
_._--"---'--------------------- -- - . __ ..... _- - .--- . -

A DD 1:::> ABABA CNI\ · j~HSl ' I '\ 
l~A('UUrY 01" B CS I NESS A:\'J) 1,; ( 'c):"() \J]( 'S 

i'dBA Pl~O(a~AM 

?
~R SPECTS OF OUTSOURCING FOOD SERVICE IN HIGHER 

LEARNING INSTITUTIONS 
/ (A CASE OF ADDIS ABABA UNIVERSITY ) 

, 

I S I ' H\II ' I" [' I,; I) HY :) , "; I" Y ,\ I , I,; \\ ' ' 1' ,\[H:SSI,: 

A project submitted to the School of Graduate Studies of 
Addis Ababa University in partial fulfillment of the 

requirements of the Masters Degree in Business 
Administration (MBA) 

Advisor: P. La xmikantham (Ph D) 

... 
• , j<-

,~ 

'I ~ -, 5' .' 
, . 

June 2008 
'I: . .. 

'if ',. 
Addis Ababa -__ Lr! 



ADDIS ABABA UNIVERSITY 
SCHOOL OF G RADUA TE STUD [LS 

PROSPECTS OF OUTSOURCING FOOD SERVICE IN HIGHER 
LEARNING INSTITUTIONS 

fA CASE OF ADDIS ABABA UNIVERSITY J 

By 

Kely alew Tadesse 

Approved by The Board of Examiners: 

Advisor Signatu re 

• II :,; 
. , 

··_ 1 

S'Q~h+< Anf&h.~d'J [-00 
Examin er 

s.e- d;/;0:i 
Signa ture ----- 2zt-!ZiJ,!Ots:' 

EXaIniner Signatu re 



i\c'l~no",lcdgc!mcn ( 

First and foremost I would like to thank my adv isor 
Dr. P. La xmikantham for his genuine advices and guidance in 
preparing and completi ng this study. 

Furthermore, I would gratitude dean of student of Add is Ababa 
University, who cooperated me in answering the intervi ew questions 
and the students of main, FBE, Amist kilo and Arat kio campuses for 
their responses. 

Moreover, I would extent my heartfelt appreciation to my wife 
Yeshume Yadeta for ,her continuous encouragement and motivation 
through out the course of the study. 

Finally, I thank my group members with whom I discuss all the affairs 
of the study at hand. I am also grateful to all my classmates for 
sharing experience with . 



Table of contents page 

C HA PTER 0 NE: I NTR 0 D U CTI 0 N----------------------------------------------------------1 

1.1 Genera overview-------------------------------------------------------------------------------- 1 

1.2 statement of the problem ---------------------------------------------------------------------2 

1 .3 Objective of the study---------------------------------------------------------------------------3 

1 .4 Scope of the stud y------------------------------------------------------------------------ -------3 

1 .5 Delimi tation of the study------------------------------------------------ --------- ----- --------4 

1 .6 Lim i tat ion of the study--------------------- -----------------------------------------------------4 

1 .7 S igni ficance of the study------------------------------------------------ ---------------- ------- -5 

I .8 1'.1 eas u relTie nt --- ---- --- -------- ---- -- ---- ---- --------- --------- -- --- --- -- --_ 0 ______ ---- --- - - --- - -- 5 

I .9 Research methodo logy------ ------------------------------------------------------- ------- ---- --7 

1.9. 1 Data collection method-- ---- ----- ----- ---------------- -- ------ --- ---------------- --- -- ---7 

1.9.2 Sampli ng technique----- -------- ----------------- ----:--------------- -------------- --- --- 7 

1 .9.3 Statistical tool------------------------------------------------------------------------- ----7 

CHAPTER TWO: LITERATURE REVIEW------------------------------------------------8 

2. I Theoreti cal framework ----------- ---_____________ c _____ ---- ---- --- ------ ----- ------------ ------ -8 

2.1.1 Interest in outsourcing ------------------------------------------------------ ---------8 

2.1.2 How to outsource successfull y-------- -- ---------------------- ------------------ --10 

2.1 .3 What is outsourcing methodology?---------------------------------------------- - 11 

2.2 Analysis of Literatures on outsourcing in Higher Education---- ---------------- ------- -- 12 

2.2.1 Outsourcing in Higher Educat ion--------------------------------------------------12 

2.2.1.1 What Functions Are Being Outsourced--- ---- ------- ---- ----- --------13 

2.2.1.2 Problems with Outsourcing----------------- ------ ------------------- ---14 

2.2.1.3 Rethink ing Oll lsoll rc ing------ ------ -- -- ---- ------ --------- ----- ---- ----- 1 () 

2.2.1.4 How wide spread is Outsourcing·' ------- -- -- ----- --- -- ---- ----------- Il> 

2.2.1.5 How Should Management Decide Whether 10 Olllsollrcc?------- -17 

2.2.1.6 What is the Impact of Outsourcing on the Quality of Servicc"-- -18 

2.2.1. 7 How Complex is Outsourcing?--------- --- ------ ----------------------19 

2.2.1.8 Will Outsourc ing Solve Fundamental Organizational Problems?-20 

2.2 .2 Measuring Student Satisfaction: the case of the Uni vers it y of Bari (ltal v)21 

• 



2.2.3 Factors Unique to Higher Education---------------------------------------------23 
2.2.4 Outsourcing Impediments----------------------------------------------------------25 

CHAPTER THREE: BACKGROUND OF THE ORGANIZATION -----------------26 
3. 1 General informati on------------------- ---------------------------------------------------------26 
3.2 \Tision -------------------------------------------------------------------------------------------26 
3.3 ~ission ------------------------------------------------------------------------------------------27 
CHAPTER FOUR: DATA ANALYSIS AND DISCUSSION----------------------------28 
4.1 Analysis of data obtained from interview---------------------------------------------------28 

4.1 .1 Composition of students currently obtaining food service by the campus-28 
4.1.2 The interview result related to the current challenging situation ------------29 
3.1.3 Further comments of the respondent---------------------------------------------3 0 
4.1.4 Whether the university has outsourced the food service so far---------------31 
4.1.5 Human resource related issues----------------------------------------------------3 J 
4.1.6 Political and legal issues related to outsourcing food service-----------------32 

4.2. Analysis of the Questionnaire ------------------------------------- ------------------------33 
4.2. 1 General Composition of Respondents-------- ------------------------------------33 

4.2.1.1 Composition of the respondents by Campus-------------------------33 
4.2.1.2 Distribution of respondents by batch----------------------------------------------------34 
4.2. 1.3 Distribution of respondents by Age group---------------------------35 
4.2.1.4 Distribution of respondents by Gender-------------------------------35 

4.3. Opinion of students about food service and outsourcing food service----------------36 
4.3,1 Experience of students about food service at the university---------36 
4.3.2 Benefit of outsourcing food service at the university-----------------37 
4.3.3 Skill and serving potential of the potential subcontractors-----------38 
4.3.4 Reliability of the potential subcontractors------------------------------3 9 
4.3.5 Cost effectiveness of outsourcing food service------------------ ------40 

4.4. Assessment of satisfaction level of students with currently being provided 
food service------------------------------- -- ---------------------------- ----------------40 

4.5 . Assessment of perceived satisfaction level of students if food service is 
Outsourced----------------------------------------------------------------------------53 

4. 6. Correlation anal ysis-------------------------------------- ---------- -----------------64 

4. 7 Results summary -------------------------------- --- --- ---- ----------------------------68 

CHAPTER FI\TE: CONCLUSION AND RECOMMENDATION---------------------69 

5. I Concl usi ons---------------------- ------------------ ----- -------------------------------69 

5 .2 Recommendati ons------------------------------- --- --- ---- --- ----------- -- ---- --------72 

Bibliography 



List of tables (Appendix) 

page 

Table 4. I General composition of students -----------------------------------------------------vi i 
Table 4.2 Composition of opinions in campus wise------------------------------------------vii i 

Table 4.3 Compos ilion of opinions in Belich wise---------------------- -------- -------- ------ -viii 

Table 4.4 Compos ilion of opinions in Gender wise-------------------------------=-- -----------x 
Table 4.5 Entire respondents ' aggregate opinion and experience-------- ---------------------x i 
Table 4.6 Students rating of the satisfaction level from food service currently------------x ii 
Table 4.7 Ratings of students' perceived satisfaction if food service is outsourced-c---xiv 
Table 4.8 Weighted ayerage value computation to measure the-level of satisfaction 

currently ~-------------------------------------------------------------------------------64 
Table 4.9 Weighted average value computation to measure perceived level of sat isfaction 

with outsourcing food service -----------,---------------------------------------------65 
Table 4.10 Computation of correlation coefficient--------------------------------------- ----- -66 



List of figures 
page 

Figure 4 .1 Distribution of students oBtaining food serv ice at Addi s Ababa Universit y 

Curren t 1 y ------------ ------ -------------- ------ ----------------- --------- ---- -- ---- -----2 9 

Figure 4.2 Percentage of respondents by campus----------------------------------------------33 

F i gure4.3 Percentage of respondents by batch--------- -----------------------------:----------34 

Figure 4.4 Distribution of students by Age group----------------------------------------------35 

Figure 4.5 Distribution of students by gender--------------------------------------------------35 

Figure 4.6 Percentage of response regarding whether the students have information about 

outsourcing at the university----------------- ----------------------------------------3 7 

ligure 4 .7 Composition of ~sponses ~egarding the benefits of outsourc ing ---------- ~---38 

f: igure 4.8 Composition of responses about subcontractors' potenti al------------ ------ ----3 8 

Figure 4 .9 Composition of the response about rei iability of subcon tracto rs----------- ---- -:;<) 

Figure 4.10 Composition of the responses about cost issues----- --------------- -- ------- ----40 

Figure 4. 11 Distribution of responses related to speed of food service curre ntl y---~----_4 1 \ ~ , ~ ~'~I 
Figure 4.12 Distribution of responses related to consistency of quality of food service 42 I -.- • !. 0 ' 

I >- :J (] I 

Figure 4.13 Distribution of responses related to variety of menu currently----------------43 .. J 1 ~ 

Figure 4. 14 Distribution of responses related to whether the univers ity asks suggestion-44 

Figure 4.15 Distribution of responses related to ex istence of alternati ve ways to prov ide 

food servi ce---- --- ----- ------------ ------------------- ---- ------- -------,----- ---------_4 5 

Figure 4. 16 Distribution of responses related to informing students ahead------------- --- _46 

l'igure 4.17 Distribution of responses related to repair and maintenance of the food 

machineri es ---------------------- ----- --------- --- --- ----- ------------ ---------------- _4 7 

Figure 4.18: Distribution of responses related to responsiveness of the uni versi ty -------_4 7 

Figure 4.19 Distribution of responses rel ated to timing of the meals------- ------- --- ------_48 

Figure 4.20 Distribution of responses related to invohement of students indeci sion 

Making related to food service ------------------------------------ -------------------49 

Figure 4.2 1 Distribution of responses rel ated to quantity of meals------ ------------ --------49 

Figure 4.22 Distribution of responses related to hygiene of utensils---- ---------- ----------SO 

Figure 4.23 Distribution of responses related to suffering---- --- ------- --------------- -------S l 

Figure 4.24 Distribution of responses related to care of the un iversity------------------ --- -51 

7 ~ H 
, d; 

~ -- " 



rigure 4.25 Distribution of responses related to overall sati sfaction of students---- -- ----52 

Figure 4.26 Distribution of students' rating related to the speed of food service ifit is 

o u tso u rced ------------------- -------------- -- --------------- -- -- ------- ---- --- --- -- -- -54 

Figure 4.27 Distribution of students' rating related to consistcnn uf tt)()d sc r\ 'ice ifil is 

out sou rced ---------------------------------------- ------------------------------------------------------ -- ---,4 
r igure 4.2 8 Distribution of students' rating re lated to variety o f menu of food service if it 

i sou ts 0 urced -----------------------------------------------------------------------------------------------55 

Figure 4.29 Distribution of s_tuden\s' rating related to asking for suggesti on---------------56 

Figure 4.30 Distribution of students' rating related to alternative ways offering food 

Service--------------------.---------------------------------------------- --------- -------56 

Figure 4.3 I-Distribution of students' rating related to whether the subcontractors -inform 

students ahead 0 f ti me-- -- ------------------------------------------- --------------5 7 

Figure 4.32 Distribution of students' rating re lated to timely repair and maintenance of 

food materials--------------- ---------------------------- -- -- --- ------------- ---- ------5 8 

Figure 4.33 Distribution of students' rating related to responsiveness of the 

subcontractors to studen ts' suggestions----------- --------------------------------58 

Figure 4.34 Distribution of students ' rati ng re lated to ti ming of meal of tond se rvice---- )'! 

Figure 4.35 Distribution of students' rating related to involvement of students in 

Decisions--------------------------------------------------- -----------------------------60 

Figure 4.36 Distribution of students' rating related to quantity of meals if food service is 

o u tso urced --- ------------------------------------------------------------------------------------------------------6 1 

Figure 4.37 Distribution of students' rating related to hygiene of utensil s -- -------------6 1 

Figure 4.38 Distribution of students ' rating related to cares the subcontractors-----------62 

Figure 4.39 Distribution of students' rating related to general satisfaction of students if it 

is 0 utso urced -----------------------------------------------.---------- ------------ ----6 3 



List of appendices 

page 

A ppendix I Interview --------------------------------------------------------------- -- ------- i i 

A ppendix I I Questionnaire---------------- ------------------ --- -- ------ --------------- -- --- -- iii 

A ppenC\i x 1[[ Tabl es ----- ------------------ -------- ------------------------ ---------- --- -" i i-x i, 

Appendix IV other 



Abstract 

The paper has focused on prospects of outsourcing food service with due 

regard to students satisfaction level with current food serv ice; perceived 

satisfaction level if food service is outsourced; political a nd legal issues 

related to outsourcing food service; human resource related issues; 

willingness of potential subcontractors to accept the offer; correlation of 

current satisfaction level with perceived .§atisfaction level if the service is 

outsourced and the opinion of students re lated to cost at which the 

subcontractors may offer food service re lative to budget limit per studen t 

per month. 

According to the finding of the study, the current inflationary situ ation 

becomes a -major obstacle in rendering food service- as expected. 

Moreover, even if the university is willing to outsource food service, 

potential subcontractors may not accept the offer due to the fact that the 

offer price is low (Birr 180 per student per month) relative to the current 

inflation rate. Outsourcing food service is politically and legally 

acceptable. The university believes that the precondition for outsourcing 

is that the subcontractors should accept the exis ting fooel serve related 

employees as their workers Jut to avoid the bad consequences of firing 

the employees. 

The current satisfaction level of students with food service is low and the 

students believe that if food service is outsourced, perceived satisfaction 

level with food service is high . The current satisfaction level with food 

service IS negative ly correlated wi th perceived satisfaction level if food 

service is outsourced. 



CHAPTER ONE 

INTRODUCTION 

1.1 General Overview 

In modern competitive environments, services are gaining increasingly more impoltance 

in the competitive formula of both firms and countries. Educational systems are 

becoming services for people in which global and local levels combine, thus a 

standardized offer is modified by local specificity. Universities become relational 

services, in which demand and suppl y (provider and receiver) cooperate to improve and 

design satisfying outputs. They face intense international and national competition, and 

consequently choose in the same way as firms (Jarvis, 2000). . '1- -' 
In fact customers, i.e. students or rather society, play an active role in defining the offer, ·1 I :-

I .. :; 
either by asking for or showing their disapproval , a sort of vote (Tiebout, 1956). : r J : 

.c:. . ;. :; 
The importance of such a service is highlighted by the presence of many stakeholders and ~ : I ~-
thei r interests, either social or economic. A strategy of continuous improvement with 

regard to quality is important. Demand is at a higher level not only in relation to the 

quality of teaching but al so to social expectations. 


















































































































































































