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ABSTRACT

Information technology plays an important role in the running of organizations. With the
increasing need of 1T, organizations are keen to review the service delivery of this crucia
service. In view of the prevailing debate over the ICT outsourcing concept there is need to
shed more light on the concept. To the humanitarian organisations this research is of
immense importance in measuring the maturity of several elements of their current

outsourcing and provides more information on those areas that perform insufficiently.

The aim of this study was to establish the level of Information Communications and
Technology outsourcing, the benefits, challenges and its impact on the performance of
Humanitarian Organizations in Kenya. The study adopted a descriptive survey design. The
population comprised of twenty seven Humanitarian organizations in Kenya. Sample of 135
employees were randomly selected for the study. Purposive sampling was used to select
respondents for the study. The study relied on data collected through a questionnaire structured to
meet the objectives of the study.

This research has provided insight to managers and other concern personnel of humanitarian
organization on whether to in-source or outsources ICT services. It has also helped
organizations to identify benefits and leverage on them creating time to focus more on
alleviating human suffering for the common good of improving human life. The research is
also crucid in adding more information to the existing body of knowledge on the outsourcing
concept in relation to Humanitarian organizations in Kenya This is an important
breakthrough for academicians who will always need this information in order to advance the
existing body of knowledge in regard to IT outsourcing, its penetration, challenges, Benefits
and influence on performance of organizations.

Specifically the study looks into the impact of outsourcing on performance, adding to the
existing body of knowledge required to assist policy makers make decisions that would
change the way ICT support is handled. The study findings showed that information and
communication technology outsourcing plays an important role in influence the performance

of the humanitarian organizations to a large extent by assisting to improve response.



CHAPTER ONE: INTRODUCTION

1.1 Background of the Study

The role that Information and Communications Technology plays as a tool in optimizing
operations and implementing important organisational goals cannot be underestimated. With
the advent of new Information and Communication Technologies (ICTs) including persondl,
networked computers, the Internet services, mobile telephony, and email applications,
organisations start appreciating the potential use of ICTs in advancing there program
implementation. ICT, especially the Internet platform, has accelerated globalization. They are
powerful tools that can give the organizations and end beneficiaries access to information and
resources that foster their economic and social development. Although many individuals and
organizations are aready frequent users of ICTs, much more needs to be done to enhance the
usage of this sector. The introduction and integration of 1CTs represents huge opportunities,
as well as challenges, in the process of transforming and strengthening the use of
Technology.

In the last decade, Information and Communications Technology has been recognized as a
critical component for the efficient operation of an organization (Lacity & Hirschheim,
1993). Organizations invest afair amount of time and resources to design and implement ICT
solutions that are aligned to their set objectives. With ICT, it has become easier for firms to
communicate globally (Amiti & Wel, 2009). Thisis resulting from the advanced technol ogies
and the accessihility to widespread Information and communication services. Information
Systems activities can be performed and provided anywhere and at any time (David & Shao,
2007). Theincreased global collaboration and improved IT capabilities have been key factors
influencing the growth of the utilization of IT external service strategies (Hirschheim R. ,
2006). Information Technology is generic term that covers the acquisition, processing,
storage and dissemination of information (Talwar, 2000). While service has been defined
(UCSC, 2013) as a coherent, ready-to-use deliverable that is of value to the customer.

Organizations are now more concern with performance as compared to few decades ago.

1.1.1 Information and Communications Technology Outsourcing

ICT outsourcing is an act of delegating or transferring some or all of the IT related decision
making rights, business processes, internal activities, and services to external provider(s). The

externa providers develop, manage, and administer these activitiesin accordance with agreed
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upon deliverables, and quality standards as set forth in the contractual agreement (Dhar, et al.
, 2004). Outsourcing is promoted as one of the most powerful trends in modern management.
The rationale for outsourcing some functions and/or processes includes substantial financial
economies, increased ability to focus on strategic issues, access to technology and specialized
expertise, and an ability to demand measurable and improved service levels (David & Shao,
2007). In today’ s world of complex IT solutions, high competition and the world becoming a
global village, many organizations have realised that they cannot operate in isolation. The
need to focus on the core areas and |eave other activities to those who have expertise in those

functionsis taking shape in most organizations.

IT outsourcing has gotten space at both the operational and strategic functions of
organizations and as the services get more and more integrated to the core service of an
organizations its role remain critical. Some of the main identified services outsourced are
helpdesk support services, application development, Internet services provison and
management, data backup services, Network infrastructure service, Staff training on I'T issues
and ICT security audits policy (Arshad, May-Lin, & Mohamed, 2007). These services are

important to an organizations performance and its ability to meet crucial set objectives.

Outsourcing has been identified to be of great benefit to profit making organizations that have
embraced the concept (Wang, 2002). The benefits are classified as either short term while
others are long term and are not realised immediately upon implementation. Some recognized
benefits include the access to the state of the art technologies, the cost of operating IT
services has also been significantly noted to reduce; flexibility of outsourced staff; improved
focus on core business by senior management (Adams, Nelson, & Todd, 1992).

Outsourcing just like other services, emanates with different challenges. Some of the notable
challenges are; doubtful supplier loyalty i.e. the organization is not certain of the consistency
of service delivery, lack of afunctional internal 1T management i.e. while it is assumed that
all IT services can be outsourced it has been noted that a functional IT unit needs to be in
place to manage the process, the quality of services outsourced will depend on the market
players hence a functional procurement market is crucial (Bahli & Rivard , 2003). Other
significant challenges are security, confidentiality of organizational data and hidden extra
costs. This compounded by controversy over the resulting jobs loss to the external service
providers for the outsourced services are critical headaches (King, 2004). Despite its potential

benefits, I T outsourcing may also not be a straightforward choice for afirm, thisis because of
3



the potential risks involved, such as loss of control on outsourced activities and sharing
critical datawith third-parties (Willcocks & Lacity, 2001).

1.1.2 Organizational Performance

Performance is described as a set of financia and non-financial indicators which offer
information on the degree of achievement of an organization’s objectives and results (Lebans
& Euske, 2006). For organizations it is only through performance indicator identifications
that they are able measure their achievement. Knowing the determinants of organizational
performance is important especially for an organization to know which factors should be

treated with keen interest in order to improve the organizational performance.

Performance comprises the actual output or results of an organization as measured against its
intended goals. There are several factors contributing to the overall performance of
organizations (Chenhall & Langfield-Smith, 2007). It isnecessary to have a measure against
which humanitarian organizations' performance is evaluated to ensure that they are able to

response to the raising needs of humanitarian support in the fast evolving world.

1.1.3 ICT outsourcing and performance

ICT plays mgjor role in the general organizational performance. The relationship between I T
and organizational performance can be established by reviewing the various indicators. Some
of the main indicators include the degree of organizational success, response time to disasters
or emergence situations, standardization of processes, beneficially and donor satisfaction, and
cost (Neely & Gregory, 1995). Outsourcing of 1T services in humanitarian organisations is
essentia as it can enhance the efficiency of the organisation and help bring innovative
solutions to existing problemsin the developing world (Fermestad & Saitta, 2005).

No matter how attractive ICT outsourcing and performance are portrayed, the early adopters
were faced with quite a few problems, which overtime might have been addressed. Some of
the challenges were legal, while others were purely on the operationalization of the
outsourcing concept. The main problem has been the stability of the service providers. In

addition, several connectivity and access problems were noted (Schwyn, 1999).

The pressure on ClOs to improve IT systems with an expectation of guaranteeing
improvement in the overall organizations performance cannot be downplayed. A study aimed

at identifying the relationship between an ERP implementation and organizational



performance was done, and conclusion drawn that the implementation of the ERP system has
a positive effect on organizational performance, the magnitude of its impact is smaller
immediately after implementation, being intensified over time (Dehning & Richardson,
2002).

1.1.4 Humanitarian Organizations

Humanitarian Organizations are entities whose key mandate is to alleviate human suffering in
the society. The organizations achieve this important goal by timely response to both man-
made and natura disasters; reduce poverty at the household level by fostering development
and to providing relief in disaster emergencies (UNICEF, 2014). Most of the organizations
work in close collaboration with governments and have closely related objectives (IFRC,
2013). The funding for humanitarian organisations is mainly from donors, who have been
touched by the suffering of the poor and governments which channel their resources through
them. The key areas of activity include but are not limited to; provision of basic needs,
education, development, disease control, response to natural calamities and human conflict

among others.

Humanitarian organizations in the world are faced with a myriad of challenges, Kenya is not
an exception. In the recent years, man-made and natural disasters have been on the rise which
poses a magjor challenge on government and societies. To help alleviation human suffering,
humanitarian organizations have chipped in to play a vital role in taking care of the affected
during emergencies. Over the years the Humanitarian Organizations have built a network and
trust among the less fortunate as key partners in humanitarian support programs. The key
characteristic to note is the non-profit making dimension of their service. The organizations
have a long history with the Red Cross being one of the very first organizations formed by
Henry Dunant in 1863 (ICRC, 2014). Over the years other international humanitarian
organi zations have been formed, with UN taking the lead controlling role.

Most of the humanitarian organizations working at the international level have been created
over the last twenty-five years in the course of European Union enlargement, in countries like
Spain, Finland, Poland, and United Kingdom among other countries. Before this move only
national Red Cross Society was in existence, most of the organizations have been formed to
respond to the raising humanitarian need (Ryfman, 2007). In his submission Ryfman also

notes that with the rising number of Non-Governmental Organization, the UN should take the



role of coordinating their activities. There are over five thousand humanitarian and
development organizations in Kenya (Appendix I1). By evauating the performance of
humanitarian support in relation to ICT, a keen interest is taken on the use of technology in
innovative ways to humanitarian projects, asit plays critical component in hel ping extend the
impact, reach and scale of initiated programs by both the international and local humanitarian

organi zations (Munodawafa, 2008).

1.2 Problem Statement

The impact of natural and man-made disasters on human life has been enormous and of great
concern. Human life has been lost, people forced to live in in-human conditions and others
maimed for life (Schmale, 2014). Most of natural disasters occur in remote areas with limited
ICT services, in this cases ICT incapacitated teams in humanitarian organizations find
themselves setting up ICT systems from scratch, in some cases taking months to understand
the administrative and technical challengesin alocality. Therole of ICT inimproving human

life can no longer be downplayed notes (Jacob, 2008).

New humanitarian challenges arise every day, to cater for these challenges, new and
innovative solutions are required. In atime of rapid technological improvement, the potential
to use ICT to improve the quality of humanitarian project implementation is increasing
exponentially (Noordende, 2010). ICT can play akey role both in prevention of humanitarian
catastrophes and in building capacity to improve disaster response and in addition help to
strengthen coordination and communication in emergencies. It isagainst this background that
he study intends to find out what is the impact of embracing ICT outsourcing in the
humanitarian organizations.The beseeching question is will a decision to outsource ICT

services leads to improved organizational performance?.

Over the last few years, there has been an increase in academic and business research on ICT
outsourcing (Lacity & Willcocks, 1995). Nevertheless, there are few studies that take a
comprehensive approach in evauating information technology outsourcing in the
humanitarian organizations. Many have reviewed the concept of ICT outsourcing in relation
to profit generating organizations (Schullman, Harmer, & Dunleavy, 1999). It isin view of
this that the research will evaluate the performance of humanitarian organizations in relation

to ICT outsourcing.



The dilemma in relation to the real cost saved after outsourcing is still a major challenge to
decision makers (Bryce & Useem, 1998). Notes that there is increased concern that cost
savings in outsourcing of services have been overvalued as the costs are at times higher after
outsourcing.

Various studies have been carried out on IT outsourcing (Dibbern & Goles, 2004). However,
when it comes to IT outsourcing one has to note that relying only on the results achieved by
those studies would be mideading because of the large heterogeneity within services and the
different purpose they serve to different organizations (Abraham & Katharine , 1996). Profit
making and non-profit making organizations services are hardly comparable on their

intentions on I'T outsourcing services; this study aims at filling this knowledge gap.

This research paper will analyse and try to fill the gaps related to ICT outsourcing from the
Humanitarian perspective. The study also seeks to examine the the benefits and challenges of
ICT outsourcing and the overall impact of outsourcing ICT services in the performance of
humanitarian organizations in Kenya In their recommendation (Arshad, May-Lin, &
Mohamed, 2007) indicated that further research on the role of ICT in performance
development need to be carried out.

14  Objectivesof the Study

The study seeks to evaluate Information and Communications Technology Outsourcing

(ICTO), in humanitarian organisation in Kenya specificaly,

a) Determine the extent to which humanitarian organizations have outsourced their ICT
services

b) Establish the benefits of ICT outsourcing in humanitarian organisations

c) Establishthe challengesof IT outsourcing inthe humanitarian organisations

d) Determinethe effect of ICT outsourcing on the performance of humanitarian organizations.

15 Importance of the Study

This research will provide insight to managers and other concern personnel of humanitarian
organization on whether to in-source or outsource ICT services. It will also help

organizations leverage on the identified benefits and focus more on alleviating human
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suffering for the common good of improving human life. Quantifying the impact of 1T
outsourcing on organizations performance will help management make valuable decisions
on IT outsourcing and also shed light on the prevailing debate over the ICT outsourcing
concept. To the humanitarian organisations it may be of immense importance in measuring
the maturity of several elements of their current outsourcing and provide a solution for those

areas that perform insufficiently.

The policy-usefulness of the research findings cannot be underrated; organisations need to
standardize processes through well researched policies (Abraham & Taylor, 1996). This will
be important in ensuring that efficient support systems are implemented. This research will
help policy makers mould policies that are in line to the changing Information Technology
field. Profit making organization have over the years invested heavily in research and
development to help management make informed decisions, the HO should not be an
exception.

Humanitarian organizations whose key role is to alleviate human suffering will find this
crucial in decisions making on the ICT processes that can be improved in order to be more
effective and efficient in service delivery. Noting that the research is not specific to any one
single humanitarian organisation, the outcome can be used by general humanitarian sector
organisations hence reducing the costs incurred if anyone organization wanted to carry out
the research. In most cases organisations have blindly implemented solutions that they have
no much information about leading to high costs and lose as they face complete project
failure. The research project will help the Humanitarian organisations make informed

decisions based on evidence.

The research is also crucial in adding more information to the existing body of knowledge on
the outsourcing concept in relation to Humanitarian organizations in Kenya. This will be a
key breakthrough for academicians who will aways need this information in order to
advance the existing body of knowledge in regard to IT outsourcing, its penetration, effect on

performance of humanitarian organizationsin Kenya.



CHAPTER TWO: LITERATURE REVIEW

21 Introduction

This chapter reviews the Information and Communications Technology service, Business
Process Outsourcing and, a general overview of ICT outsourcing. The benefits and challenges
of ICT outsourcing, the impact of outsourcing ICT services to the general performance of

organisations and the devel oped conceptual framework on ICT outsourcing.

2.2  Information Technology in Organizations

Information Technology is a common term used to describe computer-based information
systems that support collaboration among individuals, groups and departments (Howard,
2005). With the changing and complex work environment, it is difficult for an organization
to operate in isolation, in this perspective Information Technology has acquired more critical
roles and wider definition that IT covers hardware, software, telecommunications, databases
and other technologies which organizations use in order to advance their performance (Daft,
2000). The terms ICT and IT are used interchangeably, IT reflects more recent growth in
computer applications that support information and data exchange at al levels within and

outside an organization (Collins, 2002).

In the last two decades Information Technology has played key role in the operations of
organizations both in profit and non-profit making organizations. The importance of IT in
organizations can no longer be underestimated as it takes a more strategic role in running
organizational activities, some of the key functions of IT include; mailing, internet
connection, data sharing and depending on the nature of business the roles are sometimes
varied. Being critical in the daily operations of organizations, over the years IT has been

redefined to reflect its new role.

Information Communications Technology is critical for humanitarian organizations, as in
cases of emergency; the organizations must be able to exchange information internally as
well as externally with the communities and government departments involved in
coordinating the relief effort. Also vital to any humanitarian operation is the need to
communicate with donor agencies and the media to create public awareness of the

humanitarian needs in a given area.



2.3  Business Process Outsour cing (BPO)

Is defined as the contracting a third party (vendor) to perform non-core but critical processes
on behalf of an organization because it makes some economic and technical sense (Howard,
2005). Business Process Outsourcing is used to mean IT enabled services (ITES), because
most business processes are automated using 1T, hence referred to as IT enabled services.
73% of BPO customers surveyed believe BPO is improving their outsourced processes and

been considered to transform economies to higher levels of growth (Terra, 2005).

BPO is seen as an important branch and trend of outsourcing that many management theories
for outsourcing can be applied to. BPO started with non-core processes and is how moving
towards more critical applications (Abraham & Taylor, 1996). BPO's success can be assessed
based on four key benchmarks i.e. (a) How successfully the project implementation was
done. (b) Improvement in organization’s performance. (C) Improvement in IT performance.
(d) How successful are the relations between customer and supplier (Gilley & Rasheed,
2000). In Kenya the concept of Business Process Outsourcing has been reinforced by the

government under vision 2030 (GoK, 2011).

24  ICT Outsourcing

Outsourcing is promoted as one of the most powerful trends in modern management (Bendor-
Samuel, 2000). The rationale for outsourcing some functions includes substantial financial
benefits, increased ability to focus on strategic issues, access to new technology and ability to
demand measurable and improved service levels. Outsourcing differs from alliances,
partnerships or joint ventures in that the flow of resources is one-way, from the vendor to the

outsourcer; typically, profit sharing is not acommon practice (Belcourt, 2006).

In the mid-1960s there were computer service bureaus that ran a variety of programs,
mainly financial and operational applications, but since the landmark Kodak IT outsourcing
deal in 1989, when Kodak decided to source out substantial parts of their IT to aconsortium
headed by IBM, IT outsourcing has increased considerably worldwide (McFarlan & Nolan,
1995). The deal isregarded as the break through leading to all other mega-dealsin later times
as “imitative behaviour” of Kodak’s decision (Mary & Lacity, 1993). After Kodak’ s decision
the way was paved for the rapid growth of IT outsourcing. Among these have been, for
instance, British Aerospace and Canadian Post Office who embraced outsourcing
(Hirschheim & Lacity, 2000).

10



2.5 Outsourcing Decision

In theory efficient organisations will allocate their resources within the value chain to those
activities that give them a comparative advantage (Belcourt, 2006). Outsourcing is expected
to imply cost saving relative to internal production or internal service function (Quelin &
Duhamel , 2003). Previous studies found that organizations choose to outsource to gain
several potential benefits, outsourcing of repetitive and non-value adding activities allow
firms to focus more on strategic activities like financial planning (Brown & Duguid, 2002).
In other cases cost reduction and focus on strategic activities are often offered as reasons for
outsourcing (Bendor-Samuel, 2000). The decision to outsource needs a critical analysis of the
available options. Outsourcing decision framework given in Figure 2.1 demonstrates the
typical elements of the outsourcing choices and shows where various components e.g.
Motivations, benefits, risks, are the factors most of the time considered in making the
decision (Kremic & Tukel , 2003).

Figure 2.5.1: Outsour cing decision framework

Benefits: Motivation for

Cost Saving
Increased quality
Augmented Staff

isk:

Loss of core
knowledge
Increases cost
Low morale etc.

Consider
Outsourcing?

Factor

Cos_t Evaluate organizations
Environment functions for possible
Strategy outsourcing

Function characteristics

Select which
function if any to
outsource?

Adapted from (Kremic & Tukel, 2003)
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2.6  Benefitsof Outsourcing

Organizations are influenced to outsource ICT services by different reasons, significant
among this being; focus on organization’s core business, improvement of technology and
service quality, access to knowledge and technology that the organization does not have
(Prado & Takaoka, 2002). Organizations often apply outsourcing to achieve tactical goals
like cost reduction and business efficiency by concentrating on core business, however there
is a stronger focus on the strategic side of outsourcing, in this case outsourcing can also be
used to transform organizations, acquire new capabilities and bring fundamental strategic and
structural change (Linder, 2004).

Cost saving has been identified as one of the main benefits of outsourcing. This refersto the
costs savings the customer enjoys from outsourcing (Sako, 2006). ICT outsourcing also leads
to substantial improvements in organization's performance, which might result in competitive
advantages for the outsourcing firms. Both the private sector and governments outsource their
ICT project and services for many reasons. Improving business efficiency by focusing on
organizational core business is also another influencing factor (Amiti & Wei, 2009). The
outsourcing of ICT for some companies is away to answer to the technological needs of the
organization with services of high quality. IT outsourcing has made a significantly positive
contribution to output and labour productivity in organizations and the flexibility in provision
of technical support isalso an anticipated benefit (Hans, 2010).

The continued drive for greater efficiency, has forced many organizations to focus on their
core objectives (Kanaracus, 2008). By outsourcing services organizations focus on their core
activities which contribute most to their set objectives (Faber, 2004). Obtaining the ICT
industry’s best practices and capabilities is an important factor influencing the decision to
outsource; other benefits include; access technica resources that are not available, increase
productivity by reducing IT problems and establish a consistent level of service to the

organization.

2.7  Challenges of Outsourcing

Beyond the benefits of ICT outsourcing approach, comes number of challenges that could
emerge and need to be analysed well in advance (Schwyn, 1999). Some of the main
operational challenges experienced by firms include limited availability of human resources

with appropriate experience level to maintain and improve service quality, poor service
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delivery, and critical concerns around data privacy after outsourcing (Narayanan &
Swaminathan, 2007).

The increased diversity resulting from an outsourced team can lead to a stronger team and
better quality; however, owing to poor communication it can aso lead to poor decision
making, poor productivity and poor relationships among members of staff (Fabriek, 2008).
Another identified challenge with outsourcing emanates from the workers themselves as they
fear loss of job (Farrell, 2003). In organizations where it is not well handled this leads to
minimal support by the organization’s internal workforce to facilitate a successful process of
an outsourced service, example isin a scenarios where the service provider needs information
to facilitate the process, it is critical that the internal staff give full support for the process to
succeed.

The loss of control over systems management is also a fundamental concern (Kakabadse &
Kakabadse, 2000). After outsourcing I T services the activities are managed by the third party
who might also be having contracts with various other companies, this diminishes the control
over how to run the ICT services. In some cases new organizational changes can be
challenged by the outsourced company, as in most cases they will be analysing cost

implications of new changes vis-a-vis available resources.

Data security is also a magjor concern, the security control compliance of service providers
and users should be monitored and reviewed periodically. The organisation must reserve the
right to audit responsibilities defined in the service level agreement, and have those audits
carried out by an independent third party to ensure that the organizations data is secure
(Siponen, 2000). The client organisation shave to confirm that the vendor employs adequate
security controls in accordance with the organization’s IT security policies, wider regulatory

requirements and industry’ s best practices.

2.8 Impact of ICT on Performance

The organizationa impact of ICT has generated considerable interest among academiciansin
recent years, organizational performance is influenced by a number of factors, but the role
that ICT plays cannot be down played (Kanaracus, 2008). In the early years attempts to
define information system success were ill-defined due to the complex, interdependent, and
multi-dimensional nature of ICT (Mclean & Delone, 1992). Organizations had difficult

linking success to improved I T systems or vice versa. The relationship between information
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system quality and the end benefits has significant support within the literature. Studies have
established a significant relationship pointing to the fact that improved ICT services have a
direct relationship with organizational performance (Adams, Nelson, & Todd, 1992).

One of the key indicators of organizationa performance is the response time to disasters; this
can be classified into the average response time, the duration of project verses the planned
duration, the presence of database and materials clearly captured in database (Bresnahan,
2002). The performance of an organization can be analysed by looking at the overall cost
saving, gross margina profit associated with ICT investment outweighs its marginal cost
(Griliches, 1997). Positive relationship between information and communication technologies
and productivity in various sectors, along with declining margina returns, indicating that

improvements in productivity are losing force over time (Aetic, 2005).

The cooperation and standardization of service delivery is a key factor when analysing
organizational performance in relation to ICT services. The degree of information sharing;
standardization of procedures, tools in disaster management are also critical. Noting that
humanitarian organizations depend on donor contributions for financial upkeep the
beneficiaries and donor satisfaction to measure the performance is critical. The Funding of
projects over time and the number of beneficiaries reached is also a key indicator (Prasad &
Harker, 1997).

29  Conceptual Framework

The research conceptual framework in Figure2.2 is built based on a combination of several
past literatures and the research objectives. The research model evaluates the effect of ICT
Outsourcing in humanitarian organizations, taking into account expected input, the other key

factorsthat influence ICT services delivery and finally the achieved outpuit.

The conceptual framework represents the relationship between three components;
independent variables, dependent variables and the controls. The Conceptual framework has
been developed from the reviewed literature and related theories, it gives a good starting
point asit isbased on ‘what is known’, based on the literature review.

The conceptual framework is modelled with various independent variables i.e. Helpdesk
support, Applications development, Internet services management, Data backup services,
Network infrastructure setup and support and staff training. These are important IT services

whose management critically determines the quality of IT service and by extension an
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organization's performance. The variables are utilized in different quantities by different
international organizations and their impact on organization’s performance will be analysed.

Helpdesk support; Thisis a central point of contact, handling IT user request for incidents,
service requests and problems to be solved. The service desk types are based on the skill level
and urgency of resolving the issues. Application development service; is the part of IT that
works closely with the business to develop new software, keep them running, and make
ongoing improvements on the applications for the better organizational performance. Internet
service management; Internet is generally defined as a global computer network providing a
variety of information and communication facilities, consisting of interconnected networks.

The provision of globally networked I T systemsis defined as internet service.

Data backup services; in information technology, data backup, refers to the copying and
archiving of computer data so it may be used to restore the original in case of loss or
corruption of the original data. This is a critical service as it encompasses the entire
organization information management process. Staff training on IT; this involves teaching
staff various Information technology services usages, with an objective of maximizing their
output with the help of the latest technologies. Various training services can be outsources,
this includes training staff on email management, desktop services, Microsoft office suite,
and internet services.

On the other hand we have control variables,; these are the factors that affect the general
organizational performance with or without the identified independent variables, noting that
the performance of an organization even with al identified independent variables will till
depend on the availability of funding, individual staff experience and size of the organization.
These are important in evaluating the role that outsourcing plays on performance of

humanitarian organization.

The dependent variables are used as indicators to evaluate the performance of humanitarian
organizations. To help in the evaluation four main dependent variables have been identified
(1) Response time, this is the time it is taking organizations to complete projects and also to
response to disasters. (2) Cost management is a key identified indicator too. (3) Donor
funding, is afactor that is used to reflect performance of an organization. (4) Level of project

implementation is also important in evaluating general performance of an organization.
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Figure 2.2: ICT outsour cing perfor mance framewor k
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Summary of the Literature Review

The chapter reviewed the available literature related to ICT outsourcing. It gives an
introduction to ICT services, outsourcing concept, Business process outsourcing and decision
making in relation to outsourcing concept, the benefits and challenges of outsourcing and
conceptual framework. From the literature review is came out clear that a lot of research has
been carried out keenly taking focus on profit making organizations. From the review, a clear

gap on the impact of ICT outsourcing in the humanitarian sector has been identified.
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CHAPTER THREE: METHODOLOGY

3.1 Introduction

This chapter deal s with the descriptions of methods that were used to carry out the study. The
subsections includes research design, target population, sampling procedures and sample size,

research instruments, methods of data collection and data analysis.

3.2 Research Design

The study adopted the descriptive statistics to determine the effect of ICT outsourcing in
humanitarian organizations, descriptive research is concerned with conditions that already
exist, practices that are held, processes that are ongoing and trends that are developing
(Lovell & Lawson, 1971). Descriptive survey research design is most appropriate when the
purpose of study is to create a detailed description of an issue (Mugenda & Mugenda, 1999)
the questions give an opportunity not only to get information and opinions but also allow a

further probe to the underlying issues

3.3 Target Population

All the twenty seven humanitarian organisations operating in Kenya with offices in Nairobi
but having operations al over the country were identified and invited to participate in the
research (Annex I11). The twenty seven organisations were selected based on the fact that all
operate with an objective of giving support to the less fortunate in society and those exposed
to both manmade and natural disasters. All the organizations have a strong 1S and technology
focus and they al contend with a market where skilled resources are not an option, but a
necessity. The organisation representatives that completed the survey included; ICT

managers, network administrators and three users of ICT resources.

3.4 Sampling Procedureand Sample Size

In a descriptive survey, a sample enables a researcher to gain information about the
population (Kothari, 2004). The participants in this study were carefully selected so that they
could fully represent their various organizations through purposive sampling. IT managers ,
IT network administrators and three program implementers were chosen based on their
involvement in decision-making and heavy dependency on ICT for their day today’'s
operations and experience as far as the impact that is felt based on the ICT quality of service.

Thissampling isillustrated in table 3.4.1
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A sample is a representative part of the population that is methodologically selected to
participate in a study (Cooper & Schindler, 2003). At least 10% of the population is a good
representation where the population is large and 20% where the population is small (Gay &
Diehl, 1992). Research advisor developed a table taking into account the confidence levels
i.e. either 95% or 99%. It also takesinto account the error margin this study will adopt a 95 %
confidence level and a 2.5% error margin (Krejcie & Morgan , 1970) hence all the 27
organizations were sampled. Given the heterogeneous nature of the workers, it was assumed
that this sample is representative of all workers. The sample size for this study was 135.
Comprising of IT managers, IT network administrators and three end-users of the ICT
services that are programme implementers in the respective organizations.

In cases where the organization has completely outsourced its ICT services, then the
guestionnaire was given to a carefully reselected staff (but not the part of the outsourced

team) to ensure that afair feedback is given.

Therefore these 27 humanitarian organizations (N = 27) were chosen to be the sample
population and questionnaires were sent to al of them. This was more than 10% and would
therefore represent the population under study. The respondents for the questionnaire were

a so derived from the same sampling list,

Table 3.4.1 Sample Plan

Sample Size

ICT Managers 27
IT officer/ Network 27
administrators
End-user ( Disaster Management) 27
End- user (Finance/accounts 27
department)
End user program 27
implementation

TOTAL 135

3.5 Method of Data Collection

The method of data collection has to be appropriate to the particular research being carried

out and that at the point of the data collection; the objective must always be to gather

evidence to achieve the research objective (McNiff, Leonard, & McNamara, 2000). The
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research instruments that were used in this study where primary data was collected ware
guestionnaires. Questionnaires are useful instrument of collecting the primary data since the
respondents can read and then give responses to each item and they can reach alarge number
of subjects (Orodho, 2004). The respondent in this research have been keenly identified as
per the positions that are privy to most of the required information. The questionnaire (Annex
[1) has been segmented to four different sectionsi.e. A, B, C and D. Section A covers the
demographic data of the respondents; Section B on ICT outsourced services, Section C
Benefits, Section D challenges while Section E on the impact on performance. The data was
collected and analysed to help determine the impact of ICT outsourcing in humanitarian

organizations.

3.6 Data Analysis method

Data analysis involves the summarization of the bulky data collected from participants in a
research (Cooper & Schindler, 2006). In this study data analysis is guided by the objectives
of the study. Both the inferential statistics, stratifying and sample descriptive statistics, such
as percentages which can easily be understood especially when making results known by a
variety of readers will be used.

Objective (a), (b), (c) and (c) will be analysed using descriptive statistics. Frequency tables,
bar graphs and pie charts will be used to analyse the quantitative data. The responses to open
ended items (qualitative data) in form of phrases and words will be organized followed by
creating categories, themes and patterns related to the research questions. Objective (d) will
be analysed using inferential statistics and strafing the outsourced services against the
performance measures. In the analysis the following model will be used.

Y= ap + asX 1+ a2X, +e where Y = Performance of organization, X 1= Outsourced resources

Xo= Control variables, e= Marginal Error, ao, &, a, = coefficient parameters.

The primary data will be transferred to a computer sheet and processed using statistical
software package, which is able to handle large amounts of data; time saving and also
efficient (Martin & Acuna, 2002).
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CHAPTER FOUR: DATA ANALYSIS, PRESENTATION AND
INTERPRETATION

4.1 Introduction

This chapter is segmented into six sections. The first section looks at the demographic
information of the respondents. The second section looks at the extend of outsourcing in
humanitarian organizations, section three looks at the benefits of IT outsourcing, section four
reviews the challenges , section five analyses the perceived challenges while the last one
analyses the impact of IT outsourcing on performance. The data has been presented in tables,

graphs and pie charts. The responses were analysed using descriptive statistics.
4.2 Demographic Information

4.2.1 Response Rate

Out of 135 questionnaires which had been administered to the interviewees, 123 of them
were received back for analysis. This transforms to 91.1% return rate of the respondents.

Overall, the response rate can be considered to have been high astabulated in table 4.2.1

Table 4.2.1: Response Rate

Response Frequency Per cent
| ssued 135 100%
Returned 123 91.1
Not Returned 12 8.9%

4.2.2 Background infor mation of the respondents

The study sought to find out the age bracket of the respondents, this is to help know the
distribution of different ages in the International Humanitarian organizations. This is for
genera information and is not an objective of the study.

The results are shown in the Table 4.2.2
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Table 4.2.2: Digtribution of the respondents by age

AGE Frequency Per cent Cum. Percent
20-25 17 13.82% 13.82%

25-35 55 44.72% 58.54%

36-50 46 37.40% 95.93%

Over 50 5 4.07% 100.00%
Total 123 100.00% 100.00%

From the Table 4.2.2, mgjority of the respondents who participated in the study are aged
between 25-35 yearstaking 44.72%, thisisclosdy followed by 36-50 years taking 37.40%
of the respondents. The table further revealsthat 13.82% are aged 20-25 years, while those
above age 50 years take the lowest percentage of 4.07%. This could imply that majority of
employees in the humanitarian organizations are middle aged probably reason being that

employers tend to retain their employees or employ experienced staff from other sectors.

4.2.3 Dur ation of service

The study sought to find out how many years the respondent has worked. This is for general
information and is not a direct objective of the study. The results are tabulated in table 4.2.3
below.

Table4.2.3: Number of year sworked

WORKEDYEARS | Frequency Per cent Cum. Per cent
>1 10 8.13% 8.13%

2-5 29 23.58% 31.71%

5-10 54 43.90% 75.61%

Over 15 30 24.39% 100.00%
Total 123 100.00% 100.00%

Table 4.2.3, shows that 43.90 % of the respondents have worked for over 5-10 years. The table
further reveals that 24.39% have worked for 2-5years, 24.39% for over 15years and 8.13% for
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less than one year. The findings give an indication that the organizations have the highest

percentage of employees who have been in employment for over 5 years.

4.2.4 Gender of respondent
The study sought to find out the distribution of the respondents by gender to know which
gender is the mgjority in the humanitarian sector. Thisis for general information and is not a

direct objective of the study. The findings are presented in the Table 4.2:

Table 4.2.4: Distribution of respondents by Gender

SEX Frequency Per cent Cum. Percent
Female 58 47.15% 47.15%
Male 65 52.85% 100.00%
Total 123 100.00% 100.00%

From Table 4.2.4 , it is evident that majority of the respondents who participated in the study
were male represented by 52.85%, followed by females 47.15% This could imply that the
humanitarian organizations have more men , but noting that the questionnaire also targeted
specific departments, it might be biased. Looking at the percentage difference it is also noted that

it isminimal, making humanitarian organization less gender biased.

4.2.5 Digtribution of therespondent by education level

The study sought to find out the education level of the respondents. This is for genera

information and is not a direct objective of the study. The results are shown in Table 4.2.5

Table 4.2.5: Distribution of the respondent by education level

EDUCATION LEVEL Frequency Percent
Diploma 27 21.95%
Doctorate 1 0.81%
O-Level 1 0.81%
Post Graduate 34 27.64%
Undergraduate 60 48.78%
Total 123 100.00%
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Table 4.2.5 shows that almost half of the respondents (48.78%) have attained undergraduate

Level of education, 27.64 % have attained postgraduate level of education and a good minority
21.95% have attained diploma level of education. It is aso noted that both Doctorate and O-level
are at bar a 0.81% The findings depict the humanitarian organizations employs well learned
professionals who have attained tertiary level of education, but the number is limited for those

with doctorate qualifications.

4.3 Extend of ICT outsourcing in humanitarian Organizations
The respondents have different levels of outsourcing for the different information technology
services that can be outsourced. The services that are outsourced were; application & software
development, Data backup services , Helpdesk/support services, internet services , mailing
system services, Network infrastructure, printing services and staff training.
The table below tabulates the frequency and percentage of the different services outsourced,

percentage outsourced and the frequency.
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Table4.3.1: ICT outsourcing

Application/Software devel opment Frequency | Percentage Cum. Percent
No 33 26.83% 26.83%

Yes 90 73.17% 100.00%
Total 123 100.00% 100.00%
Data backup service Frequency | Percentage Cum. Percentage
No 66 53.66% 53.66%

Yes 57 46.34% 100.00%
Total 123 100.00% 100.00%
Helpdesk support Service Frequency | Percentage Cum. Percentage
No 98 79.67% 79.67%

Yes 25 20.33% 100.00%
Total 123 100.00% 100.00%
Internet service Frequency | Percentage Cum. Percentage
No 38 30.89% 30.89%

Yes 85 69.11% 100.00%
Total 123 100.00% 100.00%
Mailing system service Frequency | Percentage Cum. Percentage
No 43 35.25% 35.25%

Yes 79 64.75% 100.00%
Total 122 100.00% 100.00%
Network infrastructure Frequency | Percentage Cum. Percentage
No 66 54.10% 54.10%

Yes 56 45.90% 100.00%
Total 122 100.00% 100.00%
Printing services Frequency | Percentage Cum. Percentage
No 74 60.16% 60.16%

Yes 49 39.84% 100.00%
Total 123 100.00% 100.00%
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Graph 4.3
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From the responses, Application and software development is the highest Information
Communications and Technology outsourced service with 73.17% of the respondents having the
service outsourced. Thisis closely followed by internet service whose 69.11% , The third most
outsourced is mailing service at 64.75% , followed by mailing services 53.66% , staff training
47.15% , Data backup service 46.34% , Network services at 45.90%, Printing services 39.84%
and finally Helpdesk services which are the least outsourced at only 20.33%.

Table4.3.2 ICT outsourcing Cumulative

No Yes

Application/Software 33 90
development

Data backup service 66 57
Helpdesk support Service 98 25
Internet service 38 85
Mailing system service 43 79
Network infrastructure 66 56
Printing services 74 49
Staff training 65 58

483 499 982
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Table4.3.3
Cumul ative percentage outsources services

ICT servicesoutsourced Yes No
Fraction outsourced 0.50814664 | 0.491853

Level of Information Technology Outsourcing

ICT SERVICES OUTSOURCING

From the above pie chart, 51% of the respondents indicated that they have outsourced ICT
services while 49% have not outsourced the services. A breakdown of the individual outsourced

service levelsis tabulated and analysed into different graphsin Annex |
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4.4 Establish the benefitsof ICT outsourcing in humanitarian organisations

Table 4.4.1
Non Little | Moderate | Large | Very large

Better Application Development 15 5 43 44 16
Better Help desk support 29 31 46 16 1
Better Internet service 1 6 43 42 31
Better trained staff 8 29 52 25 9
Efficient Email Communication 8 13 42 28 32
Focus on key mandate 11 15 44 51 2
Communication Benefit 24 34 28 19 18
Improved data security 9 27 39 44 4
Improved Program implementation 14 19 44 42 4
Improved response time 14 19 71 12 4
Information benefit 14 20 54 18 17
Latest technologies 7 9 26 48 32
More stable IT services 8 11 46 49 8
Reduced IT costs 21 29 36 32 4
Strategic benefits 4 23 65 17 14
Better data backup 24 35 20 31 12
Efficient support 13 17 58 30 4

Level of benefits of outsourcing

Table4.4.2

Moderate
No benefit Little Benefit Benefit Large Benefit Very Large Benefit
224 342 757 548 212
10.7537206 16.41862698 | 36.34181469 26.30820931 10.17762842
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Tables4.4.1 showsthat 10% of the respondents have appreciated that ICT outsourcing has very
large benefits, while 26% indicated that there are large benefits, this is followed by the highest
36% who belief that the benefits are moderate. Those who belief that there are little and no
benefits at al are 17 % and 11% respectively. The findings give an indication that in

humanitarian organizations the belief in the benefits of ICT outsourcing is high.

The study sought to find out from the respondents if as an individual, the outsourcing of ICT
servicesis of benefit to the organization. This question is a direct subject of the study as it shows
the benefits of outsourcing ICT services. The detailed analysis on the individual benefits is in

annex .

4.5 Egtablish the challenges of IT outsourcing in the humanitarian organisations

In the research one of the objectives was to establish the challenges faced by Humanitarian
organizations in relation to ICT outsourcing. Table below cumulatively puts together al the
response on the eight anticipated challenges of ICT outsourcing

Table4.5.1

Non Little Moderate | Large Very Large | Total
Increased Costs 8 28 51 13 23
Delayed Response 2 24 81 14 2
Poor Quality Service 21 69 27 6 0
Reduced Flexibility 3 23 29 62 6
Data security Risk 2 20 14 29 58
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Limited IT experts 12 42 53 12 4

Poor Communication 16 43 46 14 3

Fear of job loss 2 19 24 50 27

Loss of Control 15 7 32 45 24

Cumulative Response 81 275 357 245 147 1105
Table4.5.2

Total percentages

Response Non Little Moderate Large Very Large
percentage 7.33% 24.89% 32.31% 22.17% 13.30%

Pie Chart

CHALLENGES OF ICT OUTSOURCING
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From the responses, 13.30 % of the respondents feel that the ICT services that the

organisations have outsourced have very large challenges; thisis closely followed by 22.17%
who feel that the challenges are large. The biggest percentage of 32.31% feels that the
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challenges are moderate while 24.89% responded that the challenges are little. A good

percentage of 7.33 % fedl that there are no challenges on the services that have outsourced.

The detailed graphs of the challenges experienced by the respondents are in annex I.

4.6 Establish the per ceived challenges even the service has not been outsour ced

The research also sought to establish the perceived challenges from the respondents which

can affect their desire to embrace outsourcing of their ICT services, this was to take into

account respondents who have not outsourced a service but might be having the anticipated

challenges preventing them from recommending the outsourcing option.

Table 4.6.1 Challenges

Strongly Strongly
Agree Agree | Neutral | Disagree | Disagree
Delayed Response 1 42 46 32 1
Fear of job Loss 35 30 33 17 8
Increased cost 26 33 28 30 6
Limited IT experts 12 10 32 48 16
Loss of Control 34 38 27 14 7
Poor
Communication 7 16 51 39 9
Poor Quality
service 1 18 54 47 2
Data Security risk 44 40 29 7 2
160 227 300 234 51 972
Table 4.6.2
Strongly Strongly
Agree Agree Neutral | Disagree | Disagree
0.2335390 | 0.30864 | 0.24074
Aggregate of tota 0.164609053 9 2 1 0.052469136
Percentage 16% 23% 31% 24% 5%
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4.7 Determine the effect of ICT outsourcing on the performance of humanitarian
or ganizations

The research sought to find ways IT outsourcing has affected performance in the

respondent’s respective organizations. From the data received it is it indicates that

outsourcing has an impact on performance of humanitarian organizations.

This is one of the key indicators of an organizations performance, good donor funding is as a

Funding from donors

result of good performance over time.

FUNDING Frequency Percent

31-60 % 29 23.58%
61-90% 46 37.40%
Over 90% 48 39.02%
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From the respondents, 77% indicate that their ICT services are fully funded. This has a direct
relationship with the outsourcing of the key ICT services. This is resulting from prompt

feedback to donors as aresult of efficient systems.
From the table it is noted that the high number that indicated the service is outsourced also

recorded highest level of funding.

Organizationa coverage

COVERAGE Frequency Percentage

> 30% 26 21.14%
31-60 % 17 13.82%
61-90% 46 37.40%
Over 90% 34 27.64%

Respondents who indicated that their organizations have outsourced Software development
are noted that the area of coverage is wide. This might be as a result of the ability to reach a

wide network through improved ICT applications.
Project implementation as per plan

From the table below, those who reported having outsourced Software development
outsourcing reported the highest percentage of project implementation

APPLICATION & OFTWAREDEVELOPMENT="Yes
PROJECTIMPLEMENTATION Frequency Percentage
31-60% 17 18.89%
61-90% 44 48.89%
Over 90% 29 32.22%

ICT operational costs
Those who responded that the IT costs are high are also noted to have reported as having

outsourced ICT services.
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ICT OPERATIONAL COST="High'

Appll(l:Dag\;)erll :F:\ri :rc]);‘tware Frequency Percentage
No 6 13.04%
Yes 40 86.96%
Totdl 46 100.00%

Budget utilization as per plan

This was dtratified between budget utilization and outsourcing of software development.
From the results in table below, it is noted that those who reported over 90% budget

utilization have also had their organizations outsource ICT service.

BUDGET UTELIZATION="Over 90%'

Application and software
development Frequency Percentage
No 14 24.56%
Yes 43 75.44%
Total 57 100.00%

Detailed tablesin the annex I.
Additional suggestions and recommendations

The study sought to find out the impact of information and communication technology
outsourcing on performance of humanitarian organizations. It is recommended from the
results that outsourcing is important for an organization to benefit from some of the latest
technologies, better data backups, stable internet service and better network infrastructure. It
is recommended that more analysis can be carried on the data to have more detailed and item

specific impact on organizational performance.
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CHAPTER FIVE: SUMMARY OF FINDINGS, DISCUSSIONS,
CONCLUSIONS AND RECOMMENDATIONS

5.1 Introduction
The basic purpose of this chapter isto give the summary, conclusions and recommendation of
the study. This was based on the research findingsthat is presented and discussed in the previous
Chapter.

5.2 Discussions

This section comprises of discussion based on the specific research objectives of the study.
The findings reveal that mgjority of the respondents were males, majority of the respondents
are between twenty five and thirty five years who have attained university’s undergraduate
level of education. The findings further reveal that half of the respondents who participated in
the study have worked for 5-10 years.

The findings reveal that over 50 percent of the respondents agreed that outsourcing of ICT
services has benefits to the general performance of the organization. To large extent use of
ICT services has improved the performance humanitarian organization. The study agrees with
the statement that outsourcing of ICT has an important influence on the organization’s
performance. The study findings reveal that mgority of the respondents gave the data
security risk asthe highest challenge.

The performance of organisation performance in terms of funding has a direct relationship
with the ICT service outsourcing, of great interest to note is that respondents who had

services outsourced , reported a higher level of funding.

5.3 Conclusions of the Study
On the basis of the above findings, the following conclusions were made on the influence of
Information and communication technology outsourcing on the performance of humanitarian
organizations in Kenya. The study found out that, the use of ICT outsourcing has benefits which
the humanitarian organizations have adopted to alarge extent hasimproved their performance.
The study found that majority of the respondents of the sampled humanitarian organizations,
appreciate the outsourcing of application and software development the findings affirmed that,

the benefits of outsourcing affects the overall performance of an organization.
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The study affirms that the cost of outsourcing does not necessary reduce after outsourcing, asin

the research it is one of the main concernsis the increased cost of outsourced services.

5.4 Summary of findings

This study aimed at assessing the influence of information and communication technology
outsourcing on the performance of the Humanitarian organizations in Kenya. The task
included; determine the extent to which humanitarian organizations have outsourced their
ICT services establish the benefits of ICT outsourcing in humanitarian organisations,
establish the challenges of IT outsourcing in the humanitarian organisations, and determine
the effect of ICT outsourcing on the performance of humanitarian organizations.

The research reviewed previous studies with a view to establish academic gaps which the present
study sought to bridge. This was done through library research. The procedure included:

Reading, evaluating the methodology employed in terms of design choice, target population,
sample and sampling procedure data collection instruments (that is suitability, validity and

reliability), data collection procedures, data analysis, findings and recommendations.

The study benefited so much from the literature review for it guided the present study by pointing
to areas that need to be investigated. The study employed quantitative research as the main
approach to guide the study. The target sampled respondents were 135 respondents from twenty
seven humanitarian organizations in Kenya. The research instrument used in data collection was a
guestionnaire from the respondents. To ensure validity of the instruments, expert opinion was
sought. Data analysis was started immediately after the field. Data was summarized into
frequencies and percentages and presented in graphs, pie charts and tables.

From the research the following can be noted, the benefits of ICT outsourcing surpass the
challenges. It is also noted that some of the benefits are hidden and one need to do a thorough
review to the underlying benefit. From the ICT outsourcing performance framework, it can be

noted that the control factors also play arolein the overall performance of organizations.

5.5 Recommendations
On the basis of the above conclusions, the following recommendations were made in relation to
Outsourcing of information and communication technology on the performance of humanitarian

organizationsin Kenya.
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From the findings the study recommends that; that organizations need to identify the key
areas within the Information and Communications technology that have the highest benefits
and list challenges or negative impact on the performance

From the findings the study also recommends that Humanitarian organizations should
outsource software development, Mail services to maximize on the benefits that have been

identified by the organizations that are already using the service.

5.6 Areasfor further research

This study sought to assess the influence of information and Communication Technology
outsourcing on the performance of the humanitarian organizations in Kenya. Particularly
analysing the benefits, challenges and influence on performance attempting to bridge the gap
in knowledge that existed. Although the study attained these, it mainly focused on
humanitarian organizations there is need to replicate the study using many other smaller
organizations as to find out, if there are any other factors influencing performance of
humanitarian and communication technology on the performance Kenya. There is need to
conduct study which will attempt to find out if the use of ICT outsourcing in small
organizations will positively impact performance.

It is aso recommended to carry out further research to determine the role of the other control

variables that were not analysed in this research paper.
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BENEFITSOF OUTSOURCING
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V.

Better Data backup
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vii.  Improved response time
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viii.  Reduced ICT costs
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IX. Improved program implementation
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Xi. Information Benefits
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Xxv.  Improved Data Security
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xvii.  Efficient Email Communication
Benefit of Efficient Email communication on outsourcing
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Delayed response
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iv.

V.

Reduced flexibility
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viii.  Fear of job loss
Fear of Job loss
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C) WHAT CHALLENGES OUTSOURCING OF ICT SERVICES CAN LEAD

TO
Increased Cost
INCREASEDCOSTS1 | Freguency Percent
Strongly Agree 26 21.14%
Agree 33 26.83%
Neutral 28 22.76%
Disagree 30 24.39%
Strongly Disagree 6 4.88%
Delayed response
Delayed Response Frequency Percent
Strongly Agree 1 0.82%
Agree 42 34.43%
Neutral 46 37.70%
Disagree 32 26.23%
Strongly Disagree 1 0.82%
Poor Quality service
Poor Quality service Frequency Percentage
Strongly Agree 1 0.82%
Agree 18 14.75%
Neutral 54 44.26%
Disagree 47 38.52%
Strongly Disagree 2 1.64%
Reduced flexibility
Reduced flexibility Freguency Percentage
Strongly Agree 10 8.13%
Agree 50 40.65%
Neutral 42 34.15%
Disagree 20 16.26%
Strongly Disagree 1 0.81%
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v. Data Security Risk

Data Security Risk Frequency Percentage
Strongly Agree 44 36.07%
Agree 40 32.79%
Neutral 29 23.77%
Disagree 7 5.74%
Strongly Disagree 2 1.64%
vi. Limited IT experts
LIMITEDITEXPERTSL Frequency Percent
Stronger Agree 12 10.17%
Agree 10 8.47%
Neutra 32 27.12%
Disagree 48 40.68%
Strongly Disagree 16 13.56%
vii.  Poor Communication
Poor Communication Frequency Percent
Strongly Agree 7 5.74%
Agree 16 13.11%
Neutral 51 41.80%
Disagree 39 31.97%
Strongly Disagree 9 7.38%
viii.  Fear of job loss
Fear of job Loss Frequency Percent
Strongly Agree 35 28.46%
Agree 30 24.39%
Neutra 33 26.83%
Disagree 17 13.82%
Strongly Disagree 8 6.50%

W%




iXx. Lossof Control

Loss of Control Freguency Percent
Strongly Agree 34 28.33%
Agree 38 31.67%
Neutral 27 22.50%
Disagree 14 11.67%
Strongly Disagree 7 5.83%

C.PERFOMANCE TABULATION TABLES

Application & software

development Freguency Percent

No 3 6.52%
Yes 43 93.48%
Tota 46 100.00%
Application& software

development Freguency Percent

No 6 20.69%
Yes 23 79.31%
Tota 29 100.00%
Application & software

development Freguency Percent

No 24 50.00%
Yes 24 50.00%
Tota 48 100.00%

Xvi



ANNEX Il
QUESTIONNAIRE

SECTION A
DEMOGRAPHIC DATA

1. What isyour age bracket in years?

[120-25 [125-35 ] 36-50 [ Over 50
2. For how many years have you worked?
O >1 0 25 J 5-10 [J Over15

3. Whichisyour gender?
[ Mae [ Female
4. What isyour level of education?
(1 O-Level L1 Diploma [ Undergraduate [ Post graduate [ Doctorate

SECTION B

1. Has your organization outsourced any of the following ICT services?, based on the

percentage of the service outsourced select either yes or no (Mark with X)

SERVICE Yes No
i) | Help desk / support services

ii) | Application/ software Development

iii) | Internet Services

iv) | Data Backup services

v) | Network /Infrastructure

vi) | Staff training (On I T issues)

vii)| Printing services

viii] Mailing system services

Add any other not listed above

i)
iii




SECTION C

2. Towhat extend do you agree that outsourcing of the ICT services has benefited your

organization (mark with an X ) (add any omitted in the blank space)

Effect

Non

Little

M oder ate

Large

Very large

Better trained staff

Better helpdesk support

Better Applications Devel opment

iv. | Better Internet service
V. | Better data Backup
vi. | Efficient support
vii. | Improved Responsetime
viii. | Reduced ICT costs
iX. | Improved program implementation
X. | Focuson key mandate
xi. | Information benefits
Xii. | Strategic benefits
Xiii. | Communication benefits
Xiv. | More stability IT services
Xv. | Improved data security
Xvi. | Latest technologies
xvii. | Efficient e-mail communication

Add any other not listed above

XViii.

XiX.

XX.

XXi.

XXil.

XXiii.

XXIV.

XXV.




SECTION D

3. Towhat extend are the following challenges experienced in regard to any of the

outsourced ICT services? (mark with an X) (add any omitted in the blank space)

Challengeﬁ Non Little Moderate | Large | Verylarge
i) | Increased costs
ii) | Delayed Response
iii) | Poor Quality services
iv) | Reduced flexibility
v) | Data Security risk
vi) | Limited IT experts
vii)| Poor Communication
viii) Fear of job loss
iX) | Loss of control

Add any other not listed above

X)

Xi)

Xii)

Xiii

Xiv)

XV)

XVi)

XVii

XVii

XiX)

XX)




4. To what extend do you agree that outsourced ICT service can lead to the challenges
listed below? (mark with an X) (add any omitted in the blank space)

Challeng% Strongly Disagree Neutral Agree Strongly agree
Disagree
i)| Increased costs
ii] Delayed Response

ii| Poor Quality services

iy Reduced flexibility

v] Data Security risk

vi Limited IT experts

vi Poor Communication

vi Fear of job loss

i¥ Loss of control

Add any other not listed above

X

Xi

Xi

Xi

Xi

SECTION E
5. To what level are your donor supported projects funded?
[J Lessthan 30 % [J 31%- 60 % [J 61-90% L] Over 90 %

6. What isyour level of projects/ response to disasters in coverage in Kenya?

] Lessthan 30 % 1 31%- 60% (1 61-90 % L1 over 90 %
7. What percentage of your last one year’s project(s) implemented as per plan?

[J Lessthan 30 % [ 31%- 60% (] 61-90 % L] over 90 %
8. How do you scale your organization’s ICT operational costs?

L] Low L] Average L] high [] very High

9. Doesyour organization utilize the set budget fully as per the set budget lines?

[] Lessthan 30 % [] 31%- 60% [] 61-90 % L] over 90 %



ANNEX 11

List of International Humanitarian Organizations Operating In Kenya
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Action Against Hunger (AAH)

CARE

Caritas Internationalis

Catholic Relief Services (CRS - USCC)
Child Life International

Christian Aid

Danish Refugee Council

Doctors Without Borders

Emergency Nutrition Network (ENN)

. Family Health International

. Feed The Children

. Food For The Hungry International (FHI)

. Goal

. Hunger Plus, Inc.

. Interaction

. International Committee of the Red Cross (ICRC)
. International Federation of Red Cross and Red Crescent Societies (IFRC)
. International Organization for Migration (IOM)

. International Rescue Committee (IRC)

. Lutheran World Federation

. Mennonite Central Committee (MCC)

. Mercy Corps (MC)

. Oxfam

. Refugees International

. Relief International

. Save the Children

. World Vision International
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