

Ethical considerations are set of moral and social standards that include both prohibitions against and prescriptions for specific kinds of behavior in research. Its’ important to research because it ensures no unreasonable, unsafe or thoughtless demands are made by researchers; and also a reflection of respect for those who ‘take part’ in research. For example, prohibitions against fabricating, falsifying, or misrepresenting research data promote the truth and avoid error. Thus, since research often involves a great deal of cooperation and coordination among many different people in different disciplines and institutions, ethical standards promote the values that are essential to collaborative work, such as honest reporting, objectivity, voluntary participation, respect for intellectual property, trust, mutual respect, and fairness. Furthermore, respondent’s names were withheld to ensure anonymity and confidentiality in terms of any future prospects; while to avoid biasness, the researcher used the data collected for the reason for which it is collected.

CHAPTER FOUR
PRESENTATION, ANALYSIS AND INTERPRETATION OF RESULTS
4.1       Introduction
This section presents the results from the data collected and presented using the research objectives as a guide which were to: establish the relationship between contract administration and service delivery, find out the relationship between delivery management and service delivery; examine the relationship between relationship management and service delivery in Serere District Local Government, and the background characteristics of such respondents that were involved in the study are presented here under in their respective categories. 
4.2   Response Rate
The study generated a very good response rate among Chief Administrative Officers/ Principal Assistant Secretary (PAS), PDU Staff, Heads of Department, Contract/ Evaluation Committee Members, User Department/ Beneficiaries except LC V Executives/Members, Contractors/ Service Providers, LC III Executives/ Members, and CSO Leaders/Members who had moderate participation because their jobs always depend on schedules and some of them have no operating office. The respondents were drawn from District Headquarters staff, two Town Council (Serere and Kasilo), and the eight sub-counties of Serere district (Kyere, Olio, Atiira, Kateta, Pingire, Labor, Kadungulu and Bugondo sub-county). Out of the population of 144, the researcher sampled 134 for the study; a total of ninety (90) respondents returned their filled questionnaires giving a response rate of 67.2%. As a result researcher considered the returned instruments good for analysis since they were far above 50% as indicated in Table 4.1. Mugenda & Mugenda, (2003) urged that, 50% return rate was adequate for analysis, 60% good and 70% very good. 
Table 4.1:    Response Rate
	Category 
	Actual Sample Size
	Sampling Strategy

	Accounting Officer/ PAS
	01
	Purposive

	Local Council V Members
	3
	Purposive

	Local Council III  Members 
	8
	Simple Random Sampling

	Heads of User Department
	7
	Purposive

	Procurement & Disposal Unit Staff
	3
	Purposive

	Contracts Committee & 

Evaluation Committee Members
	10
	Simple Random Sampling

	Contractors
	9
	Simple Random Sampling

	Community/beneficiaries
	42
	Simple Random Sampling

	CSOs Representatives
	7
	Simple Random Sampling 

	TOTAL
	90
	


Source: Derived from Primary Data Analysis of Instrument
4.3     Background Characteristics of Respondents

The questionnaire asked respondents background questions such as; gender, age, marital status, educational level, experience years and capacity involvement in procurement and contract activities in Serere District Local Government. Because of suitability of respondents in the study, the following responses were generated. 

4.3.1.    Respondents Gender
The gender of the respondents was extracted from the research questionnaires as indicated in Table 4.1. 

Table  4. 2:    Respondents Gender

	Gender
	Frequency
	Percent

	Valid
	Male
	70
	77.8

	
	Female
	20
	22.2

	
	Total
	90
	100.0


Source: Derived from Primary Data Analysis of Instrument
Out of the 90 respondents, 77.8% (70) were male while female were only 22.2% (20). The result shows that male dominate the workforce in the district top and middle level management as well as the business industry as evidenced with the procurement records which shows no single construction firm is headed by female director except in service sector where there were three firms headed by female. This trend of gender distribution in public entities is now normal in Uganda because of weak enforcement of affirmative action at national and district level. 
4.3.2      Age of Respondents
Table 4.3:   Age of Respondents
	Age in Years
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Below 26
	4
	4.4
	4.5
	4.5

	
	26-35
	42
	46.7
	47.2
	51.7

	
	36-45
	25
	27.8
	28.1
	79.8

	
	46-55
	15
	16.7
	16.9
	96.6

	
	Above 55
	3
	3.3
	3.4
	100.0

	
	Total
	89
	98.9
	100.0
	

	Missing
	System
	1
	1.1
	
	

	Total
	90
	100.0
	
	


Source: Derived from Primary Data Analysis of Instrument
In terms of age, 42 (46.7%) of the respondents were in the age category of 26-35 years, 25 (27.8%) were between 36-45 years, while 18 (20.0%) were above 45 years of age, 4 (4.4%) were below 26 years and 1(1.1%) respondent did not disclose the age variable as shown on Table 4.2. These implies that, the majority of the procurement and contract management stakeholders were between the ages of 26 to 35 which imply that they are more flexible in shifting from task to task, and are more technologically advanced although they are less experience, self-centered and corrupt as noted by majority respondents hence jeopardizing service delivery at the district; while stakeholders of more than 45 years  have more experience, more disposed to routine work and reluctant to question unethical behavior in contract management because of intimidation from colleagues as compared to age group of 36-45 who also operate at self-interest because they want to survive. 
4.1.3   Marital Status
	Table 4.4:  Marital Status

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Married
	71
	78.9
	78.9
	78.9

	
	Single
	17
	18.9
	18.9
	97.8

	
	Divorced
	1
	1.1
	1.1
	98.9

	
	Widow
	1
	1.1
	1.1
	100.0

	
	Total
	90
	100.0
	100.0
	


Source: Derived from Primary Data Analysis of Instrument
The study revealed that 71 (78.9%) of the respondents were married, 17(18.9%) were single while divorced and widow respondents were 2 (2.2%). Since service delivery affects all categories of the population, knowing the marital status of the respondents was very important since each category has interest in a particular procurement for instance the married couples especially female had more interest in health sector related procurement like the wards, maternity facilities, drugs, beds, placenta pits, washrooms while their male counterparts were interested in roads, schools while the single especially the youth were more interested at procurement of services for their social events during their celebration days. This implies that the majority of the respondents were able to evaluate service delivery level at the district, thus giving relevant response. 

4.3.4     Education Level
	Table 4.5:   Education Level (Human Capital)

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Primary Level
	5
	5.6
	5.6
	5.6

	
	O-Level Certificate
	12
	13.3
	13.3
	18.9

	
	A-Level Certificate
	10
	11.1
	11.1
	30.0

	
	Diploma
	22
	24.4
	24.4
	54.4

	
	Bachelors’ Degree
	26
	28.9
	28.9
	83.3

	
	Masters’ Degree
	15
	16.7
	16.7
	100.0

	
	Total
	90
	100.0
	100.0
	


Source: Derived from Primary Data Analysis of Instrument
The study reveals that 41 (45.6%) respondents had at least Bachelors’ degrees, 22 (24.4%) had Diplomas, 12 (13.3%) had “O”-Level, while 10 (11.1%) had “A”-Level certificate, and 5 (5.6%) had primary level qualification. This implies that the researchers used highly educated respondents which understood the questionnaires and have greater knowledge in contract management and service delivery; and it’s one of the reasons the researcher was able to generate high response because they understand the value of research. 

4.3.5   Respondents Experience in Procurement Activities
	Table 4.6:    Respondents Experience in Procurement Activities

	
	   Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Below 5 years
	48
	53.3
	53.9
	53.9

	
	5-9 years
	31
	34.4
	34.8
	88.8

	
	10-14 years
	7
	7.8
	7.9
	96.6

	
	15 years & above
	3
	3.3
	3.4
	100.0

	
	Total
	89
	98.9
	100.0
	

	Missing
	System
	1
	1.1
	
	

	Total
	90
	100.0
	
	


Source: Derived from Primary Data Analysis of Instrument
The study revealed varying respondents experience in procurement activities (contract management and service delivery); 48 (53.3%) had less than 5 years, 31 (34.40%) had between 5-9 years, while 10 (11.1%) had 10 years and above working experience in the procurement function while 1 (1.1%) did not disclose his experience in the instrument. Since procurement is still in its development stage in Uganda; with Serere district having at least 45.5% stakeholders with over 5 and above years experience in procurement related activities including contract management is a good indicator that stakeholders know what to do in contract management.
4.3.6    Capacity of Respondents
Table 4.6:   Capacity of Respondents 
	
	Frequency
	Percent

	Valid
	Chief Administrative Officer/ Principal Assistant Secretary
	1
	1.1

	
	PDU Staff
	3
	3.3

	
	LC V Executive/Member
	3
	3.3

	
	Heads of Department
	7
	7.8

	
	Contract/ Evaluation Committee Members
	10
	11.1

	
	LC III Executive/ Member
	8
	8.9

	
	User Department/ Beneficiaries
	42
	46.7

	
	Contractors/ Service Providers
	9
	10.0

	
	CSO Leader/Member
	7
	7.8

	
	Total
	90
	100.0


Source: Derived from Primary Data Analysis of Instrument
During the study, the respondents were asked indicate the capacity of their involvement in contract management; the findings revealed that the majority 42 (46.7%) were involved as end users and they included (Senior Assistant Secretaries, Local Council I leaders, staff from finance department, planning unit, education, community base, natural resources, works and technical services department, teachers, and majority tax payers), 10 (11.1%) were involved because of being Contract/ Evaluation Committee members, 9 (10.0%) were contractors, 8 (8.9%) as LC III Executive/Members, 7 (7.8%) were involved as Heads of Department  and CSO Leader/ Member, while 3(3.3%) were in the capacity of PDU staff and LC V Executive/ member; and 1(1.1%) was involved as Principal Assistant Secretary. This implies that the study considered all key stakeholders at the district and their views enhanced the validity of the results.
4.4.0     Contract Administration and Service Delivery in Serere District Local Government
The first research objective for this study was to establish the relationship between contract administration and service delivery in Serere District Local Government. In order to achieve the study objective, the researcher developed twenty (20) items that were relevant to contract administration and service delivery. The respondents were requested to give their perceptions on statements which were in a five Likert scale that is; 1=Strongly Disagree (SD), 2=Disagree (D), 3=Neutral/ Not sure (N), 4=Agree (A) and 5=Strongly Agree (SA). The strongly agree and agree are on the positive side indicating the strength while strongly disagree and disagree are on the negative side indicating the weaknesses in the relationship, and neutral means the respondent(s) could not decide.  
The researcher also used descriptive statistics to obtain the percentages, mean and standard deviation so as to evaluate the strength of the items as well as areas of concern that need attention by the stakeholders. The key to Decision Rule were: 0.00-1.49= Poor; 1.50-2.49= Fair; 2.50-3.49= Good; 3.50-4.49= Very Good; and 4.50-5.0= Excellent. The minimum value for the mean on scale of 5 is 1 with 5 as maximum. The 20 key contract administration constructs yield the Cronbach’s Alpha Reliability Coefficient of 0.924 or 92.4% which indicates that the instrument was very reliable and good for decision making. Table 4.6 shows the responses.
Table 4.7:  Descriptive Statistics about Contract Administration (n=90)
	Items that Assessed Contract Administration 
	Responses in Percentages
	Mean (Max=5)
	Std. Dev.
	Remarks

	
	SD
	D
	N
	A
	SA
	
	
	

	The entity have ability to plan, record, and administer the contract
	4.4
	12.2
	3.3
	66.7
	13.3
	3.7222
	.99468 
	V. Good 

	The entity has effective risk monitoring and control
	10.0
	18.9
	10.9
	57.8
	3.3
	3.2556
	1.11739
	Good

	The entity measure and reports contractors’ performance
	4.4
	14.4
	7.8
	62.2
	11.1
	3.6111
	1.01333
	V. Good

	There is evaluation of the specification against contract performance 
	7.8
	13.3
	12.2
	47.8
	18.9
	3.5667
	1.17129
	V. Good

	The entity conducts regular payments to contractors
	2.2
	11.1
	8.9
	58.9
	18.9
	3.8111
	.94684
	V. Good

	There is timeliness of requests for info. by both parties
	7.8
	16.7
	20.0
	42.2
	13.3
	3.3667
	1.14607
	Good 

	There is timeliness of submission of claims for payment by contractors
	6.7
	10.0
	15.6
	54.4
	13.3
	3.5778
	1.05976
	V. Good

	The entity approves contractors request for extensions 
	8.9
	12.2
	10.0
	54.4
	14.4
	3.5333
	1.15340
	V. Good

	The entity approves variation of contracts (scope or value) without revalidation
	16.5
	25.6
	16.7
	32.2
	8.9
	2.9111
	1.26885
	Good 

	All parties involved in contract pay keen attention to all provisions in the given or existing contract
	6.7
	23.3
	6.7
	45.6
	17.8
	3.4444
	1.21887
	Good

	There has been termination of contracts by entity
	15.6
	18.9
	21.1
	32.2
	12.2
	3.0667
	1.27904
	Good

	The entity conducts a pre-performance conference 
	12.2
	12.2
	16.7
	41.1
	17.8
	3.4000
	1.26135
	Good

	The entity provides clear statements of work or specifications that enhance contractor performance
	3.3
	12.2
	4.4
	51.1
	28.9
	3.9000
	1.06053
	V. Good

	The entity provides adequate guidance on payment voucher processing and contract closeout
	8.9
	12.2
	13.3
	48.9
	16.7
	3.5222
	1.17299 
	V. Good

	The entity and other advisors have appropriate skills and qualifications to carry out the contract 
	8.9
	14.4
	7.8
	48.9
	20.0
	3.5667
	1.21831
	V. Good

	*There is clear reporting line procurement parties 
	4.4
	18.9
	12.2
	36.7
	26.7
	3.6222
	1.19529 
	V. Good

	The parties have progress meetings
	6.7
	16.7
	15.6
	53.3
	7.8
	3.3889
	1.06733 
	Good 

	Both parties have mutual trust and understanding 
	11.1
	9.8
	6.7
	61.1
	12.2
	3.5444
	1.16273
	V. Good

	There is planning and budgeting for contracts
	2.2
	7.8
	4.4
	56.7
	28.9
	4.0222
	.92381
	V. Good

	There are clear procedures for handover of contract 
	10.0
	8.9
	5.6
	51.1
	24.4
	3.7111
	1.22010
	V. Good


Source: Derived from Primary Data Analysis of Instrument, 2017
Note: * Means 1 Question was not answered by One Respondent

From Table 4.7, the results show the means for all 20 items were above average (2.5) on a five Likert scale that was used in the study to obtain respondents perception on contract administration variables. The researcher assessed the entity ability to planning, record and administer contract and found the mean score of 3.722 with standard deviation (Sdv.) 0.995 computed on the basis of five Likert scale. This implies that the entity has the required human resource skills and technical skills needed for planning. The study also revealed from that the entity has effective risk monitoring and control as demonstrated by modorate mean of 3.256 and standard deviation of 1.11. This implies that the level of risk monitoring and control in the entity is not very good and can lead to service delivery failure. 
The study also found that the entity measure and reports contractors’ performance (Mean=3.611, Sdv.=1.013) to the District Executive Committee (DEC) and the report outcome is given to the used department to take action in case of deviation. One beneficiary reported,
“… you can’t monitor yourself! Most of the contracts are taken up by the politicians and civil servants at the district and yet they are the very people budgeting, evaluating, awarding, supervising and paying. That is why payment certificate is issued to the contractor before completion of work,” (Beneficiary from Atiira Sub-County, September, 2017). This unethical conduct affects service delivery and reduces public confidence in contract in the district. This raises a question on who supervises the supervisor. 
The evaluation of specification against contract performance and identification of contract changes/ variations obtained a mean of 3.567 and standard deviation of 1.171 which is very good thought qualitative data shows discontentment from contractors. One contractor pointed that, “the entity provide specifications but when it comes to singing of agreement/ implementation, the contract is renegotiated and deliverables are scaled down at the same contract price,” (Works/ Supplies Contractor, Serere District, September 2017). This implies that the contract price is always overestimated or underestimated by the entity so as to cause variations for the officials to share the difference. The findings also confirms that entity conducts regular payments to contractors (Mean=3.811, Sdv.= 0.946) this was attributed with the different sources of project funds like Road Fund, District Water and Conditional Grant, District Discretionary Equalization Grant (DDEG), Primary Health Care (PHC) Grant, School Facilitation Grant (SFG) meant facilitating each sector activity.
From the study (Mean=3.367, Sdv.=1.146) respondents agreed that there is timeliness of requests for information or the provision of submissions such as drawings, reports and other related contract documentation by both parties while timeliness of submission of claims for payment including the adequacy of supporting evidence by contractors was equally very good (Mean=3.578, Sdv.=1.060) as indicated by the results. Furthermore, the study found that, the entity approves contractors request for extensions of contract time as indicated (Mean=3.533, Sdv.=1.154) by the respondents. This shows that both the contractor and the entity understand the procurement law which provides for contract extension especially when the cause of the delay is justified for instance factors causing the delay is beyond the contractors’ capacity which include earth quakes, floods, and economic crisis. 

The researcher also thought to establish from the respondents on whether the entity approves variation of contracts (scope or value) without revalidation. The findings show a mean of 2.911, with standard deviation of 1.269 implying the variations are approved without following the formal procedures of double checking the contractor’s claim which is an indication that the supervisor has a take from variation. According to one of the Key Informants during an interview, the officer acknowledged the gap by saying; “Procurement is a learning process and kept changing with time and environment which requires a lot of updating,” (Principal Assistant Secretary, Serere District, September 2017). By implication it means either there is knowledge and skills gaps in procurement in the entity or its intentional and the gap in the guideline is used to make contractor raise variations for instance the construction of District Administration block contract was initially awarded at about 350 million but more than two variations was raised making the building price to reach over 900 million and the explanation for the increase of cost was that the toilet and water flow was not included in the Accounting Officers’ side. Hence, these omissions escalated the procurement price to over 157% variations in price leading to a financial loss to the government and tax payers. 
On whether all parties involved in contract pay keen attention to all provisions in the given or existing contract. The results shows good indication (Mean=3.444, Sdv.=1.219) implying each party concentrate in its own section for instance the contractor is interested in the Bills of Quantities (BOQ) or specifications, the relevant documents, and the areas to be filled while the entity is also interested in filling its address, procurement subject, bid validity period and scope of work or specification while other section of the contract like general condition to contract and terms of contract is just copy and paste since it’s a standard document without review. 
Respondents further agreed (Mean=3.067, Sdv.=1.279) that there has been termination of contract due to misunderstanding or misinterpretation of contract between the entity and the contractor. The cause of termination for all the cited contracts were justifiable because the entity gave contractor(s) an extension which all failed to comply because they had no financial resources to complete the work as agreed in the contract. Hence the cause for termination was for convenience so as to achieve value for money though value for money was not realized since all the contractors had received part payment of more than what was done causing a financial loss to the entity of over 85 million Uganda shillings.
The mean of 3.400 and standard deviation of 1.261 confirms that the entity conducts a pre-performance conference with contractors. This implies that the entity provides feedback to bidders so that they can make improvement for future procurements. The PDU staff echoed that;
“the pre-performance conference is to show the stakeholders the level of transparency in the procurement process so that the public have greater confidence in the fairness of that process”. This view was supported by the contractor who adds that “the meeting is intended to entity’s expectations and clarifications reading the work schedule issues. However, after bidding the entity does not call contractors for any debriefing meeting unless an individual raise complain”, (PDU Staff Serere District, September 2017). This shows that the entity is only critical at the preliminary stage of procurement but when it comes to the actual work where the contractors assumption need to be checked it is left with the view that the contractor will do what is in agreement hence exposing the project to high risk thus service delivery failure. This finding is supported by the subsequent question on whether the entity provides clear statements of work or specifications that enhance contractor performance as reflected with the mean score of 3.900 and standard deviation of 1.060. The result shows that the entity provides specifications but when it comes to actual implementations there is alteration of the works and the major reason given is inadequate finance to complete the work.  
From the findings, majority respondents (Mean=3.522, Sdv.=1.173) agreed that the entity provides adequate guidance on payment voucher processing and contract closeout. All categories of respondents supported that statement and argued that the purpose is to avoid delayed payments after deliveries of works, services and goods. On whether the entity/ Contract managers and other advisors have appropriate skills and qualifications to carry out the contract management activities the majority of respondents (Mean=3.567, Sdv=1.218) agreed while 23.3% disagreed. This implies that knowledge and contract management skills is still lacking especially among the end users. The study also found that the entity has clear reporting line between the contractor, user department and PDU as supported by mean of 3.622 and standard deviation of 1.195. This is an indication there is well established structure in the entity and incase of conflict, the process of reporting is well defined within the system. 
Furthermore, the researcher also found whether the parties have progress meetings. The results (Mean=3.3889, Sdv.=1.067) shows that there is meeting between the parties but not regular. According to the interviewed contractors, they had this to say;
“… we don’t meet regularly! The meeting we always have is during the bidding period but after signing the contract we only meet when there is conflict regarding the deliverables where the district political team and technical staff only comes to mediate in the conflict,” (Serere District Contractors, September 2017). This implies that there are no planned meetings and platform for feedback between the entity and the contractor which is the result of non-compliance to service delivery standards in the district. It was also revealed that (Mean=3.544, Sdv.=1.163) both parties have mutual trust and understanding during contract. This is a very good conduct and shows the reason why the entity does not conduct due-diligence about its contractors for works and supplies. 
Planning and budgeting for contracts obtain 4.022 means with standard deviation of 0.924. This is an indication that the entity has procurement plans and budget for the procurement of goods, services and works as supported by the respondents. This is a very good indicator of contract administration where stake holders know what to be procured, when, and how much hence making coordination of the procurement activities easy since gives time for the PDU to integrate the procurement budget hence the needs of the entity is met in an efficient, cost effective and timely manner. Although the entity has procurement plan and budget, section of respondents echoed that the plan and budget is on paper. In an interview with one of the Senior Assistant Secretary in the traditional sub-county, he had this to say; 
“The procurement planning and budgeting is done right away from the grass root (village) to parish then sub-county and district respectively. But when it comes to implementation you discover that what is planed is being left out or pushed to the next financial year. On probing why? He added that all this is done because of political interest since the elected leaders have made so many promises which were out of planed and as a results resources are first channeled in one direction for instance all roads equipment have been taken to Kasilo county for the last four months and yet Serere county roads also need maintenance,” (Senior Assistant Secretary in Serere Dstrict, September 2017).
Contributing to the same debate, one Head of Department adds; quite often the procurement plan is altered as a result administering contract becomes very difficult for instance the on-going construction of General Ward at Serere Health Center IV which deviated from the original plan and budget. Original plan was to construct a Maternity Ward at 175 million but this plan has changed to the construction of General Ward with the estimated budget of 2.8 billion shillings which is also expected to go high since there is no Bills of Quantities (BOQ) and the contractor is one developing the BOQ as work progresses. This conduct affects service delivery because it derails the resources from the sector and the project is likely to take longer period for completion since the source of funding is not clear and majority stakeholders were not equally involved. 
Finally, the researcher found the entity has clear procedures for handover from contract award to contract management (Mean=3.711, Sdv.=1.220). This shows that after the contract signing, stakeholders are informed of the launch/ commissioning and advice on how they can access contract, establishing who will be in charge of handling queries from contractors and internal customers. The above results therefore show 20 items Local Governments in Uganda especially Serere district need to pay more attention in order to have successful implementation of contract to achieve high service delivery hence improving on the tax payers socio-economic welfare. 
4.4.1   Testing Hypothesis 1: There is Significant Positive Relationship between Contract Administration and Service Delivery 
In order to determine the direction and strength of the relationship between contract administration and service delivery in Serere District Local Government, the researcher used SPSS Ver. 20 to test the relationship using Pearson Correlation coefficient as shown in Table 4.8.  
	Table 4.8: Correlation between Contract Administration and Service Delivery

	
	Contract Administration
	Service Delivery

	Contract Administration 
	Pearson Correlation
	1
	.158**

	
	Sig. (2-tailed)
	
	.136

	
	N
	90
	90

	Service Delivery
	Pearson Correlation
	.158**
	1

	
	Sig. (2-tailed)
	.136
	

	
	N
	90
	90

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



The correlation analysis shows weak positive insignificant relationship between contract administration and service delivery (r =0.158**, p=0.136). The significance value (p = 0.136) was more than the critical p value of 0.01 hence the null hypothesis was rejected since the research results show no significant positive relationship between contract administration and service delivery. This implies that contract administration and service delivery (variables) are independent, which makes it possible to have all combinations of low/ high levels of contract administration and service delivery in Serere District Local Government. 

4.4.2   Regression Analysis on Contract Administration and Service Delivery 
Since correlation analysis reveals weak positive insignificant relationship between contract administration and service delivery in SDLG, the research found it worth to conduct regression analysis so as to determine the magnitude of effect contract administration has on service delivery. The Model summary and Analysis of Variance (ANOVA) results are presented in below.

	Table 4.9:   Model Summaryb

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

	
	
	
	
	
	R Square Change
	F Change
	df1
	df2
	Sig. F Change
	

	1
	.158a
	.025
	.014
	1.15921
	.025
	2.260
	1
	88
	.136**
	1.464

	**. Correlation is significant at the 0.01 level (2-tailed).
a. Predictors: (Constant), Contract Administration

	b. Dependent Variable: Service Delivery 


The regression analysis shows correlation coefficient of determination (R2) to be 0.025 and adjusted R2 of 0.14. This implies that contract administration explain only 2.5% of variation in service delivery in SDLG while the remaining 97.5% variations are caused by other factors such as corruption, influence peddling, low levels of productivity, and poor capacity of local contractors as revealed by respondents. Since the Durbin-Watson statistic of 1.461 is close to 2, it implies that the assumption of independent error is tenable. The Analysis of Variance (ANOVA) result was used to test whether the generated Model 1 was significantly better at predicting contract administration in service delivery than using means as the best guess. ANOVA statistics is presented in Table 4.10.
	Table 4.10:  Analysis of Variance (ANOVAa)

	Model
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	1
	Regression
	3.037
	1
	3.037
	2.260
	.136b

	
	Residual
	118.252
	88
	1.344
	
	

	
	Total
	121.289
	89
	
	
	

	a. Dependent Variable: Service Delivery

	b. Predictors: (Constant), Contract  Administration


The overall goodness of fit of the model had F value of 2.260 with p greater than the critical p <0.01 meaning there was no significant relationship between contract administration and service delivery. This indicates that the model is not a good predictor of service delivery in Uganda especially in Serere district. 

Table 4.11:  Regression Analysis
	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.
	95.0% Confidence Interval for B

	
	B
	Std. Error
	Beta
	
	
	Lower Bound
	Upper Bound

	1
	(Constant)
	2.333
	.517
	
	4.508
	.000
	1.305
	3.361

	
	Contract Administration 
	.193
	.129
	.158
	1.503
	.136
	-.062
	.449


**. Correlation is significant at the 0.01 level (2-tailed).
The standardized beta coefficient was found to be 0.158 and the p value was greater than the critical p<0.01. This indicates that there was no significant difference between contract administration and service delivery in SDLG. Hence, Hypothesis 1 was rejected which states that “There is Significant Positive Relationship between Contract Administration and Service Delivery”. The 95% confidence interval for the difference between the two means (-0.062 or 0.449) with calculated t-value 4.508 above F (2.260) which confirms that contract administration was not significant in explaining service delivery in Local Governments (LGs) in Uganda especially SDLG. 
4.5.0     Delivery Management and Service Delivery in Serere District Local Government
The study was to find out the relationship between delivery management and service delivery in Serere District Local Government. In order to answer the research question, respondents were requested to answer eight (8) statements related to delivery management and service delivery in Serere District Local Government (SDLG). Their perceptions were captured in a five-point Likert scale that is; 1=Strongly Disagree (SD), 2=Disagree (D), 3=Neutral/ Not sure (N), 4=Agree (A) and 5=Strongly Agree (SA) so as to gauge their opinion regarding the study variables. The eight (8) items yielded Cronbach’s Alpha Reliability Coefficient of 0.947 or 94.7% implying the tool used was very reliable and is appropriate for taking decision. The researcher used descriptive statistics to obtain the percentages, mean and standard deviation so as to evaluate the strength of the items as well as areas of concern that need attention by the stakeholders. The key to Decision Rule are: 0.00-1.49= Poor; 1.50-2.49= Fair; 2.50-3.49= Good; 3.50-4.49= Very Good; and 4.50-5.0= Excellent. The minimum value for the mean on scale of 5 is 1 while 5 is the maximum. Table 4.12 shows the descriptive statistics about delivery management in SDLG.
Table 4.12: Descriptive Statistics about Delivery Management (N=90)
	Items that Assessed Delivery Management 
	Responses in Percentages
	Mean (Max=5)
	Std. Dev.
	Remarks

	
	SD
	D
	N
	A
	SA
	
	
	

	There is active monitoring and control of the contract between the procuring and disposing entity and the contractor
	10.0
	20.0
	6.7
	53.3
	10.0
	3.3333
	1.19925
	Good

	The entity ensures timely delivery of goods, services and works
	14.4
	16.7
	8.9
	45.6
	14.4
	3.2889
	1.30895
	Good

	The entity ensures delivery of a cost effective and reliable service at an agreed standard and price
	14.4
	15.6
	5.6
	55.6
	8.9
	3.2889
	1.25639
	Good

	The entity checks the nature, quantity and quality of goods supplied out by contractors
	13.3
	12.2
	5.6
	45.6
	23.3
	3.5333
	1.33408
	V. Good

	The entity checks the nature, quantity and quality of works carried by contractors
	12.2
	11.1
	7.8
	43.3
	25.6
	3.5889
	1.31452
	V. Good

	The entity checks the nature, quantity and quality of services performed by contractors 
	15.6
	12.2
	6.7
	44.4
	21.1
	3.4333
	1.36612
	Good

	The entity monitors contractor performance throughout a contract term
	7.8
	20.0
	7.0
	42.2
	22.2
	3.5111
	1.25639 
	V. Good

	The user departments/ beneficiaries are satisfied with goods, services and works provided by the contractors 
	15.6
	28.9
	12.2
	35.6
	7.8
	2.9111
	1.25997
	Good


Source: Derived from Primary Data Analysis of Instrument
The researcher analyzed respondents perceptions using the five Likert scale on the major 8 items of delivery management in and found that (Mean=3.333, Sdv.=1.200) indicating there is active monitoring and control of the contract between the procuring and disposing entity and the contractor though not very good. On whether the entity ensures timely delivery of goods, services and works, the study found the Mean of 3.289 and standard deviation of 1.309 implying the goods are delivered but not at the right time as planed leading to delay in service delivery. Contributing to the same debate, one Head of User Department says,
“Most of the end users are taken by surprise when it comes to the delivery of goods, supplies or works especially classroom blocks. As a result they don’t know whether procurement has taken long or not but what they are interested at is the quality of what is being delivered and not even the contractor because they feel that the procurement was delivered to them by chance,” (Head of User Department in Serere District, September 2017).
On finding out if the entity ensures delivery of a cost effective and reliable service at an agreed standard and price, the findings reveals (Mean=3.289, Sdv.=1.256) which shows good level of service delivery. While (Mean=3.533, Sdv.=1.334) results was revealed on whether the entity checks the nature, quantity and quality of goods supplied out by contractors; (Mean=3.589, Sdv.=1.314) for the nature, quantity and quality of works carried by contractors; and (Mean=3.433, Sdv.=1.366) for the nature, quantity and quality of services performed by contractors. All this shows a good level of compliance though a number of end users lamented that; 
“The checking is done and when they are not satisfied with what is delivered they always reject but after few days politicians would force them to accept the deliveries with a promise that they will get back to the service provider,” (Beneficiary in Olio Sub-county, September, 2017). Contributing to the same debate, one Representative from Civil Society Organization explains that, “the local communities know what they want only that they are divided for instance when the elite group tells them to reject wrong deliverable one group will turn and say it’s because you are doing well but for us we need it. Hence they look what is delivered as a favour and politicians also intimidate them because they are they are the contractors so they want to protect each other,” (CSO Representative in Olio Town Council, September 2017). This justify why there is increase in air supply in the district as in the case of lap top supplies which was delivered but returned at night, shoddy works like roads, classrooms and poor craftsmanship in desks. 
The finding also indicates that entity monitors contractor performance throughout a contract term (Mean=3.511, Sdv.=1.256) which is very good and its evidenced by the existing records which shows joint monitoring of projects by the Executives, user department, security organ like Office of the Residential District Commissioner (RDC) though there is still air supply, shoddy works and poor service delivery at the district. The monitoring level was compared across all the eight sub-counties and two Town Council, the results also shows that the sub-counties where pressure groups like the Citizen Parliament/ Neighborhood Assembly are operating; there is always close monitoring of procurement activities which have resulted into greater service delivery as compared to areas without Citizen Parliament involvement in monitoring. Researcher also confirms that the user departments/ beneficiaries are not satisfied with goods, services and works provided by the contractors as represented by 2.911 mean with standard deviation of 1.260. This implies that the service delivery at the district is average and if attention is not put in delivery management then the tax payers will continue to pay for what they have not consumed. 
4.3.1 Testing Hypothesis 2: There is Significant Positive relationship between Delivery Management and Service Delivery in Serere District Local Government
In order to determine the direction and strength of relationship between delivery management and service delivery in Serere District Local Government, the researcher used Pearson Correlation coefficient and the result is presented in Table 4.13. 
	Table 4.13: Correlations between Delivery Management and Service Delivery in Serere District

	
	Service Delivery 
	Delivery Management

	Service Delivery
	Pearson Correlation
	1
	.532**

	
	Sig. (2-tailed)
	
	.000

	
	N
	90
	90

	Delivery Management 
	Pearson Correlation
	.532**
	1

	
	Sig. (2-tailed)
	.000
	

	
	N
	90
	90

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


From the correlation analysis it was revealed that there is a significant positive relationship between delivery management and service delivery. This is evidenced by the obtained Pearson correlation coefficient (r) of 0.532 with a significance p-value of 0.000. The result also indicates a strong positive relationship between the variables. Therefore, the significance value (p = 0.000) was less than the critical p value of 0.01 hence hypothesis 2 was accepted which states that “there is a significant positive relationship between delivery management and service delivery” as claimed by the researcher. The researcher further conducted regression analysis to establish the cause and effect relationship between the two variables using SPSS Ver. 20. 
4.3.2   Regression Analysis on Contract Administration and Service Delivery 
Since correlation analysis reveals strong positive significant relationship between delivery management and service delivery in SDLG, the research found it worth to conduct regression analysis so as to determine the influence of independent variable (delivery management) has on dependent variable (service delivery). The Model summary and Analysis of Variance (ANOVA) results are presented Table 4.14.

	Table 4.14: Model Summaryb

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

	
	
	
	
	
	R Square Change
	F Change
	df1
	df2
	Sig. F Change
	

	2
	.532a
	.283
	.275
	.99395
	.283
	34.771
	1
	88
	.000
	1.714

	a. Predictors: (Constant), Delivery Management

	b. Dependent Variable: Service Delivery


Results in Table 4.15 indicate that the amount by which a change in delivery management leads to a change in service delivery is 0.283 (R2=0.283). Hence, delivery management affects service delivery by 28.3% while the remaining 71.7% variation is caused by other factors such as delayed approvals by the relevant stakeholders like the Solicitor General, administrative review, delayed submission of the procurement requests by the user department, bad weather in case of construction, low technical capacity on mandated service deliver, and delayed release of funds for the intended procurement. Since the Durbin-Watson statistic of 1.714 is closer to 2, it implies that the assumption of independent error is tenable.
	Table 4.15: Analysis of Variance (ANOVAa)

	Model
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	2
	Regression
	34.351
	1
	34.351
	34.771
	.000b

	
	Residual
	86.938
	88
	.988
	
	

	
	Total
	121.289
	89
	
	
	

	a. Predictors: (Constant), Delivery Management

	b. Dependent Variable: Service Delivery


From the table above, the overall fit of the model is good. Statistically, the model is very significant with F value of 34.771 and p=0.000 which is less than p<0.01. This explains 28.3% variance in service delivery. 
Table 4.16: Regression Analysis (Coefficienta)
	Model 2
	Unstandardized Coefficients
	Standardized Coefficients
	T
	Sig.
	95.0% Confidence Interval for B

	
	B
	Std. Error
	Beta
	
	
	Lower Bound
	Upper Bound

	2
	(Constant)
	1.111
	.351
	
	3.160
	.002
	.412
	1.809

	
	Delivery Management 
	.540
	.092
	.532
	5.897
	.000
	.358
	.721


a. Dependent Variable: Service Delivery
The results in Table 16 show that the standardized Beta coefficient is more than 0.05 and tends towards the absolute value of +1 (strong positive correlation) implies that as delivery management increases, so does service delivery. Thus the set Hypothesis 2 was accepted which states that “there is significant positive relationship between delivery management and service delivery” because p value is less than the critical p< 0.01. The 95% confidence interval for the difference between the two means (0.358 or 0.721) which implies that the results is true, correct and accurate because many stakeholders are only mindful about the quality and quantity delivery but not price and the process involved in the acquisition as revealed by the respondents. 
4.6.0   Relationship Management and Service Delivery in Serere District Local Government
The third objective of the study was to examine the relationship between relationship management and service delivery in Serere District Local Government. Thirteen (13) items about relationship management were presented to respondents who responded to a five-point Likert scale of questionnaire with coded responses as; 1=Strongly Disagree (SD), 2=Disagree (D), 3=Neutral/ Not sure (N), 4=Agree (A) and 5=Strongly Agree (SA) so as to gauge their opinion regarding the study variables. The result for their responses was presented using descriptive statistics in Table 4.17. The analysis and interpretation of the data was based on the mean and the minimum mean value was 1 while maximum value was 5. Thus the following mean scale was used for taking decision: 0.00-1.49= Poor; 1.50-2.49= Fair; 2.50-3.49= Good; 3.50-4.49= Very Good; and 4.50-5.0= Excellent. The minimum value for the mean on scale of 5 is 1 while 5 is the maximum. The thirteen (13) items yield Cronbach’s Alpha Reliability Coefficient of 0.904 or 90.4% implying the tool used was very reliable and appropriate for decision making.
A comparative analysis of 13 items as shown in Table 4.17 reveals important information concerning relationship management and service delivery in Serere District Local Government. With the mean score ranging from 3.08 to 3.69 implies that the respondents have indicated key relationship management areas that need attention so as to improve service delivery for example, the findings shows that there is good relationships between the entity and the contractor (Mean=3.69, Sdv.=1.02). This is a very good indicator for relationship management and implying there are mutual respect and trust between the entity and some contractors. 
From the findings, the obtained mean of 3.23 and standard deviation of 1.26 revealed that, the entity promotes transparency and accountability in the conduct of procurement. This implies that the level of transparency and accountability is still not very good as a result it creates avenue for corruption inform of bribery, nepotism, favoritism which will limit competition for the provision of high quality goods, services and works hence poor service delivery in the district. The majority of the respondents also agreed that record keeping by procuring and disposing entity and the Contract Management Team is very good as shown by 3.66 mean and 1.05 standard deviation. 
Table 4.17   Descriptive Statistics about Relationship Management (N=90)
	Items that Assessed Relationship Management
	Responses in Percentages
	Mean (Max=5)
	Std. Dev.
	Remarks



	
	SD
	D
	N
	A
	SD
	
	
	

	There is good relationships between the entity and the contractor
	3.3
	13.3
	12.2
	53.3
	17.8
	3.6889
	1.02381
	V. Good

	The entity promotes transparency and accountability in the conduct of procurement
	12.2
	21.1
	10.0
	44.4
	12.2
	3.2333
	1.26358
	Good

	There is good record keeping by PDE and the Contract Management Team
	3.3
	16.7
	7.8
	55.6
	16.7
	3.6556
	1.05107
	V. Good

	There is a well established good relationships between the entity and the contractors
	6.7
	17.8
	11.1
	56.7
	7.8
	3.4111
	1.07989
	Good

	Contractors have build confidence and trust with the entity
	12.2
	20.0
	12.2
	47.8
	7.8
	3.1889
	1.20760
	Good

	There is effective communication between contractor and entity
	8.9
	15.6
	14.4
	53.4
	7.8
	3.3556
	1.11488
	Good

	There is a joint approach to managing delivery of goods, services and works
	7.8
	24.4
	8.9
	50.0
	8.9
	3.2778
	1.16144
	Good

	There is professional approach to managing issues and dispute resolution
	10.0
	21.1
	8.9
	48.9
	11.1
	3.3000
	1.21276
	Good

	The entity main interest is to make the relationship work 
	6.7
	12.2
	11.1
	57.8
	12.2
	3.5667
	1.07107
	V. Good

	The contract clauses and practices promote and demonstrate clear problem and conflict resolution mechanisms 
	5.6
	11.1
	17.8
	55.6
	10.0
	3.5333
	1.00783
	V. Good

	There is early identification and resolution of poor performance
	13.3
	22.2
	14.4
	43.3
	6.7
	3.0778
	1.21070
	Good

	There is regular contract management reviews for all relevant parties
	13.3
	18.9
	11.1
	47.8
	8.9
	3.2000
	1.23798
	Good

	The roles and responsibilities of the contract manager/ entity and contractor are clearly defined 
	5.6
	13.3
	8.9
	53.3
	18.9
	3.6667
	1.10158 
	V. Good 


Source: Derived from Primary Data Analysis of Instrument
The findings further indicates (Mean=3.41, Sdv.=1.08) that, there is a well established good relationship between the entity and the contractors. One PDU staff argued that; “Contractors have more relationship with politicians than PDU which makes savings very difficult because before the bids is out, they already aware of the outcome and when contractor realize that the company is not getting the deal; the contractor will not participate in that procurement,” (PDU staff in Serere District, September 2017).  This implies that there is high level of bid collusion and rigging in the district which is bad practice since it discourages competition as a result value for money is not obtained in the procurement.

From the findings, average number of respondents (Mean=3.19, Sdv.=1.21) agreed that contractors have build confidence and trust with the entity. This level of confidence and trust is still low in Serere district implying both stakeholders focus on what is in the contract because each party is unpredictable hence cannot protect the interest of the other leading to high service delivery failure. The results show that there is good (Mean=3.36, Sdv.=1.12) effective communication between contractor and entity. However some contractors disagree with the statement and explain that, 
“Communication with the user and project management team is very good and prompt at the beginning of the contract but after delivery and submission of the demand note, all parties in the entity who have been responsible at the beginning begins to ignore your (contractors’) phone calls,”  (Contractor from Kateta Sub-County in Serere District, September 2017). This implies that the entity does not understand the value of open communication in promoting the relationship and understanding of the contracting parties. As a result, it is important for the entity to note that even if there is no money or information the contract manager and the PDU have to tell the contractor regarding their payments, they should not ignore the contractors’ call because it breeds mistrust. 
On whether there is a joint approach to managing delivery of goods, services and works in Serere district, the researcher found a mean of 3.30 with standard deviation of 1.21 which is not good enough. This implies that since there are many stakeholders involved in monitoring the procurement, it is possible that there will be conflicting reports which will led to waste of time by the parties involved in reconciling their reports. The study also demonstrates from the response that the entity has professional approach to managing issues and dispute resolution as indicated by 3.30 mean and 1.21 standard deviation. This implies that the entity has means of handling conflicts between in contract between the entity and the contractors as required by the PPDA Regulations or Act. One respondent from the user department revealed that, 
“Sometimes the law is not followed and the dispute(s) is managed through intimidation especially from the political wing where they could be expecting the contractor to give ‘kintu kidogo” (kick-back) and contractor refuse to honor because it is against the procurement law, the contractor payment will delay for more than three (3) months and if not the work will be termed as substandard/ shoddy even if the work is extremely good and there is value for money,” (User Department from Kasilo Town Council, September 2017).
In the study it was agreed that the entity main interest is to make the relationship work other than contract termination as evidenced by 3.57 mean with a standard deviation of 1.07. The implication of relationship focus is for the entity to achieve cost reductions and flexibility in dealing with the contractor(s) during the period of inflations, change of contract terms, and increasing cost of raw materials or equipments. The researcher also explored respondents’ views on whether contract clauses and practices promote and demonstrate clear problem and conflict resolution mechanisms including well defined and known escalation routes. The findings showed a mean of 3.53 with standard deviation of 1.01 which is an indication that the entity is in tandem with the procurement rules and regulations. The findings also show that the level of entity involvement in early identification and resolution of poor performance is still not very good (Mean=3.078, Sdv.=1.211). This implies that the increasing cost of procurement through variations in Serere district is a result of poor risk identification hence low value for money. 
Also from the responses, it was further agreed (Mean=3.20, Sdv.=1.24) that there is regular contract management reviews in the entity which is a good indicator of relationship management since the entity consider to improve and develop potential strategic relationships so as to deliver values for all relevant parties. The roles and responsibilities of the contract manager/ entity and contractor are clearly defined and differentiated in the contract documentation and well understood by all parties was agreed by (Mean=3.67, Sdv.=1.10) respondents. This indicates that the there is segregation of duties among the stakeholders as required by the PPDA Regulations or Act 2014 as amended.
4.6.1   Testing Hypothesis 3: There is significant positive relationship between Relationship Management and Service Delivery
In order to determine the direction and strength of relationship between relationship management and service delivery in Serere District Local Government, the researcher used Pearson Correlation coefficient and the result is presented in Table 4.18. 

	Table 4.18:  Correlations between Relationship Management and Service Delivery

	
	Service Delivery
	Relationship Management

	Service Delivery
	Pearson Correlation
	1
	.354*

	
	Sig. (2-tailed)
	
	.001

	
	N
	90
	90

	Relationship Management 
	Pearson Correlation
	.354*
	1

	
	Sig. (2-tailed)
	.001
	

	
	N
	90
	90

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


From the correlation analysis relationship management and service delivery to have significant positive relationship (r=0.354, p<0.01) supporting hypothesis 3 which state that “there is a significant positive relationship between relationship management and service delivery”. The result also indicates positive relationship between the variables. This implies that improvement in relationship management in local governments will lead improvement of service delivery. The researcher further conducted regression analysis to establish the cause and effect relationship between the two variables using SPSS Ver. 20. 
4.6.2   Regression Analysis on Relationship between Relationship Management and Service Delivery
Regression analysis was performed to establish the nature of relationship between relationship management and service delivery and the extent independent variable explains the variance in service delivery. The results are shown in Table 4.19.
	Table 14.19:  Model Summaryb

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

	
	
	
	
	
	R Square Change
	F Change
	df1
	df2
	Sig. F Change
	

	3
	.354a
	.125
	.115
	1.09816
	.125
	12.575
	1
	88
	.001
	1.631

	a. Predictors: (Constant), Relationship Management 

	b. Dependent Variable: Service Delivery


Table 4.19 shows that relationship management was entered in model 3, producing a multiple correlation coefficient of 0.125 (R2=0.125) between predictors and service delivery. This implies that relationship management account for only 12.5% variance in service delivery while the remaining 87.5% variation is caused by other factors such as institutional leadership, quality, time, cost, corruption, poor specifications, low motivation and remuneration compounded by mind set, negative attitude, and negligence of the roles. Since the Durbin-Watson statistic of 1.631 is closer to 2.00, it implies that the assumption of independent error is tenable. 
The Analysis of Variance (ANOVA) was also used to test whether Model 3 was significantly better at predicting service delivery in SDLG than using the means as a best guess. This is shown in ANOVA Table 4.20.
	Table 4.20: Analysis of Variance (ANOVAa)

	Model
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	3
	Regression
	15.165
	1
	15.165
	12.575
	.001b

	
	Residual
	106.124
	88
	1.206
	
	

	
	Total
	121.289
	89
	
	
	

	a. Dependent Variable: Service Delivery

	b. Predictors: (Constant), Relationship Management 


The calculated F value = 12.575 was put into consideration with a p= 0.001. Since the p= 0.001 is less than the bench mark p= 0.01, which are highly significant show that Model 3 significantly improve the researcher ability to predict service delivery in Uganda. 
Table 4.21: Regression Analysis (Coefficienta)
	Model
	Unstandardized Coefficients
	Standardized Coefficients
	T
	Sig.
	95.0% Confidence Interval for B

	
	B
	Std. Error
	Beta
	
	
	Lower Bound
	Upper Bound

	3
	(Constant)
	1.704
	.407
	
	4.181
	.000
	.894
	2.513

	
	Relationship Management 
	.386
	.109
	.354
	3.546
	.001
	.170
	.602


a. Dependent Variable: Service Delivery
The results in Table 4.21 show that the standardized Beta coefficient is more than 0.05 and tends towards the absolute value of +1 (positive correlation) implies that as relationship management increases, so does service delivery. Thus the set hypothesis 2 was accepted which states that “there is significant positive relationship between relationship management and service delivery” because p value is less than the critical p< 0.01. The 95% confidence interval for the difference between the two means (0.170 or 0.602) which implies that the results is true, correct and since coordination and frequent communication is very important among the procurement stakeholders.
4.7      Service Delivery
The researcher presented ten (10) items about service delivery level in Serere District Local Government to respondents who rated their satisfaction level in a five-point Likert scale from strongly disagree to strongly agree where; 1=Strongly Disagree (SD), 2=Disagree (D), 3=Neutral/ Not sure (N), 4=Agree (A) and 5=Strongly Agree (SA). The reliability of the instrument was computed using Cronbach’s Alpha Reliability Coefficient. The internal consistency for the ten (10) items was 0.867 or 86.7% implying which is acceptable for analysis. However, the mean scale of 0.00-1.49= Poor; 1.50-2.49= Fair; 2.50-3.49= Good; 3.50-4.49= Very Good; and 4.50-5.0= Excellent were used to guide researcher in taking decision since the maximum is 5 with the minimum of 1. Table 4.22 shows the descriptive statistics of the independent variable.
Table 4.22: Descriptive Statistics about Service Delivery in Serere District (N=90)
	Items that Assessed Service Delivery
	Responses in Percentages
	Mean (Max=5)
	Std. Dev.
	Remarks

	
	SA
	D
	N
	A
	SA
	
	
	

	The public is involved in assessing the quality of goods, services and works 
	18.9
	18.9
	8.9
	36.7
	16.7
	3.1333
	1.40784
	Good

	There is VfM for goods/services/ works procured
	20.0
	25.6
	4.4
	32.2
	17.8
	3.0222
	1.45322
	Good

	Timeliness is highly emphasized in the entity
	8.9
	20.0
	11.1
	41.1
	18.9
	3.4111
	1.25326
	Good

	Contracts are awarded to bidders with the lowest cost price while considering VfM
	13.3
	26.7
	18.9
	28.9
	12.2
	3.0000
	1.26313
	Good

	There is high level of quality of goods, services and works in the district
	14.4
	34.4
	12.2
	28.9
	10.0
	2.8556
	1.26811
	Good

	Delayed payments to contractors does not affect delivery of goods, services and works 
	28.9
	42.2
	7.8
	18.9
	1.1
	2.1889
	1.10050
	Fair

	Delayed delivery of goods/ services / completion of works does not affect service delivery
	33.3
	45.6
	1.1
	15.6
	4.4
	2.1222
	1.16915
	Fair

	There is timely delivery of goods, services and works in the district
	15.6
	43.3
	10.0
	28.9
	2.2
	2.5889
	1.13072
	Good

	The goods, services and works procured at the district are cost effective
	13.3
	27.8
	14.4
	40.0
	4.4
	2.9444
	1.18380
	Good

	There is improved service delivery in Serere district
	11.1
	26.7
	7.8
	51.1
	3.3
	3.0889
	1.16739
	Good


Source: Derived from Primary Data Analysis of Instrument
Table 4.22 shows the overall assessment of the respondent’s views/ perceptions on the 10 items that measured service delivery in SDLG. The empirical findings on Table 4.22 shows the means distribution of the 10 items ranged between 2.12 to 3.41 on the five Likert scale that was used in this study and they need urgent attention as a way of improving service delivery. 
From the findings, majority respondents agreed that there is involvement of public in assessing the quality of goods, services and works that are being implemented (Mean=3.13, Sdv.=1.41). This implies that there is good (average) level of improvement.  Although there is public involvement in assessing the value for money for goods, services and works procured, value for money is not fully attained since there is number of shoddy works, variations in prices, and delayed delivery as shown by the results (Mean=3.02, Sdv.=1.45) indicating poor service delivery in the entity. The researcher also found that timeliness is highly emphasized in contact management (Mean=3.41, Sdv.=1.25) which is good practices and it enabled the contract to be paid hence eliminating the recurrent situation where money is returned to the treasurer because of delayed delivery which has led to the declining service delivery in the district. 
On whether contracts are awarded to bidders with the lowest cost price while considering value for money, the minority (Mean=3.00, Sdv.=1.26) agreed while the majority disagree and could not decide. This implies that the entity either consider low priced bid without consideration of quality, quantity, time and value the item will add on the wellbeing of the beneficiaries or the entity is only interested in quality but not the cost it will have on the tax payers. Regarding this statement, it is difficult conclude on whether low price means low quality and vis-à-vis.  From the study findings respondents disagreed to the aspect that, there is high level of quality of goods, services and works in the district (Mean=2.86, Sdv.=1.27). This indicates that there is low level of competition in the entity as demonstrated by low level of quality goods, services and works delivered at the district.  
The statement whether delayed payments to contractors does not affect delivery of goods, services and works in the district had a Mean of 2.19 with Standard deviation of 1.10 implying delayed payment affects service delivery and will also lead to cost overrun. In an interview with the LC III Executive member from Kyere he added that;

“Yeah, it affects because after the contractor is issued with Interim Certificated for what is done especially in ad-measurement contract, s/he expects to use the money for settling the suppliers and when this money is not paid the contractors moral to work will go down and sometimes will leave the site till the payment is settled as a result it will cause delay in the delivery of either works, service or supplies,” (Local Council III Executive Member, Kyere Sub-county, September 2017). 

From the findings, majority (Mean=2.12, Sdv.=1.17) of respondents agreed that delayed delivery of goods, services and completion of works does affect service delivery. This implies that the respondents understand what service delivery is and its effect to the user like increase in poverty if the procurement was to improve their wellbeing, deaths in case of delay delivery of medicine in hospitals, and mistrust to the leaders. 
The respondents (Mean=2.59, Sdv.=1.13) also lamented on delayed delivery of goods, services and works in the district. According to works Contractor, the contractor commented that “

“… the delay in bidding is caused by the contractor(s) inform of asking extension time for submission especially when there was power fluctuation or when the entity failed to issue the bids as planned. The contractor also added that evaluation and wards of bidding also takes time which is deliberate tactic to solicit for bribes by the officials,” (Works Contractor from Serere Town Council in Serere District, September 2017a). This implies that the contractors do not meet their obligation in the contract of timely delivery of goods, services and works since some of their time is wasted by the entity officials who are selfish hence delay in delivery in attempt to meet their expectations. On probing, if you don’t meet their expectations what will happen? The contractor gave his quick respond that, “… as long as you have not meet the expectations of officers that come to you, just know you will not get the Certificate and your work will be regarded as substandard. Hence, kick back is now part of the withholding tax which they cater for when bidding in order to continue with business,” (Works Contractor from Serere Town Council in Serere District, September 2017b). With all this indicators of bad practice, it means even if the contract is approved, its progress will depend on when the contractor meets the entity kick back demand even if funds for the activity are available. 
 Furthermore, respondents (Mean=2.94, Sdv.=1.18) indicates that goods, services and works procured at the district are not cost effective. This is an indication that the entity is not able to attract adequate service providers so that they can compete to generate quality and cost effective procured items (goods/ supplies, works and services) as a result it will reduce procurement costs and promote greater service delivery in the entity because of reduced financial. Finally, the study revealed from the obtained mean of 3.09 and standard deviation of 1.167 that there is improved quality of service and customer focus in Serere District Local Government; this implies that service delivery level in the past was below average and has just inclined to about 56% which is still low and needs greater improvements.
CHAPTER FIVE

SUMMARY, DISCUSSION, CONCLUSION AND RECOMMENDATIONS

5.1      Introduction

This chapter deals with the summary and discussion of the major findings, general conclusion drawn on the bases of the findings and recommendations which are assumed to be useful to enhance contract management for greater service delivery in Uganda Local Governments especially Serere District Local Government. 

5.2   Summary of Key Findings

Out of the population of 144, the researcher sampled 134 for the study and a total of ninety (90) respondents returned their filled questionnaires giving a response rate of 67.2%. Of which 85 (94.5%) were above 26 years with at least 41 (45.6%) having Bachelors’ degrees, 22 (24.4%) and only 17 (18.9%) had “O”-Level qualification and below; while 41 (45.5%) had at least 5 years experience in procurement activities (contract management and service delivery) while the majority 48 (53.3%) had less than 5 years and 1 (1.1%) did not disclose his/her work experience.

The tested three (3) hypotheses shows that all the relationships were positive and significant, except relationship between contract administration and service delivery. The results shows that there was no significant relationship between contract administration and service delivery (r=0.158, p<0.136). The results also show a significant relationship between delivery management and service delivery (r=0.532, p<0.000); while relationship between relationship management and service delivery was significant (r=0.354, p<0.001). However, none of the variables were highly inter-related. 

5.3.0    Discussion of Findings
The results for the study were done objective by objective: 
5.3.1    The Relationship between Contract Administration and Service Delivery in Serere District Local Government
In establishing the relationship between contract administration and service delivery in Serere District Local Government, it was found that there was no significant positive relationship between contract administration and service delivery as confirmed by the correlation coefficient of 0.158 with a significant value (p) of 0.136 was obtained. This implies that contract administration and service delivery (variables) are independent, which makes it possible to have all combinations of low/ high levels of contract administration and service delivery in Serere District Local Government. This findings form a firm foundation for further scholarly work since the existing literature shows that, there was no study being done on establishing the relationship between contract administration and service delivery. 
The findings reveal planning and budgeting for contracts as the most important aspect of contract administration. This is an indication that the entity has procurement plans and budget for the procurement of goods, services and works. Basheka, (2009) contends that without adequate attention to planning government procurements, the respective procuring agencies will only be left with ad hoc procurement systems, which cannot in most cases, translate into value for money. Kiage (2013) adds that planning influence procurement performance and guides in prioritizing and procurement making decisions. According to (Kelman, 1994) the focus of contract administration is to obtain supplies and services, of requisite quality, on time, and within budget.
The study also observed that the entity conducts regular payments to contractors as indicated by mean of 3.811 which is very good. Although the entity conducts regular payments to contractors, service delivery in the district is still leaping as shown by the respondent’s perception of 2.84 out of 5. This result contradicts with the previous studies done by (Alinaitwe, 2007) who correlate poor performance of construction projects to lack of regular payments. Furthermore, Kiage (2013) holds that delays in payment to contractors hamper service delivery. The implication of this result is that regular payment to contractors/ service providers does not guarantee quality, timely and cost effective work that yields value for money for the wellbeing of tax payers; hence what yields better performance are ethical values between the contracting parties.  
From the results presented, it was revealed that the entity has clear procedures for handover from contract award to contract management. This shows that after the contract signing, stakeholders are informed of the launch/ commissioning and advice on how they can access contract, establishing who will be in charge of handling queries from contractors and internal customers. The findings rhythms well with (Ahimbisiwe, et al., 2012) who revealed that clear administrative procedures ensure that all parties to the contract understand who does what, when and how. This report contradicts (Oluka & Basheka, 2012) findings that procuring entities give only full attention to the contract selection process, but then walk away from the procurement once the contractor is in place. It is therefore important to note that, the success or failure of service delivery depends on how well the entity is able to manage the entire contracting process. 
The study also reveals that the entity measure and reports contractors’ performance. This is a very surprising results and contrary to many research findings, where contractors performance are measured and reported to the relevant stakeholders like the District Executive Committee (DEC) but still contractors are paid for shoddy works and air delivery. The exercise of skill and judgment is often required in order to protect effectively the public interest (Kelman, 1994). This indicates that the contract supervisors either lack skills and knowledge regarding the procurement subject or they do it deliberate for their own benefit. This is in agreement with PPDA Report 2013 which shows that the entity have inadequate capacity in the Procurement and Disposal Unit, makes payment for shoddy work or work not delivered, and lack of transparency and accountability to stakeholders which has crippled service delivery in the district and made the government unpopular. Ntayi et al., (2009) adds that millions of dollars get wasted in Uganda due to inefficient and ineffective structures, policies and procedures.
The respondents also agreed that there has been termination of contract due to misunderstanding or misinterpretation of contract between the entity and the contractor. According to Davison & Sebastian (2011), contract management challenges are inevitable in any contractual relationship due to lack of transparency and poor record keeping. Furthermore, Davison & Wright, (2004) contends that contract problem always threaten the success of the project by impacting any or all of the “5Rs” in an adverse manner, such as, delivery of incorrect product, incorrect quantity, an increase in project costs, a delay in delivery, poor quality or the ultimate unsuccessful result, contract termination. Given this fact, it would be difficult for Serere district LG to improve service delivery because of delay in delivery and payments to contractors for incomplete works. 
The study also revealed the entity major weakest of approving variations of contracts (scope or value) without revalidation which undermines the procurement agenda of obtaining more from fewer resources. Oluka & Basheka (2012) posits that more often procuring entities give full attention to the contract selection process, but then walk away from the procurement once the contractor is in place hence money spent on item does not yield satisfaction from the beneficiaries. The Principal Agency Theory opined that both principal and agent are usually assumed to be attempting to maximize their own utilities (Eisenhardt, 1989). This behavior of the entity and the contractor limits the balance between the “three E’s” that is economy, efficiency and effectiveness, (Jackson, 2012). 
Finally, contract administration demonstrate very good (satisfactory) performance with the average mean score of 3.53 (70.4%) and indication that there is compliance with the procurement rules at the start/ beginning of procurement; but when it comes to final delivery there is a lot of deviation which hinders the service delivery at the district. This finding agrees with many national studies (Komakech, 2016; Basheka & Kabatereine, 2013; Muhakanizi & Malta, 2013; Sabiti, et al., 2013) claim that procurement is much focused on procedural compliance and less emphasis is put on performance to achieve value for money. This implies that entities have developed a systematic approach of not getting trap by law while causing financial losses to organizations inform of wrong supplies of goods, defrauding the organization. 
5.3.2  The Relationship between Delivery Management and Service Delivery in Serere District  Local Government
In the study, it was revealed that there is a significant positive relationship between delivery management and service delivery. The evidence is the obtained Pearson correlation coefficient (r) of 0.532 with a significance p-value of 0.000. The result also indicates a strong positive relationship between the variables. Thus, the findings support Muhwezi  &  Ahimbisibwe, (2015) who holds that delivery management is relatively more important than the other dimensions (contract administration and relationship management) of contract management. 
The findings also showed that the entity ensures delivery of a cost effective and reliable service at an agreed standard and price; and also checks the nature, quantity and quality of goods supplied, works carried and services performed by contractors. This result is consistent with (Davison & Wright, 2004) studies. Oluka, (2012) holds that contracts should be designed to facilitate desirable procurement outcomes and minimizes actions that hurt the performance. 
Respondents also revealed that the level of contract monitoring and control between the procuring and disposing entity and the contractor is not very good hence exposing the risks to delivery. This observation is further supported by (Kiage, 2013; Muhwezi & Ahimbisibwe, 2015) who revealed that users are left alone to manage and monitor their contracts without the involvement of procurement entity. This results contradicts with Queensland Audit Office, (2013) study who emphasized that, for entity to monitor supplier performance throughout a contract term while ensuring that departments receive the goods and services they purchase, according to the required standard, within the required time frames and achieve value for money. Contributing to the same debate Davison & Wright, (2004) reveals that the proposal which is the legal document should define the item or service procured (the right item), the mutual areas of agreement, and how risks will be allocated and rewarded.
Respondents also reported that the there is delayed delivery of goods, services and works in the entity. The delay is caused by many contractual challenges such as supplier sourcing and change of orders hence affecting the delivery scheduled. Ahimbisiwe, et al., (2012) contends that lead time is still a problem in PDEs in Uganda and quality of services delivered by suppliers is still poor. 
Researcher also found that the user departments/ beneficiaries are not satisfied with goods, services and works provided by the contractors. This was noted by several authors for example (Ahimbisiwe, et al., 2012) found that quality of services delivered by suppliers is still poor in Uganda; while Oluka & Basheka, (2014) highlights poor capacity by contractors, corruption, bureaucracy in procurement system as factors contributing to poor contract management which is hurting service delivery in the entities. The authors add that, more often procuring entities give full attention to the contract selection process, but then walk away from the procurement once the contractor is in place. 
Although delivery management has more impact on service delivery than any other contract management variable, delivery management is still a big challenge in Serere district and is the reason service delivery has not reached its peak. Currently, the average level of delivery management is 3.36 out of 5 (67.2%) which is moderately satisfactory (Good) and a lot is yet to be done in regard to quality, time, cost and value for money target achievements. 
5.3.3  The  Relationship between Relationship Management and Service Delivery in Serere
District Local Government
From the correlation analysis, the findings reveals that relationship management and service delivery have significant positive relationship (r=0.354, p<0.01). This implies that improvement in relationship management in local governments will lead to improvement of service delivery. The findings is consistent with (Aluonzi, et al., 2016; Muhwezi  &  Ahimbisibwe, 2015). The study also found that there is good relationship between the entity and the contractor, though not well established. The respondents reveals that the existing relationship is on individual level not as institutions because of different interest and changes in the entity. This is a good practice because PPDA Act and Regulations emphasis that procurement should be conducted in transparent, competitive and non-discriminative but not on relationship base. William, (2006) adds that relationship between the entity and the contractor should be associated with the length of a contract between buyers and sellers. Implying when the work is done, then the parties can have arms length relationship. 
The majority of the respondents also agreed that there is very good record keeping by procuring and disposing entity and the Contract Management Team. The respondents noted that records are there but only limited to the Heads of User Department, PDU, District Chairperson and Accounting Officers’ Office implying the process on how goods, works or services obtained was not   transparent hence undermining service delivery. This is contrary to Section 56 of the PPDA Act 2003 and PPDA Regulations 2006 (46) which states that, all documentation relating to the procurement and disposal activities is required to be kept using standard formats and/or whether the Entity achieved value for money. 
In the study it was agreed that the entity main interest is to make the relationship work other than contract termination.  Smith, et al., (2004) posits that the possibilities for disputes, arbitrations and other risks arising from time, cost and quality slippage are largely a result of or poor relationships between the client and the contractor. Furthermore, William, (2006) argues that purchasing has the ultimate responsibility of establishing and maintaining good supplier relationships. By implication, long term relationship should be build for longer-term contracts or high-risk contracts like bridge construction, power dams or contracts under Public Private Partnership where the buying and supplying organisations will be working together for many years; and where the items being supplied have high sustainability impacts and are often essential purchases for the buying organisation.

Transparency and accountability in the conduct of procurement is still low implying the competition is restricted and avenue for corruption inform of bribery, nepotism, favoritism is created hence hindering the provision of high quality goods, services and works hence poor service delivery in the district. Both national and international scholars agree that contract management challenges are inevitable in any contractual relationship due to lack of transparency and poor record keeping (Oluka & Basheka, 2014; Davison & Sebastian, 2011).
From the study, the researcher observed that level of trust and confidence between the entity and contractors is still low. Thus the entity should be careful with providers who quote low price for procurement items (such as works, services and goods/ supplies) because their intention is to get business and after getting the business they asked for price/ quantity variations in the next two weeks from contract commencement. Elsey, (2007) argues that once the contractor gains greater understanding of the organization’s business needs and style, confidence and trust accrue. Joint approach to managing delivery of goods, services and works in Serere district still need more attention in relationship management so as to improve service delivery. Muhwezi  &  Ahimbisibwe, (2015) cautioned that monitoring and evaluation of service outcomes and vendor performance activities requires strong organistions management capacity.
The findings also show that the level of entity involvement in early identification and resolution of poor performance is still not very good.  This could explain Principal of Agency Theory (PAT) where the entity delegates all the works to the agent and would expect the agent to perform the work as agreed in the contract. The low level could be what Oluka & Basheka, (2012) pointed out. The authors opined that more often procuring entities give full attention to the contract selection process, but then walk away from the procurement once the contractor is in place.
 5.4   Conclusions
Based on the results, the researcher concluded that to ensure the delivery of cost effective and reliable services at an agreed price and standard; then the procuring and disposing entity need to take responsibility of contract management in the entity since they are the initiators of procurement. The PDE should track and manage the contract terms and conditions to ensure that both parties meet planned targets as in the agreement while the other actors like Office of the Inspectorate of Government, Auditor General, Civil Society Organisations play oversight role. Beneath are the specific conclusions of the study variables:
5.4.1   The Relationship between Contract Administration and Service Delivery in Serere
District Local Government
The study found that there was no significant positive relationship between contract administration and service delivery which implies that contract administration and service delivery (variables) are independent. Although there is no significant relationship between the variables, the activities of contract administration (monitoring performance of the contractor in terms of quality standards and delivery time while considering value for money, effecting acceptance and payment, initiating amendments and intervention whenever there is dispute among others) are so important in relationship management and delivery management for the outcome of procurement in Uganda Local Governments especially Serere district. 
The empirical results also show that some of the records in the PDU are different from what is on the ground implying sampling of procurement during audits identify only few cases of non compliance and leaving other procurement where there is heavy misuse of procurement funds. Finally, the researcher concludes that contract administration through procurement planning, record keeping and contract execution assist the entity in achieving value for money procurement
5.3.2 The Relationship between Delivery Management and Service Delivery in Serere District  Local Government
The study finally concludes that delivery management is more significant in contract management than the blend of relationship management and contract administration accounting for 28.3% variation in service delivery in Uganda Local Governments. The absence of contract monitoring and control in the entity has also led to increase in procurement cost by 45% which has led to 56.7% service delivery satisfaction level as perceived by tax payers in Serere District Local Government against the expected 81-100% satisfactory level government target in Local Governments. The researcher also concludes that coordination between different departments with substantial expertise is very important in ensuring the delivery of quality goods, services, and works of the right quantity and cost which yields customer satisfactions. 
5.4.3  The  Relationship between Relationship Management and Service Delivery in Serere District Local Government
From the findings, the results show that there is positive significant relationship between relationship management and service delivery. Thus improvement in relationship management in local governments will lead to improvement in service delivery. The study also indicates increase of bidders protest as a result of low level of transparency and accountability in the conduct of procurement in the entity. The researcher also confirms that user departments at the sub-counties do not include supervision or monitoring cost in their procurement budget because they feel PDU will source for the provider who will deliver base on the specifications or scope of works as a result they fail to monitor the contractors’ performance from the beginning to the end. 
The researcher further acknowledges that, although PPDA reforms have created different impacts on procurement of works, services and supplies/ goods, over 75% procurement completed have queries from both the public and oversight bodies in terms of; price variations, procuring what is not in the plan and budget, delays in completion, shoddy work, in effective evaluation of bids, wrong decision by the contracts committee in the award of contracts or there was money laundering inform of kick backs from the service provider.

5.5   Recommendations

In order to improve on contract management in Local Governments in Uganda the following recommendations should be adopted:
5.5.1   The Relationship between Contract Administration and Service Delivery in Serere
District Local Government
The low level involvement in early identification and resolution of poor performance by contractor is due to having no standard procedure for contracts management. The researcher therefore recommends that the user department and PDU develop and share the key performance indicators of the contract by all stakeholders and interpret so as to ease monitoring and early identification of deviation other than sharing only agreement with the end user. This will bring common understanding of contract than individual using their own knowledge, ability and judgment of what is right and wrong. 

Although there is increasing public awareness of public procurement in the district, the researcher recommends that the general public, civil society organizations and media involvement in contract award decision making process so that they use their platform to inform the masses which the entity have found it hard because of financial constrains. This will make the public informed and they will participate willingly in the monitoring hence better participation which leads to ownership and better service delivery because corruption network will be eliminated. 
5.5.2   The Relationship between Delivery Management and Service Delivery in Serere District  Local Government
The PPDA Regulation 2006 (amended) provides clear guideline on contract management for example accounting officer appointing the contract manager who is nominated by user department after agreement has been signed and later provided with the a copy of contract so as to prepare contract management plan; is already a challenge because the contract manager has never been involved in the contract administration process and now comes to manage the relationships and delivery without knowing the plan and budget but realizes on only the submissions in the documents. 
The researcher therefore recommends the need to amend the PPDA Act so as to establish independent Contract Management Department within the Procuring and Disposing Entity (PDE) for easy tracking of the contracts in the entity; and the person(s) for the position should have either procurement, monitoring and evaluation or quality management training for effective performance while the user department will nominate only personnel to support the Head Contract Management. This will therefore eliminate collusion by user department with the contractor and eliminate the discretionary power given to the user department and accounting officer which breeds corruption.
The researcher also recommends the entity to have tracking and monitoring system (like Gantt Chart, Key Performance Indicators) which can signal if the entity is on track to achieve the objectives you set for the procurement or can flag the need for course of action. However, for the system implementation to be successful there is need to train all stakeholders so as to build their capacity and awareness of the monitoring tool. Finally, the researcher recommends the need for continuous improvement for every procurement conducted and this can be done through evaluation of every procurement before new procurement plan and budget are made so that the previous plan and budget be used for drawing lessons.   
5.5.3 The  Relationship between Relationship Management and Service Delivery in Serere District Local Government
Since informal structures and network like the political wing seem to beat formal structure of PDE set up and in some cases proving to be more influential. The researcher recommends that communication between the entity and contractor be enhanced by using electronic systems like e-invoicing, e-bidding and e-payment for instance installing Integrated Financial Management System (IFMS) for managing payments which will in turn save time, reduces interruptions, cost of travelling, limit the kick back demand during the issues of cheques where officers would want to delay the process with intention to talk with the supplier. 
5.6    Limitations and Areas For Further Study
The study was limited to only two variables (contract management and service delivery) and the model explained contract management is only responsible to 29.0% variation in service delivery. This is low percentage implying that contract management which encompasses all procurement activities is not the only determinant of service delivery. The researcher therefore recommends further researchers to look at the 71% factors (economic freedom, political factors, leadership among others) responsible for impacting service delivery in Uganda Local Governments especially Serere District Local Government. Although Serere district has sub-counties and Town councils which are similar with other districts, the researcher recommends that future researcher should be carried out in other districts for comparison of results. The result of the study explained the relationship between contract management and service delivery with a sample of 90 respondents with 70 (77.8%) male while 20 (22.2%) were female; hence future researchers should consider a larger sample with balanced gender in order to explore the exact relationships among variables. 
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APPENDIX IV
UGANDA MANAGEMENT INSTITUTE

RESEARCH QUESTIONNAIRE FOR RESPONDENTS

Dear respondent,

You have been identified by the researcher to participate in the study entitled; “Contract Management and Service Delivery in Local Governments in Uganda: A Case of Serere District Local Government.” The study is a partial fulfillment of the requirements for the award of Masters’ Degree in Public Procurement Management of Uganda Management Institute. Thus, the objectives of the study are: 

a) To establish the relationship between contract administration and service delivery in Serere District Local Government.

b) To find out the relationship between delivery management and service delivery in Serere District Local Government.

c) To examine the relationship between relationship management and service delivery in Serere District Local Government.

The researcher is therefore, requesting you to give information on the topic; and the data collected shall be treated with utmost confidentiality and anonymity. Remember, there is no right or wrong answer, thus no particular response is targeted. Please respond by ticking or filling the gaps of the options that suits you best. When completed the final report will be made available to all interested persons.

Thank you for your utmost cooperation. 

……………………………………

Robert Agwot KOMAKECH 

Mobile: +256 774 181 052/ +256 752 181 052

SECTION A: BACKGROUND INFORMATION 

Please tick the appropriate answer.

	1. Sex 

a. Male 

b. Female 


	2. Age 

a. Below 25

b. 26-35

c.  36-45

d.  46-55

e.  Above 55


	3. Marital Status 

1. Married 

2. Single 

3. Divorced

4. Separated 

5. Widowed 


	4. Education 

a. Primary 

b. O-Level Certificate 

c. A-Level Certificate

d. Diploma  

e. Bachelors’ Degree 

f. Masters’ Degree

g. PhD


5. How long have you been involved in procurement activities in Serere district?

       Below 5 years

 5-9 years

  10-14 years

 15 years & more

6. Under what capacity are you involved in procurement activities in Serere district?

     Chief Administrative Officer


LC V Executive/Member



     PDU Staff


           

User Department

     CSO Leader/Member


LC III Executive/ Member

     Beneficiary 

SECTION B: RESEARCH QUESTIONS

	S/N
	Contract Administration 
	Tick Appropriate Option

	
	
	SD 
	D
	N
	A
	SA

	1. 
	There is relationship between contract administration and service delivery in Serere District Local Government
	
	
	
	
	


	S/N
	Contract Administration Indicators 
	Tick Appropriate Option

	
	
	SD 
	D
	N
	A
	SA

	2. 
	The entity have ability to plan, record, and administer the contract
	
	
	
	
	

	3. 
	The entity has effective risk monitoring and control
	
	
	
	
	

	4. 
	The entity measure and reports contractors’ performance
	
	
	
	
	

	5. 
	There is evaluation of the specification against contract performance and identification of contract changes or variations
	
	
	
	
	

	6. 
	The entity conducts regular payments to contractors
	
	
	
	
	

	7. 
	There is timeliness of requests for information or the provision of submissions or information such as drawings, reports or other documentation by both parties
	
	
	
	
	

	8. 
	There is timeliness of submission of claims for payment including the adequacy of supporting evidence by contractors
	
	
	
	
	

	9. 
	The entity approves contractors request for extensions of contract time
	
	
	
	
	

	10. 
	The entity approves variation of contracts (scope or value) without revalidation
	
	
	
	
	

	11. 
	All parties involved in contract pay keen attention to all provisions in the given or existing contract
	
	
	
	
	

	12. 
	There has been termination of contract due to misunderstanding the entity and the contractor(s)
	
	
	
	
	

	13. 
	The entity conducts a pre-performance conference with contractors
	
	
	
	
	

	14. 
	The entity provides clear statements of work or specifications that enhance contractor performance
	
	
	
	
	

	15. 
	The entity provides adequate guidance on payment voucher processing and contract closeout
	
	
	
	
	

	16. 
	The entity/ Contract managers and other advisors have appropriate skills and qualifications to carry out the contract management activities
	
	
	
	
	

	17. 
	There is clear reporting line between the contractor, user department and PDU
	
	
	
	
	

	18. 
	The parties have progress meetings
	
	
	
	
	

	19. 
	Both parties have mutual trust and understanding during contract
	
	
	
	
	

	20. 
	There is planning and budgeting for contracts
	
	
	
	
	

	21. 
	There are clear procedures for handover from contract award to contract management 
	
	
	
	
	


	S/N
	Delivery Management 
	Tick Appropriate Option

	
	
	SD 
	D
	N
	A
	SA

	22. 
	There is relationship between delivery management and service delivery in Serere District Local Government
	
	
	
	
	


	S/N
	Delivery Management Indicators
	Tick Appropriate Option

	
	
	SD 
	D
	N
	A
	SA

	23. 
	There is active monitoring and control of the contract between the procuring and disposing entity and the contractor
	
	
	
	
	

	24. 
	The entity ensures timely delivery of goods, services and works
	
	
	
	
	

	25. 
	The entity ensures delivery of a cost effective and reliable service at an agreed standard and price
	
	
	
	
	

	26. 
	The entity checks the nature, quantity and quality of goods supplied out by contractors
	
	
	
	
	

	27. 
	The entity checks the nature, quantity and quality of works carried by contractors
	
	
	
	
	

	28. 
	The entity checks the nature, quantity and quality of services performed by contractors 
	
	
	
	
	

	29. 
	The entity monitors contractor performance throughout a contract term
	
	
	
	
	

	30. 
	The user departments/ beneficiaries are satisfied with goods, services and works provided by the contractors 
	
	
	
	
	


	S/N
	Relationship Management 
	Tick Appropriate Option

	
	
	SD 
	D
	N
	A
	SA

	31. 
	There is relationship between relationship management and service delivery in Serere District Local Government
	
	
	
	
	


	S/N
	Relationship Management Indicators
	Tick Appropriate Option

	
	
	SD 
	D
	N
	A
	SA

	32. 
	There is good relationships between the entity and the contractor
	
	
	
	
	

	33. 
	The entity promotes transparency and accountability in the conduct of procurement
	
	
	
	
	

	34. 
	There is good record keeping by procuring and disposing entity and the Contract Management Team
	
	
	
	
	

	35. 
	There is a well established good relationships between the entity and the contractors
	
	
	
	
	

	36. 
	Contractors have build confidence and trust with the entity
	
	
	
	
	

	37. 
	There is effective communication between contractor and entity
	
	
	
	
	

	38. 
	There is a joint approach to managing delivery of goods, services and works
	
	
	
	
	

	39. 
	There is professional approach to managing issues and dispute resolution
	
	
	
	
	

	40. 
	The entity main interest is to make the relationship work other than contract termination
	
	
	
	
	

	41. 
	The contract clauses and practices promote and demonstrate clear

problem and conflict resolution mechanisms including well defined and known escalation routes
	
	
	
	
	

	42. 
	There is early identification and resolution of poor performance
	
	
	
	
	

	43. 
	regular contract management reviews consider existing and potential strategic relationships with a view to deliver benefits for all relevant parties
	
	
	
	
	

	44. 
	The roles and responsibilities of the contract manager/ entity and contractor are clearly defined and differentiated in the contract documentation and well understood by all parties
	
	
	
	
	


	S/N
	Service Delivery Indicators
	Tick Appropriate Option

	
	
	SD 
	D
	N
	A
	SA

	45. 
	The public is involved in assessing the quality of goods, services and works that are being implemented
	
	
	
	
	

	46. 
	There is value for money for goods, services and works procured
	
	
	
	
	

	47. 
	Timeliness is highly emphasized in contact management
	
	
	
	
	

	48. 
	Contracts are awarded to bidders with the lowest cost price while considering value for money
	
	
	
	
	

	49. 
	There is high level of quality of goods, services and works in the district
	
	
	
	
	

	50. 
	Delayed payments to contractors does not affect delivery of goods, services and works in the district
	
	
	
	
	

	51. 
	Delayed delivery of goods, services and completion of works does not affect service delivery
	
	
	
	
	

	52. 
	There is timely delivery of goods, services and works in the district
	
	
	
	
	

	53. 
	The goods, services and works procured at the district are cost effective 
	
	
	
	
	

	54. 
	There is satisfaction by users of goods, services and works provided by the district
	
	
	
	
	


END

Thank you for your time and data!

APPENDIX V
INTERVIEW GUIDE FOR ACCOUNTING OFFICER, HEADS OF USER DEPARTMENT, PDU STAFF AND BENEFICIARIES

1.    What is contract management?

2a.    In your opinion, do you think there is relationship between contract management and service delivery in your area?

b.     If so, what is the level of relationship?

3.    With examples, elaborate how contract of goods, services and works are managed in your area?

4a.    What is the relationship between contract administration and service delivery in your area?

b.     State the main activities done by the entity and the contract during contract administration?

c.     What is the effect of contract administration on service delivery in your area?

5a.   What is the relationship between delivery management and service delivery in your area?

b.    State the main activities done by the entity and contractor during delivery management?

c.    What is the effect of delivery management on service delivery in your area?

6a.   What is the relationship between relationship management and service delivery in your area?

b.    State the main activities done by the entity and contractor during relationship management?

c.    What is the effect of relationship management on service delivery in your area?

7.   In your view, what are the consequences of poor contract management on service delivery in Serere District Local Government?

8.  In your view, what should the stakeholders do improve contract management in Serere District Local Government?

END

Thank you for your time and data!
APPENDIX VI
DOCUMENTARY CHECK LISTS
Public Procurement and Disposal of Public Assets Reports, 2012-2016
Auditor General Performance Report, 2012-2016

Contracts Committee and Evaluation Committee Reports, 2013-2016

The National Newspapers Publications

Internal Procurement Audit Reports

Procurement Magazines

APPENDIX VII
VALIDITY TEST

This was established through a Content Validity Index (CVI) computed as 
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 basing on the suggestions of experts who reviewed and judged the questionnaire items as either relevant or irrelevant to the study is presented below.
	EXPERT ONE
	 

	Relevant
	Not relevant
	Total

	64
	11
	75

	EXPERT TWO
	

	74
	1
	75

	EXPERT THREE
	

	60
	15
	75
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The researcher considered expert three (3) who advised the researcher to focus on the research objectives only and exclude what was not to be included from the questionnaire. This therefore makes the instrument to be 80.0% which is very highly above the recommended 70% validity for the study.

APPENDIX VIII
RELIABILITY TEST
Pretest Results

	Case Processing Summary

	
	N
	%

	Cases
	Valid
	14
	100.0

	
	Excludeda
	0
	.0

	
	Total
	14
	100.0

	a. List wise deletion based on all variables in the procedure.

	Reliability Statistics

	Cronbach's Alpha
	Cronbach's Alpha Based on Standardized Items
	Number of Items (N)

	.984
	.985
	54


Since the Cronbach's Alpha Reliability Coefficient is 98.4%, the instruments was very reliable and fit for the since the widely accepted reliability coefficient is 0.70 or higher for a set of items to be considered a scale in social science.
	Case Processing Summary: Contract Administration 

	
	N
	%

	Cases
	Valid
	89
	98.9

	
	Excludeda
	1
	1.1

	
	Total
	90
	100.0

	a. Listwise deletion based on all variables in the procedure.

	Reliability Statistics

	Cronbach's Alpha
	N of Items

	.924
	20

	Case Processing Summary: Delivery Management

	
	N
	%

	Cases
	Valid
	90
	100.0

	
	Excludeda
	0
	.0

	
	Total
	90
	100.0

	a. Listwise deletion based on all variables in the procedure.

	Reliability Statistics

	Cronbach's Alpha
	N of Items

	.947
	8


	Case Processing Summary: Relationship Management 

	
	N
	%

	Cases
	Valid
	90
	100.0

	
	Excludeda
	0
	.0

	
	Total
	90
	100.0

	a. Listwise deletion based on all variables in the procedure.

	Reliability Statistics

	Cronbach's Alpha
	N of Items

	.904
	13

	Case Processing Summary: Dependent Variable (Service Delivery)

	
	N
	%

	Cases
	Valid
	90
	100.0

	
	Excludeda
	0
	.0

	
	Total
	90
	100.0

	a. Listwise deletion based on all variables in the procedure.

	Reliability Statistics

	Cronbach's Alpha
	N of Items

	.871
	10


APPENDIX IX
The Table Shows Krejcie, R.V. & Morgan, D. W. (1970) Sample Size Determination of the given Population

	N
	S
	N
	S
	N
	S
	N
	S
	N
	S

	10
	10
	100
	80
	280
	162
	800
	260
	2800
	338

	15
	14
	110
	86
	290
	165
	850
	265
	3000
	341

	20
	19
	120
	92
	300
	169
	900
	269
	3500
	346

	25
	24
	130
	97
	320
	175
	950
	274
	4000
	351

	30
	28
	140
	103
	340
	181
	1000
	278
	4500
	354

	35
	32
	150
	108
	360
	186
	1100
	285
	5000
	357

	40
	36
	160
	113
	380
	191
	1200
	291
	6000
	361

	45
	40
	170
	118
	400
	196
	1300
	297
	7000
	364

	50
	44
	180
	123
	420
	201
	1400
	302
	8000
	367

	55
	48
	190
	127
	440
	205
	1500
	306
	9000
	368

	60
	52
	200
	132
	460
	210
	1600
	310
	10000
	370

	65
	56
	210
	136
	480
	214
	1700
	313
	15000
	375

	70
	59
	220
	140
	500
	217
	1800
	317
	20000
	377

	75
	63
	230
	144
	550
	226
	1900
	320
	30000
	379

	80
	66
	240
	148
	600
	234
	2000
	322
	40000
	380

	85
	70
	250
	152
	650
	242
	2200
	327
	50000
	381

	90
	73
	260
	155
	700
	248
	2400
	331
	75000
	382

	95
	76
	270
	159
	750
	254
	2600
	335
	100000
	384


Note: 

“N” is Population Size

“S” is Sample Size
APPENDIX X

COMPLIANCE REPORT FOR ROBERT AGWOT KOMAKECH REG. NO.  14/MPP/3/028

Research Topic: Contract Management and Service Delivery in Local Governments in uganda: A Case of Serere District Local Government

You are requested to indicate the corrections which have been made in the dissertation for Final Report Submission. Please attaché if information is detailed.

	Section
	Comments
	Page
	Sign & Date

	Preliminary Pages
	Replaced research project with dissertation

Replaced bless you all with bless them all
	i
	

	
	Advised to change the order of supervisors’ names i.e. beginning with second name and first name last in the report
	ii
	

	
	Names have been switched in APA style

To all May the Almighty God bless ‘you’ abundantly… ‘You’ was replaced with ‘them” all through the paragraph. 
	iii
	

	Chapter One
	Agaba & Shipman (2009) the corrected year of publication is 2007. 
	3
	

	
	In procurement was repeated hence one was deleted
	8
	

	
	1.3 General objectives corrected to 1.4 and other sub-sections were equally corrected (1.5 to 1.13)
	10-17
	

	
	Figure 1.1: The Conceptual Framework Showing Contract Management and Service Delivery in Local Governments in Uganda is brought down
	12
	

	
	Summary of Chapter instead of Summary of Introduction
	17
	

	
	Overall comment, this is a correct approach on his section-from global perspective down to Uganda-Serere
	4
	

	Chapter Two
	Changed from Davison, et al., (2009) to Davison & Sebastian (2009)
	21
	

	
	In second last line, will focus was replaced with focused
	26
	

	
	Overall comment, the right approach has been followed though the literature provided is inadequate
	26
	

	Chapter Three
	Sample of 90 respondents was replaced with 134 drawn from 144 using the Krejcie & Morgan (1970) 
	28
	

	
	Primary and secondary data has been corrected to types not methods
	30
	

	
	3.6.2   Interviews was changed to interview
	31
	

	
	3.7.2   Documentary Review Checklist been corrected since ‘checklist’ was written as ‘check list’
	33
	

	Chapter Four
	The numbering of sub-sections in Chapter four was done contrary to the guide with introduction starting with 4.0 instead of 4.1, hence all these was repeated with 4.1 for introduction to 4.7 for Service delivery
	39-70


	

	
	4.1.0     Background Characteristics of Respondents has been moved from page 39 to 40 with under sub section 4.3
	39
	

	
	Four words that is thus giving relevant response was added after service delivery level at the district to make the sentence complete. 
	42
	

	
	‘self-intrest’ was corrected to ‘self-interest’
	42
	

	
	In 4.4.0, Service ‘Deliver’ was identified and corrected as ‘Delivery’
	45
	

	
	Paragraph 2 line 4 ‘take up’ was identified and corrected as taken up’
	47
	

	
	Paragraph 2 line 5 is interested was repeated, the researcher identified and deleted the repeat
	49
	

	
	Regarding was spelt as reading, hence the researcher corrected
	50
	

	
	Paragraph 1 last line ‘reporting well’ is was missing between the two words and added by researcher
	51
	

	
	Paragraph 1 line 3 ‘as supported’ was repeated hence repeated words deleted while planned was spelt as ‘planed’ also corrected
	52
	

	
	Paragraph 1 line 6, ‘of’ replaced ‘o’ to be level ‘of’ bid
	65
	

	
	Overall comment, Chapter was quite well done and presentation was very clear as it handles issue by issue.
	74
	

	Chapter Five
	All sub-section numbering was changed since introduction was numbered as 5.0 instead of 5.1 hence affected the numbering of other sub-sections which researcher repeated for consistency. 
	75-89
	

	
	Under 5.2 paragraph 2 line 1, ‘three (3)’ was written as ‘there (3)’, hence corrected 
	75
	

	
	Stroke was missing between start and beginning ‘start/ beginning’
	79
	

	
	… ‘lead improvement’ was correct to … lead to improvement of service delivery.
	81
	

	
	… with the view to ultimately improving service delivery this county,… all deleted since they were idle words
	86
	

	
	Should be ‘limit’ not ‘time’ the kick back demand, hence corrected
	88
	

	
	Overall comment, This chapter has been well handled from page 75-89. You can clear see that there is discussion and citing of other scholars’ as identified in chapter two.
	75
	


I, Robert Agwot Komakech do certify that I have made the required corrections as recommended by the External Examiners and VIVA Panelist, hence there is value added in the work. 

Signature:







Date: January 20, 2018

Robert Agwot KOMAKECH

14/MPP/3/028
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Contract Administration


Risk monitoring and control


Change control and cost monitoring


Contract payments


Skills of personnel


Management reporting & schedules





Delivery Management


Goods/ supplies supplied


Works carried out


Services performed


Checking requirements/  specs





Quality


Timeliness


Cost 


Value for Money





Relationship Management


Record keeping


Good communication


Transparency and Accountability


Mutual respect and trust
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