Business Process Outsourcing Industry in Kenya: Critical Success Factors

Questionnaire for BPO Clients

A. General Information

1. Name of the Organisation: ____________________________________________
2. Name of interviewee:  
      ____________________________________________
3. Job title:  


     ____________________________________________
4. Year of formation of the company:  ___________________________________
5. How is your organisation structured to in order respond to the issues of outsourcing?
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

6. Which of the following describes the nature of the process your organisation outsources; 

· Call centres                                    

· Drafting and architectural services
· Contact centres                           

· Software development                

· Data transcription services                    

· Data entry services                    

· Others, please specify
i. ___________________________________________________________
ii. ___________________________________________________________
iii. ___________________________________________________________
iv. ___________________________________________________________
v. ___________________________________________________________
7. For services you selected in 6. above, please indicate your vendors for each service.

	Service
	Vendor

	
	

	
	

	
	

	
	

	
	

	
	


B. Relationship
8. On a scale of 1 – 5 , please rate the importance of the following factors in outsourcing work to a company or a country at large?
[1]Very irrelevant  [2] Irrelevant  [3] Not so important  [4] Important   [5]Very Important

Please circle one that applies 

i. Honesty






[1] [2]  [3] [4] [5]
ii. Reliability   





[1] [2]  [3] [4] [5] 
iii. Fairness






[1] [2]  [3] [4] [5] 
iv. Trust






[1] [2]  [3] [4] [5] 
v. Other (specify)__________________


[1]  [2] [3] [4][ 5]
vi. Other (specify)__________________


[1]  [2] [3] [4][ 5]
9. How do you assess these relationship factors?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

10. How does the BPO vendor assess these factors?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

11. In order of importance please state the three most critical relationship factors when looking for a vendor?

1.___________________________________
2.___________________________________

3.___________________________________

C. Human Resources

12. In order of importance please state the three most critical human resource factors that you consider when determining where to outsource your work or which country to outsource to?

1.______________________________________

2.______________________________________
3.______________________________________

13. Do you participate in the selection of your vendor’s employees? Yes [  ]   No [  ]
14. Is it a requirement from you that agents/supervisors should have certified training? 
Yes [  ]   No [  ]
15. If yes, which training?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

16. Do you send any of your internal staff to train your vendors? Yes [  ]   No [  ]
17. If Yes, Who meets the cost?

___________________________________________________________________
18. Do consider the work environment of vendor employees? Yes [  ]   No [  ]

19. If Yes, what is taken into consideration?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

D. Offshoring and Outsourcing

20. Does your company outsource work offshore or onshore? 

 Offshore
    [  ]

 Onshore      [  ]

21. If offshore, what factors led  your organization to move offshore?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

22. If onshore, what factors led your organization to move onshore?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

23. What factors determine what aspects of work to outsource or move offshore?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

24. In order of importance please list the three critical factors that determine which destination to outsource to or to move offshore to?

1.____________________________________________

2.____________________________________________

3.____________________________________________

25. What is your perception of doing business in Africa?

______________________________________________________________________

______________________________________________________________________

26. What is your perception of doing business in Kenya?

______________________________________________________________________

______________________________________________________________________

27. Which do you foresee your company will do in the next 10 years? 

Continue to outsource work [   ]   
Set up offshore  

          [   ]
Set up inhouse operations     [   ]
28. Please give a reason(s) for this?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

29. Do you foresee the outsourced volumes increasing or decreasing?

Increasing   [   ]

Decreasing  [   ]
30. Please give a reason for this?

______________________________________________________________________
______________________________________________________________________

______________________________________________________________________
31. What are the key pitfalls in offshore outsourcing?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

32. What are the current trends driving the shape of outsourced contact centres?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

33. List three preferred offshore destinations. State why.

_
	Destination
	Reason for preference

	
	

	
	

	
	


34. Would you consider outsourcing any work to Africa? 

Yes [  ]   No [  ]
35. If yes, why?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

36. If no, why?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

37. Would you consider outsourcing any work to Kenya?

Yes [  ]   No [  ]
38. If yes, why?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

39. If no, why?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

40. Do you see a need for alternative offshore outsourcing destinations to be developed?
Yes [  ]   No [  ]
41. If Yes, Do you have any preference of place/continent?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

42. Who is your first point of contact when looking for an outsourcing destination?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

43. Has your company outsourced to a destination(s) and later withdrawn? 
  Yes [  ]   No [  ]
If yes, please answer questions 44 to 45;

44. Which destination(s)

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

45. Why did you withdraw?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

46. What is the jurisdiction of the laws that apply when disputes arise between the client and the supplier?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________
47. Within this jurisdiction what are the laws that govern the BPO sub sector in your country?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________
48. Which laws constrain the BPO subsector in your country and why?
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________
49. Do you have any age, gender, etc dynamics that interest you in selection of who to outsource to? Yes [  ]  No [  ]
50. If yes, please state them

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

51. What is the future of outsourcing?
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________
52. Has the meaning of outsourcing changed over time?
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________
E. BPO Associations
53. Are you a member of any association(s)? 
Yes [  ]  No [  ]
54. If yes, which associations or societies?
______________________________________________________________________

______________________________________________________________________

55. On a scale of 1 – 5, please rate the importance of BPO associations in determining where you outsource to?



 
[1] Very irrelevant     [2] Irrelevant     [3] Not so important    [4] Important   [5] Very Important

F. Financial
56. Do you run your own offshore centre?
Yes [  ]  No [  ]
57. If yes, when setting up, what are the three key elements of your investment in a country?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

58. On a scale of 1 – 5 , please rate the importance of the cost of bandwidth to your business in an offshore operation? 
[1] Very irrelevant     [2] Irrelevant     [3] Not so important    [4] Important   [5] Very Important

59. How often do you pay your vendors?

______________________________________________________________________

60. What is the preferred payment mode when paying your vendors?

______________________________________________________________________

61. What measures do you put in place to ensure good service delivery from your vendors?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

62. What are the three key expenses in your operation?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

63. Which do you do;
Provide your vendors with the necessary tools e.g. software           [   ] 
Expect them to purchase the necessary tools 


   [   ]
Both 





                                       [   ]

64. If you expect vendors to  purchase the necessary tools, do you finance this?  










Yes [  ]  No [  ]
65. What aspects of your vendor’s operation do you finance when starting?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

66. Does your company’s CSR policy play any role in determining where you outsource your work?   Yes [  ]  No [  ]
67. If Yes, how?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

G. Communication, language and culture
68. On a scale of 1 – 5, please rate the importance of communication skills when determining who or where to outsource to?









[1] Very irrelevant     [2] Irrelevant     [3] Not so important    [4] Important   [5] Very Important
69. Has language been important in choosing an outsourcing destination? Yes [  ] No [  ]
70. If yes, why?
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

71. Has accent been important in choosing an outsourcing destination? Yes [ ] No [ ]
72. If yes, why?
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

73. Is the use of more than one language in a country a determining factor when outsourcing?       






Yes [  ]  No [  ]
74. Does the culture of a country play any role in your decision on where to outsource to? 








Yes [  ]  No [  ]
75.  If yes, how?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

76. How do you bridge the cultural (mindset) gap with the vendor?
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

H. Service delivery
77. On a scale of 1 – 5, please rate the importance of the following factors in delivering services as per contract? 
[1]Very irrelevant  [2] Irrelevant  [3] Not so important   [4] Important   [5]Very Important

 Please circle one that applies 

i. Project management




[1]  [2]  [3] [4] [5]
ii. Standards






[1]  [2]  [3] [4] [5] 
iii. Performance benchmarks (targets) 


[1]  [2]  [3] [4] [5] 
iv. Contract administration




[1]  [2]  [3] [4] [5] 
v. Other (specify)________________



[1]  [2]  [3] [4] [5]
vi. Other (specify)________________



[1]  [2]  [3] [4] [5]
78. In order of importance please state the three most critical service delivery factors?

1.__________________________________

2.__________________________________

3.__________________________________

79. Do you set standards for your vendor(s)? Yes [  ]  No [  ]
80. If yes, how do you set this standards?

_____________________________________________________________________
_____________________________________________________________________
81. What is the typical duration of your contracts with vendors?
_____________________________________________________________________
I.   Size

82. Is size important when choosing a vendor?  Yes [  ]  No [  ]
83. If yes, please select and indicate the factors you consider?
Number of seats     


[  ]                      ______________
Turnover (in USD)
            
[  ]                      ______________

Number of employees


[  ]                      ______________

Number of clients


[  ]                      ______________

Other(specify)______________ 
[  ]                      ______________

Other(specify)______________ 
[  ]                      ______________

84. Is scalability an important aspect when selecting a vendor? Yes [  ]  No [  ]
85. Please give a reason(s) for your answer

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

J. Process of BPO Business Development 
86. Are you willing to outsource to a start-up company in business for less than one year?       








 Yes [  ]  No  [  ]
87. If no, why?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

K. National level factors
88. On a scale of 1 – 5, please rate the importance of the following factors in encouraging you to set up offshore or to outsource work offshore?
[1]Very irrelevant  [2] Irrelevant  [3] Not so important  [4] Important  [5]Very Important

Please circle one that applies 

i. Policy framework 




[1]  [2]  [3] [4] [5]  
ii. Legal framework




[1]  [2]  [3] [4] [5] 
iii. Internet infrastructure




[1]  [2]  [3] [4] [5] 
iv. Tax regime





[1]  [2]  [3] [4] [5] 
v. Education system




[1]  [2]  [3] [4] [5] 
vi. Labour market





[1]  [2]  [3] [4] [5]
vii. Other (specify)_________________


[1]  [2] [3] [4] [ 5]
viii. Other (specify)_________________


[1]  [2] [3] [4] [ 5]
89. What is the key legal framework aspect your business requires to outsource offshore?
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

90. Does the size of the labour market influence your decision on where to outsource your work or where to set up an offshore company? 

Yes [  ]  No  [  ]
91. If yes, how?
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

92. Does the education system influence your decision on where to outsource or set up an offshore company? 






Yes [  ]  No  [  ]
93. If Yes, what is your preference?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

L.  Support by national institutions

94. On a scale of 1 – 5, please rate the importance of the following factors in determining whether to go offshore?
[1]Very irrelevant   [2] Irrelevant   [3] Not so important   [4] Important   [5]Very Important

Please circle one that applies 

i. Tax incentives





[1]  [2]  [3]  [4] [5]
ii. Facilities 

a. BPO parks 





[1]  [2]  [3]  [4] [5]
b.  Incubator centers




[1]  [2]  [3]  [4] [5] 
c.  ICT and bandwidth 



[1]  [2]  [3]  [4] [5]
d. Credit 





[1]  [2]  [3]  [4] [5]
iii. Training






[1]  [2]  [3]  [4] [5]
iv. Exposure 






[1]  [2]  [3]  [4] [5]
v. Other (specify)__________________


[1]  [2] [3]   [4] [ 5]
vi. Other (specify)__________________


[1]  [2] [3]   [4] [ 5]
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Name of Interviewer:	______________________________________________


Date of Interview: 		______________________________________________


Location: 			______________________________________________
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