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AB'"' R L 

Outsourcing is a bu iness phtlo ophy • t~ an. 1 '~ ntn: itn husincss to olhcr people, (outsiders) to 

perform them on your beh I Wh tn. . HI 0 s1rnt<.Jgy it is impottant to understand the 

bas1c a . un phon 'J h · 1 t · !lvmg or r turns on investment ROI. But to outweigh 

n tcnn . '1 he Kenya Government is doing much to set up 

th P( m the country. The benefits that can be derived from 

m f their services are numerous and firms only need lo take advantage 

Th, bj 'Cti , f th~ stud:· ··;tS to de+..ermiJ1e the extent to which busmcss process outsourcing ha 

b en ad pted ~s 3 strateiD in the audiovtsual industry in Kenya. The des1gn for the tudy wa a 

de·cnplt\'e surve ·. This \'aS because of the small number of audiOVISual med1a houses that are 

current! e~tabll.!)hed m Kenya. The targeted respondents were the managing chrectors and or the 

departmental heads of the audiovisual media houses. 

Data was collected using semi-structured questionnaires and \\'US analyzed u mg de cripttvc 

tati ti . he data \-as coded and analyzed using P ( tati tical I ackage or ocial 'c1 nc s) 

and e, eel package . 'l he descnpttve statistics were then used to pre nt the r ults. 

hom th tt ... ·, th r un ... that that a dio \ · ual indu ri in K n ~ p tt 

and tha o mil c t , 1t w 

m r oth r nd I o B '( d nt • t rn l 

rtJ 



l .1 ll!tCk t'uuud uf tit tu ly 

Out e • whereby a company hires an independent outside company to 

do " 111, )r a n 111 'l! 'mpan ork (Kotler, 2003). More companies prefer to own brand 

r th('t Ulllil ply te l ets the~· are de-capttaltzing. A few companies are movmg toward hmng 

outstd~ pani~ to provide almost all services (Kotler, 2003) companies outsource a wide rage of 

ef\'tce·. all aimed at creating competitive advantages, these are Accountmg and rnanctal 

·en tees. human resource servtces, customer care services, secunty servtces, and cleanmg 

sef\ tee . Thts IS because these services are non-core and repetitive in nature thus stmllar in 

lmo::,t all orgaruzations. Furthermore they can be done by an outstde company at cheaper cost 01 

at the same cost but in better ways (Quinn and Hilmer, 1994 ). 

Wh n u• ourcing beca.m a buzzword a fev.; years ago, the talk vithin local bu in 

thee ra jo to be created, especiall .... • in the firm selected to do non -c rc duti 

I b ur co'ts \ s the mam or out ourci 1g. y that umc industn 

h d bh h d por~ . hm 

rom cr ther , 

~; ·a on 

ther 

pt 

n 



entire department redundant, even as it creates empl . nent 111 th specialist company that is sub­

contracted (Wamari, 2007). As Okuttah (200 . ~~etl , K ny:1 is slowly coming to terms with the 

enormous potential ofBPO. 

Business Proce s Out ourcm2 

imJ)I ,mc·nt<ttiou ,f V 1 1 >It 

N Itt >bi. 

l ,. n<> h en carnmrkcd among key vehicles to the 

.h :Hm at a 'UP 'rowth rate of l 0 percent per 

a propo· al to design and establish one major BPO park in 

orld class infrastructure developed by top international 

\&dmg services via the mtemet to companies and organizations in the 

d~vdop 'd '' 1rld like ntain. .., and Canada (Ratemo, 2007) 

" me ken -an rganlL1U ns are subcontracting some of their busmess and 1t is often vtewed a a 

m ~m, of augmenting limited resources and skills while enabling the contractors to concentrate 

on the1r main area of expertise. During the end of the last century, however, there has be n a 

rapid grO\\ ing use of the term outsourcing. Which ts mamly the practice of handing ovet the 

management 1 e planning, coordinating, controlling and directing the operation ot certain 

fun tions to an mdependent body, third party to run on one's behalf Ba tcally, outsourcing is the 

taking e ·pertlse ot the competit1 e advantage of suppliers and the cone ntrat1on ol act1v1t on 

those function:,, \ >here the buyers organizations has its distincti e comp t nee i.e. out ou1cin • 

non-core busmes es in order to realize cap1tal or core bu me . 1 hi IS con id r d to on 

th ' of d \ I ping su tain bl ·1 d ·, l3P 

b m ustry m nt tudt d 

UfCIIl 



their roles. Nyarandi (2001) found out that m t ut~ mctn intltatives are f01med with clear 

objectives. Implementatwn ts not ca 

outsourcing. Motan (2002) on tt 

manufacturing ectot. 

u1 ll. nd tht. till 11\l n count for the dissatisfaction in 

r . n t<. u~~.d < n th outsourcmg of logistics m the 

'J'odny tlw tun in ll ttvllt tmdtttonally can ted out m house such as secunty 

mention a few arc considered as a BPO strategy The 

pw .ttl'l' ul (lUI ally wid(.,'Spread across all sectors of the economy l'he 

mcss·1 ~\.· 1 • , •t I 1 l ~r . th t entru tmg a functton to a third party. The activity must be earned 

ut gtldulll · md I mdled th care to en~ure that its potenttal benefit IS fully realtz d. 1 his 

hold · true. uJH. b ~ use there <1fe several ca~es in which a I3PO strategy has cntled up iu a 

\\,1 te. P t· a relativel} J oung mdustty in Kenya. 

1.1.1 The \.udio\·i ual Industry in Kcn··a 

The audio i::iual indust:r) in Ken_ a i::. a diverse and vibrant growing indu tr. which face an 

un emun future . Due to liberalization the industry has wttnesscd trcmcndou growth in Ken a. 

Th ph .... nom .. nal gro\\u, of private media, led by the explosion of radio and t levis ion tnt ion 111 

the reg10n o er the pa t I: . .:ears mce liberalization o the ector began, ha e tab It hed th 

ommant position of pnvate media pia ers m the region 1an pn ately owned l u li hm and 

tin m h e b n e t bli 1 

lo m ' countn , DJO tbmnt ud1o u 1 mdu t ', 

t1 h PJ n 



Royal Media which has several radio tati T s1 tion and a newspaper (The Leader); and 

Kenya Broadcasting corporation that i m. j r pla ~; r in t 'I 'Vision and several radio stations. 

Kenya Media Diaries provid 

country. '!he rcp01t 

their r ·ach in the 

swnpl ·. 'lit · l1l1 i 

:trllisti ·al analysis or b0th radio and TV in the 

1 nmary data gath~r~d through a representative national 

ndent ' previous scv~n days of listening and viewing. 

ln l ~nu: 11' l ·I ·vi ·i 1n reach. o pri ate commercial services, Kenya Television Network (KTN­

rv) md uti n TY T~ are hown to be neck-and-neck in terms of national average 

view r..:lup. with o of respondents watching KTN and 86% watching N1V. hesc two are 

r II wed b} KBC. Citizen T\, tellavision TV, Family TV, ·ast African TV ' A 1 ), K 24 and 

letro TY in rder ofYie\ ·er ship. In airobi, KTN leads with a viewer ship of 91.2%, followed 

b) NTY at 9.-%. follo' ·ed by the rest in the same order as the national order. KTN al·o leads in 

[omba a. but 'TY takes the lead in Kisumu and Nyeri . 1 he state broadcast r, KB , lead in 

'akuru and Bungoma. ith regards to radio, Kiss M ha the leading radi listener ship in th, 

country followed by Citizen. Easy M, KBC-Kiswahili, apital Kam me , -FM, 

lno r .KB -Engli h. Ramogi, Cia sic and Baraka M. in that order. Kenya tcdia I i. r. ,2 0-

1.... , tat mcnt f th pr bl m 

t p r: 

th 

ophy th t impli 

h n cmpl 

ntru tin bu in otll\:r 1 pl , 

imr 

th ir 

If\ 

nl 



understood, it would be difficult for the sen·t e pr ' ders to nchieve their objectives in service 

quality strategies. 

The quality of a servtce by n tuce 1 

experienced 

d k:ttllll) or evaluate unless it is first 

Ill 1h ·uua of ::lllrvice quality and outsourcing. 

(1987), Mwaura (2002), Mumgu (2003) and 
Nd gwa (1996). 

N]OI(P,' (2001) lliV mdu 1rics mcluding, Banking/Mortgage, hospitality, 

hghtmg and the matatu industry. Chebet (2005), Kirui (200 1), 

Mbonc ( ... 1 1~ ). ... ha e researched on outsourcing of services but none of them 

c n tdct ~d lh p 1\:eptl n the ou ourced and non-outsourced services. The above studies were 

conducted in ditletent industries and their findings may not be applied to the audiovisual 

mdu ·try \ tth this background, tt IS therefore important that a study be undertaken to determ111 

the extent uf use of business precess outsourcing in the audiovisual industry in Kenya . Thus, the 

srud ·seeks to bridge the gap m the above studies conducted m dtf erent fields and envuonmen 

1.3 Objecti\-·e of the stud:· 

The objective of this stud}\: -as to determine the extent to which bu ine s proce ou ourcing ha 

been adopted as a strategy in the audiovisual industry in enya. 

1.4 ignifi an e of th tud: 

ht udy rill ofu to th folio rin parti 'h manag ment o •anou m1 ant in th 

me i II o' • the e tent to ' hich tnn Ill th mdu til th HI 

II h lp th m in their o 

to till tud 

furth 
r m r 11 ut tl 111 



2.1 lutfodu tiou. 

Lo ',IStJc, 1. th · pto<:; 

HAPT"R 0 

• nn lcm ntm and controlling the efficient cost affective flow 

inventory, finished goods and related information from 

ton for purpose of customer requirements {Procurement and 

1991) Aocording to Ngwalo (J 997) purchasing is the process of 

ncquiting f l!.., d.: 1d er.tces from suppliers wtth a consideration. In additiOn to that he defmes 

procurement :r puf'~hasmg in a broad sense by which all classes of resources (People, mat rials 

fnctltlte· nnd en tees for a particular project operation are obtamed Accordmg to Ngwalo "W 

•1lways do procure but e don't purchase human resource" (Busmess Times, 1997) Outsourcing 

- management strategy by which --non-core functions are transferred to specialized, eflic1ent 

e. ·temal provtders Outsourcmg --n is not outsourcing but it is partnership between company and 

Yender or servtces provtder. he giving of responsibility tor servtce delivery to outstde vender 

' ho tee ·perts about a business and \'Whose primary focus tS to provide that parti ul r c1 'ICe 

Buttertield and 'olfe J99U): Outsourcing take place \\hen an orgalllzation tran t the 

owner hip of a busin pro ess to a supplier, the bu ' r do· 11 l in truct the up1li 1 how to 

p rform us ta · ut fo u on communicatmg tat r ult it wan to u /achi 

.... ( in 

nt rtl nt t ul 111 tl u 

Ill tt t 

r 11 r 

n ntl 



Figure 1: Strategic Drivers to outsourcin.,. 
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organr , tion redire~t aluable internal skill and cap, bilitt to high alu ( dding a ti ri tt , 

the sourcmg debate has mo ed trom w 1ether to outsource, to what and the quah ot ou om d 

s tc . \en atram n, 1 7) o b me truly com~ titi ' , corpo1 t1 ns h 'c: b 

rtght IZtn 

1 n t org m ll n d lm ' rath 

h 



According to Adams and Hetman (1996), the term lJts ur tng b~came more popular in the early 

1990's when large companies began to do \ll:.L )t bu ' inl:~S r~-~n ineer, their business seeking 

to become more efficient 

UU.'tll s · ·s looktn '. fu• \ '" t 

tH:' \'Sht y th · nu•ub ·• }t' hut · 

t p x cnttv s began to restructure parts of their 

numbers of stt.lps involved in the process, and if 

urt mployed. 

Th~y n n r m d U t there \\ere certam processes they supply could not get run as e tctently as 

the ' w uld lik . no matter h \ much they tried. As a result of this and an effort to become better 

tn what the_ d the concept of Busmess Process Outsourcmg was developed. 

hom the foregomg dlScussion Outsourcing can therefore be regarded as employing an outstd 

agenc to manage a function formally earned out by a company. 

ln purchasmg and supply chain management, Outsourcing really means tlnding new supp!J rs 

and ne\\ \\ays to ::.ecure the delivery of raw matenals, goods components and services . It m~tns 

that one uses the knov iedge, expertise and creativity of new supplters which was not u ed 

pre •iou::,l . 

In lut oufl mg, 'OU ar not bu mg merchandt e or produc or 

uppl n na m ntm g zin , 1 

nl f th ' bum 

m ri '" t ur u 

tbl ft r ll 

fllJ lilt 

an 

n 

r 



"Would you trust a stranger with your baby. ..Pr b. bl_ no1 s why should you trust an outsider 

lo choose what should or should not be o bvUI ~J l1 m tll or anizalion," argues Sue (Supply 

Management Magazine) 

hn b · 'll 1 • • ·ivin, 111 '' 

< ppot1nni1Jcs lor cutting cost of purchasing while 

( ' upply Management Maga2ine), but outsourcing 

l mch in recent years than any other subject associated with 

bu ·itt , ·. · ( 'upplv lmt · met t magazine, Jan 2007). The current like attitude is that procurement 

tnn bl' ou~ourc xi ut we 11u.s · ke care not to outsource the core business -the sole what the 

orguni..:·1tion d "~es b -t ~uppl~ 1a.nagementMagazine) 

2.5 Benetits of Out ourcing 

There are e·.-eral way in \vhich a company's resources can be leveraged. A uinn and llilm ·r 

tl C) 4) show. one of the ways IS through maxinuzat10n of returns on internal resources by 

one "'ntratmg mvestments and energies on what the cntcrpris do s be t , nothl!r \ , rs 

through well-developed core competencies prov1ding formidable barriers against present and 

future mp titob that seek to e. pand into the ompan ·s area:, of interest Thi helps in 

f: cilit ting and protecting the strategic advantages o market shar . Another v. y i through full 

utili tion of e rtem I :,upph Ill estments, mno ti 1 nd 

th t ' uld be proh1b1ti or n impo ibl duJ It at 

1 J mt ntur 

I d 

r h bl nd 



2.6 Making the Decision to Outsource 

Before an orgamzation decides to outsour ~ all 1 P• 11 I nsf m. r 'fit' s rvi e , it i e ential 

that the management understands e . rh ' 1. 1 h. f J<.,n. H) 1hat function . Though it may take a 

while to identify all of the acti iu itlt mnnm a cus tomer care department, not to 

m ntion what they co t, tht 

nnd t= 1tltp ~ttlt lfl t m ·u .,ng . 

• 6.1 Tt-chnolou"'\ 

<!fit , I to any outsourcing decision. Once these have 

m to d tcrmine which, if any, should be outsourced 

urce 1s 'aid to originate from two main Htctors, technology 

Th techn l g~ _f the bu ·iness exertS major influences on the internal environment and how it is 

orgamzed. managed and carried out. Armstrong (1999) asserts that the mtroductton of new 

teclm log) rna · re ul in considerable changes to systems and proct!sses he nolt!S. The 

a\'atlabtltty or the lack of technology m a firm may be the cause to outsource some HR functions . 

ornder a case where an organization is introducing a new oftwarc system mto it so , 

facthtate the processmg of document. The HR department would have the r pon ibtltty of 

t mmg the required ~taff on ho\ to use this newly introduced te~.:hnolo , . 

ue to the organization's re ource mability, the cost of oth introducin ' th on nd 

train in th n taff i:. neith r ppropri t r in lm 'ith tht: firm I It 

0 
or 

f pro~ m J r f: t r 

Ill nd 1 th mn ha put m I he• onth m lt o 

lJ ftj I 

rt Ill ani If tl 

II 



Armstrong (1999) explains that on the other han mers arc demanding more as new 

standards are reached through mtematwn 1 m~ dtftl n As 'l reaction to this competition 

organizations are becoming 'customer·~ u {,; l)t ~.dm. np t , pon c times, emphasizing quality 

and conlinuous impLovemeut, a cd 

cffecti vcly and ' lo 111 '. co r 

downsiz · ~utd cut ufrlt y 1 ) 

ttllt dtt tio11 of new technology, operating more 

pr s ur for business is to be "lean and mean', 

m t and 11pcrvi ion . 

wh 1l m the decJ~ton to outsource, standard theory and evtdence 

Uu e fact influencing for the decision to re-locate production outsid U1e 

finn ·~ b undarie raham and Taylor, 1996; Ginna and Gorg, 2004; Diaz-Mora, 200 ). '1 hese 

nre 'a\ tng labour co-rs. demand olatility and spectalized skill. 

The mo t unportant of these IS the possibility of saving labor costs, that IS, of cutting wages and 

benefit- pa able to non-core employees by contracting out peripheral stages of 1 reduction to 

Io, -wage countries. This supposes that htgh-wage firms would typicall be expect d to 

Oul!iource productton more intensl\.e!y than low-wdge firms. The next factor i demand olahlit ·. 

he more a firm 's output is subject to seasonal fluctuations, the more it will t to out ourc p~.: k 

period tasks in order to maint m as steady a flo of t:mplo m nt as po stble o r tim . I { \\ 1, 

one \ ould e. pect there to be a negative relationship betw n demand volattlat • and th 

prop 1 1ty to ontrn t ble to 'nt rn lly r t r I tiv I 1 '" 1 

co than ou ourcmg 

h thud t ctor 1 th 111 or mpm 1t th t 1 arm I 

n finn ' tl 



However, as small firms have less flexibility than larc.e fim1s to react to variability in consumer 

demand, and they face higher search ·osts, :1 ~ :..iti ~: tt"bttt nship may emerge between a finn's 

size and outsourcing. In addition to l · 1r 1 ). It)~~, ootpnt volume and scale economies, 

there are other factor. that c n ntntnu t 1hl du,;J 'tt n to outsomcc some of its production 

acttvtti . . . 'wt:nson (20UU), t 1 t I'<~ on hangcs in international costs. trong dollar 

d ·pr ·ciati Jll c 111 I ·td rt , thus reducing the international outsourcing 

lttl •11 tty )I lit Ill. 

l11 H.idtll 111. ·) pomt out that export propensity may have a posittve eiTect 

n out 1m 'in~ Th" m re tirm exportS, the greater the possibilities to find low wage forctgn 

upplt 1 Finall_'. tech.I logy can play a role (Tomiura, 2004; Bartel, Lach, and tchem1an, 

_QQ5). LI1 p:uti~ular. there is a positive relation between outsourcing and tnlenstve use of 

c mputers m the ' rkplace, high Rand D intensity, and the presence ot a highly sktllcd 

w rkforce ' ·ithin domestic firms Firms closer to the technologtcal front1er arc supp s dly more 

'1lling to decentrahze their acw·ities in order to take advantage o infonnation and te hniqucs 

th t are not directly wtdel · a\a.tlable. For this reason, younger firms, ha\ ing a limited h1story to 

leam about their O\\-n specific needs, are also more willmg to choos a d c ntmliz d 

org ni tion I fonn than older fimts , cemoglu, ghion, elarge, VanR 'n n, ud Ztlibotti , 

n admm1 u m trum t' th t m and t1 

ld 

finn ' 1lh m n 1 7 , J 

• 



these governance choices. In this context, TC p stulnt s thot aligning transactions with 

governance structures leads to more efftctent ut 'me 

'l'his I iterature hac; tended to 

particular, that the f'tHm ·r It* 

and cnabl ·. th · lur11 t< 

tdlll. I :1dv: tlH\ s associated with outsourcing, in 

r a 11vit ic: On the other hand, vertical mtegration 

r th 00 rdmation benefits associated with internalization 

u"' ctunng actJVJtJe~ outside the firm's boundaries may reduce 

tt ~· 1pal>iliti, b · " 1mg cross-functional coordination, that is, the capability to transfer 

inf rmat1 n nd c "rdm ti n across activities within the same production system {Mahoney, 

l oo~: T~ce. l oo . Leil>leitL Reuer, and Dalsace, 2002) 



3.1 hatntdu ·tiuu 

'l'hts hapt ·r pr · .,.t. tb · t 

d • 'I •.n lh · :tud 1 > 11\. U1 

nH:thod 111d hn dlv th d 

stgn 

1 TRR t 

noa,o(~V 

olop,y. Specifically, the chapter outlines the type of 

ted by the :-,tudy, the sample size, the data collection 

tcchmques used in the study. 

Th~ re·earh problem ~'as studied through the use of a descriptive survey De cnptlv r . car h 

portm) an accurate profile of persons, events, or situations (Robson, 2002) urveys allow the 

\.:Oileclton of large amount of data from a stzable populatton 1fl a highly economical way. It 

all ' one to collect quantitative data which can be analyzed quantitatively usmg descripttv and 

inferential ~tatistics aunders et al., 2007). descriptive urvey w, s therefore d~.:~.:m~;d to be m t 

ppropnate to the study 

3..3 opu!ati n and .p! 

I h population o tud compri ed of all th audiov ual media h u m K 

curr n l pulntt n 

II 1 am1 

th m 11th m a h 

If 



3.6 Data Analysis 

The primary data collected was compil d. ::. n , '- htcd and clnssifted. Alter fieldwork, all 

questionnaires were adequately ch 

minirntze the variatton. due to nu 

.mf k 1l tk::>::>. 'l'hi was to scrutinize so as to 

lh dntn was then entered into the computer 

H~ mto tho computer was then analyzed using the 

·Vel JOn I 2.0) computer programme. This is a 

data The dcscnpti ve statistics were then used to present 

ented m terms of pie-charts, table and graphs . 

r ady for analy i '1 h 
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HAPT.'R FOl 

R ESEAR ANAI.V IS 

4.1 Tntt·oductiou 

'J h 1<: chnpt 1 p1 fn lnfl of th study from the data collected using the 

1 ·s 'H I ·h (I l l· linrHiitiJ 

4.2 Or •mit: tti HI I 0 :1 ·' 

Tabl ' 1: 

Nutun~ of O\Hter hip 
I 1 Frequency Percent 

Lo al 112 80.0 

Jomtly owned local foreign I 3 200 

Total lr 100.0 

\ s t b!e 1 sho\.'S fim1s 1n t~is industry are largely lo~lly \'med . Of the 1m1s stud1cd, 80% , rc 

O\med locally. W'h1le only 20% are jointly owned by both locals and oreign int This, 

th r ore mean that thi indu try is highly localiz d a the fm ign comp n nt in orm f 

o :vn hip i fairly n gligible. 



Figure 2: Owner·ship of the Organization 

Tnble 1: Oro~mization ' Annuai Turnover 
e 

Turnoyer (Kshs.) Frequency 

up to -om 11 
i 

51-lOOm 11 
101-:!00m ll 
201-300m 1 

301-400m 2 

0 r40lm 9 
-

t I t: 
.._ 

n t nnu I tumo r th 

1 nu 1 

an m 

~ jotn t. lv ovvncd 
IOC<J,l/fw !.)i ~~ l) 

Percent 
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Figut·e 3: Ot·ganization's nnual nmover 
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4.3 Som·ces of BPO Strategy 
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The study also found that all the organizations practiced BPO as shown by all the respondents. 

Table 3: Time perspective ofBPO strategy 

Year of adoption Frequency 

before 2003 5 

in 2004 2 

in 2005 3 

in 2006 3 

2007 2 
-~-

Total 15 

Percent 

33 .3 

13.3 

20.0 

20 0 

100.0 



As both figure 2 and figure 3 indicate most of the finn" studied full within the bracket of over 

Khs. 400 million in terms of annual tumo ·e TI1i i tcph;.:;c:nll:d b 0% of the firms studied. 

The rest of the firms have an annuai turn d t K h .. 400 mtlli n r less. What this means 

therefore, is that the armual tumovt!r ~ finn 

a highly attractive mdu tty 

thin thi · ltHlustry i · fairly high implying that it is 

Fi 'UI'(' 4: Wh 'II Ul,() \ ,, I II c I I 11~ 

., 

b ~tore in 2004 Bl 2005 in 2006 2007 

... 003 

ffA v;ht~n BPO -.·.: .. , fu st 

donr;! 

ar 



outsourcing procurement services. Most of organizations outsourced cleaning services. Very few 

outsourced logistics. There are no flrms that out5 m e-d procurern~nt services. This means that 

procurement is a core service in this industry t m . t>n Ill VI. bl!~ln ss to entrust to a third patty. 

able 5: l ,ength of the JJPO Cout ""' 

r--

Numhct of yt!tu-s 
J4 qu n~ Per·cent 

l<..~ss llwu ouc v ·•u 9 60.0 

2-3 ycur: 
-- 6 40.0 

'fotnl 
15 100.0 

._ 

On the length of BPO. most respondents said that the period length of BP contract was less 

than one ·ear as shown b _ 6~.:0 of the respondents, while 40% of the respondt::Hts said 2-3 years 

l he abo\·e information was also explained using the figure below 

Figure 5: Length of the BPO Contract 
........ 6<. ·-······-·. 

erio( I n,.... h H l "a 

01 



Table 6: Reasons for the Organization 

s ••·on~ly 

Reasons for BPO ~l ~.t l'( <' n~r·ce disagree mean 

BPO service is not a strategic mow I 20 6.7 2.5 

A BPO SCI VICC redu 

c st. 40 40 0 0 

IWO 

1.3 6.7 46.7 13.3 20 3.2 

to 

peribnn BP 0 6.7 6.7 26.7 GO 

0 6.7 53.3 40 0 .7 

T for other 

ef\ IC ' 
6.7 13.3 80 0 0 

10 6.7 66.7 13.3 3 .J 

ln able 6 the study sought to find out the extent to which the reasons m th a ove ta 1 wcr 

the r~ons for the or::>anizations BPO. From the study the majorit · of the r pondcnts gtecd 

that BP serv1ce reduces overall C{)Sts as sho"'n by a mean core of 2 .2, Bl' servtc 1 n t a 

tt tt..:g1 mo c ho vn b a mean scon:: of2 5, to a il mor time for other 

mean :ore o __ 7 BP · tak ad nta o temal • pertt 

core of 3.2 d Is lum of BPO of 

urth r th maJOnt 

tan 
lum f 



T~b'te 7! ~otivating Factors to Start a B.,u 
ta·on~ly 

Factors influencing BPO 
Disagree Mean 

Need to focus on core busme s 
0 1.7 

Des ire to reduce oventl l co t 
0 

---
2.1 

p . orcotv d n ed 

of stu IT 60 40 0 0 2.4 

N"d to 

P rl'onn thtr · -tivitt 13.3 40 46.7 0 0 2 

Need to uupr ")\ e O\era.U 

L10 46.7 13 3 0 0 1.7 

of the 
BPO I 0 

13.3 40 40 7 4 

I 

fBPO sef\ices 10 
267 60 13.3 0 

----
Ltcrea:;eu compeution "' 60 

...... .., 6.7 
IV 

;);).;) 0 

Increased globalization of bus mess 0 73.3 20 67 0 

lore demanding market place share 6.7 66.7 20 6.7 0 2.3 

Ju t in time pr duction 
40 67 0 0 I 5 



more demanding market piace/share as shown b.· a me. n Sl ore of 2.3 in each case, perceived 

need to reduce the number of staff sho\ i . m . 11 set r t r 2.4, increased competition as 

shown by a mean score of 2 5, long tmh: (.upply I ad flnw) and asset base reduction 

shown by a m ·an 

OP iofot nt ttion 

that m U 'll ·d lh 

need to 'llh m, 

7 m l :1ch case, low volume of BPO services as 

kvd xp tat1on by customers and need to enhance 

· mc~tn core of 3. I in each case and acclaimed 

m m by a mean score of 3.4. This implies that the factors 

, than the mdustry to carry out BPO strategy resulled highly from the 

terns, performance of BPO centers, customer expectatiOns, 

tntr~nscd comp tu.ion and gl baltZation. 

Tabl~ 8: Difficultie Encountered In mplementation of the BPO trategy 
~------~----~ 

Fairly trou ly 

Difficulties of BPO strategy agree agree 

rden tification of the BPO to 

outsource 20 46.7 2.2 

126.7 46.7 2.2 

difficult • lfi cost e 'aluation on 

6.7 13 3 20 3.5 

endor/con tractor 0 33 3 60 2 7 

d 

r 0 

\ I l an 
an m an 



organizations m implementing the BPO strategy . ~ sh wn by mean scores of 3.5 and 3.9 

respectively. From the findings it shO\ th!!t t1lt7Ie " tc som dif'r'i tdties in the implementation 

of the BPO strategy. 

abl<' 9: Kisks lt..~ncouut .,. I ~t 

c 

U1e end r c ntract r 

there IS lo i.ng of command on the 

of BPO 

vendor/c nrractor 13.3 

~rawing contract with the vendor I 0 

Strongly 

agree Agree ugree 

26.7 

26.7 

33.3 

33 3 

6.7 

26.7 

113.3 

53.3 

6.7 

() 

46.7 

6.7 

0 

60 

Disagree Mean 

0 

67 

0 

0 

26.7 

1.9 

2 4 

lbe findmgs in the abm:e table show the extent that the r pondents agr with th v. na 1 111 

the bo e table ri · cncmmt rtXJ sa r ult of BP . ·rom th findings, the ri k 

result o .tiP 
nd 

und t 1 t 



Table 10: Expectations Held For BPO ~ 

Expectations for BPO Provider 

strict adherence to~ emce level 

level of cost reduction p 1 

month ) 

·haring of accruing benefits 

67 

6.7 

0 

0 

26.7 

46 7 

46 7 

53 .3 40 

I 6.7 13.3 

67 133 

stron~ly 

agree 

0 

r1.7 

0 

0 

0 
----

66.7 

60 

disagree mean 

0 1.9 

0 

0 

0 

0 

I 

20 

3 

1.. 

2.5 

24 

2. 

9 

1 9 

he respondents \:ere aiso requested to gtve their expectations about HP s 1 1ce 

prO\ tders fim1s. From the findings, most respondents expected that th re should b lt j t 

adherence to sef\ tee level and ievel of cost reduction as shown by a mean e r of 1." 10 ach 

ca!ie. They bo e pected real time communication as sho\ n b ' a mean scort! of 2. , aluc · ddcd 

e tees sh0\\'11 by a mean score of 2A and also production mn vat IOn a shown b a m an 01 

of - .5.Thc majority of the r pond nt did not hold c. tat i f mft rm ti n 

s terns wtth that of urn and hanng o accrum ben 1 a how:n 

e. hi 
fthe firms m th 

In 

r I tun 



5.1 Suuuruu·y 

Froru th · Stnld 

WCI ' Ill 1d ·. 'Jh · 

SUMMARY,DI 

HAPT"R "'f\ 

II wmg 'llffiffi}jry, di:)Cll:):)ions and recommendation 

the cx1cnt to which business process outsourcing has 

b ·en ildoph.·d 1 1 1e au IOVI ual mdm.try in Kenya. The analysis was based on the 

obJcl~ttvc r th tud · Fr 1 the study, all the firms pract1ced BPO and the maJonty of these 

fum . did it rm;t as e~rl as before 2003. 

The tudy found that the services outsourced by most firms were cleanmg and mailing services. 

In most orgamzations. the length of BPO contract was less than one yea1. fi'rom the study, the 

rea ons for most organizations to BPO were to reduce overall cos , 1t was not a strategic mo e, 

to a~ 1! more time for other services and also because BPO take ad autage of ~.:xtct nal 

e ·pertlse experience. 

'I he stud also tound out that the mouvating tactors m most orgamzat1on to start a UP w r 

just m time produ tion, need to focu n core bu in , d 1r t redu t n 

m nag rn nt tam to pe orm other acta\1tl , 

mandm m 

lun f lll 

m mt ta n 



vendor/contractor. There were also some expectatl n held f r BPO setvice providers/firms 

Which included strict adherence to servtcc lc: c:l~ Je el t t ll :sf 1 dudi n , prouuction innovation 
' 

value add services and also real time commun ". lit n 

5.2 Discussions 

From th studv. tit tudv : Ht lu tt · r d1 vi ual industries in Kenya practiced busines 

P~"O<.:css out.·ou'"''u ~ 

l11ovc to avad nnt · tim 

mi.. to reduce overall costs. This was seen as a strategic 

cr.·i~ and aho because ilPO takes advantage of external 

Outsourcmg. like any other busmess, m the mdustry has to be a strategic dectston a1med at 

impronug the competitive pos1cion of the firm . However, the experience of outsourcmg could be 

of benefit or d1sappomting to the firm if not taken strategically smce the trm IS entrusting its 

none-core acti\ity to a third party and moving away from the management of such activitie:s . It is 

somettmes easy to fall into some common traps. 

The stud·· she" . .,.,.:t '""'a• h~s :~ the mdustn1• in Kenya are largely lccallv-owncd Thu it 01 ar1 

.J .l Y'r VU. \.1.1 '- .&.1.1111 .1.11 

a. 
• 

that this industrv 15 localized as the foreign ownership 1 fair! ·negligible and the annurtl tumo\'cr 

of these firms within the mdustry is fatrly high and a highl attracttve tndustry. 

The typ of s rvicc outsourc d in this indust. · ng from lcanin fVI mnilin 

Aut no 1rm out ourced procur m nt 
lht 

ICh th nnot ord to ut ourc · 

f Dl Ill 
1111 ht1 n 

r 



Therefore, the study shows that the expectation of the finns within the audio visual industry was 

fulfilled. This is evidenced from the mtt:.:,r..~i~..n I i1llt'ltmntion systems, production innovations 

and value added . Thus the mdustry 's com diH c 11. h:. y wns n hi vcd. 

'l'hc study al o conclud d th t 111 owcin also enables these organizations to 

produce on ti111 ·. to f' u of th~ organization, to reduce overall costs, to free 

tnuna '. ·tn ·nt tllu ·to ~ , to mcrca:,c globalization of the business, to reduce 

the 11\llllb ., 11' m e ttlvc advantage in tht:.l industry and also to meet the service 

5.3 R · · mm ·nd ti n 

fr )m th~ t.ud_. th~ :-tud_ ru:ommends that in as much as BPO has been adopted in th 

audio\'isual mdustry in Ken~ ll: more needs to be outsourced, especially logistics a on I 20% of 

the tirm ar" doi...-1g this. Most of the firms are outsourcmg clcanmg services (93.3%) and mailing 

"0% For the organizations to meet the expectations of the customers and al o th ir goals and 

objecti\eS they should embrace the BP strategy. '1 his will also help them to have a competitive 

dv nt ge o"er other organization in the industry. 

In act none of the firms outsourcc procurement servic . 1 his i not a good s1 tor th 

m ust • 1 n Utat pr urem 1t i uch an import nt r aniz.at1 n , mu h tun 

in tln , ro can aincd and use(l els f th1 

ru- h tudy to b 

0 m n 
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Appendix 1: Introductory Lettet 

Ucar Kcspond ·11t 

Thl' r II wm ' qu ,~ 1" m re m end to collect mformation for the academic research The topic 

is Bu ·ines..; rr ''-'~- t ategy in the audiovisual industry in Kenya. Any 

informal! n wh1ch :ou \ rtll pro 1de is for academic purpose and shall be treated wtth ma ·imum 

c nildentialit:. 

ou are requested to complete the questionnaire and give explanation where essential. 

\our kind assistance is appreciated. Thank you for your contribution, 

ours · mcerely, 

L ch kn, P. ul 

Uni r :ity o iro 



Appendix 2: Questionnaire 

S l~ 110 A: Ot· ,anizational 

I . PI · t. · tt 
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3. Of the following sefVlces, whtch ones . re · u uncntly outsourcing? Please tick. 

Cleaning ) 

Mailing ( 

Logi . tic. ( ) 

Procurem ·nt ( ) 

( ) 

o the BP(J contract 

I , th m ~n e.ar ( ) 

Bt:tw • , 1 t\\ d three ( ) 

Bel\ ·een Uu·ee and four ( ) 

Bet\ ee 1 four wd fi\e years ( ) 

T t> tht> following kt>y for que tion - 8, A- trongly ret>, - ail'ly ree, 1 - gree, 

D- tl'onol disaoree~ D- Disagt·ee .,. ., 

5 0 what e;...1ent do :ou agree or dtsagree with the ollowmg factors as r asons tor ou 

ill 

\ 

org. nizations BPO. 

£\II not trntegi m e 

reduc o erall co 

penn ) 

Sl> ' 
( ( ) 

) 

( 

( 



6. Please indicate the extent to which you agree/dtsagr e to the following factors motivating 

you to start a BPO 

l represents strongly agree and repr m rr n~l 

3 4 s 

time to 

overall 

the BP( 



A FA A D SD 

Identification of the BPO to outsour e ( ) ( ) ( ) ( ) ( ) 
Staff resistance to change ( ) t ) ( ) ( ) t ) 

Difficulty irt co. t evaluation on \\ ( ) ( ) ( ) ( ) ( ) 
( ) ( ) ( ) ( ) ( ) 

tor ( ) ( ) ( ) ( ) ( ) 

........................................... ..................... .. ......... ... 

. ... ... ... ... ... ... . .. ... ... ... ... ... ... ... ... ... ... ... 

. ... ....... .. . ...... .... .... ............. .............................. ....... ..... ... .... ... ... ... ... ... ... ... ... ... ... .. . 

" . T"' \ ut ext:en do you agree/disagree with the followmg in regard to risks you 

enc untered as a resull ofPBO(Kindly rate them as to the level of diiTiculty) 

There i- co-t of control ofthe decision making process. 

lntonnation linkages occur from the endor/Contractor 

Thcr is losing of ommand on the BPO services. 

....,elec ion ofBP \endor ontractor 

Dr \ ing , endor 

, (Pl 

9 PI tl d 1 h I fi r 

( 

( ) 

( ) 

( 

( 

.F 

( ) 

( ) 

( ) 

{ ) 

( ) 

D 

( ) ( 

) ( 

( ) ( 

l ( 

) ( 

; n 

) 

) 

) 

) 

) 

'D 

( ) 

( 

( 



Sharing of accruing benefits 

Others, (Please specify) 

() () {) {) () 

"'l l 10 lOl '' I o>l 00110111 0 oo o ,,, to o ,,,, ,, ooo ,,, 000 oo o 0 1 0 

.. J ,,, ,,, II ••••••••••• • • •••• • •••••• •••• • • •• • ••• ••• • •• 

oo I o ooo ''' ooo ''' oot '' ' ' '' •I> ••• ' ' ' ooo ooo ' ' ' ''' '' o ' ' ' ' ' 

l Q '' h t e e 1 d ~ ou agree or dtsagree with the following factors as reasons fo1 your 

flnn.: not d -.ing Busin~s Process. Outsourcing (BPO) 

SA ~ D SD 

The tl.m1 i- not aware oh-ma- ts BPO ( ) ( ) ( ) ) ) 

BPO is more e:'\.rpensn e ) ( ) ( ) ( ( ) 

There is no smtable end or to the market ( ) ( ) ( ) ( ( ) 

ll BP services are considered strategic_ ) t ) ( ( t ) 

The tinn onsiders it can erform the activities best ( ) ( ) ( ( ) 

thers (plea e specify) 

········· ..................... ............ 

. ......... . 

• n • u n • 



Appendix 3 
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Advantaoe 
• perational expertise 

• Financial fficien y 

• ustomer relallonship 

• rgantntton re p nc;e 


