
 
 

 SUPPLY CHAIN MANAGEMENT PRACTICES AND 

OPERATIONAL PERFORMANCE: A CASE OF RURAL 

ELECTRIFICATION AUTHORITY 
 

 

 

 

 

 

 

 

By 

 

Mutwiri Faith Kiende 

D61/84141/2015 

 

 

 

 

 

 

 

 

Research Project Submitted in Partial Fulfillment of the 

Requirements for the Award of Degree of Master of Business 

Administration, School of Business University of Nairobi 

 

 

 

 

 

 

 

 

 

 

 

 

November 2017 
  



 ii 

DECLARATION 

I declare that this is my original work and it has not been presented for approval in any 

other university. 

 

Signature ____________________________ Date __________________________ 

Mutwiri Faith Kiende 

D61/84141/2015 

 

 

 

 

 

 

 

This research project has been submitted for examination with my approval as the 

university supervisor. 

 

Signature ____________________________ Date __________________________ 

Prof. Gituro Wainaina 

Department of Management Science 

 

  



 iii 

DEDICATION 

This project is dedicated to my dear father David Mutwiri. Thank you for continuous 

support, encouragement believing in me and love for all these years. 

  



 iv 

ACKNOWLEDGEMENTS 

May the Almighty God receive glory and honor for his sufficient grace. Thank you for 

provision of good health and strength to get me through this process. I would like to 

appreciate my siblings Pauline and Doreen for continuous support and encouragement. 

Thank you for seeing the potential in me. 

 

My deepest appreciation goes to my supervisor Prof. Gituro Wainaina for his support 

throughout this project. Thank you for your time and your availability. 

 



 v 

TABLE OF CONTENTS 

DECLARATION.......................................................................................................... ii 

DEDICATION............................................................................................................ iii 

ACKNOWLEDGEMENTS ....................................................................................... iv 

LIST OF TABLES ..................................................................................................... vii 

LIST OF FIGURES ................................................................................................. viii 

ABBREVIATIONS AND ACRONYMS ................................................................... ix 

ABSTRACT .................................................................................................................. x 

 

CHAPTER ONE: INTRODUCTION ........................................................................ 1 
1.1 Background of the Study ......................................................................................... 1 

1.1.1 Supply Chain Management Practices ...................................................................2 

1.1.2 Operational Performance ......................................................................................3 

1.1.3 Rural Electrification Authority .............................................................................4 

1.2 Research Problem .................................................................................................... 5 

1.3 Research Objectives ................................................................................................. 7 

1.4 Value of the Study ................................................................................................... 8 

 

CHAPTER TWO: LITERATURE REVIEW ........................................................... 9 
2.1 Introduction .............................................................................................................. 9 

2.2 Theoretical Foundation ............................................................................................ 9 

2.2.1 Theories on Supply Chain Management Practices ...............................................9 

2.3 Supply Chain Management Practices ....................................................................10 

2.4 Operational Performance ....................................................................................... 13 

2.5 Supply Chain Management Practices Implementation Challenges ....................... 13 

2.6 Empirical Review................................................................................................... 14 

2.7 Conceptual Framework .......................................................................................... 18 

 

CHAPTER THREE: RESEARCH METHODOLOGY ........................................ 19 
3.1 Introduction ............................................................................................................ 19 

3.2 Research Design..................................................................................................... 19 

3.3 Study Population .................................................................................................... 19 

3.4 Data Collection ...................................................................................................... 19 

3.5 Data Analysis ......................................................................................................... 20 

 

CHAPTER FOUR: DATA ANALYSIS AND DISCUSSION ................................ 22 
4.1 Introduction ............................................................................................................ 22 

4.2 Demographics of the Respondents......................................................................... 22 

4.3 Level of Supply Chain Management Practices Implementation in Rural 

Electrification Authority .............................................................................................. 23 

4.4 Challenges of Implementing the Supply Chain Management Practices in Rural 

Electrification Authority .............................................................................................. 24 

4.5 Relationship Between Supply Chain Management Practices and Operational 

Performance ................................................................................................................. 26 

 

CHAPTER FIVE: SUMMARY, CONCLUSION AND RECOMMENDATION 29 

5.1 Introduction ............................................................................................................ 29 

5.2 Summary ................................................................................................................ 29 

5.3 Conclusion ............................................................................................................. 30 



 vi 

5.4 Recommendations .................................................................................................. 30 

5.5 Limitation of the Study .......................................................................................... 31 

5.6 Further Research .................................................................................................... 31 

 

REFERENCES ........................................................................................................... 32 

 

APPENDICES 

Appendix I: Interview Guide…………………………………………………………38 

 

 

 



 vii 

LIST OF TABLES 

 
Table 2.1: Summary of Literature Review .................................................................. 17 

 

Table 3.1: Summary of Research Methodology .......................................................... 21 

 

Table 4.1 Demographics of the Respondents .............................................................. 23 

 

  



 viii 

LIST OF FIGURES 

Figure 2.1: Conceptual Framework ............................................................................. 18 

 

 



 ix 

ABBREVIATIONS AND ACRONYMS 

AT     Agency Theory 

CDF     Constituency Development Fund 

CRM     Customer Relationship Management 

ISO     International Organization for Standardization 

RBVT     Resource Based View Theory 

RDT     Resource Dependence Theory 

REA     Rural Electrification Authority 

RVT     Resource View Theory 

R & D     Research and Development 

SAP     Systems, Applications and Products 

SC     Supply Chain 

SCM     Supply Chain Management 

SCMP     Supply Chain Management Practices 

SDGs     Sustainable Development Goals 

SRM     Supplier Relationship Management 

UNDP     United Nations Development Programme 

WHO     World Health Organization 

 

  



 x 

ABSTRACT 
The Rural Electrification Authority (REA) has been in operation for the last 10 years 

and it has been operating on a target bases. Operational performance has been key to 

REA management so as to meet its goals. The achievement of its key goal can only be 

realized when management, Supply Chain (SC) parties are working together for the 

common goal. Supply Chain Management Practices (SCMP) being an old concept it is 

key in achievement and improvement of the operational performance. The basic 

objectives of this study were:  to explore on the level of SCMP in REA, to study the 

relationship between SCMP and operational performance in REA and challenges of 

implementing SCMP in REA. The key practices were considered, supplier relationship 

management, customer relationship management, outsourcing and information sharing. 

These practices were used as independent variables while operational performance was 

used as a dependent variable. The research was a descriptive case study for REA. The 

population was from the procurement and stores department. A sample size of 15 

employees was taken and an interview guide was used as a research tool for the 

collection of data and secondary data was collected. Data was analyzed using content 

analysis and presented into textual content. The result indicated that SCMP listed above 

were all implemented and also in additional of other practices such as supplier contract 

management, manufacturer factory inspection and supplier appraisal. All these 

practices had positive impact on the operational performance of REA in terms of 

quality, cost and timely delivery. The study noted the following challenges lack of 

sufficient fund for the projects, technological incompatibility, scarcity of local 

manufactures, accessing remote areas for the off grid REA projects and centralization 

of the procurement and these create a new area of research. 
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CHAPTER ONE: INTRODUCTION 

1.1 Background of the Study 

Successful companies do not limit their performance parameters to profit making but 

seek to find and establish efficiency and effectiveness in their end products by ensuring 

timely delivery. The SCMP is commonly used in accessing and developing operational 

performance in both public and private sector. Most studies done on the best SCMP in 

many firms have failed to recognize the complexity existing in planning and 

coordination of SC activities across network members (Lori & Heiser, 2011). The SCM 

refers to strategic coordination of activities undertaken within a firm and across other 

business partners for the mutual long-term benefit and improved performance across 

the whole SC (Mentzer et al., 2011). The success of firms highly depend on creativity 

and innovations on SCMP that helps companies achieve operational performance with 

continuous improvement in their supply networks. 

 

Firms have realized it is not enough to achieve effective operational performance but 

rather to make the whole SC competitive (Childhouse & Towill, 2003). The SC refers 

to the interconnectivity of activities, people, resources and firms where there is flow of 

resources downstream and upstream (Mentzer et al., 2011). The SCMP  concept have 

been endorsed by organizations and this is crucial because it results to effectiveness in 

operational performance and in turn to profit margins, building a competitive advantage 

and maximum resources utilization among many other concerns. The SCMP is 

important to both service and product industries because it helps in satisfying external 

and internal customers’ needs and in return achieve operational performance (Kopczak 

& Johnson, 2010). 
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Well known performing firms are more focused on flexibility in their SC (Kristal, 

Huang, & Roth, 2010). Due to the changing market conditions, firms are quickly 

moving towards agile SCM that gives rapid response to changes (Stavrulaki & Davis, 

2010). World Bank policy research working paper No. 6798 on public sector 

management portfolio published in March 2014, suggested that public sector project 

management requires a more open dialogue on risk management between the task team 

leaders and management. This results to better performance with proper aligned supply 

networks and project designs. 

 

1.1.1 Supply Chain Management Practices 

The SCMP scope has moved from the intra-organizational perspective to inter-

organizational practices (Dubois, Hulthen, & Pedersen, 2004). The SCMP refers to 

interrelated actions practiced in the management of an organization towards 

achievement of effective and efficiency in internal SC (Li, Nathan, Nathan.T, & Rao, 

2006). The key dimensions of SCMP are supplier relationship management, level and 

quality of information sharing and customer relationship management. SCM is the 

management of the relations as well as interdependent by the sellers and consumers to 

provide product and services with added value at lower costs to the SC as a whole 

(Christopher, 1992). The SCM concept started in early 1980s and gained popularity 

over time and was widely used in the 1990s. According to (Tan, Kannan, & Handfield, 

1998) SCM concept evolved mainly from two bodies; the purchasing and supply 

management transportation, and logistics management. Tan (2002), argues that the 

main objective of SCM is to integrate various members of SC seamlessly so as to 

achieve higher customer satisfaction and to result in long-term sustainable competitive 

advantage. The strategic importance of SCM at times is not well understood and people 
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working in the system need to understand the economic and social power of the 

purchasing decision that they make. 

 

According to Michael, (2011) SCM refers to strategic coordination of the traditional 

business functions and the tactic across the business functions and across business 

within the SC of a company to ensure improvement in the long-term performance of 

the individual firms and the stakeholders. The SCM also refers to coordination of 

inventory production, location and transportation among the participants in SC so as to 

achieve the best mix of market being served (Michael, 2011). The SCMP are sets of 

activities that are designed to promote efficiency management in an organization SC 

(Li et al., 2006). 

 

1.1.2 Operational Performance 

Operational performance refers to the ability and the know-how of an organization 

being able to manage assets and ensuring it reduces management costs and as well 

managing capacity effectively (Heizer et al., 2008). With the corporate strategy in 

place, firms are able to identify its operational objectives. In public sector, operational 

performance can be measured based on the service delivery that is inputs and output 

outcome on the resource utilization, government policies and systems.  Quality of 

service as well can be a measure of operational performance where quality means doing 

things right at the right time, but this varies from sector to the other (Slacks, Chambers, 

and Johnston, 2007). The level of quality of services determines the satisfaction 

delivered from both internal and external customer’s (Slack et al., 2007). The firm 

performance should be well outlined to bring out clearly the relationship between firm’s 

performance and SCM practices. 
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1.1.3 Rural Electrification Authority 

The REA was established by the Energy Act No.12 of 2006 as a corporate body and 

started its operation in July 2007. The REA is a corporation that was established to 

speed up the pace of rural electrification to act as a stimulant for sustainable socio-

economic development The Authority is mandated to lighting up the rural 

electrification to the people of Kenya and this forms important component of Vision 

2030 that aims at promoting sustainable social-economic development. 

 

The core values for REA are customer service, integrity, professional excellence, team 

work, transparency, accountability and environmental consciousness. The REA is 

International Organization for Standardization (ISO) 9001:2015 certified. This gives it 

a higher obligation to deliver quality services to the stakeholder’s as well as proper 

management in utilization of available resources. The REA has several departments 

such as finance, procurement and supplies, human resource and others. Procurement 

and supplies directly reports to the chief executive officer then to the board. The REA 

main service is to the people of Kenya to light up the rural areas and the focus of the 

plan was to electrify the public facilities market centers, health facilities and secondary 

schools. The REA operates several projects that are funded internally and externally. 

Internal sources which are from exchequer amount to 80 percent and external 

development partners to 20 percent. 

 

The REA has been able to run several projects through stakeholder’s involvement, bulk 

purchase of materials, use of labor and transport contractors, turnkey contracts and 

competitive tendering. The Authority promotes the use of alternative sources of energy 

that is renewable in nature, these sources are small hydroelectric power, oil fired 
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components, wind and solar. The REA has endorsed operations management by 

focusing on the key principles including accountability, change and unified purpose to 

ensure greater output of both services and power connectivity. Based on REA’s initial 

plan, it had a three-phase target set to help in achieving the ultimate goal by the year 

2030. Main target is to connect and increase connectivity to all public facilities and 

customers within the stipulated period. 

 

1.2 Research Problem 

In the last decade, organizations have experienced emerging forces on reshaping the 

economy for which they have brought in the great changes on business operations. 

These forces range from industrialization and globalization which emphasis on service 

and product quality. Technology has tremendously changed the social-economic, 

political structures and also new sophisticated customers’ needs and expectations. 

These forces have demanded new integration of SCMP for organizations to survive and 

promote performance towards achievement their overall goal. 

 

Affordable and clean energy is one of the Sustainable Development Goals (SDGs) that 

aim in promoting social and economic benefits to people of Kenya. Both urban and 

rural electrification has been essential in achieving the goals (UNDP & WHO, 2005). 

The World Bank’s (2001) study on the economic vulnerability and welfare shows that 

REA has great impact on lighting up rural areas, easy access to information to the 

people, improved studying environment for schools as well as improved businesses for 

the community. This in turn creates employment and contributes to social economic 

development and poverty reduction. Kaufmann and Carter (2006) concluded that there 
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is great evidence that social, economic and cultural factors do influence the operational 

performance and SCMP in terms of their relationship 

 

Kenya’s ability to achieve Vision 2030 is hinged on the country’s ability to increase 

access and supply of electricity to its rural areas amongst other variables.  Some of the 

basic vision for Ministry of energy is to ensure sufficient and sustainable energy supply 

to meet the current and future needs. To ensure people can afford to pay for the energy 

and companies in operation can earn enough to stay in the business. Energy supply as 

well should be environment compatible and acceptable. The government established 

REA in achieving its agenda. The REA carries out its mandate through sourcing funds, 

extension of grid and promotion as well development of renewable energy sources. 

Development of energy sector will help Kenya become newly industrialized and a 

middle income country. 

 

The REA SC has experienced some challenges such as poor supplier relationship 

management which has led to suppliers’ failure on delivery issues hence cancellation 

of their orders, which in return slows project completion. This has also resulted to 

incomplete projects due to lack of necessary resources. In public sectors, SCM plays a 

major role on the operational performance given its complexity nature of its operational 

environment. Mentzer et al., (2001) found out that SCMP has great impact on 

operational performance of organizations. The current studies in SC have focused on 

both upstream and downstream on various SCMP (Li et al., 2006). The SCMP has 

emerged as the discipline that guides procurement strategy, it is suggested that public 

sector procurement would benefit through the adoption of the best known methods and 

strategies as implemented in private sector SCMP. 
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Significant research has been done on operational performance across different sectors, 

both public and private sectors. Kingoo (2013) concluded that organizational 

performance is influenced by SC planning which is positive based on the study done on 

SC governance and organizational performance. Miring’u (2015) researched on the 

relationship between organizational performance and SCM practices in agribusiness, 

Nairobi County. The findings were in order to enhance organizational performance and 

adoption of strategic SCM systems which is critical. Nyauncho (2016) did a research 

on SCM and operational performance in manufacturing firms in Kenya and the study 

concluded that SC analytical techniques help in resource planning and performance 

management. It also concluded that data management greatly affects firms’ operational 

performance. 

 

All the studies done on SCMP and operational performance shows positive effects. 

However, no study showed the challenges facing institutions’ SC in relation to 

achieving the operational performance and specifically SCMP during implementation. 

This research sought to establish the level of SCMP implementation in REA, determine 

the relationship between SCMP and operational performance and what underlying 

challenges facing the implementation of SCMP in REA? 

 

1.3 Research Objectives 

The main research objective was to establish the relationship between SCMP and 

operational performance of REA. Specifically, this study sough to: 

1. Establish the level of SCMP implementation in REA. 

2. Identify challenges of implementing SCMP in REA. 

3. Determine relationship between SCMP and operational performance in REA. 
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1.4 Value of the Study 

The knowledge gained assists REA representatives in understanding the major 

challenges in SCM and how to mitigate these challenges to achieve long run operational 

performance and therefore gain competitive advantage in performing daily operational 

activities in the current dynamic business environment. The study also adds knowledge 

to existing literature on SCMP, operational performance and how they relate. It outlines 

the importance of proper SCMP in achieving operational performance. It gives 

challenges faced, the best practices undertaken by organizations under their SCMP in 

achieving best operational performance. 

 

The paper also impacts knowledge to scholars by adding more literature on how SCMP 

and operation performance relates. The data collected adds more knowledge on the 

related topics that is SC, SCM and operational performance and highlight the 

importance of SCMP on operational performance. Similar institutions will find useful 

information on the major SCMP and as well understand the importance of SCMP on 

the operational performance in an organization. The recommended strategies will set a 

benchmark for these institutions and this leaves a room for improvement in their 

operations. 
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CHAPTER TWO: LITERATURE REVIEW 

2.1 Introduction 

The review of this section discussed the theoretical foundation and empirical analysis 

focusing on theories that explains the concept of SCM and operational performance. 

Secondly, the study gave knowledge on SCMP and operational performance on 

previous studies. 

 

2.2 Theoretical Foundation 

The study was based on: Resource Dependence theory, Resource based view theory, 

relational view theory and Agency theory which are relevant in explaining the 

relationship between SCMP and operational performance. 

  

2.2.1 Theories on Supply Chain Management Practices 

The Resource Based View Theory (RBVT) it explains that organizations have no 

relations and they have operational differences and achieve reasonable benefits as a 

result of exceptional resources and capabilities that cannot be substituted (Barney, 1991 

and Peteraf, 1993). Major firms’ resources are technology, organizational knowledge, 

and managerial skills and firms facility. The RBVT mainly focuses on internal 

resources owned. The concept later was expanded to deliberate more on the SCMP and 

performance, which help firms to gain competitive advantage and improve 

performance, this concept brought about the Relational View Theory (RVT) (Dyer & 

Singh, 1998). The RVT considers relations as a basis of operational performance, 

resource such as knowledge interchange, lower cost of transactions, firms’ facilities and 

other rare resources. The RVT theory gives a better interpretation of the effect of SCMP 



 10 

and performance on its operation.  These practices are quality and level of the   

information sharing, Outsourcing, supplier and customer relationship. 

 

Resource dependency theory (RDT) assumes that business partners do exchange 

important resources with a mutual dependency from external environment (Jeffrey 

Pfeffer and Gerald Salancik 1978). Resources such as capital, knowledge and raw 

material are some of the resources that firms rely on for success of their operation. 

Outsourcing is considered as a way of gaining access to these external resources that 

are unavailable to the firm and this enable firms to identify what resources is needed 

from external organization. The RDT emphases that obtained external resources impact 

on operational performance. Agency theory (AT) is where businesses consist of a 

principal and an agent relationship. Here both the agent and principal come into a 

contract relationship where it will be outcome based and behavior-based. The AT is 

assumed that there is hidden information and the focus is on the most efficient contract. 

The key issue of this theory is what agency cost will comprise of. The outcome of this 

relation is based on compensation for interest alignment for both parties. 

 

2.3 Supply Chain Management Practices  

Supplier partnership is a great edge for competitive advantage for any SCM (Noble, 

1997). The Supplier Relationship Management (SRM) is where both suppliers and the 

buyer firm maintain a long term and a sustainable relationship. The SRM necessitates 

a consistent set of behaviors that bring trust between supplier and customer over time. 

To achieve effective SRM there is need to institutionalize and collaborate with key 

suppliers to avoid obstructing benefits and collaborations from the relationship. This 

can be done by dismantling the policies and practices already in place. The purpose of 
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this is to achieve a long term and mutual benefit towards achieving organizational 

objectives (Monczka, Petersen, Handfeild, & Ragatz, 1998). The SRM enables the two 

firms to work more closely and effectively where both should be willing to share 

responsibility for a win - win situation. By involving suppliers from the early stage it 

results to a reduced management cost, order time and lead-time as well ensure quality 

products while using best technologies (Tan et al., 2002). 

 

Customer Relationship Management (CRM) is referred to as a range of practice used 

by firms in which issues related to complaints by the customers are managed and this 

helps in giving faster solutions to their problem. It also builds and improves customer 

satisfactions as well as long-term relationship with both internal and external customers 

(Claycomb et al., 1999). In an article by (Wines, 1996) he noted that for any company 

to survive, it is core that it has a good relationship with customers, not only does it allow 

any firms to maintain loyal customers but also help them extend the value to customers 

through  differentiated products from their competitor. The CRM system is important 

in that, it compiles data from company’s’ websites, emails, live chats, telephone calls 

and social media (Shaw, 1991).  Relational intelligence helps create awareness of the 

relationship between a customer and a given firm. Companies captures demographic 

data such as gender, age, income and education and link them with the purchasing 

information so as to categorize customers into profitability tier and this is a prove that 

customers are major resource that can be used for setting up opportunities (Baumann, 

Elliott & Burton, 2012).  

 

The kind of information shared in an organization is important in SCMP, that is, the 

quantity and level of information either shared internally or externally (Monczka et al., 
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1998). The quality aspect is the degree on which important proprietary information is 

transferred to SC party (Monckza et al., 1998). Level of information exchange 

comprises of features like credibility, timelines, accuracy and adequacy (Moberg et al., 

2002). With the recent advance on information technology, shared information is timely 

especially in the retail firms by use of electronic data interchange (EDI).For increased 

performance in an organization information should be continuously circulated within 

major parties which are a key resource to organizations (Wagner, 2006). The impact of 

information shared across SCM depends on the matter shared, time and process of 

sharing as well parties involved (Holmberg, 2000). Quality information stands to be 

one of the strategic asset. Organizations have to make sure information is shared with 

little or no alteration. 

 

Outsourcing refers to the consideration made in use of specialized firms to implement 

tasks previously done internally. Strategically outsourcing is where organizations 

contract major services from more specialized firms who are considered as business 

value partners (Baily et al., 2008). Outsourcing lowers investment risks, increase 

flexibility and as well lowers extra labor cost. Most organization uses outsourcing 

because external suppliers have better capabilities, due to lack of internal resources, to 

mitigate risks and to concentrate more on their major core functions (Johnson & Fearon 

2006). Tactical outsourcing mostly is seen as immediate approach to solve problems at 

hand as well solving specific and most regular problems (brown and Wilson 2007). 

Strategic outsourcing is favorable when organizations adjust their corporate and 

business strategies into long term. Strategic outsourcing helps organizations to save on 

costs business performance and stand at a good position which is competitive (Greaver, 

1999). Transformational is a long-term relationship where partners for service 
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providers continuously give support to the business on various changes and help 

businesses achieve operational effectiveness. Transformational outsourcing gives 

organization a new ability to convey new capabilities in areas change is needed. This 

empowers senior management by implementing the practices the outsourcing partners 

bring to their organization (Chew & Gottschalk 2013).   

 

2.4 Operational Performance 

Operational performance refers to measure of how organizations achieve the overall 

goals based on the planned versus the outcome (Hayes & Wheelwright, 1984). In the 

organization communities, there is a need to track the changing operational strategies 

due to great forces in the economy such as politics, technology and cultural changes so 

as to remain relevant. The performance of a company is measured against a given 

standard such as returns on investments, compliance in regulations, productivity, 

service delivery and waste reduction strategies. Operational performance of an 

organization is important because it determines the firm’s survival through achieving 

the corporate and operational goals.  

 

2.5 Supply Chain Management Practices Implementation Challenges 

Application of SCMP has numerous benefits on which organization gain competitive 

edge in their operations. Despite the many known benefits, firms implementing the 

SCMP encounter various challenges at different levels of the organization. Performance 

barrier is one of the major barriers that are experienced during implementation of SCM 

(Hendricks and singhal, 2003). Other challenges include inadequate measurement 

systems, poor order fulfillment, non-satisfactory in quality of service and goods, 

rigidity of deliveries and poor employees’ motivation. These barriers are categorized 
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under internal and external of the organization. Internally they include poor 

management support, poor employee’s motivation and insufficient fund to manage 

projects fully. Externally they include poor collaboration among the parties in the chain 

and government interference. 

 

Managerial complexity is another barrier that affect organizations performance within 

the SC, this include misalignments in firms processes, structures and culture (Park and 

Ungson, 2001). These challenges include information systems, conflicting structures 

and culture of the organization, and inadequate measurement systems. Different 

organization experience different barriers and this helps identify major challenges and 

employ major curbing measures to boost the operational performance for each unique 

case. 

  

2.6 Empirical Review 

The study done by Li et al., (2006) outlined SCMP and they did a validation, which 

included SRM, CRM, postponement quality and level of shared information. The study 

finding was that SCMP had effect on organizational performance and competitive 

advantage which is positive. Li et al., (2006) refers information sharing as range on 

which protected content is shared to external partners within SC. More studies done by 

Cook and Heiser (2011), identified SCMP as follows; quality of shared information 

long-term relationships, techniques like planning in advance, use of internet and proper 

distribution and supply networks. A positive effect on organization performance was 

identified. Chang, Tsui, Hsu, (2013) did a study on the E-procurement, SCM and 

performance. The study targeted 108 Taiwanese firms so as to establish the connection 
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between E-procurement and the SC performance. The study showed through 

partnership, integration of the SC and sharing information performance is improved.  

 

Awino and Gituro (2009) did a paper titled ‘An Empirical analysis of SCM best 

practices in Kenya a case of large-private manufacturing firms’.  The objective was to 

identify best practices in the SC mostly used by Kenyan manufacturing firms. 11 critical 

SCMP were identified that show significant relationship with operation performance of 

firms. They include; supplier selection, operating policies, linkages within SC firms, 

use of information systems, measures on performance, evaluation of suppliers, 

management of customer relationship outlining of clear policies, guidelines and 

procedures and concentration on the goals. Miring’u (2015) study was based on SCMP 

and operational performance a case of agribusiness in Nairobi County. The objectives 

sought to bring out the variables connections and identify challenges faced by 

agribusiness when implementing the SCMP. The target population for this study was 

19 Agribusiness Organizations in Nairobi City County. The study concluded that 

operational performance is influenced positively.  

 

Mutuerandu (2014) did a paper case of Haco Industries Limited in Kenya and the study 

was based on the impacts of SCMP on the performance. The objective of the study was 

to assess the extent at which Haco industries the paper sough to establish the level of 

implementation of SCMP and how they relate to organizational performance. Four 

dimensions were selected that is; training practices, customer relationship management, 

sharing of information and strategic supplier partnership. The findings outcome was 

that SCMP are highly practiced and had positive effect on organization’s performance. 

That is they improved the organization’s performance in terms of lowering its 
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operational costs, reduction of lead time, high customer service levels, product quality, 

fast response to changes in the market and expanding its market share. 
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Table 2.1: Summary of Literature Review 

 

Author Study Objectives Methodology Findings Study Gaps 

Miring’u 

2015 

SCMP and operational 

performance in Nairobi 

County agribusiness. 

1. Establish SCMP and operational 

performance in Nairobi County 

agribusiness. 

2. Establish how operational performance 

relates to SCMP Nairobi County 

agribusiness. 

3. Identify challenges faced by 

agribusiness when implementing 

SCMP 

Descriptive 

survey 

SCMP impact positively to 

organizational performance. 

Limited to agribusiness only in 

Nairobi County. 

Mutuerandu 

2014 

Effect of SCMP and 

organizational performance in 

Haco Industry Limited 

(Kenya) 

1. Assess level of implementation of 

SCMP in Haco Industries Limited 

(Kenya) 

2. Relate SCMP and performance in the 

organization. 

Case study  Adoption showed positive 

effect on organization 

performance 

Limited to Haco Industry Limited  

Awino and 

Gituro 2009  

SCMP in large private 

manufacturing firms in Kenya 

1. Establish SCM best practices in those 

firms  

Sampling 

method  

Eleven SCM best practices 

were identified. 

Limited to large private 

manufacturing firms. 

Chang et al., 

2013 

SCM performance and E-

procurement. 

1. Discuss how E-procurement relate to 

operational performance under SC. 

Empirical 

study 

E- Procurement contributes to 

SC performance. 

Did not show how e-procurement 

relate to information sharing and 

SC integration. 

Li et al., 

2006 

SCM practice, and 

competitive advantage and 

organizational performance 

1. Test relationship on how SCM 

practices relate to firm performance 

and firms competitive advantage 

Pilot study Positive effect on 

organizational performance 

Generalized the findings since it 

was done over many organizations. 

Cook and 

Heiser 2011. 

Moderating effect of SC role 

on the relationship between 

SC practices and performance 

1. Examine SCMP and firms 

performance and how they relate 

2. Examine if the roles of a company 

moderate how SCM relate to firms 
performance. 

Survey 

design 

SC role for a company makes a 

difference in terms of specific 

SC practices that lead to better 

performance 

Limited to few SCMP. 
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2.7 Conceptual Framework 

This section outlines the dependent and independent variables. Operational 

performance being the dependent variable, measured using service delivery. The four 

key dimensions of SCMP are the independent variable as outlined in the figure below. 

Operational performance was measured by the efficiency in service delivery where it 

means timely. 

Figure 2.1: Conceptual Framework 

  

 

 

 

 

 

 

 

 

Independent variables                                                  Dependent variable 

  

Supplier Relationship 

Management 

Customer Relationship 

Management 

Information Sharing 

Outsourcing 

Operational Performance 

 Efficiency in 

service delivery 
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CHAPTER THREE: RESEARCH METHODOLOGY 

3.1 Introduction 

This chapter focused on the various steps and phases followed in carrying out and 

completing the study. The study highlights the procedures, methods and techniques that 

was used in the gathering and processing of information such as design to be used, 

population, tools and instruments for gathering data and analysis of the data. 

 

3.2 Research Design 

The study adopted descriptive case study and this design was appropriate for the study 

because the design had a potential of mining in-depth data. Interview was used for 

collection of data. The study expounds on the SCMP and operational performance, 

show the relationships and highlight the SCM practices in REA. The study will also try 

to identify major challenges faced by REA despite adoption of major SCMP. 

 

3.3 Study Population 

The study population was REA staff from the procurement and stores departments. The 

study comprised of both senior and middle level staff that were relevant to the study. 

Sample sizes of 15 staff were targeted and interview included 5 senior and 10 middle 

level managers.  

 

3.4 Data Collection 

Data collection was through interview, online sources and company periodicals. The 

primary data was collected through interview guide. The questions were in four sections 

the first part (A) was designed to gather general information from the respondents. Part 

(B) captured the level of SCMP implementation and primary data was used. Section 
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(C) captured the challenges of implementing SCMP and both primary and secondary 

data was used. Section (D) captured the relationship between SCMP and operational 

performance and here primary and secondary data was used.  Open ended questions 

were used and secondary data was collected from online sources and company 

periodicals. 

 

3.5 Data Analysis 

This section presented the collected data for processing which include coding and 

computations of the responses. To establish the level of SCMP implementation in REA 

data was analyzed using Content analysis. To establish the challenges on SCMP 

implementation data collected was analyzed using Content analysis and was presented 

through textual. To determine the relationship between SCMP and operational 

performance also content analysis was used. 
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Table 3.1: Summary of Research Methodology 

Objectives Data and/or 

Information to be 

Collected 

Interview Guide 

(Indicate Questions) 

Analysis to 

be Done 

Establish the level of SCMP 

implementation in REA 

Primary data Section B Content 

analysis  

Identify challenges of 

implementing SCMP in 

REA 

Primary data and 

secondary data 

Section D Content 

analysis 

Determine the relationship 

between SCMP and 

operational performance in 

REA 

Primary data Section C Content 

analysis 
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CHAPTER FOUR: DATA ANALYSIS AND DISCUSSION 

4.1 Introduction 

This section outlines in details the findings of the study in respect to the objectives of 

the study. Findings are presented on the level of SCMP implementation, secondly 

challenges of implementing SCMP in REA and lastly the relationship between SCMP 

and the operational performance. The research questions comprised of four sections and 

data was analyzed and findings presented as follows. 

 

4.2 Demographics of the Respondents 

The data was collected from the procurement and stores department staff who were the 

main respondents and Table 4.1 below shows information on response rate, level of 

education and duration (in years) within REA. The researcher was able to interview 

eight respondents, two out of five were seniors while the other six out of 10 were middle 

level staff who gave the response. The researcher requested the respondents to indicate 

their highest level of academic qualification. This was to give the study reliability and 

validity that the respondents had relevant and necessary knowledge and skills. The 

findings showed that all the eight respondents had a degree qualification as their 

minimum while one respondent had master’s degree as the highest qualification. From 

the findings, most of the respondent had over five years’ experience. This implies that 

the respondents were fit for the interview and as well very versed with the organization 

SCMP. This gave the findings reliability and confidence that information received was 

relevant as shown in Table 4.1 below. 
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Table 4.1 Demographics of the Respondents 
Parameter Targeted Number of Respondents Percent 

Population 15 8 53.0 

Level of Education Postgraduate 1 12.5 

Degree 7 87.5 

Duration in 

Organization (Years) 

Over 10 2 25.0 

Over 5 5 62.5 

Below 5 1 12.5 

 

4.3 Level of Supply Chain Management Practices Implementation in Rural 

Electrification Authority 

The first objective was to determine the level at which REA has implemented major 

SCMP. On SRM, the interviewees were asked if the practice has been implemented and 

how. The respondents said that SRM has been implemented and the practice is done 

through making communication as open as possible and through collaboration. All 

respondents said that CRM has been well implemented and this is made through 

interactive engagement with customers and open office system, formulating operation 

procedures for both internal and external customer and solving the customer’s 

complaints promptly. On information sharing, all the respondents said that this practice 

has been implemented and this was through quick response to any enquiry made based 

on the sensitivity of the information, use of billboards as well as public forums. On the 

outsourcing, all the respondents said that the practice has been implemented through 

outsourcing on non-core services, and expert’s services such as construction of lines, 

survey, security and cleaning services. All the respondents agreed to the 

implementation of the four key dimensions of SCMP that is SRM, CRM, outsourcing 

and information sharing. The respondents said that the practices were effective and it 

can as well be improved. 
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 The interviewees were also asked some of the benefits that REA has gained from 

implementing SCMP. The responses included efficient and timely delivery of goods 

and services, able to focus on the core mandate of the organization, quality 

improvement, short lead time, enjoy competitive advantage, able to comply with the 

public procurement and asset disposal Act 2015 and enjoy value for money. The 

interviewees were also asked other practices that they have implemented and the 

responses were supplier contract management, manufacturers facility inspection prior 

to production, quality control and assurance by ensuring manufactures are certified by 

ISO for quality and supplier appraisals. 

 

4.4 Challenges of Implementing the Supply Chain Management Practices in 

Rural Electrification Authority 

Interviewees were asked how various challenges have interfered with the operational 

performance. One of the challenges listed was insufficient funds to manage projects 

fully and all the respondents agreed that this problem existed and it has made it 

impossible to meet deadlines and targets on time. This has interfered with operations 

by delay in delivery of projects. Funds are re-allocated to other critical projects leaving 

other projects without funds.  The interviewee were also asked the measure in place to 

address this challenge and the responses were that arrangement are made on getting 

support, for example from World Bank and Constituency Development Fund (CDF), to 

ensure that allocation for projects are strictly restricted to avoid stalling of projects and 

ensuring proper planning of funds. Second challenge was poor management support 

and the response on how this interfered with their operational performance. The 

respondents said that management has been very supportive, hence this was not 
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applicable only room for improvement which the Authority has embraced by changing 

the management in place. 

 

Third challenge was technological incompatibility and the response on interference on 

operational performance was that; to a small extent technology was poorly embraced 

which slows down the operation. Also items in stock have become obsolete due to 

technology advancement leading to high stockholding cost. On the measures in place 

to curb this problem is that REA has a research and development division that ensures 

all operations are conducted within the current technological environment and 

implementation of System, Application and Products – Supplier Relationship 

Management (SAP-SRM ) which helps avoid poor communication between suppliers 

and REA being interfered and manipulation done on major procurement operations. 

The response on the measure to deal this was that REA is in the process of implementing 

SAP-SRM system that would help in solving these challenges.  

 

The fourth challenge was political interference, and this greatly interfered with their 

operational performance by making it difficult to complete project on time as per the 

master plan. Impromptu political projects has greatly affected the operations since they 

are prioritized hence interfering with ongoing and planned projects. The reallocation of 

planned budget makes it hard for procurement to plan. Measures in place to curb this 

issue are supplementary budget are used to finance the projects. Interviewees were 

asked other challenges they could be experiencing while implementing SCMP, some of 

the responses were poor supplier performance, customer’s complaints poor 

collaboration among the parties in the chain, inadequate measurement systems, poor 

order fulfillment, department understaffed, centralization of procurement activities 
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which leads to high logistic costs, scarcity of local manufacturers for line construction 

materials, remote location for off grid projects, poor quality in some items, low 

stakeholders goodwill and litigations  and court cases slows down the projects. 

 

The interviewees were asked the measures to be employed to curb the challenges and 

the responses were increasing public relation activities; seeking way leaves before 

projects starts; employ more staffs; decentralize procurement activities; proper 

employee development and empowerment; encouraging employees to work as teams 

for the common goal; and involvement of suppliers when planning and evaluating 

customer’s complaints. On the issue of challenges, the study revealed that organization 

performance has been influenced by political interference, that is, fund re-allocation to 

cater for different projects besides the planned projects.  Technology incompatibility 

being a major challenge where obsolescence of goods has resulted to the Authority 

putting in place Research and Development (R&D) as well a good procurement plan. 

The finding indicated that the organization has a strong management support and this 

is a plus in ensuring goals and objectives of the Authority are met. 

 

4.5 Relationship Between Supply Chain Management Practices and 

Operational Performance 

The study had three objectives and the third objective was to identify the relationship 

between SCMP and operational performance of REA. First, interviewees were asked if 

there was a relationship between SRM and operational performance. All the 

respondents agreed that there was a relationship. They were also asked how SRM has 

helped in achieving operational performance and the response was that SRM 

implementation helps in acquisition of items of quality that comply to the 
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specifications, increase trust, increase collaboration and joint problem solving and 

relationship management. Secondly, the interviewees were asked if there was a 

relationship between CRM and operational performance and all the respondents agreed 

that there was a relationship between CRM and operational performance. Interviewees 

were asked how CRM has helped them achieve operational performance. The response 

was that it has enhanced goodwill from the customers both internal and external, 

improved supplier performance and enhanced communication between the parties in 

the chain and improved SC planning. 

 

Thirdly, interviewees were asked whether there was a relationship between information 

sharing and operational performance and all the respondents agreed that there was a 

relationship between information sharing and operational performance. They also said 

that information sharing has positive impact on operational performance and this has 

improved employees’ motivation and timely and reliable information exchange. 

Reduced ambiguity in communication and information exchanged has helped in new 

product development. Lastly, interviewees were asked if there was a relationship 

between outsourcing and operational performance and all respondents agreed that there 

was a relationship between outsourcing and the operational performance. The 

respondents said that outsourcing affect operational performance positively and it helps 

in management decision making, improved service delivery as well overall reduced cost 

and shared risks, which increases efficiency in operations.  

The study revealed that the four key dimensions that are SRM, CRM, outsourcing and 

information sharing are all implemented in REA. In addition, the Authority has 

implemented other practices such as quality policy and contract management. This is 

consistent with the literature as some of the authors have identified major SCMP Awino 
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and Gituro (2009), which has listed the eleven major practices. The findings also 

showed that operational performance of a firm highly depends on SCMP 

implementation. 
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CHAPTER FIVE: SUMMARY, CONCLUSION AND 

RECOMMENDATION 

5.1 Introduction 

This chapter gives the summary of the study, conclusion and recommendation on the 

theory development and the management. Finally, it provides limitations and 

suggestions for further study. 

 

5.2 Summary 

The study had three objectives that aimed at SCMP and operational performance of 

REA. The findings of the study on the level of education and duration worked in the 

firm of the respondents enhanced the reliability and validity of the research findings. 

Majority of the respondents had good experience in the sector and they had a perquisite 

education level and technical competence needed to enhance the reliability of the 

information that they provided. The study reviewed that SCMP implementation has 

greatly impacted on the operational performance of the Authority. This can be 

explained by the platform provided in SC efficiencies, goal targets which result to 

improved overall performance. 

 

 In respect to SCMP implemented in REA, it clear that the Authority has implemented 

various practices, which included information sharing, outsourcing, customer 

relationship management, supplier relationship management, quality control measures, 

supplier contract monitoring and manufacturers inspection. The interviewees stated that 

REA has benefited through the use of these practices. Some of the benefits listed by the 

respondents were giving the supplier’s relevant information on the requirements and 

needs and so the Authority is able to get the best quality goods and services and achieve 
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value for money. Finally, the findings showed that there was proper fund allocation, 

good management support, technology advancement, and consideration on whether to 

decentralize procurement and also manufactures sourcing that have positive impact on 

projects effectiveness. 

 

5.3 Conclusion 

The findings of the research have practical and theoretical impact. Practically, the 

findings provide that SCMP implementation exert positive impact on REA operational 

performance. In conclusion, the operational performance of REA has improved with 

the implementation of SCMP. This can be seen through some of the efficiency and 

effectiveness in the service delivery. The study concluded that SCMP adopted by REA 

includes SRM, CRM, outsourcing, information sharing, supplier appraisal, contract 

management and conducting of factory assessment tests. For these practices to be 

effective on operational performance, Authority should establish an effective monitored 

and evaluated measures to be carried out periodically. 

 

5.4 Recommendations 

From the study findings, the researcher concludes and recommends that improvement 

on supply systems, technological advancement to ensure compatibility and 

centralization of the procurement is needed to for a company to enjoy all the benefits 

from the application of SCMP. Management to ensure proper observation to special 

reserves and preferences as listed by the government so as to mitigate risks associated 

with this exercise. All challenges must be eliminated for effective supply systems to 

take place. In addition, the researcher recommends that the management to give special 

attention on SCMP which includes SRM, CRM information sharing, outsourcing, 

quality control, supplier appraisal, factory visits and inspections. This results to 
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organizational improved performance. Also, they should have the correct mix of the 

key dimensions for improved and greater performance of the overall activities for 

operations. The study suggests that the organization to either decentralize some of the 

procurement plan or do full decentralization of goods and services, as well as increase 

the capacity of the human resource.  

 

5.5 Limitation of the Study 

While conducting of the research, the researcher encountered several challenges, for 

example some of the respondents such as senior managers were very busy and they did 

not manage to engage for the interview. Some of the respondents were unwilling to 

answer and give adequate data for the study. Another challenge was issue on time; some 

of the respondents gave limited time to engage in the interview, which made some of 

them to give limited feedback. However, despite some of these challenges, the study 

findings and recommendations provides a good understanding of SCM practices and 

operational performance of REA. 

 

5.6 Further Research 

The focus of this study was on SCMP and operational performance in REA. The 

findings of the study supports the theoretical framework that is AT, RBVT, RDT and 

RVT. Further research can be done on a different organizational structure since the 

study was done on a centralized SC. This would sought to identify how such practices 

influence the operational performance of the decentralized organizations. A further 

study would be the influence of SCMP used in achieving the operational performance 

in other organizations in different sectors. 
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APPENDICES 

Appendix 1: INTERVIEW GUIDE 

SECTION A: PERSONAL INFORMATION  

1. Which department and job title do you represent in REA? 

…………………………………………………………………………………………

………………………………………………………………………………………… 

2. What is your highest level of education? 

…………………………………………………………………………………………

………………………………………………………………………………………… 

3. How many years have you worked in REA? 

…………………………………………………………………………………………

…………………………………………………………………………………………. 

 

SECTION B: THE LEVEL OF SUPPLY CHAIN MANAGEMENT PRACTICES 

IMPLEMENTATION IN REA 

1. a) Supplier Relationship Management 

 Has the practice been implemented and how? 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………………… 

Is the process effective? 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………………… 
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b) Customer Relationship management 

Has the practice been implemented and how? 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………………… 

 

Is the process effective? 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………………… 

c) Internal and External Information sharing 

Has the practice been implemented and how? 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………………… 

Is the process effective? 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………………… 

d) Outsourcing 

Has the practice been implemented and how? 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………………… 
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Is the process effective? 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………………… 

Name some of the benefits that your organization has gained from implementing the 

major supply chain management practices 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………………… 

2. What other supply chain management practices are implemented in REA? 

…………………………………………………………………………………………

………………………………………………………………………………………… 

………………………………………………………………………………………… 

 

SECTION C: CHALLENGES OF IMPLEMENTING SCMP’s IN REA 

1 a)  Insufficient funds to manage projects fully 

How has this interfered with your operational performance in REA? 

…………………………………………………………………………………………

………………………………………………………………………………………… 

………………………………………………………………………………………… 

What measures have been put in place to curb this challenge? 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………………… 

b)  Poor management support 
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How has this interfered with your operational performance in REA? 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………………… 

What measures have been put in place to curb this challenge? 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………………… 

c)  Technological Incompatibility 

How has this interfered with your operational performance in REA? 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………………… 

What measures have been put in place to curb this challenge? 

…………………………………………………………………………………………

………………………………………………………………………………………… 

d)  Government Interference 

How has this interfered with your operational performance in REA? 

…………………………………………………………………………………………

………………………………………………………………………………………… 

What measures have been put in place to curb this challenge? 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………………… 

2.)  What are the other challenges experienced in REA? 
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…………………………………………………………………………………………

…………………………………………………………………………………………

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………………… 

3.)  What are some of the suggestions to overcome these challenges? 

…………………………………………………………………………………………

…………………………………………………………………………………………

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………………… 

 

SECTION D: THE RELATIONSHIP BETWEEN SUPPLY CHAIN 

MANAGEMENT PRACTICES AND OPERATIONAL PERFORMANCE. 

1.) Supplier Relationship Management 

a) Is there a relationship between Supplier Relationship Management and Operational 

Performance? 

…………………………………………………………………………………………

………………………………………………………………………………………….. 

b). How has supplier Relationship Management helped you in achieving operational 

performance? 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………………… 

Customer Relationship Management 
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a) Is there a relationship between Customer Relationship Management and Operational 

Performance? 

…………………………………………………………………………………………

………………………………………………………………………………………… 

b) How has Customer Relationship Management helped you in achieving operational 

performance? 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………………… 

Information Sharing 

a) Is there a relationship between Information sharing and operational performance? 

…………………………………………………………………………………………

…………………………………………………………………………………………. 

b) How has Information sharing helped you in achieving operational performance? 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………………… 

2.) Outsourcing 

a) Is there a relationship between outsourcing and Operational Performance? 

…………………………………………………………………………………………

………………………………………………………………………………………….. 

b) How has outsourcing helped you in achieving operational performance? 

…………………………………………………………………………………………

………………………………………………………………………………………… 


