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ABSTRACT
The study examined contract management and its contribution to service delivery in Urban Local Government Authorities in Uganda, using Kampala Capital City Authority (KCCA) as a case study. The objectives of the study were to establish the influence of contract monitoring, contract payments, contract termination/closure on service delivery in KCCA. The study used a case study design where both quantitative and qualitative approaches were adopted on the population of KCCA officials and members of the public in the five divisions of KCCA. The study found out that KCCA complied in some cases for effective contract monitoring, contract accounting and contract termination/close out expectations yet in some cases it did not. The prevailing contract monitoring, contract accounting and contract termination/closure practices had a significant influence on service delivery in KCCA. The study concluded that the prevailing contract monitoring, accounting and termination/close out situation in the entity significantly influenced service delivery in urban authorities in Uganda and effort was needed by the urban authorities to effectively monitor contracts while complying to contract accounting and termination/ close out conditions. The study recommended that the PPDA Authority, Ministry of Local Government, Urban Local Authorities, and other interested stakeholders should strive to perform their roles and ensure that urban authorities through their accounting officers, enforce their mandatory and contractual roles of contract monitoring, contract accounting and contract termination/close out. Other studies need to be conducted to establish the extent to which the public procurement laws could have contributed to the variance in
  Service delivery. CHAPTER ONE
INTRODUCTION
1.0. Introduction
The study examined contract management and its contribution to service delivery in Urban Local Government Authorities in Uganda using Kampala Capital City Authority as a cae study. Contract management is the independent variable while service delivery is the dependent variable. Contract management is vital in the service delivery to the public by any government entity in its area of jurisdiction (OECD, 2005, World Bank, 2005). Thus the satisfaction of the obligations through contract monitoring, accounting and termination or close out by the parties (public entity and contractor) is an indispensable activity which ensures that tax payers’ money delivers value for money significantly in quality, responsiveness and cost effectiveness of public services by the central and local authorities (Macionis & Millican, 1990; Thai, 2004; Agaba and Shipman, 2007). 
In this chapter the background to the study and statement of the problem are presented. The purpose of the study, research objectives, research questions, research hypothesis, significance of the study, scope of the study, justification of the study and operational definitions of terms and concepts are also presented.
1.1 Background to the study	
1.1.1 Historical Background 
Contract management world over has been evolving in its approach and emphasis for effective service delivery in government agencies (Thai, 2004). Thus contract management by the public sector is not a new concept in the administration of most government jurisdictions. Macionis and Millican (1990) contends that many services have traditionally been contracted to the private sector by the various State operated service jurisdictions. These include medical services, cleaning services, maintenance agreements for electronic equipment, vehicle supplies and their servicing, management consultants.
In most European countries by the turn of the 19th century government service delivery began to be liberalized by engaging the private sector in the delivery of services through formal contracts awarded and monitored by the government departments such as health service delivery, leisure facilities, infrastructure development (Dutfield, 1992; Harboard, 1994; Darwin, Duberley & Johnson, 2000; OECD, 2005). In the United States of America, contracting and monitoring of government services took precedent 1n 1920 when contracting/outsourcing was perceived to be “the real way to do business”, although different states adopted the practice of contracting of state services at later dates (Heinbuch, 1996), Asian countries especially Japan and China equally by the turn of the 19th century had began involving private contractors in the delivery of public services (Lee, 1996) Yet in Africa, colonial powers introduced similar service delivery through contactors from mainly the colonizing country for civil works, supply of goods and services since the local capacity was not well developed (Hunja, 2003; OECD, 2005; World Bank, 2005). 

Service delivery through private contracting by public sectors was nevertheless still constrained in developing countries and the public demanded for better service delivery through effective contract management .In the 1990s the contract had become a key feature in the restructuring of most public sectors worldwide (OECD, 2002; Odiambo & Kamau, 2003). In support Johnson and Duberley (2000) noted that currently available literature demonstrates awareness that the implementation of contracting must entail new forms of management control and organizational structure which involve new patterns of intra- and extra-organizational relationships. Contract management in all countries therefore became a focus because it was a means of ensuring and serving national interest and needs in form of service delivery. Governments world over acknowledged and recognized the need to examine contract management processes to make it accountable to all stakeholders (Thai, 2004; Agaba and Shipman, 2007).
Odiambo and Kamau (2003) stress that contract management in the East Africa by 1970 was clearly undertaken by outside agents mainly the Crown Agents to supply post colonial government’s needs through centralized supplies offices largely responsible for procurement contract management in their ministries.  Major government procurements were done through the Central Tender Board (CTB). In Uganda, before or until 1990, the CTB was the chief overseer of awarded government contracts. Given its weakness to oversee among others, effective contract management, the year 1990 saw the introduction of the Directorate of Central purchaser under statute No 3. It was charged with responsibility to procure and monitor government works, goods and services. In 1993 it was transformed into a corporation, the Central Government Purchasing Corporation. In 1997, the Swiss Procurement company was contracted by Ministry of finance to advise on among other public procurement contract management (Agaba and Shipman, 2007).
To date, there exists the Public Procurement and Disposal of Public Assets (PPDA) Act, and Regulations, 2003 within which there exists provisions relating to contract management; a PPDA Authority an institution to oversee effective contract management; Local Government PPDA Regulations of 2006. There also exists an accounting officer, the procurement and disposal entities PDE, the contracts committee, procurement and disposal unit PDU, user departments and the negotiation team. Each of these institutions has distinct roles, duties and responsibilities in public procurement contract management aimed at effective service delivery to citizens (PPDA Act and Regulations, 2003; Local Government PPDA Regulations, 2006) but you find that service delivery is still constrained. 
1.1.2. Theoretical background 
The study was guided by the contracting theory proposed by Macaulay (1963) which asserts that contracts vary considerably depending on the contracting parties, scope of contract and type of relationship. Macaulay (1963) asserts that a complete contract comprises numerous documents that specify responsibilities, key performance indicators, compensation principles and management routines that the parties to the contract will perform. The contract theory and practice underpinned this study as it espouses the concepts of contract monitoring as a responsibility of a PDE (Urban Local Government Authorities) that should undertake to derive the contractual outcomes. The contracting theory further suggests the concept of compensation which denotes payment/accounting by the PDE while contract termination/closure depending on the extent of performance of the contract as per the standard Service Levels Agreements. 
1.1.3. Conceptual Background
Contract management ought to be a business process within a political system and has major considerations of integrity, national interest and effectiveness. Government being the single largest buyer in any country has developed systems of contracting in the delivery of its services to its citizens with fairly elaborate contract management laws, regulations and guidelines (Odiambo & Kamau, 2003; PPDA Act, 2003; Thai, 2004).
A contract refers to a promise or agreement for which the law establishes enforceable duties and remedies (Macaulay, 1963). Mark (2003) defines contract management as the process of monitoring performance in terms of quality and demand delivery; effecting acceptance and payments, initiating amendments and orderly resolution of any disputes that may arise in the overall process. Contract management ensures that all residual obligations such as warrantees, guarantees and after sale services and support are clearly defined in terms of responsibility, liability, procedures and timeframe (Penepacker, 2005). Thai (2004) noted that contract management consists of contract initiation through initiation of work, modifications or orders; contract monitoring; payment/accounting and contract termination or closeout. 

Contract monitoring involves the procurement official or designated contract administration team carefully monitoring contractor performance in relation to quality, schedules, acceptance, conflict, contractor performance, changes, budgets and payments (Thai, 20043). According to Mark (2003) procurement contract management call for enhanced supplier performance visibility through PDE activities based on dynamic supplier performance metrics. By continually measuring supplier compliance to the terms of the contract, the entity can identify problems at an early stage. Accordingly, Smith (2003) observes that procurement contact management requires the PDE and other stakeholders to dynamically check that suppliers are performing to contractual terms and conditions. Thus by creating a repository with all contract information, the PDE can monitor contract compliance at the transaction level.

Payment involves the Procurement and disposal unit honoring their financial obligations to the contractor to enable the service provider make the deliveries. There three forms of payment namely; advance payment which is in a form of credits to the supplier by the purchasing organisation, interim payment (frequently used in contracts for construction, capita; equipment, certain professional services and other labor intensive contracts) and final payment authorized only when the contract is closed out (work or products already delivered, tested, inspected and installed). The procurement officials who in most cases know when the contract needs to be paid have to authorize any payment (Thai, 2004).

Contract termination can arise if a party to the contract fails to perform according to the contractual obligations or provisions which legally they may have breached and are in default.  In the event that the parties to the contract satisfied their obligations, the contract has to be closed out. Contract closure involves several considerations and activities and a contract before closure have to meet the following requirement; all contractual issues have been met, all changes have been incorporated into the final document, all deliverables have been received, all bailed assets and classified documents have been returned and final payment has been made. The procurement official or the contract administrator writes formal closure documents which should contain a narrative identifying and discussing the contractor’s strength and weaknesses in the performance of the contract for further consideration of the contractor (Thai, 2004; Nirmal, Young & Hae, 2006).

Service delivery is a broad concept but in a public entity perspective, it relates to the level of responsiveness, quality of service, and cost effectiveness of the service or public goods and works (Mark, 2003). Responsiveness stresses that PDEs should endeavor to meet the aspirations, expectations and needs of the community served by the procurement (Smith, 2003) while Quality is defined as the measure of the fitness of the service or product to fulfill the purpose defined in the procurement or conformance to established requirements (Dean & Bowen, 1994; Carmen, Enrique & Maria, 2005). By avoiding dealing with indications of special merit, excellence, or degree of satisfaction, this definition provides a basis of measurement, i.e. the purpose defined in the procurement is either satisfied or not satisfied. Quality is equally considered as fitness for purpose (Rwelamila, 1995; Walker & Keniger, 2002). Cost effectiveness on the other hand demands that public resources invested in acquisitions should bring value for money at a lesser or realistic cost from the limited government budget (PPDA, Act and Regulations, 2003)
1.1.4. Contextual background
Urban Local Government Authorities in Uganda as Procuring and Disposal Entity (PDE) are responsible for the management of all the awarded contracts in the delivery of (that include but not limited to education, medical and health, water and sanitation, and road and other physical infrastructure) services under their areas of jurisdiction using their user departments, procuring and disposal units and the executive (Local Government Act, 1997 as amended). To this effect, urban authorities are responsible for the monitoring, accounting and termination/closure of the contract based on the guidelines provided for in the PPDA Act of 2003 and local government PPDA Regulations of 2006 although significant service delivery failures are evident even with legal provisions on contract management aimed at ensuring value for money. 
The Local Government PPDA Regulations of 2006, Part VIII, provides for guidelines on contract management but it has continuously been noted that KCCA and its contractors have persistently encountered problems in their contractual obligations which has jeopardized service delivery in the city divisions. In the case between KCCA and Eclipse/EDIL Soil JVC Co. Ltd the service provider, the judgment observed that KCCA did not make any payments to the contractor for the civil works till November 2003, implying breach of contract by KCCA and yet the city engineers did not take personal efforts to monitor the performance of the contractor. KCCA lost the case, and also the civil works were not completed yet funds were lost to a legal suit compensation (Judgment by Hon Justice Yorukamu Bamwine delivered on 9th February 2007. Eclipse/EDIL Soil JVC Co. Ltd V Kampala City Council (HCT-00-CC-CS-0256-2005) [2007] UGCommC 14 (9 February 2007). 
Similarly, an investigation on KCCA by the PPDDA authority on street lighting noted that it was difficult to ascertain the performance of the provider concerning revenue remittances for the years 2003/ 2004/2005 yet it was noted that the Accounting Officer of KCCA failed to put in place proper contract management mechanism to check and report on the performance of the contractor (PPDA Authority findings on investigation on KCCA Street parking management, 2006). In the same vain, the Auditor General (AG) report noted uncollected revenue from the Taxi park/parking operations: it was noted that Taxi park operations continued to be managed by UTODA and by the end of the financial year under consideration, a total of Shillings 557,293,000 remained unmerited by UTODA in relation to the debt outstanding as reported in Auditor general’s previous report of 2001/02 financial year. Although this debt was reduced to  Shillings 335,293,000 between Nov 2003 and Feb 2004, it was noted that the contract for UTODA to manage the Taxi Park operations expired in Sept. 2003 yet UTODA continued to manage the Taxi Park without any contractual agreement with KCCA.
 On street parking the AG report noted that Payment for the month June 2003 remained outstanding by end of the financial year, thus defaulting on its bid/offer terms. Meanwhile, sh 70 million remained uncollected from Green Boat Entertainment, the firm formerly contracted to manage Street parking.  The researcher observed that this phenomenon has existed for time not only in KCCA but other urban authorities which prompted this study to examine the influence of contract management on service delivery in urban authorities (AG report, 2005).  


1.2. Statement of the problem 
       The Local Governments (PPDA Regulations) 2006, subsection 119, provides the contract management structure and clearly spells out the functions of the contract supervisor.  LG (PPDA) Reg. 119 (1) provides that after a contract has been placed, contract management, except the capacity to amend or terminate, shall pass from the accounting officer to a user department. To this effect, urban authorities are responsible for the monitoring, accounting and termination/closure of the contract based on the guidelines provided for in the PPDA Act of 2003 and local government PPDA Regulations of 2006. 
Despite the Local Government PPDA Regulations of 2006 (Part VIII) guidelines on contract management, most services, goods and works contracts in KCCA have not yielded the desired results of providing quality services, realization of value for money and responsiveness (PPDA Report on KCCA, 2006). It is not uncommon for roads which have been rehabilitated to develop portholes within the first month of their commissioning and street light failing to work within the one week of their reinstallation, heaps of waste uncollected in the various city divisions, health centres with patients without beds and drugs and government schools without desks and adequate classroom buildings (Daily Monitor, 12th December, 2008).There is a persistent failure to collect revenue from outsourced contractors like UTODA, multiplex who were contracted to manage revenue collection from transport agencies and street parking respectively (AG report on KCCA 2005, PPDA Report on KCCA, 2006). This study therefore assessed the influence of contract management attributes of contract monitoring, accounting, termination and closure on service delivery considerations of responsiveness, quality of service, and cost effectiveness in KCCA an urban local government authority in Uganda. 

1.3. Purpose of the Study
The purpose of this study was to assess the influence of contract management on service delivery in KCCA. 
1.4. Specific Research Objectives 

The study strived to achieve the following research objectives:
1.	To establish the influence of contract monitoring on service delivery in KCCA.
2.	To establish the influence of contract payment/accounting on service delivery in KCCA.
3.	To establish the influence of contract termination and closure on service delivery in KCCA.
1.5. 	Research Questions 
The study sought answers to the following research questions
1.	To what extent does contract monitoring influence service delivery in KCCA.
2.	To what extent does contract payment/accounting influence service delivery in KCCA.
3.	To what extent does contract termination and closure influence service delivery in KCCA.
1.6. 	Hypothesis 
The study tested the following Hypotheses 
1.	Contract monitoring significantly influences service delivery in KCCA.
2.	Contract accounting significantly influences service delivery in KCCA.
3.	Contract termination and closure significantly influences service delivery in KCCA.
1.7. Significance of the Study
The study will help to:
(a)Identify weaknesses in the contract management practices of KCCA that have led to poor service delivery. More specifically the study findings might help the management of KCCA to appreciate the importance of contract monitoring and payment/accounting and how they influence services delivery in the KCCA by establishing the relationship between the variables which need to be effectively managed.
(b) Highlight the effects of contract termination/closure interventions on service delivery which enables the management of KCCA and other stakeholders to adopt and practice effective contract termination interventions/ closure for effective service delivery through documentation and dissemination of findings.
 (c)Add on new knowledge in the area of public procurement contract management in urbanized service delivery in developing countries which are reforming their procurement systems for improved service delivery through its findings. 
1.8. Scope of the Study
The study content scope included contract management as an independent variable and its influence on service delivery in KCCA. Service delivery included considerations of responsiveness, quality of services or products and cost effectiveness. Contact management concentrated on procurement contract monitoring, payment/ accounting, contract termination/ closeout. The study geographical scope included the five divisions of Kampala City Council comprising of Nakawa, Kawempe, Rubaga, Makindye and Central divisions in Kampala district, Uganda. The time scope of the study included the period 2005/6 to 2009/10 under which KCCA was implementing the five year strategic plan.
1.9. Justification of the study
KCCA currently spends over 20billion shillings for service delivery on a monthly basis but the quality of services offered is appalling and yet their responsiveness to public social services is increasingly on the decline. Contracts are awarded to the effect of improving service delivery in the city but the statusquo has prevailed even with the available contract management guidelines and provisions. This study had to be commissioned to investigate the influence of contract management on service delivery in KCCA if public funds had to bring value for money from public procurement in KCCA. 
1.10. Operational definition of terms and concepts
A contract is refers to a promise or agreement for which the law establishes enforceable duties and remedies.
Contract management refers to the process of monitoring performance in terms of quality and demand delivery; effecting acceptance and payments, initiating amendments and orderly resolution of any disputes that may arise in the overall process.
Contract monitoring involves the procurement official or designated contract administration team carefully monitoring contractor performance. There are  many areas to be monitored, including quality, schedules, acceptance, conflict, contractor performance, changes, budgets and payments.
Accounting involves the Procurement and disposal unit honoring their financial obligations to the contractor to enable the service provider make the deliveries.
Contract termination refers to a situation which arise if a party to the contract fails to perform a according to the contractual obligations or provisions which legally, they may have breached the contract and are in default.
In the event that the parties to the contract satisfied their obligations, the contract has to be closed out. Contract closure involves several considerations and activities and a contract before closure has to meet the following requirement;
all contractual issues have been met, all changes have been incorporated into the final document, all deliverables have been received, all bailed assets and classified documents have been returned and final payment has been made.
Service delivery is a broad concept but in a public entity perspective, it relates the level of responsiveness, quality of service, and cost effectiveness of the service or public goods and works.
Responsiveness stresses that PDEs should endeavor to meet the aspirations, expectations and needs of the community served by the procurement.
Quality is defined as the measure of the fitness of the service or product to fulfill the purpose defined in the procurement or conformance to established requirements.
Cost effectiveness demands that the public resources invested in an acquisition should bring value for money at a lesser or realistic cost from the limited government budget. 

CHAPTER TWO
LITERATURE REVIEW
2.0 	Introduction
This chapter presents a review of relevant literature on contract management and service delivery based on the legal provisions, other people’s opinions, views and experiences from various organizations and sources. The first section presents the theoretical and conceptual framework. This followed by presentation of related literature on contract monitoring and service delivery, contract accounting practices on service delivery, contract termination/closure and service delivery and summary of literature review. 
2.1 	Theoretical review
The contracting theory proposed by Macaulay (1963) asserts that contracts vary considerably depending on the contracting parties, scope of contract and type of relationship. Macaulay (1963) asserts that a complete contract comprises numerous documents that specify responsibilities, key performance indicators, compensation principles and management routines that the parties to the contract will perform. Penepacker (2005), while building on Macaulay (1963) theory identified key features of the contract are service specifications with service-level agreements (SLAs), where the quality and volume of the work contracted are described. Barthelemy and Geyer (2004) noted that traditionally, input specifications, or process specifications, where activities and their frequencies are described on a detailed level, have been used.
Output specifications, or performance specifications are equally used and they tend to describe what should be provided in terms of results, but not exactly how the service provider should do to fulfill the requirements (Atkin and Brooks, 2000). Performance requirements are preferred and more frequent than process requirements, but often combinations are used if the contracts have to achieve the desired results (Barthe´lemy, 2003). In effect, processes to control, specify and monitor performance interact with processes to coordinate and facilitate learning in the contractual relationship (Madhok, 2006). 
There has been a long tradition in research on management of inter-organizational mutual obligation to downplay the role of the formal contract in governing collaborative exchange relations (Macaulay, 1963; Argyres, Berkovitz, Mayer, 2006). There is a moral obligation to honor trust, and it has been shown that if one of the parties in an exchange shows trust towards the other, this trust tends to be reciprocated by trustworthiness and collaboration (Berg, Dickhaut & McCabe, 1995). Further, this reciprocity rule applies also in the other direction, so that distrust has a propensity to provoke opportunism and work-to-rule behaviour. Thus, to the extent that contracts and monitoring procedures are perceived as indications of distrust, they may produce limited cooperation based on self-interest but counteract trust (Malhotra & Murninghan, 2002).

Another view, however, is that well-specified contract promote more cooperative, long-term, trusting exchange relationships (Poppo and Zenger, 2002). The argument then is that detailed specifications and monitoring are important to facilitate joint sense making between parties in inter-organizational relationships (Vlaar, Van den Bosch & Volberda, 2006). Such formalization may focus participants’ attention and forces them to articulate various aspects of the task and the relationship, which reduces the risk for misunderstandings and also gives the parties a better general understanding of the task at hand (Argyres et al., 2006). The contract theory and practice underpinned this study and espouses the concepts of contract monitoring as a responsibility of a PDE (Urban Local Government Authorities) should undertake to derive the contractual outcomes.. The theory thus informs this study that the performance of contractual obligations by the parties should result into good relationships which ensure the services are delivered to the public. 
2.2. Conceptual framework
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Contract Management                                            Service delivery 
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Figure 1: Conceptual model showing the relationship between contact management and service delivery

Source: Adopted and modified from contract theory and practice by Macaulay (1963) and the Uganda PPDA regulations, 2003. 
The model in figure 1 above shows that contract management considered under aspects of contract monitoring, payment/accounting, termination/ closeout leads to effective service delivery by KCCA. Service delivery is significant in quality of service, responsiveness and cost effectiveness. On the other hand, contract monitoring involves considerations of monitoring quality, schedules, acceptance, conflicts and contractor performance. Three forms of payment are available namely advance payments, interim payment and final payments. Contract termination on the other hand which may arise from breach of contract needs appropriate interventions and should be subject to the contract terms and procedures provided for by the PPDA Act and Regulations, 2003; Local government PPDA Regulation 2006. Contract closeout is affected after the deliverables have been realized. It is therefore significant that contract management aimed at effective service delivery is moderated by the prevailing international and municipal procurement laws. 
2.3. Contract Monitoring and Service delivery in Public Sector
2.3.1. Quality in contract Monitoring and Service delivery in Public Sector
Crosby (1980) stated that quality is ``conformance to specification'' while Juran (1989) defined quality as ``fitness for purpose or use''. These definitions have been widely implemented in many sectors and industries and academia as Crosby (1980) stipulates that if a product does not meet the specified standard defined according to customer demand and requirements, then it is defective, i.e. the customer will be dissatisfied with the product. Related to quality is the concept of quality assurance which embraces all those planned and systematic actions necessary to provide adequate confidence that a building will satisfy given requirements for quality. Consequently quality control includes the operational techniques and activities that are used to fulfill requirements for quality.
Chan et.al., (2005) noted that quality, cost and time have long been recognized as the major targets of concern by the client and is closely linked to time and cost, and vice-versa. A contract project with poor quality can result in extra cost and time extensions; a project with time and cost poorly controlled can affect the conformance of quality requirements. However, for the majority of projects, the cost and time parameters are the main pre-occupying factors for attributing success. Client’s emphasis among the three factors has been shown to influence the quality of a contracting project.

The contracting project team is another key consideration in achieving quality and  depends to a large extent on the skills and experience of several key project team leaders, including the client representative, the contractor team leader that support leadership and active commitment to continuous improvement to achieve the quality goal effectively (Chan et.al., 2005). Similarly, Arditi and Gunaydin (1998) found that clear and comprehensive project specifications are important determinants to quality performance. The client’s requirements have to be translated into practical designs and specifications to ensure that production, testing, maintenance and servicing are technically and economically feasible.  

Chan et.al., (2005) concludes that professionals and researchers recognize the need for proper training and widening experience in delivering contract out.comes. A successful contract quality assurance system needs an adequate supply of conscientious workers. Barthelemy and Geyer (2004) observed that any outsourcing contract should include clauses covering: dispute procedures; who has responsibility for what and the lines of reporting. When entering an outsourcing contract there is need to ensure that the parties interpret the contract in the same way to achieve the desired quality levels (Willcocks and Lester, 1997). Good frameworks can assist in a practical sense as written in the Service Level Agreements (SLAs). Often, while an organization is relatively new to outsourcing, the SLA tends to be written simplistically. This is evident in two ways. Firstly, the SLA often does not cover important contingencies that may indeed arise - simply because these did not occur to the writer of the SLA. Secondly, measures are often expressed in terms of percentage uptime, for example, rather than concentrating on measures that quantify added value to the organization (Willcocks and Lester, 1997). Similarly, complexity and scope have been noted to be the major constraints and difficulties in IS/IT investment evaluation and benefits realization processes (Tallon et. al., 2000; Ward et.al., 1996).

In a study by Young (2008) it was found out that, monitoring quality became the major focus of the contracting institutions’s contract manager. As a result, it was claimed that the overall strategy for support services had not been given enough attention .For instance, waste reduction, a strategic priority of the hospital although not of the contractor, was to be managed internally in future contracts, even if it raised conflict with the contractor’s objectives. The above suggests that while contracting processes are complex organizational phenomena, there are identifiable ways managers can approach them to be more effective through clarifying and operationalizing the elements that may make a contract process rational and increase opportunities for obtaining contract effectiveness. They suggest that, it is not only the process that should be followed, but that sub components under rationality includes managers proactively adapting to the demands presented by each service-contracting situation; and congruence between the goals of the organization and the goals of the contracting manager. It was observed that rationality may be enhanced by previous managerial experience or training in contracting.
Rwelamila  (1995) reports a research  carried out by the United Kingdom (UK) building Research Establishment on building failures in traditional housing, demonstrated that the incidence of failure was attributable in 50 per cent of cases to design faults, 40 per cent to faults in construction on site, and only 10 per cent to product faults. These results appear to be in conflict with preliminary survey results on the causes of quality problems in public buildings in Botswana. In the survey the returns from the clients, professionals, and other participants disclosed the following responses:  contractors’ workmanship (very poor); no pressing problems on design; architect’s responsibility as client’s representative (managing function very weak);  construction materials’ quality (no pressing problems); other problems include lack of trained/experienced manpower (managerial and tradesmen). This study found out that the parties to the contract thus KCCA and contractors did not know their quality obligations, while they did not establish quality specifications and supervision of contracts’ quality. The contract management efforts did not produce quality reports while contractors were not evaluated on site which negatively affected service quality. 
2.3.2. Conflict in Contracts and Service delivery in Public Sector
There are perhaps as many definitions of conflict as there are occasions for its occurrence. Some definitions suggest that conflict exists where there are real or perceived differences that arise in specific circumstances and that engender relations as a consequence (Kolb and Putnam, 1992). Others have focused more narrowly on the phenomena associated with competitive intentions such as the deliberate interference with the others goal (Thomas, 1992). A general view is that conflict is manifested as competition; tension; dispute; opposition; antagonism; quarrel; disagreement; controversy and violence.

Acharya, Lee and Im (2006) note a range of sources of conflict in contracting to include owner evoked conflicts such as confusing requirements of owner, excessive change orders, supremacy of owner/consultant, project scope definition not clear, financial failure of owner, delay in decision by owner and delays in  running bill payment. The conflict may equally be consultant evoked conflicts may include but not limited to defective design, errors and omission in design and excessive extra work, excessive quantity variations, specification alterations. It may be contractor evoked conflicts which may include but not limited to financial failure of contractor, slow work of contractor, incompetent contractor, major defects in maintenance, local people interruptions/protests, subcontractor inefficiency, non-payment to subcontractor, mentality of contractor and defective deliveries (quality).

Lee, (1996) observed that contract management, particularly in the early stages will raise a number of conflicting issues that would not normally arise in a state operated facility. These are normally caused by differing interpretation of contract provisions, unfamiliarity with procedures or legislation. The long-term success of the relationship between the buying entity and private contractors will be ensured if such issues are dealt with promptly and to each party's satisfaction. The resolution of such issues from a remote central office is often impractical, slow and likely to result in a decision not reflective of the problem as it is perceived on the ground. The use of an officer employed by the State jurisdiction but located on site can be extremely beneficial in these circumstances.

The breach of a term of agreement by the outsourcing vendor in relation to service level will give grounds for the PDE to sue for damages. However, litigation for contract damages is often expensive, time consuming and involves a good deal of uncertainty. From the outsourcing customer’s point of view, it is far better and more convenient if express warranty is written into the agreement for the vendor to indemnify the company for any losses, costs, and liabilities arising from the vendor’s breach of contract. For large companies (such as airline and financial brokerage companies), losses (including opportunity cost) from even a temporary cessation of their contracted function may be very substantial. It is therefore important to ensure that these losses are recoverable by explicitly providing for them in the contract (Heinbuch, 1996).

Lee (1996) supports this view by noting that disputes are not uncommon in the course of performing the contractual obligations given the large sums of money and complexity involved contracts. Instead of resorting to expensive and time-consuming legal action every time there is a dispute, proper mechanisms should be built into the outsourcing agreement for dispute resolution through an independent third party (such as an arbitrator).  This study found out that KCCA did not effectively manage its contracts which leads to poor service delivery. 

2.3.3. Contractor Performance Management and Service delivery in Public Sector
According to Mark (2003) procurement contract management call for enhanced supplier performance visibility through PDE activities based on dynamic supplier performance metrics. To this effect, Macionis and Millican (2005) noted that there are a number of ways of providing such a service to include liaison officer; contract monitor; and contract auditor. 
The liaison officer’s role has proven beneficial during the pre-commissioning and set-up period. This period extends from the time the contract is awarded to the time the out sourced centre is fully operational. The role of the liaison officer during this period is to ensure the smooth implementation of the contract. Considerable work is involved in ensuring that all aspects prescribed by the contract are in place prior to the centre opening. Similarly, the monitor’s role is to carefully monitor the contractor's performance against the contract and specifications. Instances will occur where adjustments will need to be made to the formal arrangements. The monitor provides a day-to-day capacity to evaluate performance. It has been found desirable for the monitor to operate on site during this critical phase. 
In support to contract supervision Zou, Fang, Wang and Loosemore (2007) observed that the Chinese Government requires construction projects clients (owners) to enhance on-site supervision. On-site project supervision process is essentially the responsibility of the supervisory company, which is usually appointed by a competitive selection process. In essence, supervisory companies formally report to clients on a weekly basis through meetings and monthly written reports. The monthly reports contain information about materials supplied; variations; quality issues; progress against schedule; financial status; major issues identified from past weekly meetings.  
Macionis and Millican (2005) highlight that as operations mature, the need for constant on-site supervision reduces. In the Queensland experience this has been after about twelve months operation, at which time the Queensland authorities have found it able to move to a process in which the contractor is formally evaluated for performance against the contract by means of periodic and/or ad hoc formal audits performed by the contract auditor.  Lee (1996) noted that a tight contract is the key to a successful relationship while a loosely worded one is often a recipe for disaster. If a well-drafted contract is in place its effective management should not be too difficult because the necessary mechanisms should have been built into the contract. The outsourcing customer should assign the contract management responsibility to managers who understand the services provided by the outsourcing vendor. The parties to the contract  will have to deal with routine measurement of the vendor’s service level against contractual requirements, handle change requests and payments, and assume the overall responsibility of ensuring the services provided by the vendor are of an acceptable quality.

Winters (2005), hints that during any kind of change, expectation management is critical to performance and avoiding misunderstandings. The expectations of the service provider and the user need to be managed. Users should be notified when you decide that a change is going to occur. This can be accomplished with a simple e-mail distribution or through a web posting. Generally, the organizational communication culture will help determine the best method. If the outsourced service provider is not very visible to users, the communication can be brief. However, if there is routine interface with the service provider, a more comprehensive overview is required. 

Winter (2005) further suggests the use of additional committees that meet weekly during the transition period. Some of the most common types of committees that will parallel the transition team may include but not limited to accounting; technology implementation; orientation and training; and HR. In many cases, it is critical to a company and a direct communication channel should exist between top management and the managers dealing with post-contract management so that problems detected in contract performance are communicated to senior management in a quick and efficient manner (Lee, 1996). Young (2008) on his part observed that management by contractual outcomes was found to be problematic and the management of work processes remained a necessity to ensure quality outcomes. 

Outsourcing is a change management strategy but is not a panacea to financial, quality and work practice issues. Effective management of process and people is still required to ensure success . Kadefors (2008) observed that in UK outsourced health services in monitoring of contractual performance, the opinion of both clients and contractors was that this area has previously not received enough attention but is currently developing as contracting experience increases. 

The principles were more refined for cleaning services, where competition is fierce and there is an accepted standard for performance specification and measurements. Hard data (statistics for energy consumption, system interruptions, complaints, phone calls answered, volumes of post, etc.) and inspections were considered important, but contract meetings were seen as the key monitoring mechanism. The general view was that contract management is becoming more formalized, so that meetings as well as inspections and measurements are planned and documented. Communication routines are usually defined in the contract, and some clients also include agendas for various types of meetings in the bid documents and to ensure service quality, customer satisfaction questionnaires are widely employed (Kadefors, 2008).

The use of scorecards and other quantitative contract evaluation mechanisms within the SLA were generally useful in measuring and monitoring the performance of these contracts. However, because of the embedded contract mentality, one organisation was unable to: establish whether any benefits had actually been realized as result of these three major outsourcing contracts; get a more balanced and truthful picture of these contracts’ performance, and hence, maybe resolve some of the difficult issues; and monitor the progress of the outsourcing contracts (Lin et al, 2007). Consistent with the findings of De Looff (1997), Khalfan (2004) and Sullivan and Ngwenyama (2005), the fact that public-sector organizations had to follow governmental contract guidelines had effectively stopped the adoption of a formal IS/IT investment evaluation methodology in both case organizations. As a result, an embedded contract mentality among the participants meant that they were unable to get a more balanced and truthful picture of the performance of these contracts. This is consistent with the findings of Dean and Kiu (2002), in which organizations that rely solely on contract checklists for performance evaluation and monitoring do not necessarily achieve best practice. Organizations that make extensive use of outsourcing evaluation methodologies or measures have higher perceived payoffs from outsourcing (Tallon et.al., 2000).

In conclusion Heinbuch (1996) recommended that to attain effective contract performance, managers will want to: initiate the process in accordance with hospital-level directives; gather information, both internally and externally to inform comparative analysis of costs and levels of service; obtain and consider multiple-bids, when the market is competitive; and develop and implement, from the outset, a process for both monitoring the process leading to a contract and monitoring implementation and on-going service delivery. Moreover, it is concluded that the above process is enhanced by: Identifying which managers have the requisite knowledge to conduct and manage a contract process, determining the service’s relationship to larger organizational objectives; ensuring the understanding and acceptance of goals between senior managers initiating a contract, and those who will conduct and manage the process; ensuring that stated goals are actual goals; ensuring that policies to direct contracting institution’s contracting activities are followed and enforced; clarifying the service goals to be achieved at the outset along with establishing measurement guidelines for determining their achievement; specifying at the outset how the contracted work will be performed; involving potentially affected individuals or organizations in the process (for example involve relevant staff, employees, union officials, lawyers, and public in the process).  This study found out that KCCA did not effectively monitor contract performances which lead to poor service delivery.

2.4. Contract accounting and Service Delivery in the Public Sector
2.4.1. Interim Payments Accounting and Service delivery in Public Sector
The minimum performance levels are determined by technical outcome related dimensions such as, quality, quantity, availability, legislative, maintainability, capacity, comfort, appearance and safety. Payment must be made only for services that meet the required levels of service and places the whole contractual emphasis on the purpose of the service to be performed, rather than the manner by which work is to be performed. Failure by the supplier to deliver the minimum performance outcomes results in a deduction of the contract value, comparable with the lost performance opportunity. Conversely, extra or additional value delivered above and beyond the minimum performance levels results in a reward or increase in contract value, comparable with the additional value delivered (Thai, 2004; Odeyinka, John & Kaka, 2008). 

Similarly, Lee (1996) observed that agreement on pricing, payment terms and schedules is a very critical part of the overall outsourcing arrangement since most outsourcing agreements are fairly long-term in nature, lasting as long as ten years. When, how and to whom payments should be made, and the amounts and structure of payments involved, can all be complicated issues because an outsourcing arrangement is a sophisticated business deal which may involve third parties such as equipment and so forth. It is particularly important to ensure that the price agreed covers all the services required and that there should be an absolute cap on the total amount of fees payable in all circumstances.
 
In some cases, a third party will not give consent to an assignment without the payment of a substantial amount of extra fee. It is therefore important to ascertain in the transfer of asset agreement the allocation of costs involved in carrying out the necessary transfer of assets. In some countries (such as the UK) transfer of assets may be taxed (such as VAT) and attract stamp duty. Again, this hidden cost of the asset transfer agreement has to be taken into account in the overall outsourcing consideration (Lee, 1996).

Winters (2005) noted that associated costs of human resources need to be considered and he offers a check list for major cost categories to include  labor cost of the proposal incentives and annual salary escalations; expenses associated with the service;  management fee; external services; termination fee; transition fee. This study found out that KCCA did not effectively observe the interim payments as provided for by law which lead to poor service delivery.
2.4.2. Final Payments and Service delivery in Public Sector
Thai (2004) observed that final payment is authorized only when the contract is closed out. The PPDA regulation 253 (1) provides that no payment shall be made to a provider under a contract for works, services or supplies, without receipt of the deliverables specified in the contract. Consequently, sub regulation 253(2) states that notwithstanding sub-regulation (1), payment may be made to a provider prior to receipt of deliverables where an appropriate payment security is obtained. Sub regulation 253 (3) states that the solicitation documents and contract shall state the requirement for a payment security while sub regulation 253 (4)  states that a payment security shall (a) be in a format provided by the Authority which shall be included in the solicitation documents; (b) be in a form and from an institution that is wholly acceptable to the Bank of Uganda in accordance with the guidelines; (c) be valid for a prescribed period beyond the expected final transaction date of a contract or expected release date; and (d) where appropriate, allow for the progressive reduction of the secured sum, where a successive payment is released against the secured sum.

PDDA regulation 254 (1) requires that a procuring and disposing entity to clearly state in the solicitation documents, the documents against which each payment shall be made. Similarly, sub regulation (2) states that a payment document may include a document certifying or proving (a) the delivery or receipt of goods, works or services in accordance with the terms of the contract; (b) the content of the consignments delivered; (c) the insurance coverage of the delivered items; (d) the successful inspection of the delivered items; (e) the origin or eligibility of the delivered items; (f) payment of costs specified in a contract, such as duties, levies or taxes that may be due and payable by a provider on the delivered items; (g) the acceptance of installation or commissioning of the delivered items by a user; (h) the receipt or acceptance of reports, manuals, guides, or other documents; (i) the actual time period worked; (j) the actual works or services completed; (k) the payment of sums due to sub-contractors; or (l) the actual sums paid for reimbursable costs, such as air tickets. This study found out that KCCA did not effectively observe the final payment conditions as provided for by law which lead to poor service delivery.






2.5. Contract Termination and Closure and Service Delivery in Public Sector
2.5.1. Recommendations for Termination and Service delivery in Public Sector
The PDDA Regulation 264 (1) states that where the contract manager or a procurement and disposal unit believe that a contract should be terminated, the contract manager or the procurement and disposal unit shall submit a recommendation for termination with a copy of the contract to a contracts committee. Similarly, sub regulation 264 (2) requires that recommendation for termination of a contract shall state (a) the name of a provider and the procurement reference number; (b) reasons for the termination; (c) the actions taken to avoid termination, where applicable; (d) the contractual grounds for the termination; (e) the costs, if any, resulting from the termination; and (f) any other relevant information. Sub regulation 264 (3) states that no contract shall be terminated prior to obtaining the approval of a contracts committee (4) Where a contract is terminated, a procuring and disposing entity shall, where appropriate, inform the PDDA Authority of the provider involved, the reasons for the termination and make a recommendation on the provider's registration status.

Lee (1996) noted that in cases where arbitration does not work and the contract must be terminated, the consequences of termination must be taken into account and appropriate provisions made in the outsourcing contract. In particular, these provisions should cover issues such as: buy back arrangements for equipment; transfer of relevant third party contracts and leases (such as maintenance contracts); transfer of staff; and guarantee by the vendor to assist and cooperate.  Thai (2004) on his part recommends that there should also be explicit agreement in relation to the termination of services in cases where service levels are not met or when the vendor goes into liquidation, etc. It is particularly important that these issues are spelt out in the agreement because the relationship between the outsourcing customer and the vendor is likely to be tense in termination cases and voluntary assistance based on an assumption of goodwill cannot be relied on. 
Ackeman (1996) noted that sometimes it is the service failures themselves which cause a termination of the partnership and that service failures may take place for financial reasons as just described, but they may also take place because of the apparent inability of the contractor to satisfy the service levels required by the buyer and the partnership is ended to satisfy the requirements of the contract of service. 

Similarly, Winters (2005) noted that for an outgoing service provider in the public sector organisations there is need to establish financial obligations; create listing of leased and owned equipment; turn over technical, training and user guides; publish final performance metrics; publish inventories related to the performance of work; issue benchmarking data; release process documents; and issue reconciled final financial statement. In a study of outsourced health services in UK, Young (2008)  found out that the termination of the contract were mainly due to the contractor’s inability to perform the work to the required outcomes due to having under-priced the contract or having not understood the specific requirements of the hospital. The non-inclusion of all transaction costs swayed the decision in a direction that may not have been optimal on the basis of efficiency. This study found out that KCCA did not effectively observe contract terminations as provided for by law which lead to poor service delivery.
2.5.2. Close out of Contracts and Service delivery in Public Sector
Thai (2004) noted that usually contractors honor their contracts and when the contract is honored, the contract has to be closed out. Contract closure involves several activities and requirements that include; meeting all contractual issues, all changes if any being incorporated in the final document, all deliverables items have been received, all bailed (borrowed) equipment and all classified documents have been returned and final payments made. Once all these items are complete, the procurement official or contract administrator writes formal closure documents containing a narrative of the contract strength and weaknesses in the performance of the contract for future references. 

Zou, et.al. (2007) reported that in China, all contracts/projects are required to be audited at practical completion stage. This audit is essentially a final account audit, and must be instigated by the client. This audit will identify final project cost and reconcile the makeup of this final price. For government funded projects, the government audit bureau conducts the audit while the non-government funded works are audited by an accredited specialist audit company. The design institute also participates in supervision of project work, specifically at pre-determined milestones such as reinforcement placement. Additionally, any variations which are significant require design institute concurrence. Attendance at other times may be sought by the client. This study found out that KCCA did not effectively observe the final payment conditions as provided for by law which lead to poor service delivery.
2.6.  	Summary of Literature Review
The literature suggests a need for continuous contact monitoring, effecting payment by the paying party to the contract and termination/closure of contract by the contract manager appointed by the PDE to oversee contract success and achievement of contract outcomes. However, the contract management practice is based on developed economies with less literature focusing on the contract management practices in urban authorities of local governments in developing countries especially in Uganda. It was against this background that this study was carried out to provide empirical evidence on the influence of contract management on service delivery in urban local authorizes in Uganda to fill the literature gaps. This study found out that contract monitoring predicted 27.1% of the variance in service delivery while contract payment and accounting predicted 23.8% of the variance in service delivery in KCC. Contract termination and closeout predicted 9.3% of the variance in service delivery. 


CHAPTER THREE
METHODOLOGY
3.0  	Introduction
This chapter presents the research design, population of study, sample size and selection, measurement of variables, procedures, data collection, and data analysis. 
3.1	Research Design
The study used a case study design where both quantitative and qualitative approaches were adopted. Yin (1994) argues that case study research strategies are appropriate for the investigation of how and why questions, especially when the concern is to study contemporary issues over which the researcher has no control. Case study research was equally sought because the issues of contract management and service delivery in KCCA have no clear boundary given its international, multicultural and multi-program nature of its operation (Amin, 2005). The case study approach enabled obtaining holistic in-depth insights into contract management and service delivery in KCCA. 
Quantitative data is numerical data that is collected and statistically analyzed to explain, predict and control phenomenon of interest. On the other hand, qualitative data gives narrative and descriptive information that explains and gives deeper insight into the problem (Amin, 2005). 
3.2  	Study Population
The study was carried out in the four divisions of Kampala district which is the major urban center in Uganda and from which urban local systems are facing problems in service delivery. The accessible population was 100 inhabitants under the jurisdiction of KCCA. The study targeted knowledgeable people who interact with public procurement and service delivery in KCCA. The subjects under study included: five (5) accounting officers, five (5) contract committee members, five (5) division finance officers, five(5) revenue officers, two (2) procurement officer, prequalified service providers (118) and 100 members of the public.
3. 3 	Sample Size and Selection Techniques 
3.3.1 	Sample Size
The study selected up to 144 respondents as shown in table 1 below based in Krejcie and Morgan 1970 Sampling guidelines which indicates that if the population N = 240, a sample of 144 should be selected.
Table 1: Showing the study population for the Research
        Accessible
Target population Category
Accessible
Population  

Sample
Sample Technique
Accounting officers
5
5
Purposive
Contract Committee members
5
5
Purposive 
Division Finance Officers
5
5
Purposive
Revenue Officers
5
5
Purposive
Procurement Officer
2
2
Purposive
Prequalified Service providers
118
90
Simple random 
Members of the public 
100
32
Convenience 
Total
240
144

Source: KCCA Staff Establishment, 2012


As indicated in table 1 above, the study used purposive sampling to select accounting officers, contract committee members, division finance officers, revenue officer, procurement officers and simple random sampling to select suppliers and convenience sampling to select members of the public. A blend of instruments was used as indicated above and included questionnaire and interview guide. 
3.3.2 	Sample Selection Techniques
The study used a probability sampling method of simple random. Simple random sampling involved selecting a sample of the population in such a way that samples of the same size had equal chances of being selected (Amin, 2005). In using the simple random sampling the researcher used the lottery method where all names of the elements were written on tag and placed in a container of which each tag was picked without replacement until the required number is reached (Amin, 2005). Purposive sampling involved selection of respondents who are most knowledgeable and experienced in contract management and service delivery. Convenience sampling was applied on the public basing on those members of the public who happened to be available at that moment where the researcher was at that time since the study did not have enough resources to cover a large representative number of members of the public in one single academic study.
3.4 	Data Collection Methods
Data collection methods are an integral part of research design. The researcher ensured that both qualitative and quantitative data was collected. For the qualitative data, the collection methods was mainly interviews and documentary analysis while for the quantitative data, a survey was used. There are several survey types; however for the purpose of this study questionnaire, interview and documentary checklist survey types were used and are discussed below.
3.4.1 	Questionnaire survey 
The question was used basing on the fact that the respondent’s views, opinions, perceptions and feelings on contract management and service delivery could not be physically observed. The questionnaire was also used because respondents could read and write the questions and respond to them, the respondent possessed the information to answer the questions or items and were willing to answer the questions honestly and it was thought to be less expensive for data collection (Amin, 2005). The respondents recorded their answers within closely defined and provided alternatives. The questionnaire was administered by personally delivering them to the selected respondents within the five divisions of KCCA. 
3.4.2.	Interviewing
The interviews were structured to comprise a set of issues on which the researcher wishes to draw data and the same questions were posed to the respondents using an interview schedule to conduct the interview.
3.4.3 	Documentary review   
Document analysis involved reviewing existing published and unpublished information relating to contract management and service delivery. The researcher made use of procurement related reports like contract manuals, contract performance reports and journals.
3.5 	Data Collection Instruments
The following data collection instruments were employed. These instruments aided the researcher collect accurate and reliable qualitative and quantitative data so as to establish the influence of contract management on service delivery. 
3.5.1 	Questionnaire
A total of 112 questionnaires were distributed to the targeted population. The questionnaires were divided into sections namely: background information, contract monitoring, contract accounting, contract management and service delivery. A standard Questionnaire (see appendix I) on a five point Likert scale was used to get quantifiable primary data from individual respondents.  The scale was designed as indicated below: (1) for strongly agree (2) for agree, (3) for not sure (4) for disagree (5) for strongly disagree.
3.5.2 	Interview guide
Interviews with the target respondents were conducted by meeting the respondents and asking them questions of which the researcher recorded all the responses by herself. The interview guide included questions on each of the study variables as shown in appendix II. 
3.5.3 	Documentary checklist 
This method involves deriving information by carefully studying written documents of visual information from sources called documents. Document analysis involved reviewing existing published and unpublished information relating to contract, management and service delivery. Sources included management reports, electronic sources, databases, journals and magazines.

3.7	Validity 
To ensure validity expert judgment was used.  The questionnaire after designing was presented to the supervisors who advised on their validity before data collections was effected. The instruments were pre-tested on the authorities and the general public of KCCA.The officers sampled included the procurement officer, the prequalified service providers, the accounting officer,the revenue officer some members of the public.The pre-test showed that questions could be answered with ease, hence approved to collect data thus leading to the successful completion of the study. The validity of the instrument was tested using the Content Validity Index. This involved judges scoring the relevance of the questions in the instruments in relation to the study variables and a consensus judgment given on each variable. The Content Validity Index (CVI) was arrived at using the following formula. 
       CVI = Number of items declared valid
Total no of items
The results of the CVI analysis are shown in table 3.2 below.
Table 2: Content Validity Index Results 
Variable 
Number of items 
CVI
Contract monitoring  
17
0.88
Contract accounting  
13
0.77
Contract termination/closure 
10
0.90
Service delivery 
15
0.86
Source: Expert judgment 
Table 2 above shows that contract monitoring was measured using 17 items and yielded CVI of 0.88 while contract accounting was measured using 13 items and yielded CVI of 0.77. Contract management/administration was measured using 10 items and yielded CVI of 0.90 while service delivery was measured using 15 items and yielded CVI of 0.86. Since all variables under study yielded a CVI above 0.70, it was concluded that the instrument had a high validity hence relevant.          
3.7.1 	Reliability 
In this study a Cronbach’s alpha coefficient was computed to show how reliable the data is using Software Package for Social Sciences (SPSS) taking only variables scoring above 0.70 as accepted for social science research (Amin, 2005). The reliability was run from SPSS for each variable and the findings are shown in table 3.3 below.

Table 3: Reliability Results 

Variable 
Number of items 
Cranach’s alpha coefficient
Contract monitoring  
17
0.89
Contract accounting  
13
0.74
Contract termination/closure 
10
0.86
Service delivery 
15
0.82
Source: Primary data 
Table 3 above shows that contract monitoring was measured using 17 items and yielded Cronbach’s alpha value of 0.89 while contract accounting was measured using 13 items and yielded Cronbach’s alpha value of 0.74. Contract termination/closure was measured using 10 items and yielded Cronbach’s alpha value of 0.86 while service delivery was measured using 15 items and yielded Cronbach’s alpha value of 0.86. Since all variables under study yielded Cronbach’s alpha value above 0.70, it was concluded that the instrument was reliable thus consistently measured what it was supposed to measure. 

3.8 	Data collection procedure
The researcher after defense of the proposal obtained a letter from UMI to introduce the researcher to the management of KCCA . After getting permission,rapport was eastablished with paricipants as questions were distributed and interviews, discussions were carried out. All respondents were subjected to ethical procedures of data collection. Anonymity and confidentiality of the respondents was observed by not asking the respondents to put their names on the questionnaires. A covering letter from UMI accompanied the questionnaires.This enabled the researcher gather accurate and adequate information.

3.9 	Measurement of variables 
The variables were measured by operationally defining concepts. For instance the questionnaire was designed to ask responses about procurement and service delivery. These were channeled into observable and measureable elements to enable the development of an index of the concept. A five- Likert scale ranging from (1) for strongly agree (2) for agree, (3) for not sure (4) for disagree (5) for strongly disagree was used to measure both the independent and dependent variables. 
3.10 	Data Analysis
3.10.1 	Qualitative Analysis
For qualitative analysis, the researcher was organizing statements, and responses to generate useful conclusions and interpretations on the research objectives (Sekaran, 2003). Qualitative analysis involved coding of data, identifying categories and patterns that emerge in the responses on contract management and service delivery (Mugenda and Mugenda, 1999).
3.10.2 	Quantitative Analysis
Quantitative data was presented in form of descriptive statistics using mean and standard deviations for each of the variables used in the study, correlation and regression analyses. The correlation technique included Pearson’s coefficient (+ or - to show the direction of the relationship between the variable) and significance tested at 99% and 95% confidence levels based on two tailed correlation and significant more than or equals to 0.05.  A positive correlation indicates a direct positive relationship between the variables while a negative correlation indicates an inverse, negative relationship between the two variables. The regression analysis used the adjusted R2 values, beta, t values and significance values to determine the magnitude of the influence of the independent variables on the dependent variable (Amin, 2005).

CHAPTER FOUR
PRESENTATION, ANALYSIS AND INTERPRETATION OF RESULTS

4.1  	Introduction 
This chapter presents analysis and interprets the study findings arising from the field information collected from respondents on the contract management and service delivery in KCCA. The first section presents response rate, this is followed by background information about the respondents, presentation and analysis of the study findings in relation to the specific objectives.
4.1 	Response rate 
A total of 112 questionnaires were distributed but 104 useable questionnaires were returned as shown below. 
Table 4: Response rate 

Sample category 
Sample  
No of questionnaires returned 
Response rate 
Accounting officers
5
3
60%
Contract committee members 
5
4
80%
Division finance officer 
5
4
80%
Revenue officer 
5
4
80%
Procurement officer 
2
2
100%
Qualified service provider 
90
87
97%
Total 
112
104
93%
 Response rate



Source: Primary data 

Table 4 above shows a response rate of 93% suggesting that the results contain substantial information and the survey results were representative of the survey population. The higher response rates also suggested a more accurate survey results (Weller & Romney, 1988).
4.2 	Background information 
This section gives the characteristics of the respondents in relation to gender, job title, and level of education, how long the respondent had worked with KCCA. This is based on the information provided on the questionnaire by the respondents themselves.
Table 5: The job titles of the respondents used in the study 

Job title 
Frequency 
Percentage 
Accounting officer
3
2.9%
Contracts committee
 Members
4
3.8%
Division finance officer
4
3.8%
Revenue officer 
4
3.8%
Procurement officer
2
1.9%
Prequalified service provider
87
83.7%
Total 
104
100%
Source: Primary data 
Table 5 above shows that majority of 83.7% of the respondents were prequalified service providers followed by 3.8% who were contract committee members, division finance officers or revenue officers. Accounting officers constituted 2.9% while procurement officials constituted 1.9% of the total number of respondents used in this study. 
Thus effort was undertaken to involve key procurement stakeholders in the urban authorities to collect information on contract management and service delivery. 
Table 6: The level of education of the respondents used in the study 

Level of education 
Frequency 
Percentage 
Secondary 
15
14.4%
Tertiary
46
44.2%
University 
43
41.3%
Total 
104
100%
 Source: Primary data 
Table 6 above equally shows that among the male and female respondents, a majority of 44.2% were of tertiary education level followed by 41.5% who were graduates while those who were of secondary education level constituted 14.4%.  This particular finding suggested that the respondents were of reasonable education level and could have reasonable exposure and knowledge on procurement contract management and service delivery. 
Table 7: Time worked with KCC 

Time worked with KCCA
Frequency 
Percentage 
1-3 years 
6
5.8%
4-6years
12
11.5%
7-10years
46
44.2%
10+years
40
38.5%
Total
104
100%
Source: Primary data
Similarly, table 7 above shows that the among the male and female respondents, majority of 44.2% had worked with KCCA for a period of 7-10 years followed by 38.5% who been with KCCA a period of 10+ years.  Those who had worked for a period of 4-6 years constituted 11.5% while only 5.8% had worked with KCCA for 1-3 years. This finding suggested that the respondents had worked or dealt with KCCA for a reasonable period and had accumulated experience on contract management and service delivery in the entity. 

4.3. The influence of contract monitoring on service delivery in KCCA
The first objective of the study was to establish the influence of contract monitoring on service delivery in KCCA. The findings of this objective were gathered from questionnaire, interview guide and documentary review. Contract monitoring according to the conceptual framework consisted of quality assurance, conflict management and contractor performance monitoring. Contract monitoring was measured using 17 items scored on five point Likert scale of (1) for strongly agree (2) for agree, (3) for not sure (4) for disagree (5) for strongly disagree. The study analyzed the extent to which contract monitoring was being carried out in KCCA and the findings on each of the effective procurement planning attributes are displayed in table 8 below. 

Table 8: Mean and Standard deviation results for contract monitoring in KCCA

Contract monitoring 
Mean
Std Dev

Quality 
KCCA ensures that during contract award service providers are represented and quality specification made clear to them.  
3.72
1.06
KCCA always supervises the contracts awarded to ensure that work is done according to specification  
3.59
1.08
KCCA always appoints a contract manager with appropriate competencies to manage quality within awarded contracts  
2.38
1.05
KCCA always has a checklist that is used to evaluate on site work 
4.04
0.62
KCCA always make staged reports on the quality of service/works/goods offered by the service providers 
3.87
0.95
Conflict
KCCA always has many conflicts within its awarded contracts
3.71
0.82
In KCCA unclear project scope definition is the source of conflict 
1.84
0.85
In KCCA contract disputes are resolved through confrontations and negotiations
1.75
0.91
In KCCA conflicts are identified resolved quickly to avoid affecting contract performance  of service providers
3.69
1.30
In KCCA, contracting disputes are resolved through court and negotiations 
3.69
1.05
KCCA endeavors to use arbitration to resolve contractual disputes  within its awarded contract 
2.36
0.86
In KCCA conflicts delay contract completion and affect the quality of service delivery
4.6
1.01
Contractor performance
KCCA always ensure that there additional committees to supervise contracts
3.87
0.74
KCCA has well established contractor performance indicators in it contracts with contractors 
2.07
1.05
KCCA has well established contractor performance measures 
2.23
1.51
KCCA always ensures that a provider meets all performance or delivery obligations in accordance with the terms and condition of the contract
4.04
0.86
KCCA always ensures that the contractor delivers on the agreed time 
3.75
1.17
KCCA generates timely contract monitoring reports on each contract 
3.75
1.04
Source: Primary Data 
On contract quality monitoring, table 8 above shows that KCCA only always appointed a contract manager with appropriate competencies to manage contracts within the user department (Mean = 2.38, Standard Deviation = 1.05). Although this is true, one contract manager who was interviewed had this to say:
“We are appointed as contract managers but we are constrained to supervise works as we are refrained from accessing the facilities to the extent of using security officers to block us. This is common among World Bank funded projects. This has lead to poor works by the contractors”. 

On the contrary, the respondents disagreed that KCCA as a procuring and disposal entity and the contractors understood their quality obligations in the contract (Mean = 3.72, Standard Deviation = 1.06) while they also disagreed that KCCA always supervised its contracts by ensuring that the contractor meets the specified terms and condition of the contract (Mean = 3.59, Standard Deviation = 1.08). The respondents further disagreed that KCCA always gathered data on the quality of service/works/goods offered by the contractors  (Mean = 4.04, Standard Deviation = 0.62) while they also disagreed that KCCA always made staged reports on the quality of service/works/goods offered by the contractors (Mean = 3.87, Standard Deviation = 0.95). 

The failure to understand the contractual obligations of the entity, ensuring that contractors meet specified terms and conditions of the contract, gathering on quality of service/works/goods and production staged reports on quality leads to failure to achieve the desired quality performance of the contracts which put service delivery in a precarious condition. 

On contract conflict management, table 8 above shows that efforts was undertaken by KCCA to always identify and resolve interferences with others goals during contract performance (Mean = 1.84, Standard Deviation = 0.85), striving to the effect that contracting disputes are resolved through confrontations and negotiations (Mean = 1.75, Standard Deviation = 0.95) which would reinforce achievement of the contract outcomes.  On the contrary, table 8 above shows that less if not no efforts was undertaken by KCCA to always identify and resolve disagreement in performing contractual obligations (Mean = 3.71, Standard Deviation = 0.82), endeavoring to use arbitration to resolve contractual disputes (Mean = 3.69, Standard Deviation = 1.30) and the PDE always avoiding legal suits in its contract disputes resolutions (Mean = 3.69, Standard Deviation = 1.05).  In an interview one KCCA official expressed the observation that:
“Conflict especially conflict of interests when it comes to payments is manifested in when making claims by contractors are not paid as demanded”. A persistent form of conflict is when the contractors are directed on the scope of the work even when the right intervention is to develop a new works. This is common among roads which have outlived their life span but KCCA asks contractors to mend pot holes as the scope of work. The outcome has been blame on the contractor when the pot holes reappear in a short spell with associated conflicts in payments and public satisfaction”. 

The above findings on conflict suggested failure to effectively manage contractual conflicts during contract management which reduces the realization of the contract outcome aimed at effective service delivery by the entity.  
On contract performance monitoring, table 9 above shows that the efforts were undertaken by KCCA to have well established contractor performance indicators in it contracts with contractors  (Mean = 2.07, Standard Deviation = 1.05), having a well established contractor performance measures in it contracts with contractors (Mean = 2.23, Standard Deviation = 1.51) efforts that reinforce achievement of the desired contract outcomes. On the contrary, the study findings in table 4.2 above show that less if not no effort was undertaken by KCCA as an entity to always ensure that there additional committees to supervise contracts  (Mean = 3.87, Standard Deviation = 0.74), always ensuring that a provider meets all performance or delivery obligations in accordance with the terms and condition of the contract (Mean = 4.04, Standard Deviation = 0.86), always ensuring that contractor submit all required documentation in accordance with terms and conditions of a contract (Mean = 3.52, Standard Deviation = 1.17). 
Less if not, no efforts were undertaken by KCCA to always ensure that the contractors delivers on the agreed time (Mean = 3.75, Standard Deviation = 1.04), and generating timely contract monitoring reports on each contract (Mean = 3.75, Standard Deviation = 1.14).  In an interview with one of the KCCA official he observed that: 
“We have contract teams which are supposed to go to the field to monitor the quality of work but in many cases they fail to execute their roles due to lack of funding, technical  competencies, commitment and time”. 
A documents review revealed that contract management was done by the user department however no contract management records were seen by a compliance team from PPDA Authority. Yet the entity had not handled any suspension. To this effect, PPDA compliance team concluded and recommended that the political leadership of KCCA should stop interfering in the procurement and disposal process of the entity and that all procurement contracts should be handled by the contracts committee and procurement unit in accordance with the law (PPDA Authority on KCCA, 2007).  The failures to observe effective contractor performance monitoring aspects of establishing additional contract supervisory committees, monitoring achievement of contracting obligations, submitting of necessary documentations and reports in itself depicts poor contractor performance monitoring which leads to constraints in  achieve the desired contracting outcomes hence likely poor service delivery by the entity

4.3.1. Regression model between contract monitoring and service delivery 
A regression analysis was conducted to measure the extent to which contract monitoring predicted the variance in prevailing service delivery using the ANOVA techniques of adjusted R2 values, standardized beta values, t-values and the significance measured at 0.05 levels. The results are tabulated in table 9 below. 

Table 9: Regression results between contract monitoring and service delivery in KCCA
  
Predictor 
Adjusted R Square 
Df 
Mean square 
F
Sig.

0.271
1
7.306
39.302
0.000a


Standardized coefficients 
t 
Sig. 

Adjusted R square
Std error
Beta (B)


Constant 

0.125

25.882
0.000
Contract monitoring 
0.271
0.040
0.527
6.269
0.000
P<0.05
a.	Predictor: (constant), Contract Monitoring   
b.	Dependent Variable: Service Delivery  
The regression model in table 9 above shows adjusted R2 value of 0.271 between contract monitors and service delivery suggesting that contract monitoring alone predicted 27.1% of the variance in service delivery. The R2 = 0.271, beta 0.527, t = 6.269, and significance 0.000 suggested that contract monitoring was a strong significant predictor of service delivery. The implication is that to achieve responsive, quality services, and cost effectiveness, KCCA should effectively monitor contract quality and contractors performance, and manage contractual conflicts that may arise during contract execution. 

4.4. The influence of contract payment on service delivery in KCCA
The second objective of the study was to establish the influence of contract payments on service delivery in KCCA. The findings of this objective were gathered from questionnaire, interview guide and documentary review. Payments according to the conceptual framework consisted of indicators of interim and final payments. Contract payment was measured using 13 items scored on five point Likert scale of (1) for strongly agree (2) for agree, (3) for not sure (4) for disagree (5) for strongly disagree. The study analyzed the contract accounting situation in KCCA and the findings on each of the effective accounting attributes are displayed in table 10 below.
Table 10: Mean and Standard deviation results for contract payment in a KCCA

Contract accounting  
Mean
Std Dev

KCCA always ensure that advance payments are made only where applicable
3.83
1.14
KCCA always ensure that an advance payment security is issued before making advance payments 
3.88
0.75
KCCA always ensure that stage payment linked to specific deliverables stated in specific amounts 
3.60
0.91
KCCA always ensure that individual payments do not exceed the cost or value of the deliverable
2.02
1.01
KCCA always ensure that individual payments do not exceed the cost or value of the work to which it is linked
2.12
0.75
KCCA always ensure obtaining a payment security if during the delivery of the works, services or supplies, risk or title remains with the provider
3.92
0.78
KCCA always ensure that regular interim payments are based on general progress or work performed
2.20
1.08
KCCA always ensure that retained payments are linked to specific contract events such as installations.
2.85
0.84
KCCA always ensure that failure by the supplier results into deduction of the contract value, comparable with the lost performance opportunity
3.52
1.09
KCCA always ensure that all associated human costs were applicable are honored by the parties
2.79
1.31
KCCA always ensure that all associated assets costs were applicable are honored by the parties
1.75
1.11
KCCA always ensure that final payments are linked to full satisfaction of the desired level of performance
3.69
1.16
KCCA always ensure that all financial obligations with its contractors are promptly met
3.64
1.12
KCCA always ensure that advance payments are made only where applicable
3.83
1.14
Source: Primary Data 

Table 10 above shows that KCCA observed some good procurement contract accounting conditions that reinforce achievement of value for money in public procurement significant in not only always ensuring that individual payments do not exceed the cost or value of the deliverable (Mean = 2.02, Standard deviation = 1.01) but also ensuring that individual payments do not exceed the cost or value of the work to which it is linked (Mean = 2.12, Standard deviation = 0.75), always ensuring that regular interim payments are based on general progress or work performed (Mean = 2.22, Standard deviation = 1.08), and ensuring that all associated assets costs were applicable were honored by the parties (Mean = 1.75, Standard deviation = 1.11). 

However, KCCA did not observe many required procurement accounting statutory conditions which may lead to failure to achieve value for money public procurement as evidenced in failure to always ensure that advance payments are made only where applicable (Mean = 3.83, Standard deviation = 1.14), failure to always ensure that any advance payment security was issued before making advance payments (Mean = 3.88, Standard deviation = 0.75), failure to always ensure that stage payment are linked to specific deliverables stated in specific amounts (Mean = 3.60, Standard deviation = 0.91). 
Similarly, KCCA had eminent failures in as far as always ensuring obtaining a payment security if during the delivery of the works, services or supplies, risk or title remains with the provider (Mean = 3.92, Standard deviation = 0.78), always ensuring that failure by the supplier results into deduction of the contract value, comparable with the lost performance opportunity (Mean = 3.52, Standard deviation = 1.09), ensuring that final payments are linked to full satisfaction of the desired level of performance (Mean = 3.69, Standard deviation = 1.16), always ensuring that all financial obligations with its contractors are promptly met (Mean = 3.64, Standard deviation = 1.12). The respondents indicated that they were  not sure if KCCA always ensured that retained payments are linked to specific contract events such as installations  (Mean = 2.85, Standard deviation = 0.84), and ensuring that all associated human costs were applicable are honored by the parties (Mean = 2.79, Standard deviation = 1.31). 
In an interview with one of the KCCA officials, he asserted that:
“We consider if the contractor has completed the agreed scope of works or service, while for good if the contractor has supplied the right quantities and quality although in many cases it is difficult to ascertain that the contractor has meet the requirements”. 
On timely payments, a common acknowledgement among accounting officer is that:
“Actually payments are always late due to bureaucracy in the processing of the payments to the contractor. This problem is further escalated by the inadequate funds released from the central government to KCCA which is overstressed by virtual of its city status and is given merge funding located to it”. 
4.4.1. Regression model between contract Accounting and service delivery 
A regression analysis was conducted to measure the extent to which contract accounting predicted the variance in the prevailing service delivery using the ANOVA techniques of adjusted R2 values, standardized beta values, t-values and the significance p.
Table 11: Regression results between contract accounting and service delivery in KCCA  

Predictor 
Adjusted R Square 
Df 
Mean square 
F
Sig.

0.238
1
6.458
33.251
0.000a


Standardized coefficients 
t 
Sig. 

Adjusted R square
Std error
Beta (B)


Constant 

0.266

9.218
0.000
Contract Accounting 
0.238
0.086
0.496
5.766
0.000
P<0.05
a.	Predictor: (constant), Contract Accounting   
b.	Dependent Variable: Service Delivery  
The regression model in table 11 above shows adjusted R2 value of 0.238 between contract accounting and service delivery suggesting that contract accounting alone predicted 23.8% of the variance in service delivery. The R2 = 0.238, beta 0.496, t = 5.766, and significance 0.000 suggested that contract accounting was a strong significant predictor of service delivery. The implication is that to achieve responsive, quality services, and cost effectiveness, KCCA should carry out mandatory interim and final contractual accounting requirement/ conditions. 
4.5. The influence of contract termination/closure on service delivery in KCCA
The third objective of the study was to establish the influence of contract termination/closure on service delivery in KCCA. The findings of this objective were gathered from questionnaire, interview guide and documentary review. Contract termination/closure according to the conceptual framework consisted of indicators of recommendation for termination of contract and closeout.  During the course of execution of a contract, at one point the contract may be terminated based on the terms and conditions of the contract or be phased out following attainment of the desired situation. Contract termination and closure have statutory/mandatory procedures and conditions under which they can be executed that this study sought to examine. 
Contract termination/closeout was measured using 10 items scored on five point Likert scale of (1) for strongly agree (2) for agree, (3) for not sure (4) for disagree (5) for strongly disagree. The study analyzed the extent to which KCCA observed proper established contract termination/closure situation in KCCA and the findings on each of the effective contract termination/closure attributes are displayed in table 12 below.



Table 12:  Mean and Standard deviation results for contract termination and closure in KCCA


Mean
Std Dev

KCCA procurement and disposal unit  in KCCA submit a recommendation for termination whenever evidence of poor contract performance is available
3.81
0.90
KCCA consults the service providers before contract termination is recommended.
4.15
0.91
KCCA promptly undertakes efforts to ensure that contracts with contractor are terminated if they do not perform to expectations stipulated
3.92
0.98
KCCA always ensure that no contract is terminated prior to obtaining the approval of the technical people 
4.10
0.89
KCCA always ensure that contracts are terminated in accordance to established contract termination terms 
4.26
0.65
Contract close out 


KCCA always ensures that all awarded contracts are phased/closed out following meeting the requirements
4.33
0.47
KCCA always ensures that all contract close after attaining its intended objectives 
3.75
1.04
Contact closure in KCCA happens after the satisfaction of all contract terms and conditions
3.92
0.98
in KCCA contract audits is done in order to identify flaws within the contract execution that result in poor service delivery 
3.85
1.05
Source: Primary Data 
On contract termination table 12 above shows that the respondent disagreed that KCCA contract managers or procurement and disposal unit in KCCA always submit a recommendation for termination whenever they believe that the contract should be terminated (Mean = 3.81, Standard deviation = 0.90) while they also disagreed that KCCA and its contractors made recommendation for termination of contract if all avenues for dispute resolutions have failed (Mean = 4.15, Standard deviation = 0.91). The respondents further disagreed that KCCA promptly undertook efforts to ensure that contracts with contractor were terminated if they do not perform to expectations stipulated (Mean = 3.92, Standard deviation = 0.98) while they also disagreed that KCCA always ensured that no contract was terminated prior to obtaining the approval of the relevant stakeholders (Mean = 4.10, Standard deviation = 0.89) yet they also disagreed that KCCA always ensured that contracts were terminated in accordance to established contract termination terms (Mean = 4.26, Standard deviation = 0.65).  In an interview, most KCCA official expressed the concern that: 
“Many contracts are terminated prematurely due to inadequate flow of resources from KCCA itself yet most contracts are not phased out on time due to political influence (corruption) where contractors proceed to execute their expired contracts without renewing them’.
The failure to observe the contract termination conditions/requirements violets procurement contract best practices which lead to constraints in achieving responsiveness of the entity, quality services and value for money/cost effectiveness contracting.

On contract closure, table 12 above shows that  the respondents disagreed that KCCA always ensured that all awarded contracts were phased/closed out on time following meeting the requirements (Mean = 4.33, Standard deviation = 0.47) while they equally disagreed that KCCA always ensured that all contract obligations were complete prior to closure of the contract (Mean = 3.92, Standard deviation = 0.98). The respondent further disagreed that contact closure in KCCA involves incorporation of all changes in contract in the final document (Mean = 3.92, Standard deviation = 0.98) while they also disagreed that contract Audits were always performed before closure of contracts in KCCA (Mean = 3.85, Standard deviation = 1.05). Lastly, the respondents disagreed that KCCA always conducted a vendor rating/appraisal at the end of the contract (Mean = 3.87, Standard deviation = 0.95). The failure to observe the contract closure conditions/requirements violets procurement contract best practices which lead to constraints in achieving responsiveness of the entity, quality services and value for money/cost effectiveness contracting. 
An investigation on KCCA by the PPDDA authority on street lighting noted that it was difficult to ascertain the performance of the provider concerning revenue remittances for the years 2003/ 2004/2005 yet it was noted that the Accounting Officer of KCCA failed to put in place proper contract management mechanism to check and report on the performance of the contractor (PPDA Authority findings on investigation on KCCA Street parking management, 2006). 

In the same vain, the Auditor General (AG) report noted uncollected revenue from the Taxi park/parking operations: it was noted that Taxi park operations continued to be managed by UTODA and by the end of the financial year under consideration, a total of sh. 557,293,000 remained unmerited by UTODA in relation to the debt outstanding as reported in Auditor general’s previous report of 2001/02 financial year. Although this debt was reduced to her 335,293,000 between Nov 2003 and Feb 2004, it was noted that the contract for UTODA to manage the Taxi Park operations expired in Sept. 2003 yet UTODA continued to manage the Taxi Park without any contractual agreement with KCCA. 
On street parking the AG report noted that Payment for the month June 2003 remained outstanding by end of the financial year, thus defaulting on its bid/offer terms. Meanwhile, sh 70 million remained uncollected from Green Boat Entertainment, the firm formerly contracted to manage Street parking.  The researcher observed that this phenomenon has existed for time not only in KCCA but other urban authorities which prompted this study to examine the influence of contract management on service delivery in urban authorities (AG report, 2005).  
4.5.1. Regression model between contract termination/closure and service delivery 
A regression analysis was conducted to measure the extent to which contract termination/closure predicted the variance in the prevailing service delivery using the ANOVA techniques of adjusted R2 values, standardized beta values, t-values and the significance measured at 0.05 levels. The results are tabulated in table 13 below. 
Table 13: Regression results between contract termination/accounting and service delivery in KCCA  

Predictor 
Adjusted R Square 
Df 
Mean square 
F
Sig.

0.093
1
2.684
11.609
0.000a


Standardized coefficients 
t 
Sig. 

Adjusted R square
Std error
Beta (B)


Constant 

0.142

24.734
0.000
Contract termination/closure  
0.093
0.036
0.320
3.407
0.001
P<0.05
a.	Predictor: (constant), Contract termination/closure 
b.	 Dependent Variable: Service Delivery  
The regression model in table 13 above shows adjusted R2 value of 0.093 between contract termination/closure and service delivery suggesting that contract termination/closure alone predicted 9.3% of the variance in service delivery. The R2 = 0.093, beta 0.320, t = 3.407, and significance 0.001 suggested that contract termination/closure was a strong significant predictor of service delivery. The implication is that to achieve responsive, quality services, and cost effectiveness, KCCA should undertake action to terminate and close out contracts without compromise of the established statutory guidelines. 
4.6. Service delivery 
Service delivery was the dependent variable of this study and included indicators of responsiveness, quality of service and cost effectiveness. Service delivery was measured using 15 items scored on five point Likert scale of (1) for strongly agree (2) for agree, (3) for not sure (4) for disagree (5) for strongly disagree. The study analyzed the perceptions of service delivery by KCCA and the findings are presented below. 
Table 14: Mean and Standard deviation results for service delivery in KCCA 


Mean
Std Dev

Responsiveness 
In KCCA  service are provided depending on community needs   
4.92
0.46
The needs of the community are identified before service delivery in KCCA 
4.22
0.42
Whenever there are changes to the needs of the community KCCA changes its service provision plan 
4.27
0.66
In KCCA, services are provided after studying the existing problem in the community
4.35
0.48
Quality of service
The delivery of health service by KCCA is reliable 
3.69
1.16
The delivery of educational services in KCCA is adequate 
3.83
0.98
There are adequate core development infrastructures in Kampala. 
3.58
1.17
The sanitation and drainage systems in KCCA are in good conditions.
3.77
1.11
KCCA has a favorable rating on quality services achievement among local urban authorities 
3.63
1.16
Cost effectiveness
There is adherence to accountability practices in KCCA
4.04
0.86
There is transparency in the delivery of services in KCCA
3.75
1.33
KCCA meets its mandate at the lowest costs possible 
4.33
0.47
KCCA meets its mandate within its budgets 
3.81
1.08
KCCA has achieved value for money in its service delivery 
3.98
1.01
Source: Primary data 

On responsiveness, table 14 above shows that the respondents strongly disagreed that KCCA always provided for the aspiration of its community (Mean = 4.92, Standard deviation 0.46) while they disagreed that KCCA always provided the expectations of its community (Mean = 4.22, Standard deviation 0.42). The respondents equally disagreed that KCCA always provided the needs of its community (Mean = 4.27, Standard deviation 0.66) while they equally disagreed that KCCA always strived to improve on the aspirations, expectations and needs of its community (Mean = 4.35, Standard deviation 0.48).  These findings generally revealed a lack of responsiveness by KCCA to offer the needed services in the city. 
On quality of services, table 14 shows that the respondents disagreed that the delivery of health service by KCCA was reliable (Mean = 3.69, Standard deviation 1.16) while they also disagreed that the delivery of educational services in KCCA was adequate (Mean = 3.83, Standard deviation 0.98). They equally disagreed that there were good core development infrastructures in Kampala (Mean = 3.58, Standard deviation 1.17) while they disagreed that the sanitation and drainage systems in KCCA were in good conditions (Mean = 3.77, Standard deviation 1.11) yet they disagreed that KCCA had a favorable rating on quality services achievement among local urban authorities (Mean = 3.63, Standard deviation 1.16). The respondents equally disagreed that KCCA had a favorable rating on quality services achievement among regional and international urban authorities (Mean = 3.87, Standard deviation 1.12). These findings generally revealed poor quality service delivery by KCCA.  

On cost effectiveness, table 14 shows that the respondents disagreed there was adherence to accountability practices in KCCA (Mean = 4.04, Standard deviation 0.86) while they disagreed that there was transparency in the delivery of services in KCCA (Mean = 3.75, Standard deviation 1.33). The respondents disagreed that KCCA meet its mandate at the lowest costs possible (Mean= 4.33, Standard deviation 0.47) while they also disagreed that KCCA meet its mandate within its budgets (Mean = 3.81, Standard deviation 1.08) yet they also disagreed that KCCA has achieved value for money in its service delivery (Mean = 3.98, Standard deviation 1.01). These findings generally revealed a failure to achieve cost effective service delivery by KCCA.  In an interview with the KCCA community people felt that: 
“KCCA services were generally very unreliable yet they felt that the services were less timely, and of poor quality. This was evident in the poor road infrastructure, poor street lights in all the five divisions, lack of drugs in health centres, poor sanitation Kampala city council”.

4.7. Correlation Analysis 

Under this section the relationship was established using Pearson’s Correlation Coefficient. The relationship was established using operationalised components of contract management which were contract monitoring, payment, contract termination/closure and their relationship with service delivery as shown in the table 15 below.  
Table 15: Pearson’s Correlation Coefficients of Study Variables

Contract monitoring  
Contract accounting  
Contract termination /closure  
Service delivery 
Contract monitoring  
1



Contract accounting  
0.645**
1


Contract termination /closure  
0.196*
0.379**
1

Service delivery 
0.572**
0.496**
0.320**
1
** Correlation is significant at the 0.01 level
*Correlation is significant at the 0.05 level


To test if there was relationship between contract monitoring and service delivery a correlation analysis was conducted using Pearson’s correlation coefficient and significance at the two tailed level. The Pearson’s correlation coefficient r = 0.527** between contract monitoring and service delivery in KCCA suggesting that the two variables were related. The r = 0.527** and significance p = 0.000 between contract monitoring and service delivery suggests that there was a high positive significant relationship between contract monitoring and service delivery. This has procurement policy implication in that to achieve the desired level of service delivery, there was need for effective contract monitoring. The study therefore confirmed the hypothesis that: Contract monitoring significantly influences service delivery in KCCA.

To test if there was relationship between contract accounting and service delivery a correlation analysis was conducted using Pearson’s correlation coefficient and significance at the two tailed level. The Pearson’s correlation coefficient r = 0.496** between contract accounting and service delivery in KCCA suggesting that the two variables were related. The r = 0.496** and significance p = 0.000 between contract accounting and service delivery suggests that there was a high positive significant relationship between contract accounting and service delivery. This has procurement policy implication in that to achieve the desired level of service delivery, there was need for effective contract accounting. The study therefore confirmed the hypothesis that: Contract payment/accounting significantly influences service delivery in KCCA.

To test if there was relationship between contract termination/closure and service delivery a correlation analysis was conducted using Pearson’s correlation coefficient and significance at the two tailed level. The Pearson’s correlation coefficient r = 0.320** between contract terminations/closure and service delivery in KCCA suggesting that the two variables were related. The r = 0.320** and significance p = 0.000 between contract termination/closure and service delivery suggests that there was a high positive significant relationship between contract termination/closure and service delivery. This has procurement policy implication in that to achieve the desired level of service delivery, there was need to take prompt and corrective action to terminate troubled contracts following the established guidelines. Following the achievement of the contract requirement, PDEs should enforce compliance on established contract closure guidelines. The study therefore confirmed the hypothesis that: Contract termination/closeout significantly influences service delivery in KCCA.



CHAPTER FIVE
SUMMARY, DISCUSSION, CONCLUSIONS AND RECOMMENDATIONS
5.0. Introduction 
The purpose of the study was to assess the influence of contract management on service delivery in KCCA. The contract management was the independent variable and included indicators of contract monitoring, contract accounting, and contract termination/closure while the dependent variable was service delivery under the indicators of responsiveness, quality of service, and cost effectiveness.  This chapter presents a summary, discussion, conclusions and recommendations based on the study findings.
5.1. Summary of the findings
5.1.1. The influence service of contract monitoring on service delivery in KCCA
The study found a generally perceived poor service delivery by the urban authority under study- KCCA.  The study found a high positive significant relationship between contract monitoring and service delivery by KCCA confirming the hypothesis that contract monitoring significantly influences service delivery in KCCA. This implied that effective service delivery depends on the level to which KCCA monitors contractor performance. 

5.1.2. The influence service of contract payment/accounting on service delivery in KCCA
Similarly, the study found a high positive significant relationship between contract accounting and service delivery by KCCA confirming the hypothesis that contract payments/accounting significantly influences service delivery by KCCA. This implied that effective service delivery depends on the level to which KCCA observes effective contract payments/accounting.

5.1.3. Contract termination/closeout and service delivery 
The study found a high positive significant relationship between contract termination/closure and service delivery by KCCA confirming the hypothesis that contract termination/closure significantly influences service delivery in KCCA. This implied that effective service delivery depends on the level to which KCCA makes recommendation for termination and closeout finished contracts. 

5.2. Discussion of the study findings 
5.2.1. Contract monitoring and service delivery in Urban Local Authorities 
On contract monitoring, the study found out that other than KCCA appointing a contract manager to manage contracts within the user department, no effort was undertaken by KCCA and its contractors to understand their quality obligations in the contract, supervising contracts to ascertain specified terms and condition of the contract, gathered data on the quality of service/works/goods offered by the contractors, making staged reports on the quality of service/works/goods offered by the contractors. 

On contract conflict management the study found that some efforts were undertaken by KCCA to management contractual conflicts significant in always identifying and resolving interferences with others goals during contract performance, striving to the effect that contract disputes are resolved through confrontations and negotiations which would reinforce achievement of the contract outcomes.  On the contrary, the study found conflict management failures significant in  failure to resolve conflict issues related to identification and resolution of disagreement in performing contractual obligations, failure to use arbitration to resolve contractual disputes, and failure by the PDE always avoid legal suits in its contract disputes resolutions. On contract performance monitoring, the study found out that efforts was undertaken by KCCA to have well established contractor performance indicators in it contracts with contractors, having a well established contractor performance measures in it contracts with contractors. On the contrary, the study found contractor performance monitoring failures significant in  KCCA as an entity failure to  always ensure that there additional committees to supervise contracts, failure to ensure that a provider meets all performance or delivery obligations in accordance with the terms and condition of the contract, failure to solicit all required documentation in accordance with terms and conditions of a contract from contractors,  failure to ensure that the contractors delivers on the agreed time, and generating timely contract monitoring reports on each contract. 

There was a high positive significant relationship between contract monitoring and service delivery (r = 0.527** and p = 0.000). Contract monitoring was the highest predictor of the variance in service delivery as it predicted 27.1% of the variance in service delivery by KCCA.  The implication is that to achieve responsive, quality services, and cost effectiveness, KCCA should effectively monitor contract quality and contractors performance, and manage contractual conflicts that may arise during contract execution. The view is supported Chan et.al, (2005) who noted that quality; cost and time have long been recognized as the major targets of concern by the client and is closely linked to time and cost, and vice-versa. A contract project with poor quality can result in extra cost and time extensions; a project with time and cost poorly controlled can affect the conformance of quality requirements. In a study by Young (2008) it was found out that, monitoring quality became the major focus of the contracting institutions’s contract manager. As a result, it was claimed that the overall strategy for support services had not been given enough attention. For instance, waste reduction, a strategic priority of the hospital although not of the contractor, was to be managed internally in future contracts, even if it raised conflict with the contractor’s objectives.
In support, Lee (1996) observed that contract management, particularly in the early stages will raise a number of conflicting issues that would not normally arise in a State operated facility. These are normally caused by differing interpretation of contract provisions, unfamiliarity with procedures or legislation. The long-term success of the relationship between the correctional jurisdiction and private contractors will be ensured if such issues are dealt with promptly and to each party's satisfaction. Lee (1996) further supports this view by noting that disputes are not uncommon in the course of performing the contractual obligations given the large sums of money and complexity involved contracts. Instead of resorting to expensive and time-consuming legal action every time there is a dispute, proper mechanisms should be built into the outsourcing agreement for dispute resolution through an independent third party (such as an arbitrator). 

According to Mark (2003) procurement contract management call for enhanced supplier performance visibility through PDE activities based on dynamic supplier performance metrics. Macionis and Millican (2005) noted that there are a number of ways of providing such a service to include liaison officer; contract monitor; and contract auditor. Zou et.al (2007) observed that the Chinese Government requires construction projects clients (owners) to enhance on-site supervision. On-site project supervision process is essentially the responsibility of the supervisory company, which is usually appointed by a competitive selection process. Macionis and Millican (2005) highlight that as operations mature, the need for constant on-site supervision reduces. In the Queensland experience this has been after about twelve months operation, at which time the Queensland authorities have found it able to move to a process in which the contractor is formally evaluated for performance against the contract by means of periodic and/or ad hoc formal audits performed by the contract auditor. 
Young (2008) on his part observed that management by contractual outcomes was found to be problematic and the management of work processes remained a necessity to ensure quality outcomes. Outsourcing is a change management strategy but is not a panacea to financial, quality and work practice issues. Effective management of process and people is still required to ensure success while Kadefors (2008) observed that in UK outsourced health services in monitoring of contractual performance, the opinion of both clients and contractors was that this area has previously not received enough attention but is currently developing as contracting experience increases. Heinbuch (1996) recommended that to attain effective contract performance, managers will want to: initiate the process in accordance with hospital-level directives; gather information, both internally and externally to inform comparative analyses of costs and levels of service; obtain and consider multiple-bids, when the market is competitive; and develop and implement, from the outset, a process for both monitoring the process leading to a contract and monitoring implementation and on-going service delivery.
5.2.2. Contract accounting and service delivery in Urban Local Authorities
On contract accounting, the study found out that  KCCA observed some good procurement contract accounting conditions that reinforce achievement of value for money in public procurement significant in always ensuring that individual payments do not exceed the cost or value of the deliverable, ensuring that individual payments do not exceed the cost or value of the work to which it is linked, always ensuring that regular interim payments are based on general progress or work performed, and ensuring that all associated assets costs where applicable were honored by the parties. 
On the contrary, KCCA  manifested failures to comply with the statutory contract accounting requirements of ensuring that advance payments are made only where applicable, always ensuring that any advance payment security was issued before making advance payments, ensuring that stage payment are linked to specific deliverables stated in specific amounts, obtaining a payment security if during the delivery of the contract risk or title remains with the provider, making deduction of the contract value comparable with the lost performance opportunity following failure to meet required performance, linking final payments to full satisfaction of the desired level of performance and  ensuring that all financial obligations with its contractors are promptly met. 
There was a high positive significant relationship between contract accounting and service delivery (r = 0.496** and p = 0.000). Contract accounting was the second highest predictor of the variance in service delivery as it predicted 23.8% of the variance in service delivery by KCCA.  The implication is that to achieve responsive, quality services, and cost effectiveness, KCCA should effectively observe and enforce contract accounting mandatory requirements.

The above study findings and observations on contract accounting and service delivery echo what Thai (2004) highlights that the minimum performance levels are determined by technical (outcome) related dimensions such as, quality, quantity, availability, legislative, maintainability, capacity, comfort, appearance and safety. Payment must be made only for services that meet the required levels of service and places the whole contractual emphasis on the purpose of the service to be performed, rather than the manner by which work is to be performed. Failure by the supplier to deliver the minimum performance outcomes results in a deduction of the contract value, comparable with the lost performance opportunity. Conversely, extra or additional value delivered above and beyond the minimum performance levels results in a reward or increase in contract value, comparable with the additional value delivered. 

5.2.3. Contract termination/close out and service delivery in Urban Local Authorities
The study found out that contract termination was not effectively being carried out by KCCA significant in failure by KCCA to: always submit a recommendation for termination whenever they believe that the contract should be terminated, parties making recommendation for termination of contract if all avenues for dispute resolutions have failed, promptly undertaking efforts to ensure that contracts with contractor were terminated if they do not perform to expectations stipulated. KCCA further manifested failures to always ensure that no contract was terminated prior to obtaining the approval of the relevant stakeholders, KCCA always ensuring that contracts were terminated in accordance to established contract termination terms. The above observed failures ultimately lead to poor service delivery by the urban authority. 

 Similarly, the entity did not comply with effective contract closure mandatory conditions by not observing the requirement that: all awarded contracts were phased/closed out on time following meeting the requirements, not ensuring that all contract obligations were complete prior to closure of the contract, failure to incorporation all changes in contract in the final document failure to perform contract Audits were always performed before closure of contracts, and  failure to always conducted a vendor rating/appraisal at the end of the contract. The failure to observe the contract closure conditions/requirements violets procurement contract best practices which lead to constraints in achieving responsiveness of the entity, quality services and value for money/cost effectiveness contracting. 
There was a high positive significant relationship between contract termination/closure and service delivery (r = 0.320** and p = 0.000). Contract termination/closure was a significant predictor of the variance in service delivery as it predicted 9.3% of the variance in service delivery by KCCA.  The implication is that to achieve responsive, quality services, and cost effectiveness, KCCA should effectively observe and enforce contract termination and closure as deem appropriate. 
The above study findings on contract termination/closure are similar to what Lee (1996) noted that in cases where arbitration does not work and the contract must be terminated, the consequences of termination must be taken into account and appropriate provisions made in the contract. In particular, these provisions should cover issues such as: buy back arrangements for equipment; transfer of relevant third party contracts and leases (such as maintenance contracts); transfer of staff; and guarantee by the vendor to assist and cooperate.  Thai (2004) on his part recommends that there should also be explicit agreement in relation to the termination of services in cases where service levels are not met or when the vendor goes into liquidation, etc. Ackeman (1996) in support noted that sometimes it is the service failures themselves which cause a termination of the partnership and that service failures may take place for financial reasons as just described, but they may also take place because of the apparent inability of the contractor to satisfy the service levels required by the buyer and the partnership is ended to satisfy the requirements of the contract of service.

On contract closure, Thai (2004) noted that usually contractors honor their contracts and when the contract is honored, the contract has to be closed out. Contract closure involves several activities and requirements that include; meeting all contractual issues, all changes if any being incorporated in the final document, all deliverables items have been received, all bailed (borrowed) equipment and all classified documents have been returned and final payments made. Once all these items are complete, the procurement official or contract administrator writes formal closure documents containing a narrative of the contract strength and weaknesses in the performance of the contract for future references. In complement, Zou, et.al (2007) reported that in China, all contracts/projects are required to be audited at practical completion stage. This audit is essentially a final account audit, and must be instigated by the client. This audit will identify final project cost and reconcile the makeup of this final price. For government funded projects, the government audit bureau conducts the audit while the non-government funded works are audited by an accredited specialist audit company.

5.3. Conclusions
The study made the following conclusions based on the key objectives, hypothesis and discussions on the study findings: 
5.3.1. Contract monitoring and service delivery in Urban Local Authorities 
The study concluded that the prevailing contract monitoring situation in the entity significantly influenced service delivery in urban Authorites of Uganda .Noticeable failures to monitor awarded contracts by the PDE strictly put service delivery into a precarious situation.Hence effort was needed by the urban authorities to effectively monitor contractual performance, manage contractual conflicts and based on the established indicators and measures. 


5.3.2. Contract payment and service delivery in Urban Local Authorities
The study concluded that the prevailing contract payment and accounting practices had a significant influence on the responsiveness, service quality and cost effectiveness of urban authorities in Uganda.The reseacher learnt that by failing to comply with the statutory contract accounting reguirements relating to advance payment, stage payment, payment security and final payments conditions . ,KCCA as a PDE did not comply with the mandatory reguirements of contract accounting as stipulated in the (PPDA  Act and Regulations, 2003; Local Government PPDA Regulations, 2006).    
5.3.3. Contract termination/close out and service delivery in Urban Local Authorities 
The study concluded that the prevailing contract termination/closure statuesque significantly influenced service delivery this was evidenced in  poor responsiveness, service quality and cost effectiveness of urban local authorities in Uganda.  There was  need by urban authorities to be mindful of the mandatory contract termination and close out requirements for improved service delivery since the researcher learnt that emphasis on the proper contract termination and close out conditions will result in 9.3% of the improvement in service delivery by KCCA. 

5.4. Recommendations  
5.4.1. Contract monitoring and service delivery in Urban Local Authorities 

The PPDA Authority, Ministry of Local Government, Urban Local Authorities, and other interested stakeholders should:
Strive to perform their roles and ensure that urban authorities through their accounting officers enforce their mandatory and contractual roles of monitoring contract quality, contractual conflict and contractor performance management for sustained service delivery. 
Emphasise that the urban authorities always ensure that there are additional committees to supervise contracts, ensuring that a provider meets all performance or delivery obligations in accordance with the terms and conditions of the contract, soliciting all required documentation in accordance with terms and conditions of a contract from contractors, ensuring that the contractors delivers on the agreed time, and generating timely contract monitoring reports on each contract. 

The management of urban local governments authorities should emphasize the management of contract monitoring since 100% observance of the contract monitoring consideration will result in 27.1% of the improvement in service delivery by KCCA.

5.4.2. Contract payment and service delivery in Urban Local Authorities
The PPDA Authority, Ministry of local government, urban local authorities and other interested stakeholders should:
Strive to perform their roles and ensure that urban authorities through their accounting officers enforce their mandatory and contractual roles of contract accounting with respect of interim and final payments. 
Emphasise that the urban authorities comply with the statutory contract accounting requirements relating to advance payment conditions, stage payment, payment security conditions, final payments conditions. 
The management of urban local government authorities should emphasize the proper contract accounting standards since 100% observance of the accounting standards will result in 23.8% of the improvement in service delivery by KCCA.
5.4.3. Contract termination/close out and service delivery in Urban Local Authorities
The PPDA Authority, Ministry of local government, urban local authorities and other interested stakeholders should:
Strive to perform their roles and ensure that urban authorities through their accounting officers enforce their mandatory and contractual roles of contract termination and closure for improved service delivery.  
Emphasise submitting a recommendation for termination whenever they believe that the contract should be terminated, parties making recommendation for termination of contract if all avenues for dispute resolutions have failed, promptly undertaking efforts to ensure that contracts with contractor were terminated if they do not perform to expectations stipulated. Such efforts should extend to always ensuring that no contract was terminated prior to obtaining the approval of the relevant stakeholders, KCCA always ensuring that contracts were terminated in accordance to established contract termination terms. 
Always comply with effective contract closure mandatory conditions by observing the requirement that: all awarded contracts were phased/closed out on time following meeting the requirements, ensuring that all contract obligations were complete prior to closure of the contract, incorporation of all changes in contract in the final document, performing contract Audits and vendor rating/appraisal at the end of the contract. 
Emphasise the proper contract termination and close out conditions since 100% observance of contract termination and closeout conditions will result in 9.3% of the improvement in service delivery by KCCA.


5.5. Limitations of the study 
This study was only limited to KCCA among the over 80 Urban authorities in Uganda which limits the generalization of the study findings. Similarly, the study used only KCCA officials and the members of the public to gather the data but did not include other stakeholders such as PPDA authority, Ministries concerned with Local government and Finance to give a broader national perspective on contract management and service delivery in urban authorities of Uganda. 
Similarly, the local literature concerning contract management and service delivery was scanty; this made compilation of the literature section of this study quite hectic. However, the researcher used literature from other developed countries. 

5.6. Contributions of the study
The study has helped the management of KCCA to appreciate the importance of contract monitoring and payment/accounting, termination and closeout and how they influence service delivery in the KCCA and the need to effectively manage procurement contracts. Adoption of the study recommendations will go a long way improving service delivery not only in KCCA but in other urban authorities in Uganda and other developing countries using decentralized system of governance. 
The study has also created new knowledge in the area of public procurement and contract management in urbanized service delivery in developing countries which are reforming their procurement systems for improved service delivery through its findings. 


5.7. Recommendations for further studies
The study found that contract management dimensions of contract monitoring, contract payment, contract termination/closure all predicted 60.2% of the variance in the service delivery by KCCA while other variable predicted 39.8% of the variance in performance. Other studies need to be conducted to establish the extent to which the public procurement laws and the influence of other stakeholders could have contributed to the variance in service delivery. 
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APPENDICES
Appendix I: Study Questionnaire
Introduction 
Dear respondent,
My name is Sarah Simwogerere pursuing a Masters course in management studies (Procurement and supply chain management) at Uganda management institute. I am interested in establishing the contribution of Contract management to service delivery in urban local government authorities in Uganda with special interest to KCCA You have been selected as a respondent to provide us with your views on this study. Your views will be kept and treated confidentially in line with the study and at no moment will they be used against you but for purposes of achieving the objective of this study. 

SECTION I: BACKGROUND INFORMATION 
1.	Job title: Accounting officer [   ] Contract committee members[  ] Division finance officer [   ]  Revenue officer [  ]  Procurement officer [  ] Prequalified service provider [  ]
2.	Level of education: Secondary [  ]   Tertiary [  ]   University [  ] 
3.	     The Division/ Organisation you work for……………………………………….
4.	How long you have worked with KCCA: 1-3 Years [  ] 4-6 Years  [  ] 7- 10 Years [   ] 10+Years [  ]


Instructions 
Indicate the extent to which you agree with the following experiences in KCCA.
Please use the key below to answer the following questions by indicating: (1) for strongly agree (2) for agree, (3) for not sure (4) for disagree (5) for strongly disagree 

SECTION II: CONTRACT MANAGEMENT 

Scale 
1
2
3
4
5
Contract monitoring   
Quality 
1.	KCCA as a procuring and disposal entity and the contractors understand their quality obligations in the contract. 





2.	KCCA always supervises its contracts by ensuring that the contractor meets the specified terms and condition of the contract





3.	KCCA always appoints a contract manager with appropriate competencies to manage contracts within the user department





4.	KCCA always gather data on the quality of service/works/goods offered by the contractors





5.	KCCA always make staged reports on the quality of service/works/goods offered by the contractors





Conflicts 
6.	KCCA always identify  and resolve disagreement in performing contractual obligations





7.	KCCA always identify and resolve interferences with others goals during contract performance





8.	In KCCA contract disputes are resolved through confrontations and negotiations





9.	KCCA endeavors to use arbitration to resolve contractual disputes 





10.	KCCA always avoid legal suits in its contract disputes resolutions 





Contractor performance 
11.	KCCA always ensure that there additional committees to supervise contracts





12.	KCCA has well established contractor performance indicators in it contracts with contractors 





13.	KCCA has well established contractor performance measures in it contracts with contractors





14.	KCCA always ensures that a provider meets all performance or delivery obligations in accordance with the terms and condition of the contract





15.	KCCA always ensures that contractor submit all required documentation in accordance with terms and conditions of a contract. 





16.	KCCA always ensures that the contractor delivers on the agreed time. 





17.	KCCA generates timely contract monitoring reports on each contract 







Payment/accounting 
18.	KCCA always ensure that advance payments are made only where applicable 





19.	KCCA always ensure that an advance payment security is issued before making advance payments 





20.	KCCA always ensure that stage payment linked to specific deliverables stated in specific amounts 





21.	KCCA always ensure that individual payments do not exceed the cost or value of the deliverable





22.	KCCA always ensure that individual payments do not exceed the cost or value of the work to which it is linked





23.	KCCA always ensure obtaining a payment security if during the delivery of the works, services or supplies, risk or title remains with the provider





24.	KCCA always ensure that regular interim payments are based on general progress or work performed





25.	KCCA always ensure that retained payments are linked to specific contract events such as installations.





26.	KCCA always ensure that failure by the supplier results into deduction of the contract value, comparable with the lost performance opportunity





27.	KCCA always ensure that all associated human costs were applicable are honored by the parties





28.	KCCA always ensure that all associated assets costs were applicable are honored by the parties





29.	KCCA always ensure that final payments are linked to full satisfaction of the desired level of performance





30.	KCCA always ensure that all financial obligations with its contractors are promptly met






Contract termination/closure 
Recommendation for termination 
31.	KCCA contract managers or procurement and disposal unit  in KCCA always submit a recommendation for termination whenever they believe that the contract should be terminated





32.	KCCA and its contractors makes recommendation for termination of contract if all avenues for dispute resolutions have failed.





33.	KCCA promptly undertakes efforts to ensure that contracts with contractor are terminated if they do not perform to expectations stipulated





34.	KCCA always ensure that no contract is terminated prior to obtaining the approval of the relevant stakeholders





35.	KCCA always ensure that contracts are terminated in accordance to established contract termination terms 






Contract close out 
36.	KCCA always ensures that all awarded contracts are phased/closed out following meeting the requirements





37.	KCCA always ensures that all contract obligations are complete prior to closure of the contract





38.	Contact closure in KCCA involves incorporation of all changes in contract in the final document





39.	Contract Audits are performed before closure of contracts in KCCA 





40.	KCCA always conduct a vendor rating/appraisal at the end of the contract






SECTION II: SERVICE DELIVERY 
Responsiveness





1.	KCCA always provide for the aspiration of its community  





2.	KCCA always provide the expectations of its community





3.	KCCA always  provide the needs of its community 





4.	KCCA always strives to improve on the aspirations, expectations and needs of its community





Quality of services
5.	The delivery of health service by KCCA is reliable 





6.	The delivery of educational services in KCCA is adequate 





7.	There are adequate core development infrastructures in Kampala. 





8.	The sanitation and drainage systems in KCCA are in good conditions.





9.	KCCA has a favorable rating on quality services achievement among local urban authorities 





10.	KCCA has a favorable rating on quality services achievement among regional and international  urban authorities





Cost effectiveness 
11.	There is adherence to accountability practices in KCCA





12.	There is transparency in the delivery of services in KCCA





13.	KCCA meets its mandate at the lowest costs possible 





14.	KCCA meets its mandate within its budgets 





15.	KCCA has achieved value for money in its service delivery 





Thank you for your cooperation Appendix II: Interview guide for contracts committee members and procurement officers

Appendix II: Interview guide for KCCA Officials 

Introduction: Self introduction 

1.	Describe how KCCA ensures that quality is achieved from contracts 
2.	How does KCCA monitor contract schedules? 
3.	How are conflicts with contractors managed in KCCA? 
4.	How does KCCA monitor the performance of contractors? 
5.	What considerations are taken before payments is made to contractors? 
6.	How has KCCA ensured that contractors are paid on time? 
7.	What constraint does KCCA encounter in paying contractors? 
8.	What constraint does KCCA encounter in receiving remittances from contractors? 
9.	What considerations does KCCA take before considering contract termination 
10.	What considerations do

Appendix III: Interview guide for members of the public

How reliable are the services you receive from KCCA 
How prompt do you receive the services from KCCA?
What is the quality of services you receive from KCCA?
What changes do you want to see in the delivery of services by KCCA?













Appendix IV: Letter of recommendation for field research.



