Business Process Outsourcing Industry in Kenya: Critical Success Factors
Questionnaire for BPO Vendors
A. General Information
1. Name of the Organisation: _________________________________________________
2. Name of interviewee:  _____________________________________________________
3. Year the organisation was created:__________________________________________

4. The organization structure

Kindly provide us with the organizational structure

5. Which of the following describes the nature of the service your organisation provides. 
· Call centres                                    
· Drafting and architectural services
· Contact centres                           
· Software development                
· Data transcription services                    
· Data entry services                    

· Others, please specify
i. ___________________________________________________________
ii. ___________________________________________________________
iii. ___________________________________________________________
iv. ___________________________________________________________
v. ___________________________________________________________
6. For services you selected in 5. above, please indicate your key clients for each service.
	Service
	Key clients

	
	

	
	

	
	

	
	

	
	

	
	


B. Relationship
7. On a scale of 1 – 5, please rate the importance of the following factors in obtaining contracts.
(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]
8. How do you assess these relationship factors?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

9. How does the BPO client assess these relationship factors?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

10. How did you acquire the initial trust and credibility?
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

11. In your view, what is the most critical relationship factor when considering a Joint Venture?

______________________________________________________________________

12. In order of importance please state the three most critical relationship factors?
1._________________________________

2._________________________________

3._________________________________

C. Human Resources

13. On a scale of 1 – 5, please rate the importance of the following factors in obtaining contracts.
(1) Very irrelevant     (2) Irrelevant     (3) Not so important    (4) Important   (5) Very Important

Please circle one that applies 

i. Education level




[1]  [2] [3] [4][ 5] 
ii. Business skills and experience

     
[1]  [2] [3] [4][ 5]
iii. Level of ICT skills and experience


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





[1]  [2] [3] [4][ 5]
v. Staff retention




[1]  [2] [3] [4][ 5]
vi. Teamwork 





[1]  [2] [3] [4][ 5]
vii. Other (specify)__________________________
[1]  [2] [3] [4][ 5]
viii. Other (specify)__________________________
[1]  [2] [3] [4][ 5]
14. How do you assess these factors?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

15. How does the BPO client assess these factors?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

16. How do you recruit your staff?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

17. Does your operation provide for flexible hours? Yes [  ]   No [  ]

18. What is the average number of working hours in any shift in your organization?

______________________________________________________________________

19. Where do you train your staff?

______________________________________________________________________

______________________________________________________________________

20. Please describe the role of continuous training in your business.
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

21. On a scale of 1 – 5, please rate the importance of in-house training compared to other forms of training.
[1] Very irrelevant     [2] Irrelevant     [3] Not so important    [4] Important   [5] Very Important

22. Please describe the role of teamwork and work ethics in delivering services.
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

23. Please describe the mechanisms to ensure staff retention. 
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

24. In order of importance please state the three most critical human resource factors?
1._______________________________________
2._______________________________________

3._______________________________________

D. Marketing and Partnering 

25. Please describe how you identified the initial opportunities.
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

26. On a scale of 1 – 5, please rate the importance of the following factors in generating business.
(1) Very irrelevant     (2) Irrelevant     (3) Not so important    (4) Important   (5) Very Important

Please circle one that applies 

i. Online marketing




[1]  [2] [3] [4][ 5] 
ii. International business events

     
[1]  [2] [3] [4][ 5]
iii. Regional and global partners


[1]  [2] [3] [4][ 5]
iv. Physical presence




[1]  [2] [3] [4][ 5]
v. Time zone





[1]  [2] [3] [4][ 5] 
27. What type of physical presence e.g. (marketing agency) do you have? 
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

28. Have Diaspora networks played important roles in securing contracts? Yes [  ] No[  ]
29. If yes, please describe these roles.
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

30. Please describe the role of other networks in securing contracts.
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

31. In order of importance please state the three most critical factors in effective marketing?
1.____________________________________

2.____________________________________

3.____________________________________

32. Do you market your services within your country? Yes [  ] No [  ]
33. If yes, which sectors do you target?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________
______________________________________________________________________
34. Please state the countries  you target for business and give reason(s) for this.?
	Country
	Reason(s)

	
	

	
	

	
	


35. Please describe the aspects of your organization that you emphasize on when marketing?
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________
E. BPO Associations

36. Are you a member of any association(s)? Yes [ ]  No [ ]
37. If yes, which association or societies?

______________________________________________________________________

______________________________________________________________________

38. On a scale of 1 – 5, please rate the importance of BPO associations/societies in marketing your organisation.
[1] Very irrelevant     [2] Irrelevant     [3] Not so important    [4] Important   [5] Very Important

F. Financial
39. On a scale of 1 – 5, please rate the importance of capital investment and operational cost in getting initial contracts.

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

40. Which do you prefer?

To purchase your own office space  
    [   ]

To use business parks                               [   ]
41. Please give a reason for this preference?

______________________________________________________________________

______________________________________________________________________

42. Please describe how you do your product/service pricing.
______________________________________________________________________

______________________________________________________________________

43. How do you know prices of competitors in the local market?
______________________________________________________________________

______________________________________________________________________
44. Would you charge local clients the same as international/regional clients? 
Yes [  ] No [  ] 
45. If no, how would you determine what to charge?

______________________________________________________________________

______________________________________________________________________

G. Communication, language and culture
46. Please describe the role of communication skills in getting contracts.
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

47. How have communication skills been developed among staff?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

48. Please describe the role of language in selecting your clients?
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

49. On a scale of 1 – 5, please rate the importance of the use of Information and Communication Technology (ICT)s in   communication.

[1] Very irrelevant     [2] Irrelevant     [3] Not so important    [4] Important   [5] Very Important
50. Please indicate with numbering (where 1 indicates the most critical) the three most critical ICTs in maintaining communication with clients from the list below?

Email



 


[   ]
FTP






[   ]
VOIP






[   ]
Chat e.g. yahoo, gmail, skype



[   ]
Plain old telephony 




[   ]
Other (specify)_________________


[   ]
Other (specify)_________________


[   ]

51. How do you bridge the cultural (mindset) gap with the clients?
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

H. Service delivery

52. 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]
53. Please describe the role of standards in service delivery. 

______________________________________________________________________

______________________________________________________________________

54. How were standards developed?

______________________________________________________________________

______________________________________________________________________

55. In order of importance please state the three most critical service delivery factors?

1.______________________________________________________________________

2.______________________________________________________________________

3.______________________________________________________________________
I. Size

56. On a scale of 1 – 5, please rate how important the size  of the business was:
(1) Very irrelevant     (2) Irrelevant     (3) Not so important    (4) Important   (5) Very Important
Please circle one that applies
(a)  Initially?






[1]  [2] [3] [4][ 5]
(b)  Currently in getting new contracts 


[1]  [2] [3] [4][ 5]
J. Process of BPO business development
57. Which were the key driving forces at start-up?
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

58. Which were/are the key driving forces at the development stage?
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

59. Which were/are the key driving forces at maturation stage?
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

K. Joint Ventures and Partnerships
60. Which do you prefer?

To enter a market on your own 





     [   ]

To enter a market through a joint venture with an existing local company  [   ]

61. Please give a reason(s) for this preference

______________________________________________________________________

______________________________________________________________________

62. In order of importance, please list three key factors when looking for in a partner for a joint venture?

1.________________________________

2.________________________________

3.________________________________

63. How do you select your outsourcing partners?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

L. National level factors

64. On a scale of 1 – 5, please rate the importance of the following factors in creating a conducive environment for BPO business.
(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. Credit 






[1]  [2] [3] [4][ 5]
viii. BPO infrastructure 




[1]  [2] [3] [4][ 5]
ix. Technology 





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


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


[1]  [2] [3] [4][ 5]
65. Please describe how you handled tax, especially VAT and income tax?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

66. Do you think the telecommunications infrastructure, its cost and bandwidth availability affect the growth of the BPO sector ?  Yes [  ]  No [  ]   
67. If yes, please explain?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

68. What are current policies and regulations governing the establishment and operations in the BPO Sector?
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________
69. How have these policies and regulations affected the growth of the BPO sector?
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
70. Please name the most critical national institutions in providing support for BPO operation and the services they provided.

	Institution
	Service provided

	
	

	
	

	
	

	
	


71. Which of the following affects your global cost competitiveness?
i) Tax 







[  ]
ii) Cost of labour





[  ]
iii) Communication costs




[  ]
iv) Energy cost






[  ]
v) Other (specify)_________________
vi) Other (specify)_________________
M. General Outsourcing Questions
72. What resources would you need to enhance your outsourcing proficiency?
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

73. Please give the overall assessment of your organizational experience with outsourcing.
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

74. From your experience, what are the measures of assessing client satisfaction beyond contractual success?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

75. What influences outsourcing client satisfaction beyond “faster and cheaper”?

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

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

______________________________________________________________________

______________________________________________________________________

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

______________________________________________________________________

______________________________________________________________________
78. Which laws the constrain the BPO sub-sector in your country and why?
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________
79. What role do you think cyber cafes will play in this sector?
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

80. What is the future of outsourcing? 
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

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

______________________________________________________________________

______________________________________________________________________[image: image1.png]















Name of Interviewer:  ______________________________________________


Date of Interview: 	    ______________________________________________


Location: 		    ______________________________________________
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