Business Process Outsourcing Industry in Kenya: Critical Success Factors

Questionnaire for BPO Client Associations


A. General Information

1. Name of the association:___________________________________________
2. Name of interviewee:_____________________________________________
3. Job title:_________________________________________________________
B. Formation of Association

4. When was it formed?

       _____________________________________________________________       

5. Why was this association formed?

_____________________________________________________________________  _____________________________________________________________________
      _____________________________________________________________________          

6. What are your objectives?

_____________________________________________________________________  _____________________________________________________________________
_____________________________________________________________________     _____________________________________________________________________ 
7. What benefits do you provide to your members?
_____________________________________________________________________  _____________________________________________________________________
      _____________________________________________________________________ 
_____________________________________________________________________         
8. Please provide us with a list of all your members

C. Size

9. What is the total number of your members?

      0-50[  ]   50- 100 [  ]   100-250 [  ]    250- 500 [  ]   500-1000 [ ]

10. Do you categorize your members? Yes [  ]  No [  ]
If yes , please answer questions 11 to 13; 

11. How do you categorize your members?
_____________________________________________________________________  _____________________________________________________________________
_____________________________________________________________________  
12. Why these categories?

_____________________________________________________________________  _____________________________________________________________________
_____________________________________________________________________     
13.  How many members do you have in each category?

 _____________________________________________________________________  
_____________________________________________________________________     

14. Do you allow organizations/individuals from other countries to join?      

        






     Yes [  ]   No [  ] 
15. If yes, is there any added benefit to your members?

_____________________________________________________________________  _____________________________________________________________________
      _____________________________________________________________________            

D. Offshoring & Outsourcing
16.  What support does your association give to members who are looking to outsource offshore?
_____________________________________________________________________  _____________________________________________________________________
      _____________________________________________________________________ 
_____________________________________________________________________     
17. Do you have partnerships with associations from other countries? Yes [  ]  No [  ]
18. If yes, please mention them?
_____________________________________________________________________  _____________________________________________________________________
_____________________________________________________________________ 
_____________________________________________________________________   
19. What is the general perception of Africa by your members?    
_____________________________________________________________________  _____________________________________________________________________
_____________________________________________________________________ 
20. Have any of your members considered outsourcing to Kenya? Yes [  ]  No [  ]
21. If yes, why?
_____________________________________________________________________  _____________________________________________________________________
_____________________________________________________________________ 
22. If no, why?
_____________________________________________________________________  _____________________________________________________________________
_____________________________________________________________________ 
23. What activities does your association organize, specifically for members who are looking to outsource? 

_____________________________________________________________________  _____________________________________________________________________
_____________________________________________________________________ 
24. Do you provide country information to members who are looking to outsource?
Yes [  ]  No [  ]
25. If yes, what sort of information?
_____________________________________________________________________  _____________________________________________________________________
26. Do you organize trade missions for your members who are exploring offshore outsourcing? Yes [  ]  No [  ]
27. If yes, what factors do you consider when selecting countries to visit on trade missions?
_____________________________________________________________________  _____________________________________________________________________
_____________________________________________________________________ 
_____________________________________________________________________

28. Which investment organizations or industry associations in the target country would be your first point of contact when organizing an outgoing trade mission?
_____________________________________________________________________  _____________________________________________________________________

29. Do you provide support to your members who set up captive centres offshore?
Yes [  ] No [  ] 
If yes, please answer questions 30 and 31
30. What support do you provide?
_____________________________________________________________________  _____________________________________________________________________
_____________________________________________________________________ 
31. Do these offshore captives join the local industry association? Yes [  ]  No [  ]
E. Government Linkages
32. What role does your organization play in policy making for the industry?
_____________________________________________________________________  _____________________________________________________________________
_____________________________________________________________________ 
33. Have you successfully lobbied government? Yes [ ]  No [ ]
If yes, please answer questions 34 to 36

34. In what areas have you lobbied?
_____________________________________________________________________  _____________________________________________________________________
_____________________________________________________________________ 
35. Have these been implemented? Yes [  ]  No [  ] 
36.  If no, why?
_____________________________________________________________________  _____________________________________________________________________
_____________________________________________________________________ 
37. Has your country’s education system been modified to prepare young people for employment in this sector? Yes [  ]  No [  ] 
38. If yes, how?
_____________________________________________________________________  _____________________________________________________________________
_____________________________________________________________________ 
F. Capacity Building

39. Do you provide training for your members? Yes [  ]  No [  ]
If yes, please answer questions 40 to 41 
40. What sort of training?
 _____________________________________________________________________  _____________________________________________________________________
_____________________________________________________________________ 
41. How often? 

_____________________________________________________________________  
42. Do you have information sessions regarding specific offshore outsourcing destinations? Yes [  ] No [  ] 

43.  Do you have an information resource centre? Yes [  ]  No [  ]
If yes, please answer questions 43 to 49
44. What sort of information is available to members in this information resource centre?
_____________________________________________________________________  _____________________________________________________________________
_____________________________________________________________________ 
45. Is the information resource centre online? Yes [  ]  No [  ] 

46. How many of these resources are dedicated to the subject of outsourcing?
_____________________________________________________________________  _____________________________________________________________________
_____________________________________________________________________ 
47. What are the sources of your information regarding offshore destinations?
_____________________________________________________________________  _____________________________________________________________________
48.  Do you regularly update this information? Yes [  ]  No [  ]
49. If yes, how often do you update this information?

_____________________________________________________________________  
G. Services

50. Which of the following describes the nature of services your members outsource
· Call Centres

· Drafting and architectural services
· Contact Centres

· Software Development

· Data transcription services
· Data entry services
· Others, please specify
i. ___________________________________
ii. ___________________________________
iii. ___________________________________
iv. ___________________________________
v. ___________________________________
51. What are the top 5 industries that are outsourcing?

i. ___________________________________
ii. ___________________________________
iii. ___________________________________
iv. ___________________________________
v. ___________________________________
52. Do your members have preference for different countries for some services?
Yes [  ]  No [  ]
53. If yes, please give reasons for this preference and examples
_____________________________________________________________________  _____________________________________________________________________
_____________________________________________________________________ 
54. Which countries are your members in the Financial services industry outsourcing to and why these countries?
	Country
	Reason(s) for outsourcing to this country

	
	

	
	

	
	

	
	

	
	











Name of Interviewer:  ______________________________________________


Date of Interview: 	    ______________________________________________


Location: 		    ______________________________________________
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