






















































































































































































































review meeting schedules, key performance indicators, contract manager's incentives 

and terminations provisions in the event of poor performance. 

5.3 Further areas of research 

This study was conducted in UETCL and had a limited scope, although carried out 

systematically. 

Other studies should be done on it either in the same organization or in different organization 

in order to test the relevance of the research questions. 

The researcher suggests the use of different data collection instruments to be employed by 

another researcher so as to relate the findings and overcome the weakness in this one. 

This study was centered on contract management and service delivery, however there are 

other factors impacting on service delivery in UECTL like ethical business conduct and 

conflict of interest, managing contract disputes, managing relationships, contract 

management roles and responsibilities and managing contract variations. These need serious 

research by other researchers to show how they relate with service delivery 
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THE APPENDICES 

RESEARCH QUESTIONNAIRE 

CONTRACT MANAGEMENT AND SERVICE DELIVERY IN PUBLIC SECTOR IN 
UGANDA 
Dear Sir/Madam, 

This questionnaire has been developed to carrying out research on Contract Management and 

Service Delivery in Public Sector in Uganda. 

Please spare some few minutes out of your busy schedule to fill the questionnaire. The 

information required is for academic purposes only and it will be treated with utmost 

confidentiality. 

SECTION A: Demographic Information 

1) Your 
. . 

within Procurement cycle Contracts Committee pos1t10n D 

relates to: 
User Department D 

Procurement & Disposal Unit o 

Contract Manager D 

Others D 

2) Years working with the Organization: 1-2 D 3-5 D 5-10 D Above 10 o 

Highest Level of Education: A-level o Diploma o Degree o 

Post graduate o Others specify ..... ... .. ... ... 

For all the sections that follow, please tick against the appropriated key in the boxes provided 

below according to their rankings: 

Key: SD= Strongly disagree (1 points);D= Disagree (2points); 

A= Agree (3points); SA= Strongly Agree (4point) 
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SECTION B Contract Management process and Practices 

This section has been prepared to tract information relating to contract process and practices 

Part 1 Contract Mobilization SD D A SA 

1 There are structures are put in place to manage contracts 1 2 3 4 

2 The entity identifies and defines processes and a clear contract 1 2 3 4 

management plan with a focus on deliverables and milestones to 

performance 

3 Resources are assigned to ensure appropriate time and attention is paid 1 2 3 4 
for effective contract management 

4 Contract file are maintained and updated, with all on go mg 1 2 3 4 
correspondences according to PPDA regulations 

5 A user department appoints an existing member of staff with appropriate 1 2 3 4 
skills and experience as a contract managers for each contract 

6 A copy of a signed contract is issued to the contract manager together 1 2 3 4 
with the appointment letter 

7 User department appoints a member of staff of another user department 1 2 3 4 
with the appropriate skills and experience if none of his staff do not 

qualify 

8 Contract Management team is appointed for complex large projects 1 2 3 4 

Part 2 Contract Monitoring 

1 The contract manager completes a contract implementation plan- form 60 1 2 3 4 
for monito1ing the contract progress on key dates of milestones and 

deliverables. 

2 Contract manager obtaining performance bonds and advance payment 1 2 3 4 
guarantee from provider on contract commencement in accordance with 

the terms and conditions of a contract 

3 Contract manager ensures that there is adequate cost, quality and time 1 2 3 4 
control of the contract 

4 Contract manager is aware of any signs of potential under performance 1 2 3 4 
and address them before they become serious to avoid the problem 
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worsemng 

5 Provider is given the early wammg such that issues are resolved in 1 2 3 4 
performing contractual obligations at low costs and with minimal 

disruption 

6 There is a mechanism in place for identifying key contract trigger points 1 2 3 4 
such as notice periods and completion dates and closure. 

7 Reporting lines and performance are managed through reviews and 1 2 3 4 
appraisals 

8 Variation have repercussion on time, cost and quality 1 2 3 4 

9 The information provided by the supplier for monitoring purposes IS 1 2 3 4 
reviewed and audited to ensure accuracy and reliability 

10 Information can be tested by capturing feedback from end users 1 2 3 4 
regarding the quality of the goods and services received 

11 Changes in the user requirements are captured and considered as part of 1 2 3 4 
formal changes. 

12 Record keeping is good and contract are accessible when required 1 2 3 4 

Part 3 Performance management 

1 Contract manager and the provider understand well the contract and the 1 2 3 4 
services or goods required to be deliver in line with the contract 

2 Performance indicators and standards for monitoring focus on agreed 1 2 3 4 
timeframes, required quality, and user satisfaction guaranteed 

3 There IS an established and maintained open and a constructive 1 2 3 4 
relationship with the supplier and have regular communication 

Part 4 Contract Completion 

1 Review meetings are held to discuss the suppliers' performance 1 2 3 4 
;compliance levels, performance metrics, payments and variations 

2 A joint inspection to carry a comprehensive check is done to confirm 1 2 3 4 
completion 

3 Any defects or omission agreed as a result of inspection are rectified as 1 2 3 4 
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soon as possible 

4 Payments are reconciles against contract terms eg. Stage payments linked 1 2 3 4 
to specific deliverables and advance payment where applicable 

5 Contract manager issues a completion certificate and payment is made 1 2 3 4 

6 Any actions necessary under the warranty, retention or defect liability 1 2 3 4 
period are managed by supplier. 

7 A final certificate issued at the end of the defect liability period as 1 2 3 4 
evidence that the work is satisfactorily been completed and final payment 
is made 

8 All contract management records are kept to manage handover 1 2 3 4 
acceptance procedures 

SECTION C Level of Service Standards 

This section has been designed to capture information related to the Level of service standard 

1 The quality of level of service standard originates from effective 1 2 3 4 

management of contracts 

2 Service levels are in place and understood by the supplier and monitored 1 2 3 4 

by the contract manager and end users 

3 There is a conductive infrastructure and control measure to ensure on- 1 2 3 4 

time delivery, to test the quality, to ascertain quantity delivered and what 

has been accepted is paid for. 

4 Users do reject poor quality goods, services or works. 1 2 3 4 

5 Users do report on poor service delivery in writing. 1 2 3 4 

6 Suppliers /Providers do replace defective items on inspection/testing 1 2 3 4 

7 Action lS taken on non- performance as per contract terms and 1 2 3 4 

conditions. 

8 There is a system to identify and manage iisks under the contract 1 2 3 4 

SECTION D This section has been designed to capture information related to relationship 
between contract management and service delivery 

Contract mobilization 

101 



1 The level of service delivery standard originates from effective 1 2 3 4 
management of contracts 

2 Contract mobilization ensures that the costs of the requirement are not 1 2 3 4 
higher than expected 

3 Contract mobilization ensures that provider meets buyer's standards of 1 2 3 4 
delivering the agreed quality. 

C2 Contract Monitoring 

1 Contract monitoring focus on collecting and analyzing information to 1 2 3 4 
provide assurance to the buyer that progress is being made in line with 
the agreed timelines and providing the contract quality, quantity and cost. 

2 Monitoring the provider by holding progress meetings and reporting the 1 2 3 4 
deliveries are made within timelines and the right quality and quantity at 
the right cost without additional costs from variations 

3 Contract monitoring ensures that service level agreements lead the 1 2 3 4 
provider in balancing cost and quality of services or goods with the best 
value for money 

C3 Performance Management 

1 Performance management infrastructure and control measureensures on- 1 2 3 4 
time delivery, to test the quality, to ascertain quantity delivered and what 

has been accepted is paid for. 

2 Performance management review meetings ensures Provider and buyer 1 2 3 4 
aim at meeting the time lines,cost ,quality and quantities of the contract 

3 Action lS taken on non- performance as per contract terms and 1 2 3 4 
conditions. 

C4 Contract completion 

1 On contract completion the provider ensures that he meets the delivery 1 2 3 4 
obligation of adequate cost ,quality, quantity and time control 

2 Suppliers /Providers do replace defective items on inspection/testing 1 2 3 4 

C5 Government Policy and regulations 

1 There is compliance with entity procurement policy and legislative 1 2 3 4 
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guidelines while maintaining a constructive working relationship with 

supplier 

2 Government regulations and guide lines prolongs the process time lines 1 2 3 4 
and costs high 

Thank you so much for sparing time to respond to this questionnaire. 
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INTERVIEW GUIDE TO THE CONTRACT MANAGERS 
1. Do you follow any specific process while managing contracts in this entity? 

2. Are you satisfied with the terms and conditions of the contract? 

3. Do you find difficulties in interpreting your obligations? 

4. Review meetings are a practical means of keeping control of the contract, particularly 

when it is complex, how often do you meet with the provider to review the progress 

of the contract? 

5. When monitoring contracts progress what do you focus on mostly? 

6. How do you assess your performance as a contract manager vis-a-vis customer 

satisfaction? 

7. Apart from contract management highlights poor operation processes, what are other 

benefits? 

8. Apart from poor quality services; delayed delivery; change orders; what other 

contract management challenges do you face 

9. How do you relate contract management and service delivery in you are opinion? 

10. Disagreements may arise between you and the provider during the life of the contract, 

how do you handle such a situation before it becomes a dispute? 
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INTERVIEW GUIDE TO THE PROVIDER 
1. What are the benefits of contract management apart from you knowing your 

obligations under the contract? 

2. Do you fulfill all your contract obligations even if you are not monitored? 

3. If you feel that at one time you are unable to meet your obligations on time what are 

you likely to do? 

4. Supposing you are paid all and there happened there some defects found out before 

the expirers of the defect liability period, do you correct the defects at no cost? 

5. Why is it that some bidders after securing a contract he requests for price variation 

even the bid is still valid? 

6. Why is it that after recognizing that people from the contracting entity are not 

monitoring your progress, you may get careless and the delivery becomes less than 

acceptable or you may create and demand variations for items that are already within 

the contract even if there is no sign of uncertainty? 
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INTERVIEW GUIDE TO THE HEAD OF USER DEPARTMENT 
1. According to PPDA Act 2003, once the contract has been signed and a copy is 

delivered to you, you are supposed to appoint a contract manager, what do you 

consider when appointing someone? 

2. With contract management there is increased awareness of contract milestones and 

avoidance of breaking contractual obligations. What could be the other benefits of 

contract management? 

3. What could you consider the best contract management practice in this entity? 

4. The foundations for contract management are laid in the successful procedures of the 

stages of the contracting process where the procurement procedures and principles are 

carefully determined and documented and the provider has been carefully selected 

through proper selection before contract award. In your opinion what could be the key 

success factors of contract management? 

5. Apart from poor quality services; delayed delivery; change orders; what other 

contract management challenges do you face 
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INTERVIEW GUIDE TO CONTRACTS COMMITTEE MEMBERS 
1. PPDA regulation 260(2f) a contracts manager to submit reports on the progress or 

completion of a contract as required and a request for approval of an amendment is 

submitted. do you approve the request? 

2. Is there any role you play in contract management process after the approval of the 

recommendation to award a contract and approval of contract variations? 
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TABLE l 
Table for .Detern-zining San-zple SLzefro1r1 a Given Population 

N s N s N s 
10 10 220 140 1200 291 
15 14 230 144 1300 297 
20 19 240 148 1400 302 
25 24 250 152 1500 306 
30 28 260 155 1600 310 
35 32 270 159 1700 313 
40 36 280 162 1800 317 
45 40 290 165 1900 320 
50 44 300 169 2000 322 
55 48 320 175 2200 327 
60 52 340 181 2400 331 
65 56 360 186 2600 335 
70 59 380 191 2800 338 
75 63 400 196 3000 341 
80 66 420 201 3500 346 
85 70 440 205 4000 351 00 

0 
90 73 460 210 4500 354 rl 

95 76 480 214 5000 357 
100 80 500 217 6000 361 
110 86 550 226 7000 364 
120 92 600 234 8000 367 
130 97 650 242 9000 368 
140 103 700 248 10000 370 
150 108 750 254 15000 375 
160 113 800 260 20000 377 
170 118 850 265 30000 379 
180 123 900 269 40000 380 

190 127 950 274 50000 381 
200 132 1000 278 75000 382 

210 136 1100 285 1000000 384 
Note_-- JV is population size_ 
S is sample size_ 
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