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ABSTRACT 

ICT is a key enabler. It ha~ r" ·u n ln.itkss rul s nnd tran ' formcd business rules and 

transformed businc c . It h .lht<..: h) lmsin s~ by reducing costs and improving 

communicatiou md l tw<..:cn a ·tivitics so that they run effectively. The 

hich IC'I is used as a strategic tool in MFis in order 

li ·r 11in.m'' i- the uppl of loans, savings, money transfers, insurance and other 

tin.m ·ial ~ n i e ~ to lo ' mcome people. Microfinance institutions (MFls) which 
'1<7 

a ' ide range of providers that vary in legal structure, m1 'SJOn and 

m th dology offer these financial sources to clients who do not ha e access to 

m in~tream bank or other formal financial service provider . A cen u tud was carried 

out: data ' as collected through a que tionnair m th d. ucstionnairc were 

mini tere throu h mail urvcy and e-mail. The rt= p nd rate \\'a 76%. Hndin 1s f th • 

tudy indi ha\ a •i i n, m1 

:t nt for 

hi h in n t 



LIST OF TABLES Pages 

Table 4.1. Size of organization ........................... ................................... 26 
Table 4.2 Existence of clearly arti ul ted ision, mis ion statement 

Table 4.3 

Table 4.4 

Table 4.5 

Tab! · .6 

Ll T 

Figure -.l 

Figure -·­

Figure 4.l 

Figure 4._ 

Figure 4.3 

Figure 4.4 

Figure 4.5 

igure 4. 

and busine trat ....... ········ ...................... ...... .. . .... .......... 27 
Integration :;h.m ith n h other .................................... 32 

• 1 m with your customers /suppliers? ..................... 32 

nr }f 1amzation uses 1 'T for strategic roles ............ 34 

s faced by micro finance institutions on I CT ............ 35 

FG 

trategy and capability ............................................................ 9 
Representative technologies in a firms value chain ......................... 12 
Age of organization ............................................................. 26 

Kinds of strategic planning methods .......................................... 28 

ources of your organizations competiti e ad antage ....................... 29 
En ironmental factors that influence bu ine tratcg ..................... 2 

1Fls with fully fledged I d partm nts ................................... . 
IT · tern pr nt in organizati n ............................................ . 



ATM 

AMFI 

CGAP 

ECLOP 

I T 

KRhP 

KPO.'B 

KWFT 

SMFP 

MFl 

LIST OF ACRONYMS 

Automatic Teller Ia hin . 

Association 

Con ult th' 

Ii r fin n "Institutions. 

· l I t. n. l·nnds. 

ln 

u ;Jl hlt rprisc Program. 

K 1 a I t oflJ c Savings Bank. 

\ men Hnance Trust. 

mall and edium Enterprise Program. 

Iicrofinance Institutions. 

Iacro and Small Enterprises. 



TABL OF CONTENTS 
Pages 

DECLARATION .............................................................. ... ....... ... ..... .. .. ..... .... ... .... ....... ! 
DEDICATION ...................... , ................................ ....... ........ ... .. .. ........... .. ......... .... ..... .. ii 
ACKNOWLEDG M ........................... ................... ......... .. . .. ....... . 111 
ABS RAC ........................................................ .. . ...... . . .. . . . . .. ... . . . . . . .. iv 

1. 1 
_l.l.l 

1.1.­
l._ 
l. 
1.4 

,· . 1 o '• o' o" t • t t I I o t •••••••••••• ••• • ••••••••••••••••••••••••••••••••••••••••••••••••••••••• 

. . ........ .. ........................................... ! 
un .................................................... ................ ... .. ... ............ ... ............ 1 

trategjc ool ............................................................. .................... .... 2 
1 • tinance Institutions in Kenya .................................................................. 3 

tatement of the Problem ............................... ........................... ........................ 6 
bjective of the tudy .................................................. ... ........ ..... .. .................. 8 
ignificance of the Study .......................................................... ..... .... ......... ...... 8 

HAPTER TI 0: ....................................................................................... 9 

REVIE ........................................................................... 9 
The Concept of Strategy .................................................................................. . 
ICT and trategy ............................................................................................ 10 
Transformation of alue Chain ..................................................................... 11 
ICT as a trategic Tool .................................................................................. 14 

Revie\ of studies on IC in Micro ·inance In tituti n ........................... 17 
urr nt hallenge Facing I .................................................................. 21 

p : ....................................................................... ······· ... 2 
R .................. ' ......................................... 2 

.......... ....................... ..................................................... .. -

n 



4.5 Extent to which Organizations u e ICT for Strategic Roles ..................... 33 
4.6 Challenges Faced by Fls on ICT .................................................. 34 

CHAPTER FIVE: ..................................................................................... 36 

SUMMARY, CO DR~ OMMENDATION ............... 36 

5.1 Summary ......................................... ................................................ .... ........... 36 
5.2 Conclu ion ............................................ .......................................................... 37 
5.3 Lin1it ttion > th 1 I ..................... ............................................................ 37 
5.4 I 

.. ................... ................................................ 38 

b INSTITUTIONS 

ll 



CHAPT R 

1.1 Background 

Today' bu in · m·t 111111 nt 1 

stiff '{IIIIJl ·titi\lll 

or • miztti 111 

RODU TION 

tl nt. I ~ cnts arc dynamics, full of challenges and 

mpctitivc in increasingly aggressive markets, 

ay of urviving by continuous innovation . To deal 

with m1tt ·r U11t He g \ th and profitability, managers employ management 

pr · · · · that ' iII 

R bin· n. _QQ_ 

ition a finn optimally in its competitive environment (Pearce and 

Th mp nand tri kland (1989) states the challenge is to keep organizations strategies 

afre h. to maintain the organizations capacity for dealing ' ith condition and tc r the 

organization into doing the right thing at the right time. ompanic mu t come up ' ith 

trate~it: in order to ur. ive the turbulent en ironment. An organization b . t chan for 

hi 'inn a uperior perfonnan O\ r long-tcnn urs \\hen mana crs d a fine j b 

cm·ir nmcnt ha c pcncn d m. n 

d m titi n , nd 

pri' tiz ti n n 

li7. ti n th d m 

rut m in 



internal relations called organizational concepts or rules for conducting day to day 

activities also known as operating poli ie . Chand! r ( 1962) refers to it as the 

determination of the basic long term g , I , nd bje ti c. of an organization and the 

adoption of courses of action and II C r l'SOur ~s ncccs, ary for meeting the 

goals. Therefore, strat gy b 1 t I 11. 1 lid :-.i niliv\nt help for coping with turbulent 

environment. 

1.1.2 I( T ' · 'o,;tntc ''" (1 t 1 

·c 1r i in • t 1 K 1 hi u ~ ) lnfonnation and Communication Technology (I T) was 

in the pa t 'ie" cd a an automation tool for existing business processe . ·xi ting 

bu ·in · need ·pe ificaH.: dro e ICT developments. It is now widely recognized that 

thi · "ill 'e~ often result in high investments and increased operating costs but in the 

anticipated imprmements in performance. Today, the central premise i that I T is a 

lever for de igning processes and therefore, should not be simply overlaid on the 

e\.i ting bu ine s processes as a constraint in the development of optimum I r 

infra tru ture. the basic logic of the proces es it elf i que tioncd . 

The impa t of th ne\\ te hnology i far r a hing and it 111 cnti n h n:volutionitcd 

th \ y mp nic ndu t bu inc nd th mi r fin an indu try i n t n ption. 

In n te hn n in trumcnt I in h pin • it. It h 

p ni 

nd iii t int ith th th fin n i I t r 

ri r 



eroding competitive advantage of firms and propelling others to the forefront; a diffused 

technological change affects each of the camp titi for es. 

Technology has been the driving fore in the _oth ~:ntur and promises to hold the same 

in if not greater importance in th~ I 1 
ll ntur (Antoniou and A.nsoff, 2004). 

Technological dcvelopm nl re d f.l,,, 1 .1nd th<.: I))()St far-reaching in extending or 

contracting opportuuit · 200 ). lligh quality, timely and reliable 

in fomutl iou i r r nnnn c. rowth, internal control, portfolio quality, 

li uidtt management.. According to Consultative Group to 

urvcy, it takes 8.4 days on average for African 

mkr 1tinan ·c in :tituti n to knm a delinquency problem verse two days in Latin 

meri ·a and n t nl) about a third of Africa microfinance institutions can predict their 

a ·h tl " be) nd one month. compared to about three-quarters in Latin America. 

In toda) · rapidl) changing and competitive microfinance industry, mo ·t in titution are 

looking hard at the potential alue to be derived from information and communication 

te hnology. Thi focu ha taken on e en greater urgen • a institution ek t m t 

th n t:d of the under erved poor and truggl with th i u s of u tainahlc rum! 

h llenge of outreach. ·r e hnolo y ha helped find pra tic I olutions 

rk. onfid n in cu t m r ' thilit) h n.: 

in rm ti n I nd r ibilit • nd ha • qu lit) d t . It 

' ppr; h nd 

1.1 tituti n m K n 



encompass a wide range of providers that ary m legal structure, mission and 

methodology offer these financial ource lients who do not have access to 

mainstream banks or other formal finan i I er\ i e providers (Lafourcade, et al 2005). 

Omino, (2005) define micro fin< n e t thl pro bion of financial crvices to the low 

income households and m 

potential upport to Lh 

m. II t ntl rpris s (MSEs), provide an enormous 

ntrihut to poverty alleviation. 

M icr llin m · • r ·I 1 • t m II I financial services - primary credit and services 

pr wid ·d t 1 1 "t n mall bu iness. These services also include insurance and 

P" m nt · ni·e R m n. 2001). Ledgerwood (1998), the term microfinancc refer 

t th pr 'i ·i n f financial ervices to low income clients, including self employed. 

Th Kenya microfinance industry is one of the oldest and most e tablished in Africa. 

Intere t in the informal sector in Kenya started as far back a the early 1970's after the 

eminal ILO report on employment ' as issued in Kenya in 1972. 1 hi report for the 

firt time identified the informal ector as a potentiall important c ntributor to 

empl ) ment nd economic gr0\\1h in Ken ·a and other developing countries. 

Th mi 

li 

in 

fin n indu try in Ken 

n I nd I 

t k it pr 

K n) h 

nt h·tpc n the t of c :on mi 

rk I mi r fin n c 

•t 



AMFI serves as an umbrella body of 33 micro finance institutions. Major players in the 

sector include Faulu, KWFT, Pride Ltd, Wed o Ltd, Small and Medium Enterprise 

Programs (SMEP), Vintage Management Jitegeme Trust), Ecumerical Loans Funds 

(ECLOF) and Kenya Post Office m_ R nk 

Micro finan e ct wa 11.1 ·1 . t 'nil , . nd 1t is aimed at regulating the sector. MFls 

h audits by 'BK and MFJs arc expected to comply 

htcl attract fines for every one broken. ode of conduct and 

and e ·eryone was doing business the best way they knew how, 

il was fre - f r- all. licro finance Institutions play an important role in the economic 

deYd pment of poor communities. Access to credit enables the hou chold to 

a cumulate \\ealth and assets\ hich allow them to cope better. 

lFI face man challenges. Operating and financial expen es are high, and on average 

re\ enue remain lmver than in other global regions. fficiency in term f co. t per 

b rrO\\er i IO\\e t for 1 FI . echnological innovation , produ t r finem nt and n 

going efforts to tr ngthen the capacity of frican FI are need d t r du 

utr h nd to erall profitabilit ·. 

urrentl. • int r 1 nd kn "kd ut th rni r finan 

in tituti n 

th 

in u tr ' h d 'r "n 

in tituti n 

in th 



1.2 Statement of the Problem 

The ever increasing and complex bu ine h llenge. ( uch as globalization, need for 

flexibility) call for the use of IC , re uirin[l oP. ni7ntion. to embrace IT for core 

functions. ICT i part of th re hthitk . s in many organizations offering the 

organization key su 

integration, 11· ·ibilit · 111 

uin d h th tnod~rn day organizations, speed 

lin lllll :11ion (A-;kkcnas ct al, 1995) 

th t i applicable in all the value adding activities in an 

organiiuti ,n· ~ ' lu hain. I links the various activities offering the organization a 

1n itht! etT ·t n differentiation and cost through its influence on the drivers for cot 

and uniquene (of \alue acti ities).Competition is now based on information, with 

mpanie that are better able to gather and utilize information having an advantage; 

therefi re organizations need to formulate comprehensive JCT trategies. llogbin et al 

( 1994) con tude that there is a greater need for IT to be more responsive t the long 

range need of the business strategy, and other bu ine functions to make better usc f 

to tay competitive. 

er the I t de d main tre m fin n i I 

h d t up in ru re 

n 

an r r 

lo d th ir br n he th t they 

til d th mmcrd I 

u "ith 



environment is constantly changing and the organizations have to constantly realign 

their activities to match with the new requir m nt ofth nvironments (Gruduah 2007). 

fCT has added value to bu in 

finance indu try. Sabana (200 

they treat it as 1111 a Jd m u\ 

with. Ml•l houll u I I t 

Ill trk ·t 'W" th . 

in th r sl It rs nnd it can do the same in micro 

m. n Ml h do ll<)t apply I T a a trategic tool; 

r it . omcthin • system administrators should deal 

d alu by development of new products and for 

'tudi : that hJ' e en d ne on competitiveness and information technology in Kenyan 

11rm in Jude ~am\\ange (2001) and Abwao (2002). Nyamwange (2001) tudied 

perational trategie pursued by large manufacturing in firms in Kenya to achieve 

c rnp titive edge and survi e in the turbulent (libero-global) environment. Hi fi cu 

wa on the operational strategies. On the other hand Abwao (2002) d-. elton the role of 

information technology in the di erent levels of management pecifically, on th c. tent 

to "hich omputer are applied in bu ine s management in the pri at s tor with 

pe i I mpha i · in the in uran e indu tl') . L tting (2003) looked at core t hn logic 

ppli d by and fat indu tric in rdcr t b c mpctitivc. nc of the 

tudie I · d t th c. ·tcnt to \hi h mi r fin n rc u in • 1 ·1 , , 

I. 

r i 



1.3 Objective of the Study 

The aim of the study is to establish the extent t "hi h 1 T is being used as a strategic 

tool by MFis. 

1.4 Significanc o th Slulh 

'J'hc . tudy \\'ill b · imp tt 1111 ch pi cr in the micro finance industry as the will be 

nbl · to und ·r t 111 I lh mf nn t1 n communication technology as a powerful strategic 

((lol · in tr 111 1'1rmm• h and efficiency. 'This approach significantly changes to the 

" ) s r d )ing bu ·in 

The finding "ill al o be u ed b scholars as a point of reference in aspects that relate to 

I T a a tratero and the value it adds to the organizations. 



CHAPTER TWO: IT RA TURE REVIEW 

2.1 The Concept of trat 

d c p.111un of major obj~ctivcs, purpose or goal 

hi in those goals which enable the company to 

n i pur uing, the kind of economic contribution it 

employees and community at large. Porter ( 1996) 

•' · · rt · that t te.:. i creating a tit among companies' activities. The succc of a 

·trat gy d nds n doing man things well not just a few and integrating them. The 

organizati n a ti itie include its effective interaction with the environment in that 

the e a ·ti\ itie are geared tO\\ ards serving external environment. 

rganization cannot survi e Jet alone succeed if they cannot match their capability t 

the environmental requirements. The framework therefore that links on organizati n' 

apabilit) to it em ironment i referred to a trateg (An off: 1990). 

apability 

-Human R 

-Fin n i I 

R 

II n 

n ir nment 

-1 liti I 

141----~~ - ' tur I 

luhh hnk 

nm nt r 



environment must be taken into account. Overall, strategy IS about the long term 

direction of an organization (Johnson and Schole _002). 

2.2 I T and Bu in ' r .Ut'•' 

Lett in, ( ()() q t tk 1 1 nary definitions of JCT as one which includes: the 

br m ·h 11' ~nn' 1· ith industrial arts, applied science or engineering, the 

l ·rmin 1logv r n art r technological process, invention method or the like and some 

r th \\ ay. in \\hi h a ocial group provides themselves with the material object of the 

i\ ilizati n. 

lCT and trategy ill focus on the impact of technology change in the environment and 

the development of appropriate ICT capabilities thereby ensuring that the company i 

p itioned to take better ad antage of technological opportunities a ailable and u. ing 

riti al re ource optimall '. It i through the I 

a\\ar of and plan for hanging technologi . I 

trat g that rganiL ti n c m 

urn n 

bu ine opp rtuniti s and th g v rn n 

I depend n urit · tru tun.: 

tru tur "h, t 

miti at risks 

• in tru ture r hilc turc nd kill II ~ nd , em r 'en 2 04 . 

th n nl tin 

m tin 



throughout the entire strategy process. The ' need techniques to ensure that the 

implementation of the strategies stay aligned in the fa e of technological developments 

and changing consumer needs and ompetiti\ e en ironment. Without aligned strategies, 

companies will not act a competith p :-.:-.Jbl~. 

the bu iu · lHd! I 

lo ) c o11t l11l th , 

that (,, ·k 1l 1li 

trah 1 . A lack of alignment between I T and 

I 11 of resource· and cause the organization to 

ncfit thereof (Kitur 2006). Neumann ( 1994) points out 

een I 1 and business strategies affect a company' 

comp ·titivene · ·· "here ~ the company will not be positioned to u e critical resource 

ptimally and therefore may be sidelined by companies that are taking better advantage 

f techn I gical opportunities. 

Karmarkar (-004) noted that ICT has enabled organizations to recon titute m an 

effe ti\ e and efficient manner. Its differing u e in each organization coupled ' ith it. 

changing r le in the bu ine ha lead to a continual replacement ' ith the organizati n 

tructure. hange in the environment require a hange in the stratcg · of the 

whi h in tum r quire - up rting organi:~,ati nal tru tur for operation. 

nd th ulturnl v lu a umpti n drhc nd influ n c II th d i i 

m th r) nd 

niz ti n i tru tu d t up n 

II 



delivering, and supporting its product. Each of the e activities can contribute to a firms' 

relative cost position and create a ba i for differ ntiation. A systematic way of 

examining all the activities a firm p rfi rm . nd h ' they interact is necessary for 

analyzing the sources of comp tith d' m. ~.: . Th~.: vnlu' chain di aggregate a firm 

into its strategically rei v nt Ei\ hi in 1 k r It) 11nd rstand the behaviour of co t and 

the exi ting and p >l uti tl 

by ptrf(lllll ill ' th 

C{11llp ·tit 11 P 11l 1. I 

ltf 'H nti:l1ic 11. A firm gains competitive advantage 

rtant act1vities more cheaply or better than its 

Th ligur b I " illu rate the various types of technologies available and applicable in 

.1 linn a, em died in a alue chain analysis. 



According to Porter (1998), Information systems technology is particularly pervasive in 

the value chain, since every value activity create and use information. Figure 2 above 

shows information systems are u ed in h duling, on1rolling, optimizing, measuring, 

and otherwise accompli hing a tt\ iti . lnf m1. tit n s stems technology also has an 

important role in linkag .1 ''' itic l I .111 1 p s, because the coordination and 

optimization of link t • • r qui 

tcchuologi "d ·h 111 • Ht 

C(llllp ·titi(lfl 111 i 11111 

th · vulu • ·h 1in . 

tnl mt.tli< n flow among activities. The recent, rapid 

~terns is having a profound impact on 

, ntagcs bccau~e of the pcrvasi ve role of information in 

The te·hn Iogie in different alue activities can be related, and this underlie a major 

urce of linkage "ithin the value chain. Product technology is linked to the 

te hnolog) for ef\ icing a product for example, while component technologies are 

related to overall product technology. Thus a technology choice i one part of the value 

chain can have implications for other parts of the chain. In e ·treme ca c., changing 

technology in one activity can require a major reconfiguration of the value chain. 

Linka e \\ ith upplier and hannel al o frequently invol e intcrd p ·nden e in the 

t hnol gi u d to perfi rm tivitie (Porter. I ). 

pe ti n of mi rofin n n divid d into: I n pr 

d li l),m tin thiti lUnl 

mi in tituti n h uld 

m 

1 mi 

in • rvi c 

r rn 

fin n 



and customers satisfaction is concerned. This can be attained through products that best 

suit the customers. 

ICT is vital at every point the wa · di r 1. ti itk. ~r performed and the nature of the 

linkages among them. It's i:-. 

products mctt bu ·c ' 11 

Ill 

P 1rt ·r • ( I lO ' • I 

tin. th\: u)mpllitiv' scope and reshaping the way 

plains why I 'T has acquired trategic 

th 1 hnolo de~ bu ·inc ·s usc (Letting 2003). 

u d to improve added value not only by the obvious 

busin · · f reducing costs but also by improving communication and co-

rdinati n ben een ti\ itie o that they can run efficiently. Computerized upport can 

redu . add \alue b ' impro ing quality, making a service better, and improve co-

rdinati nand thereb)' reducing raw material stocks and making a product more rapidly. 

Thi \\alk in trategic planning of information systems will b come incrca ingly 

1m rtant as companie u e information technology more efficiently to c mpcte , ith 

ea h other and internally to impro e profitability and product alue. 

2.4 I a trat ic 

rul ~ it h tr n fi rn1cd t nd nc cll\'ir nmcnt 



and deliver at all times is the way to maintain competitive advantage in the market place 

(Robson 1997). 

Stebbins et al, (1995), the gro\\1h f I 1 ~. ~tl:m:s. nd th ir p~;rvasivc u c in business is 

a familiar development rom th . rl ICT is fundamentally changing the 

nature o the workpla . Hu m r I in upon I 'T to create competitive 

ndv IIIIH • • th ·1 cb I tklll ' 

V IIU' tddlll' I •th I I' . 

1dvant,1 • -. It i in 

to the husincss. I T is being employed in the 

nc\ ' urcc of and means to sustainable competitive 

through I 1 that consumer attraction and loyalty are 

1cc tn{li ·h d "hile mpetitor initiatives are muted. It is therefore not surprising that 

bu ine · trateg) i more influenced enabled, and dependent on the ICT strategy. 

lli and lontgomel) (l99~) observes that the speed, the sharp reduction in the cot 

of inti rmation sy terns technology (i.e. computers, remote device · and 

telecommuni ation) has allowed IT systems to move from applications for the back 

offi e upport to those offering competitive advantage. 

l. four ade et al. (2005). operating and finan ial e. ·pen c. ar high nd on average 

r \enue r main lo\\er th n in other gl b I rcgi n . b li icnc ' in term of o t p r 

rr pr du t r lincmcnts 

nd n 

nt i 

m nt i int rlin 

n titut h rim 

10 



The technological environment is the most viable and persuasive macro environmental 

segment in the society for three reasons: it bring ne\ produ ts, processes and materials 

it directly impacts every aspect of the r und us-for example transportation 

modes, energy, communication , men inml nt, h~olth cnrc, food , agriculture and 

industry and alter th rul s f I .II 1 . k . nd <)Ill!) tit i<)n (Narayanan 200 I). 

Mint:tbcr • (I<)<) I) 1 f I th 11 1h hnological , ~conomic, physical, social and 

politicnl in kin i. I h, rat gic arc usually at least aware of these features of 

curn:nt ·rwir 111111 ·nt. But in all the categories, change are taking place at varying rate -

tl1st~st is tc ·lm1l £) le rapid I politics. 

lnf nnation technology has long-tenn strategic influence on business performance. 

ian) organizations store data .,: hich is often duplicated, not in the right format or not 

available "hen required. The ability to assemble this information and convert thi into 

kno\\ ledge and make good business decisions is paramount for impro ing businc s 

perfonnance (Ganoma et al 1990). Infonnation Communicati n 'J e hnolog ha b en 

do umented a having trategic ignificance. It ha add d alue to pr ducts, remo d 

mpetiti n and enabled m ny new opportunitic r -~valuat stratcgi dir tion. 

4rnpki tudi h \ C clearly id ntificd ith fink b 1\\c 11 1'1 nd prO tt hi lit •, 

7 . Bh d'' lly in nn ti n tc hn I 

d) n mi en vi nm nt 

. lnfi nn ti n t min 

n It in t 



Organizations are using information technology to improve their competitiveness and a 

more strategic approach is becoming appar nt. imon and Grover (1993) examined ICT 

applications and demonstrated ho\\ a lin!-. t etween nn organizations strategic decisions 

and ICT application could provid mpditivl.' d nntn ' I! . 

Reynolds (1 99 ), I I \IPJ rt q < r.tk ~ t nH y, managers must be able to identify 

od antagc. lie refers to Porter that the fundamental 

b tsis lhr 1 ·hi ' ' Ill· 111d 111 intaining above average profitability over the long run is 

su~;tu inab l • • -,m tith c ad' antage. He offers these basic strategies for achieving 

c mr titiv ad\ antage: co t leadership (become the low-cost producer in all market 

egrnent). differentiation (distinguish your products and services from others in all the 

market eQIDents and become the low cost producer. 
~ 

2.5 A Re\iew of tudie on ICT in Micro Finance In titution 

ccording to Frankie\ iez (2003), MFis 'i ill u e I T a a trategic tool to deli cr more 

valuable olution to cu tomer need than their comp titor . With more, b tt r and 

fa ter information. MFI are in a tronger po ition t deli cr pr duct and r ic that 

cu t mer' value. They u their nh n d unde t nding of u t mer C\olvin ' n ds 

to imp nd t de\ cl p 11 \\ one!i. I hey dju t rt in prt duct 

ft tu Iter th y in ' iti h pr u t i m rkct d. r imp \ 

ith hi h th pr u t i li d. 

n m t II n m th 



(2003) noted MFI can also use information technology to actually deliver new solutions 

or to enhance product features that cu tomer mo t alue. One of the advantages of 

electronic banking is that it offers greater t financial ervices. MFls can 

develop affordable branchle b, nkin ~ . lutiuns nnd nltcrnativc delivery channel that 

nd . 1 un1, r and l.'nhancc the cu tomcr experience. 1t 

increase. you1 ubiliL ' l , 

chun •in • 11 • ·tJ t>l ~ 1111 h nt 

t th~ ~han ' . .., in your environment and adapt to the 

re reduced. technologies such as wireless devices, electronic 

( 'l) ment ·v tem . and credit scoring can enable MFis to complete transaction at a 

I wer c t than before. thus making it possible for retail outlets or remote unit to 

break e\ en faster Echange 2003). 

Techno log) has today emerged from the role of a mere enabler to the driver of busine 

trategies and a ke factor for building and sustaining competiti e ad antage. M . 1. are 

an information intensi e industry massi e and correct data' ith prompt retrieval y t m 

needed. 1FI don't ju t manage dep it and loan an mor · the • manage li c, 

n ithe r Jati n hip . Thi i an ra wh n.:by ·anywh re f bank in, is 

on cntrnt { n th ir 

re 

'm I 

tali n. 'he end f th h ur i r r the 11-1 

• th r th 

hn 

h d p und r 1 ndin o f 

ilit) t pr di t th tutu 



sustainability. The technology results in time savings for loan officers, while also 

ensuring more accurate accounting and re ord keeping, because all information is 

stored a smart card, field officer can m ke d i. ions on the pot , reducing the number 

of visits required to complet 

employee. well i bl 

which tore more iut 

ord ., to •roup th pu 

\rl )lJ. 

ti n. I kn ~ in r •. c in staff productivity as the 

lhtt mus. Prid' Africa, has launched drum Net 

hu in~ and businC!)S habits of pride clients. In 

' r c f thou and'> of small entrepreneurs ( GAP 2003). 

HIS . r r e ample. i a micro finance software designed for illiterate and 

un ducated u ers. The software is used to document transactions, and allows for more 

ma ·ro-le\el anal) is of lending patterns, cash flows and repayment ( racknell 2003). 

cording to Frankie'> iez (2003), with ICT, MFls can create alternative delivery 

channel that make it po sible to reach client ~ ithout nece arily having to phy ica\ 

infrastructure. i.e. buildings and office . This phy ical infra tructure i c tl t acquir 

reate e h indi idual a e point t}picall · rcstri t gro\ th. Alth ugh cap it 

imc tm nt are requir d or I infra tru tun:. th Ctn cstm nt t nd t intcn 

durin initi I n and in tall ti n, ' ith mu h IO\ indi,idu 

int. 'hi in lc . 

n in num r r m 

lh 



physical bank branches, with this in mind, many initiative are using new information 

and communication technologies, uch a mart card , handhelds and modified ATMs , 

to bypass the traditional meth d of pr \ idin bnnk .crvicc . In doing so they are 

lowering their overload ~h nd 1.: p. ndin) th 'ir reach, helping to extend the 

availability ofmi rofin m • 

I('T CUll h ·lp Ill I J l11tions to make partnerships work and facilitate 

int · •t 1ti m . II 111 h lp he th tc hnical problems of connecting different individuals 

md · )fl tituti 111 • • tern compatibility, security, meeting regulatory requirements, and 

d ·ignating appli~ati n that enable the sharing of relevant and timely information. It 

make the idea of integration more attractive. The proper application of mainstream IT 

can increa e confidence in a partners ability to share information lend credibility to the 

quality of data that\ ill be shared , convey an image of organization, ophistication or 

an "cutting edge .. approach to operations, and generate confidence in partners ability to 

manage ri k (Hulme et al 1990). 

Rural poor p ople frequently lack an identity that allow them t a ce credit. B nk 

arc relu tant to pr vid rvi to th pot ntial ustom r , wh rc often illitcrat and 

ha\ no re it hi r). By providin ~ c.: urc.: idc.:ntifi ati n nc.:w I m rt , rds 

n bi m tri tin fi r thi 

fi t tim 

110\ in 

ure ntity 

in hi p I m 

dit fl m 

m 

m n 



2.6 Current ChaHenges Facing MFis on ICT 

Most ICT solutions are not affordable to th 'a t majority of MFT's. The high cost of 

structures in implementing ICT i re t h. llc.:n ~.Rapid lc hnological change renders 

investment in techno log " nhlc ~ . I r proj~.: ' IS ar' costly and the return on 

investment may not b · )b' i u . '' lll that it usually takes year , not months, for 

project. t<)r rcali1 · th ·it " rth. ... proj cts have to compete with the needs of many 

othcr d ·p 111111 'Ill "lu h 111 how a return on investment over a short period of 

tim·. r 1 , 'l 111 1111, m nt up rt. r T objectives and returns have to be explained in a 

Wi.l) that ·on · nathe. ri k-a\er e bankers can understand (Pertet, 2003). 

tan) IFI cannot attract high calibre IT staff either because of a shortage of available 

profe ional with requisite skill or because they cannot afford to pay available 

profe ionals a competitive salary. As a result many institutions lack the technical skill 

to proper! e aluate and negotiate ICT contracts (Echange, 2003). 

Lengewa (2003) cited human re ources ' eakne and limited management capacit on 

market re ar h and product de ign. High ta tumo er and unattracti t ff in cntivc 

tructure ha'e be n noted to be a key fi tor "ithin the indu try. In titution nd up 

!yin on e. 

up rt \ ithin th 

i nifi ntl) im 

11 I 

l . 

t i 

nd I 

th durin r impl m nt 1ti n. ll1 i 

ul 
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works perfectly, and then when we get in and it doesn't and there's a great 

dissatisfaction (Echange, 2003). 

The CGAP survey finding th t th urr~ 111 1~<.: hnolo 1Y solution are not adequately 

meeting MFI need , mi H)- flnan 'c managers are happy with their 

current system rctl tktH· "· Many rca-;ons were cited for it, including an 

lc:trl an iculatc what their business goals and needs are 
' 

n in up rt of tho~ goals. lienee integration poses a challenge. 

Vendor · have \er-promi ed and under-delivered in the relationships with Micro­

finance in tituti n . IFI ha e become disenchanted, frustrated, intimidated and angry 

about their experience. According to Sabana (2003), the IT service provider· and the 

vendors have taken ad antage of the pressure and ignorance in the industry to make a 

quick kill. ffls feel that they have been used as testing grounds for nc\ soft\ arc. 

Vendors come in with hard sell tactics and give wonderful Storie ab ut ho' well their 

y tern i ,, orking but once it i installed, then MFI reali1e that the ha c en taken 

for a ride. fFI struggle to manage change at different I vel • hange in the markets. in 

th i1e of cu tom r ba and in the environment in whi h they op rate. 



CHAPTER THREE: RESEARCH METHODOLOGY 

3.1 Introduction 

This chapter dcscrib th mt:th ".1nd rc dur 'S that were used to conduct the study. 

It include. res ·ar ·h J· i •n. t.Jr ·t pc pulation, data collection and data analysis 

tcchniqu ·s. 

3.2 R earch De ign 

The re earch design used was a census survey. A census survey is a complete 

enumeration of all items in the population. All items were covered and no element of 

chance \ as left and highest accuracy was obtained. When universe is a small one, it is 

no use resorting to a sample survey. When the field is large this method become 

difficult to adopt (Kontari 1990). 

3.3 Population 

h population of the tud · con i t d of all 33 mi rofinan c in tituti ns rcgi t red 

under 1fl, ording to 2 7 1icr I·in n dire t ry. ' h . tud \\as a census 

un y nd II th miaofinan \\ere in lud d in the s \H:r 

f mkr fin n ni r 

tud •. 



3.4 Data Collection 

The study used primary and secondary data. A tru tured questionnaire was used to 

collect primary data. The que tionnaire w . di id"'d into five sections (see appendix 1 ). 

The researcher used drop nd p1 1-. l{U~.;!o.li nnnircs mcth d. Follow-up were done via 

personal vi. its and t 

be supplctn ·ntl'd b 

cmpirk tl ·tudi ·.; nd 

3.5 Data n I) 

.1lb "hi ·h f;l ilitatcd response rate. Primary data were 

data from rnicrofinancc manuals, internet research 

umals with relevant information. 

Before analy i . the data \ as checked for completeness and consistency. Descriptive 

ati tical method was used to analyze section one and two of the questionnaire. Data 

' as ummarized and presented in form of frequencies, percentages and proportions in 

tables. Descripti e statistics enabled the researcher to summarize and organize data in 

an effecti e and meaningful manner. ection four and five of the que tionnaire 

responses were analyzed using percentages to rank the factors in order of preference . 

Factor anal · i , a u ed to group together factor ' ith the arne chara tcri ti and 

to manag abl fact r . ·actor anal · is rank d the c:xt nt to , hi h 

org nization a a tratcgi tool. (· tor an lysis nabl s the data t be 

ummariz d nd rganiz d in n t c ti'>c rn ningful '' ay it pro ide tools f r 

rc u in in m1 ti n into und t nd blc I m1 ~hmi nd hi I 9 



CHAPTER FOUR: DATA ANALYSIS, FINDINGS AND 

DI C IONS. 

4.1 Introduction 

The research oojl' ·tiv · " 1 1 • 11lli h th extent to which I T is being used as 

stra tegic to }I b I I' . 1 hi ti n prc~cnts the analysis and findin gs from the primary 

dutu th 1t w · ' 1th t d It m the re p ndents. All completed questionnaires were edited 

for compl ten · and c n i tency. ummaries of data findin gs together with 

interprdati n have been pre ented by use of percentages, frequencies, bar graphs, 

mean c re . tandard de iations. Factor analysis was used to reduce the data into a few 

meaningful dimensions 'factors. 

4.2 Proftles of the Respondent. 

The study used a census survey of thirty three (33) questionnaires which were ent out 

to arious re pondents (companies). Out of the thirty three que tionnaire , twenty five 

v ere collected and u ed in th analy i , thi reprc nt 76 perc nt rc. p n c rate . 

The organization in the tudy were analy ed in term of the age (numb r of year f 

e. ·i tenc . thi wa to highlight how tablishcd the HI' h c ccn operating in the 

indu try. h \\ n in fig 4.1. s_% of th c mp nic h d been in c. i ten r 

nd 12% h d be n in c:i~tcn c f( r less th, n 

for 

bi indi tc th t m ~ rit ' 

ri 

th m ni int r. i \\c h d n in 



52 

Fi~u rt 4.1 : 

12 

~
: ss than 5 years 

6to10years 

over 10 years 

Th · dt·m 1gruphi • pr til f the rc pondent 's, that is, the number of employees in each 

compun , wa · analyzed to detennine the general classification of the respondents. The 

re p ndent were categorized into three categories as shown in table 4.1, that is , MFI 's 

' ith employees belo'' 500 employees, between 501-1000 employees and above 1000. 

the findings shows that 76% of the companies had below 500 employees, 12% between 

501 and 1000 employees and 12% above 100 employees. Majority of the companie 

had a v orkforce of less than 500 employees. 

Table 4.1. ize of organization 

Frequency : Percentage Cumulati\e hequenc).:.._ 

Belo\\ 500 19 76.00 76.00 

501-1000 3 I 12.00 88.00 

O'er 1000 3 I 12.00 100.00 

4.3: Bu in trat 

P rt r (I • re tin fit m mp n)"s tiviti~.: . h 

in m n) thin tin th m .th 

nm nt in th t 

in in nt ummul ti 



percentages. As shown in table 4.2, all MFI's (100%) had clearly articulated vision 
' 

mission and business strategy. This confirm Porter's a sertion. According to Johnson 

and Scholes (2002) strategy is about the I 11::, term direction of an organization. 

Organizations can not survive I t a I n su ~.:~d ifth~ cannot match their capabi lity to 

the environment requirement... 1 h ·n: ll fl tl).ll links <)11 organizations to its environment 

is referred to as stratc • ' ( \u 1t I>> . l hb ,.., ~onsistcncc with the findings of the study 

need to have business strategy. 

Table 4. 2: E. i tence of Vision, M" ion and business strategy in MFI's 

Frequency 1 Percentage Cummulative Frequency 

Yes 25 100 100 

No 0 0 100 

Don't kno\\ 0 0 100 

The de elopment of business strategy amongst various MFI's are carried out in term of 

high formal, formal, and semi formal. Figure 4.2 shows that, 68% follow formal 

strategic planning method, 24% follows high formal method while 8% adopted semi 

formal method of strategic planning. Formal strategic planning method i the mo t 

common wa · of de eloping bu ine trategy among t MPT . 1 hi i be ause the 

method involve man · p oplc in the organi111ti n ( n c of owner. hip) and it is , 11 

documented. 
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planning method . 

To remain competitive in an increasingly aggressive market organizations have to come 

up \ ith means of survi ing by continuous innovations (Pearce & Robin on, 2002). The 

organization must therefore ha e a definite planning periods within which the plans are 

apprai ed and \ here necessary changes are made in line with the market demand and 

beyond "hich ane\ strategy must be put in place to drive the organization. Among t 

mo t MFrs planning period is 0 to 5 year , developed in-hou e and done through 

con ultati\ e '' ork hop. 

mong th competitive advantage li t d, di er nt c mpanie identifi d , ith nou 

paramctc a rn ur of thc.:ir ornpditi\c advanta c.:s • hown in fi 'lire 4. 

h d their compctithc d\ont 'c, 72% id ntificd us 

n d ) m titi\ c.: d' nt .28 Vo h d pee 

n hil 

tl ir nt 



Sources of organizations competitative advantages 

80 72 

G> 70 56 
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cP 
Competative advantage 

Fig 4.3: 'ource of) our organization competitive advantage 

En ir nmental factors influencing business strategy were competition, changing 

market/cu tomer needs. social/cultural factors and economic conditions and trading 

blanks (ranked as the most influential factors) and political/legal factors, natural 

phenomena and globalization ( ranked as least influential factors) amongst MFl's a 

shown in figure 4.4. 

Environmental factors that influence your busineas strategy 
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4.4: ICT Strategy 

ICT strategy contains the technolog) op h " 1 T rcatcs business opportunities), 

and the governance structure (what t rn I rei tit n. hip's I T depends on), security 

structure (how to mitigat ri-.k inh~: r~: nt t' hn<)IO 1 ), infrastructure architecture and 

skills (llacs and Gra ·mb ., •en. t 4 IC I strategy data was compared in excel by 

ummulative percentages. Majority of the MFI's, 

56% h(ld full ' 11 ·d • ·d I 1 d partmcnt, 36% did not have while 8% did not know as 

shown in t1gur • _. The l T departments are headed by ICT managers who report to 

the vel pment of ICT trategies are done in-house by senior managers under a 

planning peri d of three years. Technology has rewritten business rules, it has 

trrut formed tand alone en ironment into entities and created networks that 

dramaticall optimize operations and set up the pace of the business. I lence in this 

d namic en ironment, technology is a key enabler. It allows businesses to addre s and 

accommodate global customers, vendors, suppliers and customers on common ground. 

It i e ol ing technology that has forced enterprise to be proactive and took at 

elutions to evol e too (Rob on 1997). This is con i tent \ ith the finding of the tudy 

that mo t MFI have an I T department 56~/o and I trategy. The finding ar further 

demon trat d by th fa t that 6% f the organization ha e c mmunication 5 . -terns 

nd 96% finan i I tl!m . commum tion i a p w rful tool in coordination of 

tiviti nd urate fin ndal r rtin th t the ri •ht de i i ns re m, de n t the 

ri httim 



Organizations with fully ICTdepartment 
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Fig 4.5: l\11'l'q, itb fulh Oedj! d I T d partment 

mptmie · had 'an u IT systems in place. 96% of the companies had 

communication( email. internet site) in place,92% had financial JT systems in place,52% 

had cu tomer relationship management systems in place,40% had human resource 

management system and 20% had other systems(office operation, sponsorsh ip 

management, credit management and loan tracking systems) in place. 

What IT S)Stems does your organization have? 
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Table 4. 3: Integration of ICT systems with each other 

Frequenc) Percentage Cummulative Frequency 

Yes 20 80 80 

No ~ 16 96 

Don't know I 4 100 

Total 
'1- 100 _;~ 

In order to fully utilize I T ·-.tt;ms in .m l r )nni~;a t ion, it is a requirement that the 

systems arc linked to e 1 ·h >Ch ·r. 1.11 k ·L indi ·at 'S that, 80% of the companies have 

their ICT !-;y.t ·m link· I t th r, 16% of the com panies have systems which are 

not link ·d to -.1 ·h 1th ·r "hi I fthc companies did not know whether their systems 

were link ·d to a ·h ther. 

Table 4.4: Integration of ICT ) tern ith cu tomers and suppliers 

Frequency Percenla,Q;e Cummulati ve Frequency 

Yes 7 28 28 

No 18 72 100 

Don't know 0 0 100 

Total 25 100 

Cu tomers and suppliers form the wider part of the organizations and a uch they are 

direct! or indirect! related to the organizations. Companies may or may not have 

direct link of their systems to their customers/suppliers. The po ibilities of linkage are 

determined by the nature of the companie bu ine • relation hip bet\ een cu t mer 

I uppli r and the compan ' 
p ed of doing bu ine. and . curity ri . ks in I ed. fth 

comp nie in th tudy 72% did not hav their ·st m integrated with thctr 

cu t m uppr r \\hi I nly 28% intc rat d th ir ) t ms to th ir 

u l m uppli . '[he findin uld be re ult th ri k in\' 1-.:cd. 



4.5 Extent, to which Organization I T for ... trntc~ic Roles. 

The end justifies the mean , if y u " m t chi' <.: a ' rtain goal, you must come up 

with way of attaining it, 'I h m .Ill\ b I ''1'. St~bbi n et al ( 1995) asserts that 

businesses arc relying up lfl I I (( ·at' ompctitivc advantage. ICT is been employed 

in value tddiu' 1 ·ti\'iti . lllll a new source of and means to sustainable 

comp ·titiv · tdv mtug . It i increa ingly through ICT that customers' attraction and 

lo 'ttlty an: a· ·om h hed \\hile competitor initiatives are muted. It is therefore not 

urpri ·ing that u ine trategies are more influenced, enabled and dependent on the 

lCT trateg). The data \\as captured by use of frequency. The data was analysed in 

term of mean and standard de iation using SPSS. The findings were as shown in table 

4.5. The mean alues of the strategic roles played by ICT in the organization varied 

from 2.84 to 3.875 standard de iations values were high across all the strategic role , 

shO\\ ing a high ariation in opinion expressed by the respondent for each role, that i 

the fFI' u e ICT to achie e different objectives \ ithin the same trategic role. u ing 

the mean alue of the ariou role , the extent to \\hich I T i u. ed by MFI' for 

trategic purpo e are cia ifi d a mod rate c. t nt mean of 3) and great tent (me n 

of 4). ing fa tor nal of I ·r ~ r tr tcgi r lc tnt 1\ 

. tt:nt li-m n ofthrc • nd gr at c tent (1·2- mean f ~ ur) 

I 1 findin re in lin ' ith I r nkidcz (2 0 a strntc 'i 

t I t li\ rm lu rn th n th ir m tit 



Table 4.5: Extent, to which organization uses ICT for each of the strategic roles 

Descriptive Statistics 

ICT is very involved in the development of business strategy 

ICT has been used as an effective tool in mar etmg 

ICT has enabled the organization to offer electronic to 

customers 

The organization has used IC T to rtn 

services cheaply 

customers 

ICT has fanned the basis for the orgal'l!Zation to enter into strategic 

alliances 

tCT has greatly transfonned value chain lead1ng to efficiency in 

service delivery 

4.6 Challenges faced by MFI's on ICT. 

Mean 
3.6400 

3.4167 

3.5200 

3.2400 

3.4400 

3.1600 

3.7200 

3.8750 

3.0800 

3.3200 

2.8400 

3.0000 

3.6250 

Std. Deviation 
.90738 

.92861 

1.47535 

1.33167 

1.19304 

1.10604 

1.02144 

.94696 

1.03763 

1.14455 

1.10604 

1.41421 

1.13492 

Challenges are stumbling blocks on MFis as they embrace ICT. hallenge are factor 

that are beyond the MFI and orne of the solutions are not affordable. The purpo e of 

the e challenge are important for MFI o that they are able to plan in ad ance and 

knO\\ wher to ur e for fund when n ed be. It i imp rtant to be a\ arc th t thing 

might n t ''ork plann d. Ac ording to P urvey finding the current tt.: hnol g · 

rc n t fric n mi ro fin n t.: man 't.:r rc 

ptur d b · u c f 

ip hi t r 



vested interest (moderate challenges), mean of four (4) that is, high cost of 

implementation and ICT solutions not meeting their needs (major challenges). Standard 

deviations values across the challenge "er high, hm ing a high variation in opinion 

expressed by the respondent for ea h h II n c. Usin fa tor analys is, MFI's identified 

challenges into three factors, th H i-... II\ inm t' h:lll ng~; (l i 1-mcan of two), moderate 

challenge (F2- mean of thr · 111 I 111.1 ( r h.11J ll 1Cs (F3- mean of four). 

Tnble 4.(•: C urrtnt t h 1llcn • • n·cll ' I 1 rofinance ln\tltutlons on J T 

0 criptive Statistics 

Mean 

High cosCstructures m 1mplemntmg ICT 

Many org mz lion cannot attract high ca ber ICT 

staff in terms of com pet• e salary 

ICT solutions are not adequately meeting their 

needs 

Organization struggle wrth the nature and pace 

of change 

Poor vendor relationsh•p Vendors have been 

able to over prom1se and under deliver in their 

relationships 

There are high expectations of ICT 

Regulatory barriers can constrain ability to 

implement strategic ICT solutions 

Vested mterest m terms of infrastructure and 

shared solut1ons Unw111ingness to share 

3.7500 

3.5833 

2.8333 

3.1739 

2.7500 

3.2500 

2 2083 

2 7083 

Std. 
Deviation 

1.11316 

1.13890 

1.04950 

.83406 

1 07339 

1 03209 

1.35066 

1 16018 



CHAPTER FIVE: SUMMARY, CONCLUSION AND 
RECOMMENDATIONS 

5.1 Summary 

dcpnrlmcnls in org m . ti n . de el pment of ICT strategies in organizations, various 

sy tem · or 1 T e. i tence in organizations linkages I integrations of ICT systems with 

the department in rganizations and stakeholders. The study also examined analysed 

the e:tent to "hich IFis use ICT for strategic roles and current challenges faced by 

MFI on ICT. In a nut shell all organizations had clearly and articulated visions, 

mis ion's statements and business strategy (100%). Most MFis used formal methods of 

de eloping strategic plans (68%) and (56%) had a fully fledged ICT department while 

36% did not have and 80% had ICT strategy in place. ICT systems in place in most 

organizations were communication 96% financial system 92%, HR management 

y tern 40%, and cu tamer's relation hip management 52%. Mo t organization 

department had I tern integrated \ ith each other (80%) and m . t rganiLati n 

(72%) did not link th ir I T · tern to cu tomersf uppli rs thi rna} c a a result f 

ri ks involv d. I h major trat gic r lc of I ar d v lopm nt of bu in s trutcgies. 

ofterin n t t: provi ion of ben r nd em it:n . in 

h llt:n d b , 11 r in tht: u t: 1 

hi rc1 nti n hi h lihr 

ul 1 f) rri min r 



5.2 Conclusion 

JCT plays a major role in the op ration fmi r lin n ~ instituti ns as highlighted from 

mmunk:\ti( n ~ stems, credit system management 

and loans recovery "Y t ·m m 111.1 • m nt . I his is also supported by the fact that all the 

in pia . Among the listed variables in terms of the 

c ·tent to whi ·h I r i · u ·d trategic tool in the management of MFI 's most of 

them w r~; runt.. ·d a· ha' ing moderate to great extent. Jn conclusion the study shows 

that l T i ·a k.e) dri\ er in achie ing competence in MFI's. 

5.3 Limitation of the Stud and Problems Encountered 

The tud onl focused on MFI's registered under AMFI. The response from the field 

(que tionnaires administered) was not a 100% due to busy schedule of orne 1 T 

managers and senior managers. Some MFI's have a policy in place restricting 

di clo ure of information. 

5.4 R c mmendati n 

In thi · tud · only 1 I' n:gi terc.::d und r Fl "ere c n ide red nd it is rc mmcndcd 

th. t oth be in lud d tmil r tudic nc d t b d nc and rc ults 

mp red in order t c bli h the lthcr lcofl 1m 1l·l's . 
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APPENDICES 

APPENDIX 2: QUESTIONNAIRE 

SECTION ONE: Organization Profile. 

1. Name ofthe company: --------------------- -

2. How long has your organization b n in 

Less than 5 years 0 
6 to 10 years 0 
Over 1 0 years C J 

3. Numb ·r (Jf' ·1upl 1y • • · ti ·1\ nc 

l3clow ~ 00 D 
SOl- lOOO D 

vcr iOO D 

SECTION TWO: Business Strategy 

4. Doe ·our compan ha e clearly articulated Vision and Mission statement? (Tick one) 

Yes D o D Don'tknow D 
5. Does your company have a business strategy? (Tick one) 

Yes D o D Don tknow D 
6. What kind of strategic planning does your organization follow? (Tick one) 

High formal D 
Formal D 

emi formal D 
o pro e . no planning D 

7. \\hat i )OUr organization' planning period? ick one 

0 - I yr D I - 3 r D 3 5 )r D 0\ r 5 r D 
I )OUr bu in 

\' D 

trategy d v I p d in-h u ? i k n 

o D Partly D n't kn " 0 

m nt 

ni r. ti dl 

D 
D 
0 



10. If no in 8 above, which external parties are involved in developing the organization's 

business strategy? (Specify) ___________________ _ 

11. How often does your organization re ie" it bu in . strategy? (Tick one) 

12. 

Once a year 

Twice a year 

Frequently 

D 
D 
D 

What arc the sources of ·our or • lflll.lfi n ·~ ()mpctitivc advantage? (Tick all that apply). 

Cost leadership (Pndu •) 0 

Focus (n1cttin • 

Spt:cd. 

D 
D 

lnnovuti m {d 'liv I') funique ervices I product) D 

tt"tomer ·ervi e .. .. .. .. ... daptability to change) D 

I . The f II "ing are em ironmental factors that influence your business strategy. Rank 

there fr m 1 -the mo t influencing factor to 5 - the least influencing one. 

Competition D 
Changing Market Customer needs D 
Changing Technology (ICT) included 0 

Political Legal factors D 

ocial I Cultural factors D 

Economic conditions and Trading blanks 0 

atural phenomena (e.g.'> eather O 

Globalization 0 

TIO, THRE :I trategy 

14. ur company have a full fledged I T epartment? 

Ye D 

D 
n'tkn w 0 

I . 1h c title) -------------

1 • h title) -----

17. niz ti n h 

D 

D 



Don'tknow D 
18. Is your ICT strategy developed in-house? (Tick) 

Yes 

No 

Partly 

Don ' t know 

D 
D 
D 
D 

19. 1 f no and partly 18 ab >vc "hi h tdi\,IIJ ;\rt• s arc involved in developing the 

20. 

if 

Who in th · or 'llni im hcd in the development of the organ ization's lCT 

strategy'. ( fi ·k. ull that ppl) 

LT ·trakg) 8 ard c mmittee 

eni r management 

IT management 

Other ( pecify) 

D 

D 
D 
D 

D 
21. What i the organization's ICT strategy planning period? 

l yrs 

3 )TS 

5 yr 

ver 5 T 

D 
D 
D 
D 

lm 

D 
D 
D 
D 
D 



24. Are the ICT systems in your organization integrat d or linked with each other? (Tick) 

25. 

Yes 

No 

Don ' t know 

Is any of your organization' 

suppliers? ('I ick) 

Yes 

No 

Don' t !...now 

D 
D 
D 

D 
D 
D 

t\:111 inh. t,\1 d or linked with your customers or 



SECTION FOUR: Strategic Role oflnformation Communication Technology in the 

Organization. 

Indicate the extent to which your organization u e 

(Tick as appropriate) 

26 m nt of husin ss 

~ ... 
"' ... 
0 
~ 

..... ..... 

~ 1:1 

~ cu cu cu cu 
'E '§ :.:l 

i::' 
cu 

"C 
cu 0 

~ 2 

I in marketing 
----:---:------::-=---:----:---t------f-- -t-- -i 

otTer electronic 

T to attract customers by 

nter 

I 1 in ) ur r niz ti n: 



SECTION FIVE: Current Challenge Faced by licrofinnncc Institutions on ICT 

...... 
...... ...... c c 0 0 

~ 0 x x ...... 0 
0 0 c ...... 
0 0 ro - :g 0 ...... 0 

~ ~ X ..... 
..... 0 0 ..... - 0 ro c '"0 ~ Q ..... 0 0 

0 0 ..... 0 z > ~ 0 > 
--

9 lligh cost strm:tur · in implementing ICT 
- -

40 Many organiLati n · ·ann t attract high caliber ICT 
staff in h:rm..; of competiti\e salary. 

4l l T oluti n are n t adequately meeting their needs. 

42 Organizati n truggle \\ ith the nature and pace of 
change. 

43 Poor yendor relationship. Vendors have been able to 
over-promise and under-deliver in their relationships 

44 There are high expectations of ICT. 

45 Regulatol) barrier can constrain ability to implement 
strategic ICT solutions. 

46 Ve ted intere t in terms of infrastructure and shared 

l-
solutions. Um\illingness to share. 

ther challenge pecify): 



LIST OF MICRO FINANCE INSTIT 10 

1 ). AAR Credit Services 

2). ADOK Timo 

). Agakhun FtJum.i tli 111 . 

4). BlM ' 

5). l Ln ·urunce 

6). o- p Bank 

7). Cro bridge 

8). ECLOF 

9). Elite licrofinance 

10). Equity Bank 

II). Faulu Ken a 

12). Jamii Bora 

Jitegem e red it td 

Jit me ·1 ru t I td 

I . 



19). K-rep Development Agency 

20). SUN LINK 

21 ). Micro Africa Ltd 

22). Millenia Multipurpo 

23). iko 'rcdit 

24). Plnn lnl ·rttttimt d 

25). P O$( BIll" 

26). Pridl! Ltd 

27). l 0 

28). MEP 

~9). 

0). WEDCO 

31). ~ EEC 

3~). fu ion Capital imited 

3 ). Yehu nterpri e 


