Business Process Outsourcing Industry in Kenya: Critical Success Factors

Questionnaire for BPO Consultants

A. General Information

1. Name of the Organisation:__________________________________________
2. Year the organisation was created:___________________________________
3. Name of interviewee:     ____________________________________________
4. Job title:      _______________________________________________________
5. Which of the following services do you offer; 

· Managed services   
· Management                          

· Research including market research
· Marketing                           

· Training 
· Project Management      

· BPO infrastructure development

· Recruitment 
· Others, please specify
i. ___________________________________________________
ii. ___________________________________________________
iii. ___________________________________________________
iv. ___________________________________________________
v. ___________________________________________________
6. Who offers the consultancy services?
· Local staff

· Foreign staff

· Both
7. What is the average number of clients that you serve?
· 0 - 25 

· 25 - 50 

· 50 - 75 

· 75 - 100

· 100 - 250 
· 500-1000 
8. In what stage of growth are most of your clients? 
· Start-up     
· Up-start                     

· Mature 
9. What is the size of most of your clients?                            

· Small scale 
· Medium size

· Large size                       

10. How do you assess the success of your consultancy? 
· Revenue growth

· Number of customers  
· Number of employees 
· Awards attained 

· Others, please specify
i. __________________________________________
ii. __________________________________________
iii. __________________________________________
11. How do your clients assess the success of your consultancy?
__________________________________________________________________
__________________________________________________________________
__________________________________________________________________
12. Is there a regulator for your operations? Yes [  ]   No [  ]
13. If yes, who regulates your operations and how?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________
14. If no, how are consultant services regulated in your country?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________
15. Describe how you cost your services.
· Hourly 

· Daily rate

· Retainer

· Contractual 

· Others, please specify
i. __________________________________________
ii. __________________________________________
iii. __________________________________________
16. To what extent are consultants recognised by the government as key players in growing the BPO industry?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________
Name of Interviewer:	______________________________________________


Date of Interview: 		______________________________________________


Location: 			______________________________________________








