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B TRACT 

In response to numerou comp tltl\ pr .. ur , ust mer demand and ever - changing economic and 

regulatory condition., m. n 1 •. m:. n ns . r un m ·ntally rethinking the way they do business . No 

wonder then th t vcn sm. II 1 1 '.\f\1 11 i tl .' · nd N 0 nowadays strive to make strategic plans in 

tthm and outside their organizations. Organizations are 

· c t1ve , rc ources allocation, quality standards, and delivery 

methods. •tilth · · · f ·u ·in' n m tmg the ever-<::hanging customer requirements. In Kenya, the need 

to impro · bu ·tn · · p • ti proccs es cannot be overemphasized as major organizations register 

lo c 'Cal ail r y ·ar. du to poor performance. Most of them have now started the reorganization 

proc · · with a Y1 " to returning to profitability so as to spur the much-needed economic growth, 

which w uld re ult in wealth creation and employment generation. There can, therefore, be no better 

time than now. to look for ways of improving performance through iill\ovative practices. 

It is against these backgrounds that it was found necessary to survey the operations improvement 

practices used b organizations, with a view to documenting the existing approaches and how changes 

ha e been managed in these companies. The survey was conducted among 84 out of 128 ISO 

9001:2000 certified organizations in Kenya, through data collection by means of questionnaires . 

The survey findings show that many organizations (average of 71 %) were aware of most operations 

improvement techniques even before they obtained certification, although few of them put them into 

practice. After certification, the techniques wer~ put in practice resulting in different levels of 

achie ements based on organizations' objectives. The dominant reasons wh these organizations 

adopted operations impro ement techniques v ere to improve products quality I service delivery (36 

%) and also to achie e operational efficienc b reducing time v astage and defec (20 %) The tud 

also shows that. change m staff at11tude with a response rate of 0 % has emerged to be the main 

obstacle dunng 1mplementatton of anous improvement techniques It i al o e 1dent from th stud 

that. m st organizations pr fer mcrem ntal approach for op rattons impro em nt alth u )h a fc,, 

embrace radical appr ch . Th stud furth r how that other than p riod of en i 

imprO\cmcnt ppr h can b introduc d ev n during p ri o uccc thr u h r 

up \\ ' th innov ti\c mcth to tay ah d of com am tim m.J f the 

i ted qual it) and 1cicncy "ith m nt manci I 

t har 



H P R t: I TRODU TION 

1.1 Background 

ontinucd to perform dismally, generally due to low 

levels of n~;w tnv · ·tm nt 1 ultut' ft m unfncndl economic policies . Matters arc not any better 

even afl~;t th · R • '·' ' tmn nt · me to power on a reform platform. According to Kenya's 

P vet tv R ·du ·lJ 111 ' tt · ' Pa r (2000), Kenya' s rate of economic growth has been declining 

tcadtlv ·m ·c the 70 ·and h '' no igns of quick recovery. Based on this type of environment, it 

is de ·m ·d n · · ~ary t con tantl 1rnprove operations within the organization for survival 

(Mtmytri. 000) 

During th budget for the year 2004, the Minister for Finance reported that the economy grew by 

onl~ 1. 0 ·o of GDP against a target of 3 %; annual inflation rate grew from 7.8 to 9.8 % 

(Price WaterHouse Coopers, 2004). These states of affairs are a reflection of poor performance by 

both conunercial and business organizations in the private and public sectors. Year in, year out, 

companies and quasi-government organizations continue to register financial losses in 

performance. 

Due to increased globalization and development in IT, products and services have become more 

valuable to the e~'tent where they can easily move from their source to a point where they are not 

available. This easy mobility of goods and services has tremendously increased competition due 

to their variety in the market place In the East Africa region, the recent efforts towards trade 

liberahzatlon and free movement of people across the borders will mean that busme operative 

will be more senstti e to customers' tastes and preferences During the 6lh Heads of tate of st 

fnca ommumt) ummtt (Dati} ation - o , 2004), a timetable ~ as et to factlitat the 

followmg among oth r ·, by D c mbcr 2007, ormat10n of a common cu torn um n which t 

now in plac but n t yet full ' operatiOnal: ree mo em nt acr bord r ·, p\;ning f r\;gional 

atr pa ; and tting up a common mark t 

W1th "ithin th 

\ ill Uf\:1 

t r tim than n " to I 

rc t n it i . pl: t d th t nl · hi ~ hly 

n 



The desire to improve the effi cti' en 

philosophies, tools and t chmqu 

f p~rnti n h~ over the years given rise to a series of 
th m ~pp~;ared each time to offer the required 

'solutions ' to the continuin • pt bl m. I p r p ' tformance in many business entities. Many 
managers, th rcforc, mima It .u h h 1 n perfect approach that would once and for all gain 
competitrvc, dv, nt 1 • lllf am But on the perfect solution theory, Drucker (1997) 
had this to sav: ' I· >t m li • th n ntu , - from J P Morgan and John D Rockfeller in the United 

mt. n ' Henri Fayol in France, through Alfred Sloan at General 

nt infatuation with teams we have been searching for one right 
m anics: there can no longer be any such thing. There will only be 

tgani atl n diffi rent from one another as a petroleum refinery, a cathedral, and a suburban 
bun •al " are from one another. even though all three are buildings . Every organization in the 
d ·v 'l pcd countnes "ill have to be designed for a specific task, time, and place (or culture) ." 

ln th above statement, Drucker was trying to emphasize that, different approaches have their 
value and none can be said to be a panacea since there will always be more work on creativity 
and innovation. It is, therefore, practical to state that all approaches, tools and techniques arc 

alid, and that th development of one should not invalidate the others, but merely expands their 
value. 

This survey for operations improvement practices was conducted among ISO 9000 certified firms 
in Kenya, which focus on quality management and performance practices, and arc identified by 
the '2000' prefix in their designation. ISO 9000 standards are a collection of formal international 
standards, technical specifications technical reports, handbooks and \l cb based documents on 
Qualit) rfanagement and Quality Assurance (http .' www.1so org ), these I 0 0 0 famil of 
standard were later consoltdated mto a revtsed document called I 0 001 2000. Th mam 
reason for th choice of th firms is that, th arc alrcad full · :mar of th benefit of 
compditiv advantag through quality proc and outputs (Mi 1.1mo, 2003) 
that Bid o ompany \\On th ompan · f the Year Award ( 
practi fi r th ) r 2 4 and attributed thi ucc 

July 2004 . 



While ISO 9000 familj of tand.rd d l; n t p~ if the quality processes to be adopted, it 

world w1d<.: ts th.1t , 

CCI t j fie Ill )JI t • • ' 'II 

h ·nc · · mtp ·ttth ·n · · ( li' urn 

111 • b d lined, that processes be documented and that 
n. 1. t ntl r.dhcrcs to the laid down procedures (Kioko, 

( 00 . l:lnd rd:s and the reason why they have been adopted 
11 t m r · who do business with certified companies that 

in pia c. For many international companies, ISO 9001 :2000 
d in bu mess in global markets and improving productivity, 
2003), 

ln ·tudym th, ·rati improvement practices of ISO 9001 :2000 certified companies, the 
·tudy r ·co 'mzc the relationship between ISO 9001:2000 certification and Total Quality 
Manag m ·nt (TQ 1). \\ hich is an approach that facilitates continuous I incremental quality 
imprO\ement through integrated efforts. The study, therefore, was from companies that already 
had an op rations system benchmark in the form oflSO 9001 :2000 certification. 

Introduction of new operational business approaches and techniques bring with them challenges 
in the form of changes that should be properly managed if the desired goals are to be achieved. In 
his analogy with operational changes in the business world, a Renaissance Political Strategist, 

iccolo' Machie elli in 2002 said: "There is nothing more difficult to take in hand, more perilous 
to conduct. or more uncertain in its success, than to take the lead in the introduction of a new 
order of doing things, The world is an unforgiving place, and if you want to get things 
accomplished, you must approach the challenges with dry-eyed realism" 

Change ts. therefore, a complex process, and an e er-present feature in orgamzational life whose 
pace has mcreased stgntficantlj m recent years (Burnes, 199 ) In recent survc ·s, managers 
id nttfied th 1r abtht) or mabtlity to manage change as the number one obstacle to the mcrca cd 
comp~.:titiv n of th ir organization . Th refor . under tandmg the th o and pra t1 f 
chan c m n cmcnt hould not b treat d as an option but an ntial rcqui it [I r urv1 al 
(Burn l ). pra ttc rcqu1r~.: 

tivd_ tran 

ntir 
t I I Corpora II Oil ar Ilk 81011() /lie\ , rou Ill or, ( 

u n m m •mally ,., orm th • 1/tur tl r hold 

th 1r old rm " 



are usually employed in combmati n, , n 111 p. 11i ular circumstances, one may simply be a sub 
set of another. In general ho\\ I , haractcrized primarily by one of the above 
mentioned approache. , with th 1 • s sul s1d1. 11 'S . 

1.2 • tatcm ·nt o th I rtlblt m 

In n.:~p m" · t) ·)fliP titn customer demands and ever - changing economic and 
1 • •uhl )l"t' • mdtti n . nl.lll) r anizations arc fundamentally rethinking the way they do business. 
No w nd ·1 tit ·n that ,, n mailer organizations and NGOs nowadays strive to make strategic 
plan · m anti tpati n of uncertain future challenges both from within and outside their 
orgm1izat.t n Organizations are getting more and more concerned about their objectives, 
rc ource allocatiOn. quaht} standards, and delivery methods; all these focusing on meeting the 
ver-changing cu tomer requirements. 

In Kenya, the need to improve business operations processes cannot be overemphasized as major 
organizations and multi-national companies register losses year after year due to poor 
perfom1ance (PWC, 2004) . Most of them have now started the reorganization process with a view 
to returning to profitability so as to spur the much-needed economic growth, which would result 
in wealth creation and employment generation. As already indicated above, the 2004 economic 
survey re ealed that the Gross Domestic Product in Kenya grew by only 1.8 %, while the 
government expenditure increased by 13 .6%. This state of affairs is a reflection of the burden 
impos d by non performing state corporations to the exchequer, forcing parastatal organizations 
such as TELKOM Kenya and Kenya Power &Lighting Compan , which have enJO cd monopol 
status to rethink thetr positions and change their wa s of doing busine s Kcn;a Rruh a s 
sur\1val d pends square! on hO\\ fast 1t mo cs to change 1ts scrv1ce dch cry operations . The ltst 
is end! 

tor ha n t be n I ft b hind in thi fi ht [! r urviv.l and p~.:r m1, n t gain th 
dgc. 

mput riz d mo t 

td hav ttmc and gam 

.har 

'lht..: 

to 

th 

1\ 



It is against these backgrounds that it "' fi und n ' nry to survey the operations improvement 

practices used by organization , 'tth , 't~;\ t d um~.:ntin r the existing approaches and how 

changes have been mana' d in th mp. nt . D pitc the evolvement of many improvement 

tuH Ju .- t ln Time (JIT), Total Quality Management (TQM), 

Business Pt c~; . l I ) Th Of onstraints (TOC), and Supply Chain 

Mana 'CiiiCIII ( CM) ullm' th 1 , 1t apJ a · that the last operations improvement philosophy is 

yet l b · s · ·u. d' lh • 1 11 d I pmcnt in Information Technology (IT) is anything to go by. 
Wtth th~.: · · tu.:nd ·. •t 1 ttl •P ted that more efficient business practices will evolve that result in 

hi •h ., r th benefit of the whole citizenry. 

tl1cr I al re carch rs have studied operations improvement approaches but most of them have 
targ ·ted pc ifi group of populations that do not cut across the entire business sector. Some of 

th tudie carried out locally are listed below but a summary of their fmdings in covered in 

ction 2- Literature Revie\ . The studies were : change management practices by Kenyan 

Companies (Gekonge, 1999); business process reengineering (BPR) in the pharmaceutical 

industry (Munyiri, 2000); operations strategies for competitiveness in the manufacturing firms 

(Nyamwange 2001); process improvement consulting in the manufacturing sector in Kenya 

(Ngure, 2001); change management practices in total quality management implementation 

(Mi}'umo 2003); and improvement methods applied in operations (Ombura, 2003) 

The private and public sectors in Kenya are composed of companies that can be characterized to 

belong to either the manufacturing or services industry. Due to this mixed classification, the 

equally apply mix.ed operations improvement practices in their pursuit to improve on performance 

ar1d remain competitive in the market place. These improvement practices produce different 

performance outcomes specific to each sector, be the products or ervices . 

1.3 Objectiv of the tud 

rati n tmpr mcnt ppr u ~.:d \ l 

m ir nm~nt 

nd '"'Ill ' 
n11 1 nn 

th If utur pi I 



1.4 Importance of the tud 

The study has provtd d n 1 l!unil\' 1 mp, r p~!rations improvement techniques across a 

t 1h 111 th manufacturin) and services sector. It shows a 

srblc to determine a practical menu of improvement 

Th · unp rl•u• • · 1f th tud\ 1 therefore: 

To the lndu tl) 

T d ument the approaches of improving operational, hence business performance across the 
manufacturing and services sectors for sustained growth 

To the Country at large 

To document the operations improvement practices whose use would result m enhanced 

economic gro"1h, employment generation and poverty reduction . 

To the Academics 

To use experiences gained from existing operations improvement techniques for research on new 
and mnovative approaches for improved performance. 



HAP R 2: ITERATllRE REVIEW 

2.1 Introduction 

2.1.1. Gcn •r I 

II, vin ) c p .,, ·n · · "tth 1 num r f management fads, many Western managers realized that 

o1p r(tlc ·u · • · ·-. " inh r tl · tran ·1to , if not under-pinned by sound operational abilities at 

th~.: p ·t.tlrrt' unit I ' I. Th need to tmprove effectiveness of operations has, over time, given 
n c to a s ·n · f phtl phie . tool and techniques such as Value Engineering, Quality Circles, 
Lean Manufu tunng. T taJ uality Management, Business Process Reengineering, and lately, 

upply ham lanagernent among others (Ngure, 2001). Ngure (2001) further says that, the 

teady tream and changmg nature of these methods and techniques vividly illustrate the 
e olution of the role of operations in organizations, and provide a window of insight into the 
general practical problems of building new operational capabilities. 

In general terms. various approaches of creating sound operational capabilities may be divided 
into three distinct phases or philosophies, which overlap, yet dominate their times; these arc 
discussed below: 

2.1.2 Structural Solutions to Infrastructure Problems 
In the 1970s firms frequently attacked the problem of operations performance b addressing 
structural aspects of their operations strategy (Upton, 1995). For example, a finn's facilities and 
sourcmg strategies \ ·ere often adjusted, chopped or changed as regtmes of new manager tepped 

m to ·fi. · • specific operations problems udden and dramatic restructuring led to orgamzational 
units being selected for survi al on the basts ofthetr cost, (and occas10nall qualtt ) p rformancc, 
and und r-p rfonnmg uruts were clo ed or sold off Although such rncth d! dtd nd pcratmg 
m:t\\Ork of om poorly p rformmg umts \\ruch were unltkcl) to get better o r time th y 

un ortunat ly al o thr '' ut man: potentially g um Ha ·c 1980). 

ho"~ that r Iiane ol ly n tructural meth for improvin' mtin ) 

\ hi h i a failur t mrnrnntm 



2.1.3 Systems Solution 

In the early 1980s, techno! ) pp. r ·nth rui' to th' rc cue on a sil.icon chip-studded robot. 

omputers controlled n t nh indt\ tdu.ll pr • SSGS, but also the coordination of different 
processc. m what pp a1 d t ltk h Jl( 1 1 for salvation. The un-manned factory - implicitly 
seern > pcoph.: as IJI >bl 111 1 1th 1 th,tn a r . < urcc, became a g al in itself (Williams, 1988). 

tlu u h ut the world worked to develop (at great expense) robots able to 

pi k mdn 1du.d 1 1 • h m a cluttered floor, or wrote software that would supposedly slice 
thr u •h th • mtl tl) f managing a JOb-shop by controlling everything that happened within it 
(Upt n. )llO:) ut mated ·stems, which wrested control away from mistake-prone operators 

while at th 3 am time improving productivity and quality, were touted to be the new panacea 

(Jaik"Umar. 1 6) . 

In this ystems era. a flood of three letter acronyms such as MRP, MRP II, FMS, and CIM among 
others. b s t the manufacturing industry, each promising competitive leaps in performance. 

Probl ms began to arise with some of these systems, such as FMS, as new products were 
required. While the new systems provided great advantages in tackling the informational 
complexities of manufacturing systems that made a broad range of products, and often improved 
the trade-off betv.-een cost and ariety, they failed to embody some critical clements of 

manufacturing competitiveness. 

Despite problems associated with automated systems, computer integration has become a 
necessary. if not sufficient, condition for success in man operatiOns (Rogers et.al, 1992) ng­

term success, however, demands the creation of e cr-more powerful s stems- one that arc 
difficult for comp trtors to replicate and are stcadtl_ being rmprovcd Whtlc technolog rna\ yet 
pro\' us \\Tong, at pr nt, such relentless rmpro cmcnt is strong! reliant on th in ol m nt of 

human being and th ir abili~ to learn n '' tasks and d \Clop n w kill n t hniqu 

th ·) t m ' chool that m rits furth r att ntion inc it traddlc th th ) tcm ppr · ch and 
continuou imprO\ m nt philo phi i th Ju t-In- imc Jl ) y ·t m. It put much of th 
control b k in th hand of p~.;mtor- \\ ho often r to th ch lien and cr ted th c n tantly 

m tion (i r \ hi h many firm had b n rching. 

Phil ph_ 



techniques, the opportunity for impr nn 

improvement philosophic h. ~ th lit wut 

involved, continuou. impr '~m 

tS infinite. Organizations driven by 

haractcristics; customer driven, employee 

~~ [! u cd, and internationally sensitive 

A moment of 1 ·fl · tion ,j 1h s h.ua l ·rbti s r ·vcals a substantial shift from a primary concern 
for output to on · th tl u l d t ~ ard rcctpicnt of goods and services, the process that 
gcncwt~.;d th ·m . • 111d u u ·u in d on ern for improving the level of satisfaction and value 
provtd · i ln th · ' d-. and cr. ic 

2.2 pproach to peration Improvement 

2.2.1General 

In general terms. there are two basic approaches; incremental (evolutionary) and quantum 
(r volutionary) . This section discusses the approaches while sections 2.3 to 2 .6 review some of 
the specific philosophies that have dominated evolution of operations improvement techniques 

Incremental approaches (Hayes, 1986) include process improvement (i .e. minor adjustments) and 
automation involving replacement of labour by machines through large capital outlays. It also 
co ers process simplification, which may include job redesign and changes in organization 
structure. These changes are gradual and implemented over a given time interval. They arc 
carried out '"ithin functions using bottom-up approach and are narrow in scope. Business Process 
improvement and Total Quality Management are examples of incremental approaches. Quantum 
approaches (Hayes, 1986), also referred to as transformational approaches atm at new lc cis of 
1mpro em nt and are radical m nature based on clean slate approach and camed out at a pcclfic 
time (one- off). Th ) are carried out across functions usmg the top-<lown approach and arc broad 
in scope. Typical examples of the quantum approaches mclud Busmcss Procc R cngm nng 
(rc-<:onc ptualizing th bu inc process in another wa)) and Bu me s Rccngmc nng (chan mg 
th way a bu. in i don in totality, looking ou ide the proc ). 



2.2.3. Demonstration Project 

Demonstration projects provtd , n pp rhmtt f{ r :1 mpan to make a bold leap in its operating 

capabilities. Such proJ t h uld i k:1ll h u.' ( n nc part of the company 's total operation, and 

carried out usmg the v •t , . b st Ill 1 rm t human resources, ideas and technologies, to show what 

can be done, nd h w. w 1 1 \ Ia .tlh difl r nt wa th:ln the operations existing in the organization 

( pt n, 1 Q<) ) 

Th · acid t · ·t f11 u h 1 i that their success is its ability to cease to be simply a 

d~.:m n ·ttutt n r ~ • t. ut £ r the ne\ approach to spread to the rest of the organization 

2.2.4. ontinuou Benchmarking Initiatives 

Th mo t yaluable form of benchmarking for operations improvement ts operational 

benchmarking. which compares one' s own operations to another using clearly measurable 

characteristics such as lead times, variable costs, defects etc (Amolo, 2002) . Continual 

benchmarking of this sort serves to constantly expose an organization to comparison with the 

leader in various operations practices, and illuminates the mechanisms through which it can 

impro e its performance on measures over which it has some control (Upton et.al, 1994). 

2.2.5. Functional Improvement Initiatives 

Occasionall · the shortcomings in a firm's operational performance on its principal competitive 

thrust lie primarily with one function. In such cases, it makes sense to concentrate on that area 

and provide it with the support it needs from the rest of the organization. Improvements in a 

parttcular functiOn can often pro ide an instructt e example of ho\ radtcal a change 1 pos tble 

hence pro\tdmg moti atJon to other groups It ts unportant, howe cr, that a cnous compcttttve 

is u be tdenttfied with such functiOnal groups 

2.2.6. Bu in 

Prnc(~s•~ an o ration h uld pro id 

n proc that i k y or firm 

rd~.:r ulfillm nt pr 

to dt p tch n rom 

Imp n ur 

run nt 

r :111 

f4 r 

m rd r ntry int 

0. ). 

th 0 



autonomy to seck out opportunitl , ith"r m 1 m r individuall , to improve the operation's 
effectiveness (Upton, 1991) R n tbtltt f r impr vcmcnt, therefore, lies squarely with those 
who work on th .., t th k f aturc f successful bottom-up improvement 
initiatives arc de 1ib ·db I " 

Ch 1 c f I 11 • ·ti >n - tlu I r r tblc plan of campaign, which is critical for a consistent 
tl d t plc Value terms such as empowerment and recngineering 

t make concrete changes 

Th, 1 r ~an H 1 - thi refers to a scheme that gets improvements rolling in the plant, and 
trigger a rang, f ther more important improvements . For example, TQM and Lean Production 
are g d tart.tng pomts for motivating a work force because they provide structure (how) and 
fo u ("hat) to an improvement path. 
Training- training builds confidence (it's hard to try new things if you are scared of exposing 
·our 0\\11 ignorance). It also it establishes credibility and a communication channel with people. 

Skills of Middle Managers - since the upper management is usually exposed to the competitive 
imperati es, they easily und r tand the nece sity or change. There should, there ore be more 
ti u on middl management since they are the one faced with lo of po'i cr ba and at o th ir 
functional position. These managers are often important sources of knowledge whose skills can 
be lo t if th · are not included in th change proc 

2.3 Op rational h n e Management 

The reality that organizations have to confront •s that the old wa s of doing bu mcs operation 
imply cann t work for r h nc a n c it~ for chang udd nly the world 1 dt crcnt pia 

to do bu in in \\ h r w can no long r count on a prcdtctabl bu in c ·cl ( ckon ,c l l 9). 
hang i an 'cr-pr nt fl!<ltur of orgaruzational li , "h 

in r ~.:nt )car 

II 

p cc has mer 
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change, demonstrated by cau ing d I ) t thl' pr , in an attempt to protect their positions and 
their unwillingness to mo\ t th un~n \\11 h, n) 'd fl1ture. Gekonge (1999) further found out 
that, successful chang uld nh ~m; n~lt fr m strong ru1d effective leadership from top 
management, nd b\ im h in • u. m:;\tl nal nH~mbcrs at the operational level in the change 

pr c. s 

2.4 ,Just In - Tim ( 11 

The JIT phil · ph'' " di co ercd b S manufacturers in the mid 1970s. They had previously 
u ·d th, and de\ eloped :v!RP and MRP II to minimize inventories and lead times . There 
was a ne d fi r a ) tern that attacked waste throughout the manufacturing system. Kiichiro 
Toy da 1 attnbuted ,,;th originating the JIT philosophy as he prepared to manufacture 
automobile at his new Koromo plant in 1938; he hang a sign that read " JU. TIN TIM~!."""'', 

in1pl ·ing that no car component should be produced before it was needed, and that components 
should therefore be made, just in time. By the mid 1970s, he developed and implemented the JIT 

manufacturing system. 

JIT is d fmed as the philosophy of eliminating waste in the total manufacturing process (I lay 
1988. 1). According to Fogarty et al (1991), the basic tenets of the JIT philosophy are: All waste 
should be eliminated; JIT is a never ending journey; Inventory is waste; Customers define quality; 
Manufacturing flexibility is essential ; Team effort is required; and Emplo ees are sources of 

improvements 

It should be noted that man of the JIT tenets remain as components of T M and even M, 
,, ho e focus has been on gammg compet1ti e advantage b stnvmg to be IO\\ co t prov1der of 

products and s rv1ces (Inman et.al (198 ). 

2. otal u lity an m nt (TQ 1) 

mnm f "hat 
pan c. pandcd t qu lit\'. 

m p -pularinth 
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aiming at long term succe thr ugh u. t m r atisfa ti n, and benefits to all members of the 
organization and to soc1et) ' 

1 tal Qualit Management (TQM) principles began to 
dominate the manu a IUllllL' h l Jl r, I M pnnciplcs spread across various other fields such 

. :m h 1 it.al mana cmcnt among others (Godiwalla et al 1997). 

Durin' th · It> 70·. , u i )u d tin1r platforms on TQM emerged in the form of conferences, 

semi nat -_ ·1s · 'I all ns d urnal . All contnbutions projected the ultimate benefits of TQM and 
appnus ·d th · m ·th · t implementing TQM techniques . ln other words, TQM was viewed as a 
ma ical phil s phy that ' ould pro ide miraculous solutions for attaining competence. However, 
from th 1 o . th re has been resentment over the outcome of TQM. For example, an 

anonym u author 1992a) maintains that TQM is a partial approach. Murugesh et al, (1997) 
claim d that TQ f programmes retard productivity. Sheehy (1997) warns that TQM cannot be a 
successful philosophy in the present bureaucratic management model. Omufira (2001) in her 
study on TQM implementation in Kenyan construction industry, concluded that poor 

implem ntation is a major drawba~k to TQM. 

2.6 Business Process Reengineering (BPR) 

According to Davenport & Short ( 1990), business process is "a set of radically related tasks 
performed to achie e a defined business outcome". A process is "a structured , measured set of 
acti ities designed to produce a specified output for a particular customer or market. It implies a 
strong emphasis on hm· work is done within an organization. Reengmeenng is the fundamental 
rethmking and radical redesign of busmess processes to achteve dramatlc impro emen m 
critical, contemporat) measures of performance such as cost, qualit , service and pe d (Hammer 
M & hampy J, 1993). Busmess Process Rcengmcenng (BPR) advocate that organization o 

back to th basic and re-examine their roots, tt doe not bcheve m small tmprO\' mcnt but 
rath r it aim at total retmcntion, according to Hammer and hamp) a\ np rt and t dard 
(19 4) lat r · ho\\l!d that BPR h uld not entire! ' b earned out in i olatton but can be combin d 
"ith th r incremental appr ch o that n w ·i tin 

pr di untin th tr.ldition I ·clean I t 

\\ell \\h n.: many 



distribution oftheir products It h uld b n t~d that rc carch on BPR has been equally restricted 
and that is why this tud\ i t r tm thl ~;nttr businc ' environment. 

• 111d c pcricnccs in the pharmaceutical industry and 
I d were for mall processes whose initiatives could not 

r he f; und the drivers of change to be generally similar to 
I 199 ) as follows : internal inefficiency of company operations 

n:sullm, in hi •h , -.t · and I " qualit ; changes in consumer demands due to more awareness; 
hm 'C , m Ut 1 · 'al ·m ir nmcnts; and high degree of competition among players 

Ac rdmg to Hammer I and Hammer & Champy (1990 and 1993), there are three important 
BPR prin tpl . radical change, the clean slate approach, and top-down participation. They 
b li ved that the traditional BPR approach focused on large dramatic improvements of 
organizational systems and that radical change is preferred over incremental improvements, 
which lock organizations into the old processes. Recent research by Jarvenpaa and Stoddard 
( 1998) found out that, incremental implementation is possible as long as the design effort is 
radical; this led Dennis et al (2003) to conclude that, radical and incremental techniques can be 

used concurrently. 

Another important principle is the clean slate approach, which assumes to ignore the current 
situation (Hammer & hampy, 1993). Looking at the current situation would onl make it 
difficult, or e en impossible to move away from the old organizational processes . This pnnciple 
argues that creativity \vould be hindered by pa)ing too much attention to the current Situation 
(Pourdehnad J & Robinson P, 2001) Opponents of the clean slate approach howe cr argue that 
process modelmg crt:ates a shared understandmg of the current s1tuat10n, enables to tdentlf) and 
keep best parts. and creates a fact-based baseline agamst \ htch to compar th ne\ procc 
(M d J \ · ol H • 1996) Recent research by arr D K ct al, nms A R t aJ, ro r V ct 
a1 and ng J tal (19 ~ 2 3, 2 0 and 19 8) ugg that d tail d an h 1 of um:nt 

'} n 'I diti nally p rtl ip ti n m PR 
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(outsiders), a steering team (top man. t:r ), n r de ign team (middle managers) and a 

stakeholders group (client & uppli r •• b'tn! r'quircd t carry out BPR projects successfully. 

Just- In ualtt' 1- na cment (TQM) and others before them focused mainly 

on the m<tnul~l ·tu•m • dunn their times. S M on the other hand considered possible 

nv ·nuL's ulstd, th manu turing organization. The Supply Chain Management philosophy 

npp ·~w t ha\' i rigin in the organizational extension theory described by Mallen (1963). 

Mall ·n adY ·ted e . .tending the organization to include all members of the distribution channel. 

The eighth edition of the APICS dictionary defines the supply chain as 'the processes from the 

initial raw materials to the ultimate consumption of the finished product linking across supplier­

u er companies' 

Literature on SCM began appearing in the late 1980s when the focus began shifting from inside 

the plant to relationships with suppliers and then to closer relationships with customers (Tyndall, 

1988; Stevens, 1990). Successful managers removed barriers to direct communication with 

customers, thereby improving demand estimates to the point where individual products could be 

custom-made for individual customers . Developments in IT have since allowed seamless 

electronic data exchange between business partners along the supply chain from source to the 

end-user. Impro ed relationship with vendors should result in reduced costs, while that with 

customers should improve sales . SCM therefore encompasses the cost reduction and revenue 

enhancement objecti\es of its predecessors 

2.8 What e t- Virtual Management? 

During th 19 0 . many companies announc d that thctr manufacturing ·tratcgy wn t 

bccom " rld<l . as good along variou m th b~: t companic in th ir l r. In 

1 th · typically d pt d on or m r o the p rman 

. 1 1anufa turin BPR 



where suppliers, wholesalers and r t il 

The future likely also hold vtrtu I h m 

Virtual Management (VM) t 

information techno! g ' \\til nukl It 1 

ne or anization in the eyes ofthe end-user. 

rnti n, to be achieved through a concept of 

t. I Ia cts of upport fw1ction providers. The 

and appear as ' t m ·I • t end-user of manufactured product or service. 

, uc c.sful VM \\tlln ll I 1 •II \ ith ut the underpinnings of preceding philosophies . 

2.9 Op ·r •ti "" In pr ' m nt - rformance Measurement Indicators 

2.9.1. G n ral 

Perf! m1an e leasurement can be best understood through considering the definitions of the 

words "performance" and "measurement" according to the Baldrige Criteria described below: 

Th first d finition of performance refers to output results from processes, products and services 

that permit evaluation and comparison relative to goals, standards, past results, and other 

organisations. Performance might be expressed in non-financial and financial terms . The second 

refers to numerical information that quantifies input, output, and perfom1ance dimensions of 

processes products, services, and the overall organization (outcomes). Performance measures 

might be simple (derived from one measurement) or composite. 

The challenge for organizations today is how to match and align performance measures with 

business strategy, structures and corporate culture, the type and number of measures to use, the 

balance between the merits and costs of introducing these measures, and how to deplo the 

measures so that the results are used and acted upon (Ferdows and De Me)'er, 19 0) To address 

tlus challenge, organizations are advised to de ise a pcrfoffilallce measurement s stem that 

provtdes as t of rules or guide! in for electing and deplo mg performance m ur 

2.9.2 radition l Performance m ur 

Pcrformanc mcasur ha\ traditionall · be n prim rily ba. d n man ~.:mcnt untin) 

m ur 

. 'Ibi ha r ult d m m t m ur fi n mancial data u h a r tum n 

p r mplo. c ity and pr tl c.t c. ur 

rmn 

n th 



understood and foster improv m nt in te~d fju t b'in monitored . Such measures shou ld also 

change as is required by a d n, mt m, rht pl. ~ ' . T pica! differences between traditional and 

non-traditional performan 

Traditional 1 ct otnl.lll' • nt \t 111 

sy ·tem. M, tnl linu• ·i t1 nt tsut 

(Weeki )I M mthh ). Otfft ult 

Ncglc ·t~.:d nt Ut • ·h 1 -11 

appltcablc f 1 J lT. T L l 1. F 

. ·~ . 

:H enerall · Based on outdated traditional accounting 

: Intended for middle and high managers; Lagging metrics 

nfusing and misleading; Lead to employees frustration; 

n t ary between locations; Do not change over time; Not 

, BPR, OPT, etc; and Hinders continuous improvement. 

Non-tmditi nal Performance measures on the other hand are: Based on company strategy; Mainly 

non-financial measures: Intended for all employees; On-time metrics (hourly, or daily); Simple, 

accurate and easy to use; Lead to employees satisfaction; Frequently used at the shop-floor; Have 

no fixed fonnat (depends on needs); Change over time as needs change; intended to improve 

performance; and important for achieving continuous Improvement 

Time is one of the strategic performance measures that current business and performance trends 

shO\: as the new strategic metric that firms should strive to measure and improve in order to be 

able to compete in the World Market. The importance oftime can be realized from the following 

argument; measuring, controlling and compressing time will increase quality, reduce costs, 

improve responsiveness to customer orders, enhance delivery, increase productivit , and increase 

both market share and profits . 

Bockerstette and shell illustrated how controlling cycle time wtlllead to o crall busmess succc 

The . argued that reducing c 'Clmg time reduces costs and impro e customer atl factiOn. ,.,htch 

in tum increases re\ enue Krupka, m additiOn argued that t1me 1 a more Important mctnc than 

cost and qual It) smce 1t can be used to drive improvements m b th of them It 1 al 0 imp rtant 

to not that rcducmg ttme r ults in decreased c ts b ' liminating th acti itic that dd n 

valu . uality a1 o incrcas ince by ehmmating non- alu add d cti iti will d r th 

chan of rror introduction. tm - ba d pcrforman mea urcmcnt 

d to hdp compani • 

'hi h could b u d 



2.10 ISO 9001:2000 Certification 

and to improve th ·u 

tandards pia ·e •.teat 111ph 1 ' 

u, crs to the 1 ·hi ., ·m n I 

tnterest~:d pu ti ·s 

cc rdu • t 1 th · ~uid lin 

' •,mt .lti( n . . n ppor tun it to increase value to their activities 

( ntintt;lll , l> focusing on their major processes . The 

n m.1 in1 qu · ht continual improvement. As a result, they direct 

11 in s rc ult , mcluding satisfaction of customers and other 

for election and adoption of ISO 9000 family of standards 

(http \1'\I'H' 1 ·v vr-. . th management of an organization should be able to view the adoption of 

the quahty management stem standards as a profitable business investment, not just as a 

r quir d certlfication issue. Among the perceived benefits of using the standards are: the 

conne ti n of quality management systems to organizational processes, natural progression 

towards improved organizational performance, adoption of process approach, measurement of the 

quality management s ·stem, processes and product, and requirement for the establishment of 

measurable objecti es at relevant functions and levels. 

International standards ha e been used, as a tool, for Kenyan firms to respond to the changes in 

the business environment (Kioko, 2002). The ISO 900 l :2000 quality management standards, 

which is one of the most popular standards, were adopted through Kenya Bureau of Standards in 

keeping \\ith the pace in business growth (Rotich., 1996). ISO 900 l :2000 certification is carried 

out by the Quality System Accreditation committee, \ hose objecti e is to promote qualrt system 

cerUficatJOn activities countl)'\\ide by ensuring orderhness and accountabiltt m the provt ron of 

requt Ite s rvices Th committee ts responsible for maintaining a national rcgtster of all ccrtrficd 

firms. qualified assessors and regrstrar boches urrentl , the bodies listed to und rtak 

certification actn Itl s are. enya Bureau of tandards Ken. a td , and untrl r~; cntl , 

Bureau \'crita Kenya and Llo)ds R gist r Quaht) urance. 

t the nd of bruary 2 5 about 12 firm \\cr n rc rd 

rtification rcquir men K 11) 

havin 

1any 

complied with L 

f th 



products and instead focus more n th' ~ tcm. put in pbcc to ensure consistency in meeting 

their expectations; the standard pr '1d' · m d I fi r ::1 hicvin y customers' requirements (Kioko, 

2002). 

2.11 Some Pa ·t , tudi • )II Opt t. ti n Improvement in Kenya 

mu studt · · ha\ · n :1rri d ut m Kenya, generally and specifically on operations 

impr wm~:nt t · hniqu and strategies, but none of them has documented the improvement 

pra ttccs 111 tlu: ntir bu incs environment. In particular, few of the studies have focused on 

organizah n that are already known to embrace some form of business improvement initiatives 

in one \\ay or an ther. The past studies include, but are not limited to works by the following : 

Gekonge (1999)- A survey of strategic change management practices by Kenyan Companies - A 

cas of companies listed at the airobi Stock Exchange. The study found out that, most firms (78 

%) in Kenya use the procesual and incremental change models . In all these change efforts, a key 

influential feature was found to be top leadership support. Introducing change, either strategic or 

operational was found to be a major challenge with up to 60% resistance. 

Munyiri (2000) - Survey of the use of business process reengineering (BPR) in the 

pharmaceutical industry. The survey, which was limited to the pharmaceutical industry, found 

out that, most companies focussed on narrowly defined process changes, which arc cas to 

manage. 0 radical projects were found within the confined population. 44 % of the firms 

studied were found not to have heard about BPR The critical factors for succcs of BPR prOJect 

were found to be top management support and revolutiOnary cultural change from old \\a · of 

domg busmess 

, amwangc (200 1 . Op rations trategie applied for th compctiti en o Kenyan large 

manufacturing firm . Th • tudy found out th3t K nyan firm do not entirely com pet n any 11 

0 the op ration trat gi on co t quality, rcliabili : or flc ibility. In tcad m fomt o trad -

o ha to be made. ~ t d that th n.: i a nc d t dct. il th 

pra on h o th and to find ut "hich r th 

lift 

han 111 n tl 



necessary for a positive change m ttitude It rC' mm nded the usc of bottom-up approach in 

dealing with process tmprov m nt initt. tt ~..::- 111 m, in draw back of this study as pointed out by 

Ngurc (200 I) was that tt w ~ d n tm. 111, pr c improvement con ultant. The research 

recommended further tud .'.' improvement consultants 

Mi umo ( 00 ) 'h till!. 111 u1 1 m nt pr· t1cc in total quality management implementation; A 

survc ' of' I 0 >00 > • ·rlJ • • lmn in en a M1yumo found out that, although ISO 9000 certified 

firms tm; ·1h ·adv a" f th cncfi of change through quality improvement approach, the 

cultural chm' ·in altitud remai the biggest threat to change management. 

Ombura ( 00 - lmprovement methods applied in operations: A survey of the practices on 

Kenyan firms li ted m the arrobi Stock Exchange. This study showed that, most firms listed in 

the Nair bi tock Exchange were quite familiar with six operational improvement methods, i.e. 

quality-based. time-based, activity-based, employee-based, technology-based, and process-based 

methods. Howeyer, most firms were found to use continuous benchmarking and business process 

impro ement. The study recommended further research on how the individual improvement 

methods are used. 

This stud , therefore, adds to the list of survey of firms that cut across both the manufacturing as 

well as the services sector. Based on the targeted population, it was expected that the responses 

would be made from a point of knowledge due to the level of awareness within the organizations, 

of the importance of operational excellence. 

2.12 hallenges and Way Forward in Operation Improvement 

O(>l!rations improvement in any organization requires much mor than ju t a king ta to ad pt 

m.:\\ \\Orking m thods . It may tum out to be a pamful x rc1 that r ults in rcdundancic and th 

nc d to learn and acquire n ,,. working skills . rganiz.ation pu. hing for better \\ rkin mcth d 

mu t be awar that good r ult may not com quickly c pc ted ut may t k tim . 

r uircd on.: an imprO\cm nt initi tivc can be jud cd 

UJ 



the people, the tools, the bu iness pr • th~ ulturc, the politics, and the legal environment 

among others . Then, there 1 ~lub•n n f stron leadership and openness for change and 

recognition that chang ts Finally, usc of technology should be seen as 

n c r h;:ttl c. 

The wa forwmd ·;uu• l( I · pr 1 rl d fined at the moment, but what is certain is a need to be 

inn vutrvc uu.l 1d 1pt 111 i rn hu m . improvement techniques through research. The usc of IT 

n ·an ·nab!., 11' ·h.tn • i ltk ly t continue to dominate improvement efforts. Finally, the users 

f the 1 1 u · · ercd by organizations would be key to the direction taken in 

pcrati n · nnp yem nt if the current competitive trend continues. 



CHAPT R3: R AR II M THODOLOGY 

3.1 Research De ign 

The objc 11 cs o thi · • ·s -.u h " • l< tud th pcrations improvement practices among ISO 
9001 000 ·t ttfi ·u · ltnp 1111 111 ll\:.1 and t document pre- and post- certification experiences 
w1th a vt "vV t , ltn tm' 1 h1tur plan for adoption of other improvement techniques for 
cnhnnct.~d ·map ·titi, ·n • · . Th carch design was therefore of survey type meant to understand 
th · imp• W\:1\\ ·nt p ·tl by the enyan business population. The research aimed at exploring 
Ute pa:t · 1d urrcnt ituat10n and thereafter possibly to try to understand the dominant 
impr vemcnt pra tic in use. mce the focus of the study was on business operations, the 
targeted re pondents in the stud \vere from middle to top managers who can contribute to policy 
and operational decisions in their organizations. Where there was a designated position of 
Op rations Manager or Director in an organization, they were the preferred respondents . The 
questionnaire was designed for collection of data of nominal, ordinal and interval levels of 

measurement. 

3.2 Population 

The target population for this study came from 128 firms that were ISO 900 I :2000 certified in 
Ken ·a as at the end of February 2005, based on records obtained from the Ken a Bureau of 
Standards Certification Department. As already stated earlier, the reason for choice hes on the 
presumptiOn that ISO 9001:2000 certified orgamzations arc alread full aware of the benefits of 
comp titive ad antage through customer focus (Ken a Engineer, 2003) B focu mg on thi 
populauon. th stud) rumed at avotdmg those organtzations that ar y t to appr\;ctate curr nt 
management practtc Mtyumo 2003) put it that firms adopt I 9 00 tandard in rder to 
achi , c inkmal b n fits uch as quality or productivit ' improv men to pre urc 

from cu tom rs. \\ hich is a ign of good bu inc manag ment. 

' r 
1 mb 

,{, of th~; tar d d or anizati n ha\ 
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Due to the convenience of data coli tt n fr m firm in major towns, which form about 90 %of 
the targeted population a tated • rh r. d, t. \\, s II' ted from all the ISO 9001: 2000 certified 

firms in Kenya to capture , _ m. n 

or >ani ·ttt m Th · qu 

lht u h ttu tur d questi01maires with closed and open-ended 

nd d livered to the middle and top managers of the firms, 

up to the Managing Directors, depending on the size of the 

' ere also filled by Change Managers and Human Resource 

Mana '1:11\ am n • th . T Research Assistants were used during the data collection exercise. 

lU1 u •h a t tal of 12 firms were targeted for data collection, it was found out that there were 
case "h re the I 0 certification list had two firms, which in actual sense, were different 
Bu ine units of one large organization. Examples of such firms were; Nation Carriers Ltd & 
Nation Newspapers Divison and Van Leer (EA) Ltd- Steel & Van Leer (EA)- Plastics, among 
others_ In such organizations, only one set of response was received from the corporate office that 
controls both divisions_ Other organizations such as Thomas De La Rue did not allow data 
collection for security reasons. The response rate was 84 out of 128, representing 66 % of 
possible respondents, \\WCh is considered acceptable based on past responses such as those from 
studies b Ngure (2001) and Miyumo (2003) whose response rates were respectively 62% and 65 
%. A list of the targeted finns and those that responded is captured in Annex 1, attached. 

The questionnaires were sent to the respondents either by emails or 'drop' and 'pick' method a 

cop of the letter to the respondents is shovm as Annex 2 

Before commencmg the actual data collectton exerc1se, the questionnatre \\as 'te -ted' b ending 
it to three selected respondents and some amendment to questions done \\here dtfficulll were 

encount red. Th que tionna1rc that ''as u ed is mcluded as Anne: 3 to th1 rep rt . 



CHAPTER 4: PRESE T 10 R t JL T , ANALYSIS AND DISCUSSIONS 

4.1 Preparation of Oat for n I) ,j, 

After collection o ·til th • t }Uit I d.lt \ th w~r~ first prepared for analysis by coding and 1 or 

cditin' 1 ltilll ·f 1111 th m mt a f rm that · n be analyzed. The purpose of data coding was to 

chan) · qual tlitllv • .11 ml qu ntitativc form for easier analysis. Since this study was of 

cx.plowtorv h p · .• 111.1h ·i f data that follows is through descriptive statistics with the results 

pn:scntcd 111 U1 • f11111 ta l bar graphs, and histograms etc, to illustrate variations between 

c mpruti~: · n dJff·t ·nt impro ·ement practices . 

4.2 Organizational Profile of Responsive Organizations 

Before analyzing the data collected to see how they relate to the project objectives, it is important 

to have a look at the organizational profiles of the firms that contributed to the survey by filling 

the study questionnaires. The Research Design had targeted the respondents to be from Top 

managers, which was indeed the case from the data obtained. But from operations point of view, 

about 63 %of responses came from those can be said to be knowledgeable enough about the area 

of study. These responses came from the CEOs, Operations Managers, Strategic 1 Change 

Managers Quality Assurance Managers and ISO Managers. The remaining 37 % came from 

Human Resource Managers, Marketing Managers and Public Relations Officers . 

Although the study targeted the entire business industry, most of the firms were e1thcr from 

manufactunng or services sectors (964 %), \\1th consulting and media accounting for onl 3 6 %~ 

a majority of the respondents were however from the manufactunng ector. A maJont) of the 

firms have th tr op rat1onal bas s m East & entral Afnca region and ar lo 11 · own d (51 %) 

which c. ·plain the medium annual turnover of b t\\ n hs 0 to 00 million . Mo t of th finn 

attained c rtificationju t bctwc.;~n 1 and 5 ·car ago (73% impl)ing that man) ofth m h v n t 

had uffici~nt time to rcaliz th ir long-t rm bjc ti\ . on of th organization btaincd 

c rtificati n m rc than I 0 years a o. That m t fim1 \\ere from the manu[; cturin' 

\\ith a\ ilabl c t r. 
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Chart 4-C I : Reasons wh) Organiz h ns u ht I 900 l : 000 certification 
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Table 4-Tl: Degree of Focus on K ) p mtt n tmpr Ctn'nt parameters before and after ISO 

Certification 

.-- ~ R •)hill'< nn lh< M~ n ~of Focus as a Percentage of all respondents(%) 

Operation~ 1tht lrntltlrl n1 lltt<l ModcrHtcly Jmporhtnl Not Important at all 

Improvement Param t r tl!!'P.•'rf:Htl and Sll hUy Important 
/;r[w't? .,If!::.!:..._ !Jefore After JJe{ore After 

lllllity i.{5 9.5.7. 82.1 2.4 2.4 2.4 

Rcliabthtv I 23~~ 95.2 73.8 2.4 2.4 2.4 

Ol:pcndabllt!J 
Flcxtbthlv 286 94.0 69.0 3.6 2.4 2.4 

pl:l'Hlt ;k.tl Costs 262 95.2 66.7 2.4 7.1 2.4 

Return on Investment 31.0 95.2 64.1 2.4 4.8 2.4 

Profits 3l.O 95.2 66.7 2.4 2.4 2.4 

Opemtional SPL'ed 31.0 94.1 64.3 3.6 4.8 2.3 

Proce e 15.5 94.0 77.4 3.6 7.1 2.4 

Docwnentation 

The above figures sho\ that, all the organizations that participated in the survey had a reasonable 

an1ount of focus on all operations improvement parameters even before certification. This is 

illustrated by the high figures for those whose responses were for 'moderately and slightly 

important' that ranged from 64.1 % to 82.1 %, with a mean rate of 70.5%. However, after 

certification, these figures went down considerably (2.4 % to 3.6 %) and translated to the 

category of ·most important and important' with new figures that ranged from 94% to 95.2 %. It 

can be seen from the figures that the highest improvement was recorded for quality and processes 

documentation, which had risen from 15 .5 %to 94 & 95.2 %; an improvement of at least 500 %. 

In terms of ranking after certification, quality emerged as the most important of all the 

improvement parameters \\ith an impro ement of 514 % from 15.5 % to 95 2 %. It was followed 

closely b processes documentation 

The e responses are general! · typtcal of organizations that folio' Total ualit Managl:m nt 

principl practiced b~ man~ I 0 certtficd finn . 

p rations 

organization th r ·pondl:nt 

and aft r c rtificati n 

t m and management tylc of op rnti nal 

\\en; ked to rat ho\\ th y 

ti iti y th' 



A summary ofthe responses ts dept t d m • bl' ..t -T b low: 

Table 4-T2 : xtcnt of u of p 'I• 11 n .. \ . t ~ m . nd m. na )cmcnt style before and after ISO 

certification 

_ N1 'll'l"' nn the ext£!!.!. of usc as a Percentage of all respondents 

Opcr1tlhm \ltlll .,, ~ 'mmnnl _ Rarely Never 

llllllllt~l'IIU.'Ill 1)'1\' !Jc{hrc Ajler J)e(ore After Before After 

lnvolv ·nt ·111 of til mr.loYC9~ 16.7 95 .2 48.8 4.8 34.5 0.0 

Usr >f bolt Jill up app~l 9.5 94.0 56.0 6.0 34.5 0.0 

U ·oft p-bottom approach 86.9 25.0 13.1 57 .1 0.0 17.9 

·utmliz.all n through 89.3 8.3 4.8 34.5 5.9 57 .2 

bureaucratic system 
Dcceutralizall n of 7.10 83 .3 16.7 14.3 76.2 2.4 

opcmbonal acllnlles 
Benchmarking "ilh best-in- 6.0 90.5 81.0 2.4 13.1 7.1 

class competitors 
Involvement of customers for 4.8 92.9 92.9 7.1 2.4 0.0 

operations imprm·ement 

The above results show foremost that, few organizations in this study ever involved customers 

(4.8 %), and also did not compare their performance with their competitors before certification (6 

%). Most of them preferred to use bureaucratic systems that would be described as "dictatorial" 

due to their use of the top-bottom management approach before certification. It is noteworthy 

that, after certification, the most significant changes occurred where the bottom-up approach was 

used, and also where there was involvement of customers and all employees in operations 

improvement and decisions; these have jointly registered improvements with mean response rates 

from 10 % before to 94 % after certification, showing about 840 % improvement Overall , 

certification appeared to have contributed great! towards adoption of modem management 

approaches . These results are concurrent wtth mforrnat10n from the literature revte\\, whtch 

shows cvolv ment of operations tmpro ement methods as being charactenzcd mor b cu t mer 

focus and dec ntralizat10n mitiati es. 

4.4 Other finding on op ration improv m nt pr ctic 

p and curr nt tmpro~cmcnt p th r pond nt 
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Once again, the above respon tc th prn ti c f TQM principles that is inherently 

low risk and focus on contmu u 1mpr ' m 'nt 11. 1111~ b tt m-up management style. No wonder 

then that, when a ked tx ut th I ' I l I :lwar ncs ' of various operations improvement 

approache , TQM tl: 'I\ lth hi •h !'11 '· lllll , 1 96 ~ %, for those who were fully aware and 1 or 
aware. Tlw awaruucs · I ., ·I t~ 1 th · he: is as shown in h::ut 4-C2 below: 
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Finally, a question sought to find ut h " th' improvement methods have helped the 

organizations in achieving their p rfi m1. n ~ bJ tivl.:S usin )'measurable indicators as a basis . In 

terms of rank, hart 4-C bd " h ":. hl '" th v:H10u. performance indicators faired . 

Chart 4-C Jlow in1pw\ m nt llll t h(xl helped organizations to achieve their performance 

objective~ 
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4.5 Main Hindrances during impl m ntation of operations improvement techniques 

Table 4-T3 below show th r ·sp n~ . 1' tV\. n r :u din) implementation hindrances: 

Table 4-T1 Mam lund• 111 • s l111tn IIlli I mcntatron of improvemcnllcchniques 

lmph.·m ·nhttivn llindt ·~ 
Hindrances in order of seriousness(%) 

~ 
Mo t critical and Moderately and Not Critical at all 

critical Slightly critical 

Po r ·tafT attttud t "ards change 79.7 17.9 2.4 

~h o t of m1plementation 57.1 42.9 0 

Tim taken for trnining and 66.6 33.4 0 

imp! mentation 
Lack. of suitable skills 41.6 46.5 11.9 

Over reliance on IT 21.4 61.9 16.7 

Lack of adequate management 53.5 32.2 14.3 

support 
Poor communication method to 53 .6 36.9 9.5 

staff 
Long lead-time before realizing 29.7 64.3 6 

results 

The biggest obstacles from the abo e table are poor staff attitude, high cost of tmplcmcntation 

and time taken for training and tmplementatJOn. The c arc typtcall the problems fac d b man 

organizations To some ex-tent, lack of management support ts also fatrl cnttcal. 

The above r ults are consi tent \\ith later r ponsc which howcd that 74 % ofth rc p ndcnt 

regard chang as a poop I driY n proce . implying th t for fli cti\ e rc ·ult th mploy mu ·t 

ha\ c th ri ht attitud and b part and parcel of th pr 

4.6 Po ibl wa. of impro in performanc in of e · r· h n tn c mp titi" 

pr ur 



illustration that being ISO 9000 ccrtifi d d s not automatically imply that, such firms only 

follow TQM principles. hart 4- 4 b I ' illu trat s the rest of the preferences. 
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Chart 4-C4- Ways of improving operational performance 

4. 7 Triggers for adoption of better operations management techniques for competitive 

advantage 

Final! , the respondents \-.ere asked to state the possible triggers for adoption of better operations 

improvement techniques utting jobs and costs reduction recet ed the highest p rcentage b 

bemg rated low. Th highest rated tnggers were ' need for inno atwn' and ' p riod of cri is ' 

rc p ctively. noth r well-rated tngger \\as 'exploratt n of ne\ busin proc s alread_ m 

u by oth r ·, whtch had 4 . ~'o of the respond nts rating tt htgh . 



CHAPTER 5: SUMMARY, ON LUSIONS AND RECOMMENDATIONS 

5.1 Summary of Re ult and on lu ion 

Before summarizm) th r -:ult \ it t w rth recording that as per the project proposal intention to 

target middle 1 ~em r m na t • Ill the data collection exercise, this requirement was met as 

hown in hurl 4- 1 tn u c tiOn 4 2 above. Of the senior managers, 63 % of them could be 

aid t b · ·uili 1 ·ntly ~n "ledgeable as far as organization operations are concerned. The rest of 

the result · ascd n the tud • objectives are as discussed below; with specific reference to the 

tud objecti e . 

5.1.1 Improvement approaches used by ISO 9001:2000 certified firms in Kenya. 

Operations Parameters: The parameters that were put to the respondents to test the extent of use 

of the approaches were as follows: Quality, Reliability I Dependability, Flexibility, Operational 

Costs Return on Investment, Profits, Operational Speed, and Processes Documentation 
' 

In terms of the key operations improvement parameters, nearly all fums were aware of their 

importance before certification, even though they did not regard them highly. This is illustrated 

by the response rates that ranged from 64.1 %to 82.1 for firms that regarded these parameters as 

either moderately important or slightly important. On average, 70.5 %held the same view even 

before certification. The fact that only 23 .8% to 31 %of the respondents regarded the parameters 

as most important I important showed that despite the high level of awareness, there was need for 

intervention as far as use of the improvement approaches are concerned. 

After certification, firms that regarded the parameters as most important I important rose sharply 

to between 94% to 95.2 %, showing a positive impact of certification on the attitude of the firms' 

management 

Qualtt) and Process documentation registered the highest perception impro ement from about 15 

%to 95 °/o. 

pcration t ms and Acti itie Management: The re ults of the urv ho\ that, before 

c rtificatJOn mo t firms operated a clo cd S) ems charact rizcd b bureau rattc and ccntraltz d 

\\her ncith r cu torn r nor rnplo ·e had a · in how firm ' utpu w r 

th y pr uc r en ic . Th ttc \\a th aft r ccrti t tt n \\tth an 

0 Yo o th trm u tn , m ~.:m m~Ul3l~.:rncnt t; lc c mp r d t ut l 0 ,~ 



5.1.2 Reasons for pursuit of new operations improvement approaches and their ranking 

The most popular reason for pur utt f th n' improvement approaches was achievement of 

product quality I s rvtcc d It\ f\ (., %), :fl llowcd by operational efficiency and market 

leadership with about 0 o 

The ab vc rcas n · ar ' m '\\ ha on i tent with responses to subsequent questions regarding 

achievement r p •t-fi rman · bjeCtl es . As Chart 4-C3 in section 4 shows, over 90 % of the 

organizati n · rep rkd havmg 1mproved with respect to quality of product I service, financial 

turno cr. pr fitabilit) market share, customer satisfaction and amount of waste. An interesting 

observation was the lowest ratings recorded for staff turnover and staff motivation, which could 

be a pointer that the organizations' gains may not have been shared equitably with staff. 

5.1.3 Challenges faced by ISO certified firms during implementation of the improvement 

approaches and their future plans 

The main hindrances cited by a majority of the organizations during implementation of the 

improvement techniques was poor attitude of staff towards change (79.7 %), followed by time 

taken for staff training as well as time during implementation (66.6 %). About 57 % responded 

that cost of implementation is a hindrance. The least concern appears to be IT which is cited as a 

hindrance by only 21 % ofthe respondents. This seems to support the widely held view that IT 

should be an enabler of change, and not a reason for change. 

The above observations indicate the level of impatience of most managers of organizations who 

do not seem to realize that to achieve required success, there has to be up-front investment and 

patience in terms of money and time. In other words, good results in most cases do not come 

immediately. 

ln terms of the wa forward, it is clear that, a majority of the organizations are not et read for 

radtcal changes The prefer incremental changes supported b research & innovation, and 

benchmarkmg and collaborati e competition initiati es. While it was obvious from the results 

that a period of cnsts would trigger adoptton of new operations impro ement methods, others 

thought the n cd for mnovation would al o b a trigger even ''hen there i no en is; that is, 

during period of ucc 



5.1.4 Conclusions 

Based on the results of the stud and th anal sis that followed, certain conclusions have 

emerged. Many orgamzah n " r • \ , r f most operations improvement techniques even 

before obtaining cert1 1 .It n. , lth u h f~w put them in practice. After certification, the 

technique were put tn pra l1 '' 1lh different levels of possible results based on individual 

organizati n 's bJ ··Ltv.. l t r anizations have been found to have adopted operations 

improvement l · hmqu · ~ r ·m t to improve products quality I service delivery and operational 

cfficicnc ' a w ll t reduce time wastage and defects. At the same time, the organizations were 

con ciou ofth frnanc1al rewards associated with quality and efficiency by focusing on turnover, 

profitabilit and market share. Change in staff attitude has also emerged to be the main obstacle 

during implementation of various improvement techniques . This is a change management 

challenge for which ways of addressing must be sought. Although implementation time and cost 

were also recorded as obstacles, these are elements that cannot be avoided when introducing new 

changes meant to improve performance. It is also evident from the study that a majority of 

organizations prefer incremental approaches for operations improvement. However, it was noted 

at the same time that others embrace radical approaches or both. It can therefore be concluded 

that both approaches can be used complementarily and not in isolation of one another. Finally, the 

study also shows that other than periods of crisis, new operations improvement approaches can be 

introduced even during periods of success through research for innovative methods, to stay ahead 

of competition. 

5.2 Recommendations from the Study 

The stud generally shows that many organizations prefer the cautious approach with minimal 

risk in dealing with operations improvement issues. This is mainly caused by reluctance of staff 

to accept that to improve in performance; sometimes it is necessary to break with the past. Based 

on this, I recommend that as organizations pursue better improvement approaches through 

incremental methods, the ' should mo e faster towards radical changes as the learn from the past 

to make 1mpro ements for the future . While it does not look practical to v holl practice the 

'clean-slate' approach ad ocated b proponents of Business Process Reengineering, it is also not 

beneficial to be so en la cd to the past to the extent " here trymg ne' v a s of doing thing 

become · a nightmare. It is onl b going towards the unknown through research that nc\ 

inv\;ntion and di coveric can be mad . 



5.3 Limitations of the Study 

Study limitations can b t b d t m1tnt.:d durin data collection exercise and data analysis. For 

this study, the limitat1 n. th. t h.n 'b •n 'n untcrcd arc discussed in the paragraphs below; 

During prep. ratt 11 f U1 p1 ~ ' t proposal , I had assumed that since ISO certified firms are 

alrcad c n · 1 u · r U1' 11' ·d t 1mprove performance to be competitive, all of them were going 

to be open and bar th 'lf c ·periences by responding to the questionnaires. This was however not 

the ca c ' ith , m, finns cttlng security issues and confidentiality as reasons that could not enable 

them to participate in the study by completing the questionnaire forms. Such firms included 

Thomas De La Rue. Magadi Soda and Fina Bank. Although a limitation, this did not affect the 

outcome of the study due to the high response rate of 66 %. 

The study had targeted firms in all parts of the country. However, during data collection, it 

proved difficult to collect data from up-country due to difficulties in making follow-ups as a 

result of time constraints. Although most ISO certified firms have their headquarters in Nairobi, 

data collection would have been much more representative if there was sufficient time to enable 

data collection from firms outside Nairobi. 

Finally, the study had targeted middle to senior managers to provide data on behalf of the 

organizations. Results on critical issues within the organizations have appeared to be somewhat 

consistent and predictable, that leads one to think that the officers may have been covering their 

backs by reporting what is expected rather than what actually occurs . In such a case, one is left 

wondering whether the same results would be obtained if some of the questionnaires had been 

responded to, by lower to middle managers. 

5.4 Recommendations for Further Research 

Due to the fact that it is possible for senior managers to appear to protect their positions b g1vmg 

fuendl} responses, I recommend that further research be carried out with the same objectives, but 

this t1me. the que t10nnaires hould be filled by t\ o people m each organ1zat1on. one senior 

manager and one junior or rruddl -Ie cl manager B domg tills, 1t IS possible that certam fact 

\\hich could not be captured under thi stud rna) come to light. 
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ANNEX 1 : LIST OF THE RESPO E RATE OF lSO 9001: 2000 CERTIFIED 

ORGANJZA TIONS DURING D T OLLE TION 

(Firms that did not respond are hown ;, nOI./) Italics) 

NO. NAME OF FIRM I OR .A IZA TJON 

I AFRJ(' M Rl F A D •hN <'RALENG . (AMGECOl - MOMBASA 

2 A 1A Kll N II PII I NAIROBI 

3 (,' K/1. ~N /IOSPJTAL MOMBASA 
'-

4 AGRO<;HEM AND FOOD CO LTD. 

5 ALLOY STEEL CASTINGS LTD 

6 ALLPACK INDUSTRIES LTD 

7 AQUAftf/ST 

8 ARI~IAN TECHNOLOGIES 

9 ASHUT ENGINEERS LTD 

10 ASP COMPANY NAIROBI 

11 ASSOCIATED BATTERY MANUFACTURERS 

12 ATHIRIVER MINING 

13 ATLAS COPCO KENYA LTD. 

14 AZICON ENGINEERING LTD. 

15 BAGS & BALERS MANUFACTURERS LTD 

16 BAMBURI SPECIAL PRODUCTS 

17 BIDCO EUANTO DIVISION 

18 BIDCO OIL REFINERIES LTD 

19 BLOWPLAST LIMITED 

20 BOX CLEVER I<..ary A LTD 

21 CALTEX OIL (K) LTD. DISTRIBUTION 

22 CAL TEX OIL (K) LTD. LUBE PLANT 

23 CARGIL KENYA LTD 

24 CARNAUD METAL BOX LTD. 

25 CARTON MANUFACTURERS LTD 

26 CEMPACKLTD 

27 CENTRAL GLASS INDUSTRIES LTD-NAIROBI 

28 CITIBANK N.A KENYA 

29 COASTAL BOITLERS LTD-MOMBASA 

30 COATES BROTHERS E A LTD 

31 COOKNLITE 

32 CROWN FOODS 

33 DE LA RUE CURRENCY&: SECURITY PRJ]VT 

3;/ DELMONTE 

35 DHL INTERNATIONAL (K)LTD 

36 J)()J)JI/A P ·1 CKA(;JNG /.71) 

37 E.A ELhVATORS CO LTD 

38 E.A FOUNDRY L'I D 

39 E.A PACKA<11N(; JNJ) ( .MOMJ~\'A) 

;/(} E.A PACIVH1fN(1 lNI>.(A'AIROJJI) 

41 EA SPEC'IRA L1 D 

1/2 J:.."f)Co IJ l/1 U.H~S 



NO. NAME OF FIRM I ORGANIZATION 

43 FINA BANK 

44 FIRESTONE E A LTD 

45 FRIENDS/liP CO '1>tl F:R MANUFACTURING LTD 

46 (i'AL SIIEf. T (A) 1 11>. 

47 G ·NbR I M T R I ·1 -NAIROBI 

48 (,'£NERAJ. PIAS11C.".S LTD 

49 GF.NFRAL_PRINTERS LTD 

50 GLAXOSMITHKLINE - NAIROBI 

51 GOLDCRO\VNBEVERAGES 

52 HEAL THFIRST INTERNATIONAL 

53 HEIDELBERG EAST AFRICA 

54 HENKEL KENYA L TO 

55 IDGHLAND CANNERS LTD. 

56 HOMEGROWN KENYA 

57 ffiERAFRICA LTD 

58 INKS KENYA L TO 

59 INSTITUTE OF ADVANCED TECHNOLOGY 

60 INTERTEK SERVICES LTD-MOMBASA 

61 JOHNSON DIVERSEY 

62 KALUWORKS LTD/MOMBASA 

63 KENGEN 

64 KENOLKOBIL 

65 KENWESTF ALL TO 

66 KENYA ASSOCIATION OF MANUFACTURERS 

67 KENYA BIXALTD. 

68 KENYA BREWERIES LTD-NAIROBI 

69 KENYA CU1TINGS LTD 

70 KENYA LITHO LTD 

71 KENYA MALTINGS LTD-MOLO 

72 KENYA MALTINGS LTD-NAIROBI 

73 KENYA PETROLEUM REFINERIES LTD. 

74 KENYA POSTEL DIRECTORIES 

75 KENYA SHELL DISTRIBUTION 

76 KENYA SHELL L TO 

77 MABA TI ROLLING MILLS 

78 MA6'ADI SODA LTD. 

79 METAL CROWNS LTD 

80 MOBIL OIL (K) LTD. 

81 MOBIL 011..._ (K) L 1 D. LUBE PLANT 

82 MllL11POR1' JNTERNA 110NAL I.TD 

83 NA'J ION CARRIERS Ll D. 

84 NAT ION MEDI A GRO UP 

85 NATION NEWSPAPER DIVISION 

IM OA.\IS LTI> 

87 PA'NAFRIGAN PAP I: R ~11 Ll~ 



NO. NAME OF FIRM I ORGANIZA TlON 

88 POWER TECHNICS 

89 PREMIUM DRUMS 

90 PRESTI(,'£ P. Cl\ ·f (,'/ '(,' I. T/). 

91 PROCTOR ND 11 A 

92 RO EWOOD I·FI I 'S).EMS 
·--

93 ROY TRANSMOTORS LTD 

94 SADOLIN PAINTS 

95 SAMAK.IINDUSTRIES LTD. 

96 SDV TRANSAMI LTD 

97 SECUREX 

98 SGS LA.BORATORY-MOMBASA 

99 SILPACK INDUSTRIES LTD 

100 SLUMBERLAND KENYA LTD 

101 SOUTHERN ENGINEERING CO. LTD 

102 SPINNERS AND SPINNERS (ISO 9000) 

103 STANDARD CHARTERED BANK 

104 STEADMAN RESEARCH SERVICES 

105 STEEL AFRICA LTD 

106 STRATHMORE UNIVERSITY 

107 TAWS LTD 

108 TETRA PAK (K) LTD. 

109 THERMOPACKLTD (BRC STANDARD) 

110 THREE MICE INTERACTIVE MEDIA 

Ill TffiBET AND BRITTEN 

112 TOTAL KENYA LIMITED SERVICE STATIONNE'IWORK 

113 TOTAL KENYA LTD 

114 TREADSETTERS TYRE LTD 

115 TRIAD ARCHTECTS 

116 TWIGA CHEMICALS 

117 UNGA TECHNICAL DEPT 

118 UN/LEVER KENYA LTD 

119 UNION LOGISTICS 

120 UNIQUE SUN APPARELS EPZ LTD 

121 VAN LEER E A LTD STEEL DIVISION 

122 VAN LEER EA LTD PLASTIC DIVISION 

123 VESTERGAARD 

124 VIPUL SHAH AND CO. 

125 VITAPLAST LTD 
--~ --

126 WA_RTSILI.A £A LTD (ISO 9000) 

127 7.AKIIEM CONSJRliC110lV (K) I.TD-NA1ROB1 

128 7.AKIIEM INTERNA 110NAI. C0l\'SIRUC110 CO. 1.'11) 



ANNEX 2- LETTER TO RESPO D T 

Dear Respondent, 

RE: G 'ORG 'OW 
MA TERS IN B 

RF I fRATION NO. D/61/P/8592/2000 

D II I TRA TION (MBA) RESEARCH PROJECT 

The above nru1Pd i a p t -graduate student in the Faculty of Commerce, University of Nairobi, 

pursuing a Ma t r Degree in Business Administration. He is undertaking a management research 

project entitled "A survey of operations improvement practices among ISO 9001:2000 

certified organizations in Kenya 

our er~ru1imtlen fall§ \\ithin th PQP e rm rt thi 

tud . - ou are ther fore kind! requested to assist in collection of primary data by filling the 

attached qu stionnaire to the best of your knowledge. If you find any part of the questionnaire not 

clear, he \\<ill be glad to offer clarification at any time. 

The information you will give i for academic purpo e on! , and will be treated in strict 

confidence and at no time will your name or that of your organization be mentioned in the report 

with respect to specific practices A copy of the final report will be made available to you on 

request. 

our honest p:lrti ipation in thi research will be highly appreciated. 

Thank . ou for ·our cooperation. 

Yours Faithfull ·, 

-------------------------------------

Dr Jac on aalu 

Pro ramm 



ANNEX3-SURVEY QUE TIO IR 

This Research is intended to un \ th pa t and present operations improvement practices 

used by ISO 9001 2000 crt1 1 'i m1 Ill' m Kenya's business environment. It is expected 

to establi h J cas ns or pursutt f ' I ' di operations improvement approaches which will 

lead to d um ·utalt 111 r futur plan ' b the ISO 9001 :2000 certified companies for other 

operation unpr v 'Ill ·nt prn ticcs necessary for enhanced competitive edge. 

Plea c pro ide answers to the following questions by ticking against the most suitable 

alternative or giving narrati e responses in the spaces provided 

All your responses will be treated with strict confidence 

SECTION 1- ORGANIZATION PROFILE: 

1. What is the name of your organization? 

-----------------------------------------------------------------------------------
------------------------------

2. What is your position or its equivalent in this organization? 

a. Chief Executive Officer I Managing Director [ ] 

b. Operations Manager l ] 

c. Strategic I Change Manager [ ] 

d. Human Resources Manager [ ] 

e Other. Specify ------------------------------------------------------------------------

3 What is the current number of emplo ees in our organization (Ken an Office)? 

a 

b. 

c. 
d 

In 

than 50 

B 1\\ en 50 and 100 

00 

\~.:r -uo 

It m1 "' t indu try d u 

I 1 
I I 
I I 
I I 

r) tr or •. niz ti n t in? 



c. Both Manufacturing and f\ 1 c 

d . Consulting 

[ ] 
r 1 

c. Others, p tf --------------------------------------------------------------------·----

5. De cribc the own .• ·h·l r, Ul r anization? 

a . Lar 'iy I "ned (more than 50 %) 

b. Lurg ~Iy foretgn O\\ned (more than 50 %) 

c. Equal hareholding (50 %: 50 %) 

[ ] 

[ ] 

[ ] 

d. Other. Specify -----------------------------------------------------------------------------

6. What is your annual turnover in millions of Kshs? 

a. Less than 50 

b. Between 50 and 100 

c. Between 100 and 500 

d. Over 500 

7. What is the geographical the scope of your organization's operations? 

a. Local 

b. Regional (Eastern & Central Africa) 

c. International 

[ ] 

[ ] 

[ ] 

[ ] 

[ ] 

[ ] 

[ 1 

d Other, Specify ----------------------------------------------------------------------

When did ·our organizatiOn attain I 0 9000/1 0 9001.2000 certification? 

a . Less than l year ago ( 1 
b. B tween I to 5 year ago l ] 
c. Bctwc.; n 5 to 10 year ago 1 ) 

d . th r pccify ------------------------------------------------------------

\ y did ur r niz.ation o for I 

--------------
-------------------------------
------------



SECTION 2- OPERATIONS IMPROVEMENT PRACTICES 

I 0. I low w uld ou ,, t ' \ ur r 1:1lli7ati n 's perception on a scale of 1 to 5 on the following 

pammctcrs, b fMt' I ( t C 0 I 000 certification? 11 most important; 5 = least 

importcmtl 

1 2 3 4 5 

a Qual it} [ ] [ ] [ ] [ ] [ ] 

b. Reliability I dependability r J [ ] [ ] [ ] [ ] 

c. Flexibility [ ] [ ] [ ] [ ] [ ] 

d. Operational Costs [ ] [ ] [ ] l ] l ] 

e. Return on Investment [ ] [ ] [ ] [ ] [ ] 

f. Profits [ ] [ ] [ ] [ ] [ ] 

g. Speed of an operation [ ] [ ] [ ] [ J [ ] 

h. Processes documentation [ ] [ ] [ ] [ ] [ ] 

11. How would you rate your organization's perception on a scale of 1 to 5 on the following 

parameters, after ISO 9001:2000 certification? [1 = most important; 5 = least important] 

1 2 3 4 5 

a . Quality [ ] [ ] [ ] [ ] [ ] 

b. Reliability I dependability [ ] [ ] [ ] [ ] [ ] 

C. Flexibility [ ] [ ] [ ] [ ] [ ] 

d. Operational Costs [ ] [ ] [ ] [ ] [ ] 

e. Return on Investment r l [ ] r l [ ] [ ] 

f Profits [ ] [ ] [ 1 [ ] [ ] 

g. peed of an operation [ ] [ l [ I [ I [ 1 

h. Processes documentation [ ] [ ] ( 1 [ ] I l 

12. To "hat c. tent did you doth folio\\ ing b fore I 0 01 : 2000 ccrtd1catton? 

om mont R r I r 

Jnv lvin II cmplo \\h n I 1 I I I I 

intr ucin chan 

b in b t m - up ppr hm I I I I I I 

10 



c Using top-bottom approach in I 1 I J [ ] 

decision making 

d Using bureaucratic , ppr . h 

through c ntral11 ti n I l l ] [ ] 

e 

a tivitic · [ J l ] [ ] 

f omparmg ur perational 

performan "tth those of best [ J [ ] [ ] 

in cia (competitors) 

g Involving customers as a means 

improving operations approaches [ ] [ ] [ ] 

13. To what extent did you do the following after ISO 9001: 2000 certification 

Commonly Rarely Never 

a Involving all employees when [ ] [ ] [ ] 

introducing changes 

b Using bottom -up approach in [ ] [ ] [ ] 

decision making 

c Using top-bottom approach in [ ] [ ] [ ] 

decision making 

d Using bureaucratic approach 

through centralization of [ ] [ ] [ ] 

operatlons in decision making 

e Decentralization of operational 

activities [ ] [ 1 [ ] 

f ompanng operational 

pcrformanc w1th those of best [ ] [ ] [ ] 

in class (competitor ) 

g lmolving cu tom rs as a mean 

improvin • p rati ns approach [ l I 1 r I 

nh 

I I 



b. Incremental I Continuou 

c. Both (a) & (b) abo 

d. Others; tat 

15. How would ·I f participation in the operational change processes 

a. B tt m - up 

b. T p - bott m 

I l 
[ ] 

c. Not pplicable [ ] 

d. Others: Specify --------------------------------------------------------------------------

16. How would you describe the level of risk associated with the operational improvement 

methods used in your organization since attainment ofiSO 9001 :2000 certification? 

a. High [ ] 

b. Low [ ] 

c. Moderate [ ] 

d. No risk [ ] 

17. What can you say to have been the perceptions of staff I employees towards the 

operational improvement approaches used by your organization? 

a. Receptive [ ] 

b. Resistant due to fear of losing their jobs [ ] 

c. Resistant for other reasons; state; ......................................... . 

d. Others; state .................................................................. . 

18. On scale of 1 to 5, state our level of awareness of the following operations improvement 

approaches ( 1 = full ' aware; 5 =not av.are at all) 

1 2 3 4 5 

a. otal uality Manag m nt [ 1 [ ] ( l I 1 I l 

b. Ju t-In- im I 1 [ ] I 1 I 1 [ 1 

c. UIO Pr nn I I I I I I I I I I 

d. I I I I I I I I I I 
I I l I I I I I I I 

f I I I I I I I I I I 
un I I I I I I I I I I 



19. On scale of 1 to 5, state your cxp ri n 

of the operations improvcm nt ppr 

in order of importance during implementation 

ou have used ( 1 = most important; 5 = Least 

important) 

a. T p mana • ·m ·nt ·upport 

b. lnvolv ·m ·nt fall taff cadres 

c. Usc of external consultants 

d. Prior training of staff 

e. Heavy investment in IT 

f. Success depends on industry type 

g. Alignment to finn's strategy 

h. Staff formal education 

1. Firm's organization structure 

1 

l ] 
[ ] 
[ ] 
[ ] 
[ ] 
[ ] 
[ ] 
[ ] 
[ ] 

2 

[ ] 

[ ] 
[ ] 
[ ] 

[ ] 
[ ] 
[ ] 
[ ] 
[ ] 

3 

l ] 
r l 
[ ] 
[ ] 

l ] 
[ ] 
[ ] 
[ ] 

[ ] 

4 

[ ] 
[ ] 
[ ] 

[ ] 
[ ] 

[ ] 
[ ] 
[ ] 
[ ] 

5 

[ ] 
[ ] 
[ ] 
[ ] 
[ ] 
[ ] 
[ ] 
[ ] 
[ ] 

20. To what extent have improvement methods employed by your organization helped in 

achieving objectives related to the following ( 1 = Very Much ; 2 = Reasonably Well; 

3 =Moderately Well; 4 =slightly; 5 =not at all) 

a. Financial turnover 

b. Profitability 

1 

[ ] 

[ ] 

c. Customer satisfaction (eA.1:ernal & internal) [ ] 

d. Market share [ ] 

e. Quality of product I service [ ] 

f. lbroughput time 

g . Reliability of product I service delivery 

h. Flexibihty of products I services 

1. Job satisfaction 

J. 

k 

1. 

taff motivatiOn 

tafftumo r 

pcratin co t 

m rganization' e. temal image 

n. R uc d complaint 

0. \\ t 

p if·----

[ ] 

[ ] 

[ ] 

[ ] 
[ ] 

[ ) 

[ l 
[ ] 

I I 
I 1 
I I 

2 3 4 5 

[] [] [] [] 

[] [] [] [] 

[] [] [] [] 

[] [] [] [] 

[] [] [) [) 

[] [] [] [] 

[] [) [] [] 

[] [] [] [) 

[] [] [] [] 

ll IJ 11 II 
fl fl II II 

I I I 1 I I I 1 

I 1 I I I I I 1 
I l I I I 1 I 1 

I I I I I I I I 

I I I I I I I I 



SECTION 3- CHALLENGE A D WAY FORWARD IN OPERATIONS 

IMPROVEMENT 

21. What would you n. td r t th 111 in hindrance encountered in implementing 

opcrati n unpr vcm ·nt t hmqu' ? ( 1 most severe; 5 = least severe) 

1 2 3 4 5 

a. Attitude of taff for change [ ] [ ] [ ] [ ] [ ] 

b. High cost of implementation [ ] [ ] [ ] [ ] [ ] 

c. Time taken for training & implementation [ ] [ ] [ ] [ ] [ ] 

d. Lack of suitable skills [ ] [ ] [ ] [ ] [ ] 

e. Over reliance on IT [ ] [ ] [ ] [ ] [ ] 

f. Lack of management support [ ] [ ] [ ] [ ] [ ] 

g. Poor method of communication to staff [ ] [ ] [ ] [ ] [ ] 

h. Long lead -time before realizing results [ ] [ ] [ ] [ ] [ ] 

1. Other, State [ ] [ ] [ ] [ ] [ ] 

22. Please rate how the following might be used for performance improvement in your 

organization in view of the ever changing competitive business environment 

No 

(i) 

(ii) 

(iii) 

(iv) 

( ) 

II 

Item description 

Radical departure from existing 

improvement approaches 

SlO\: I incremental departure 

from existing improvement 

approaches 

Flatter orgaruzation structure with 

fi \\ er layers of authont 

ocus on Rc carch for more 

inn vatt\ methods 

f mor com put r-ba d 

m thod fi r 

Very 

Important 

[ ] 

[ ] 

[ ] 

[ ] 

r 1 

r 1 

l I 

Important 

[ ] 

[ ] 

[ ] 

[ ] 

[ 1 

l I 

I I 

Not 

Important 

[ l 

[ ] 

I 1 

[ 1 

l I 

l I 



competition by sharing 

information between th v lu -

adding proc s and n um r 

(viii) Any other, p tfy l ] [ ] [ ] 

23 . Plea c rat' th · II wm p · tblc tnggers (reasons) for adoption of better operations 

impr vcmcnt t · hmqu' {; r competitive advantage. 

No Requirement Low Medium High 

(i) Period of crisis [ ] [ ] [ ] 

(ii) Period of success [ ] [ ] [ ] 

(iii) Need for innovation [ ] [ ] [ ] 

(iv) To stay ahead of competition [ ] [ ] [ ] 

(v) To maintain market leadership [ ] [ ] [ ] 

(vi) To cut jobs and reduce costs [ ] [ ] [ ] 

(vii) To explore new business processes [ ] [ ] [ ] 

already in use by others 

24. Implementation of operations improvement practices requires clear understanding and 

appreciation of operational change management skills. In a scale of 1 to 5, how would 

rank the following factors of change management: [ 1 = most important; 5 = least 

important] 
1 2 3 4 5 

a. Clear definition of measurable outcomes [ ] [ ] [ ] [ ] [ ] 

b. Readiness assessment for change variables [ ] [ ] [ ] [ ] [ ] 

c. Strong leadership skills b change agents [ ] [ ] [ ] [ ] [ ] 

d. Use of technology as enabler for change [ ] [ ] [ 1 [ ] [ ] 

e. U e of technology as reason for change [ ] [ ] [ ] [ ] [ ] 

f. Effecttve commurucation strateg [ ] [ ] [ ] l ] [ ] 

g. Rocogmtlon of change as a people process l ] [ ] [ ] [ ] [ ] 

2 . What th r information would ·ou like to provid to irnpro e op rational p rforman 

)OUr r anizati n? 

----------------------

11 t K YOU VER tlRL 

10 


