AN EXAMINATION OF THE EFFECT OF COMPUTERIZATION ON SERVICE DELIVERY
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ABSTRACT

The study was about the effect of computerization on service delivery in Airtel Uganda.

The study was carried out in Nakawa division, Kampala district. Both primary and secondary data was collected using the questionnaires and review of the existing literature respectively.

A questionnaire was designed which covered the employers, employees and customers of Airtel Uganda. The study showed that most respondents were in agreement that computerization contributes a lot to service delivery in Airtel Company and they pointed out the major reasons for their argument. Recommendations and conclusions were drawn among which included the following: Reducing on the calling rates especially to make Airtel to Airtel call rates slightly cheaper than calls to other networks such that Airtel service consumers can enjoy a benefit over the other networks so that they can stick to Airtel. Sensitizing the public on Airtel’s services and products available and this includes services like mobile money, internet connectivity and sim swaps and replacements. This is because some customers are not aware of these services and this forces some of them to shift to other networks. Need to improve on their customer care department so that incase a customer calls in for guidance, he can be picked up in a polite and professional manner and be guided in line with the services they offer. Use of sales promotion and samples such as offering sales and trade discounts to their customers and also providing samples and training on how to use their products and services so as to capture their attention towards their products and services.  

CHAPTER ONE

1.0 INTRODUCTION

Use of highly sophisticated and modern technology in service companies has taken root since the industrial revolution took effect many years ago. The improvement in technology has eased for example communication and service delivery in all sectors in different countries. In Airtel telecommunication company computerization as a form of technological advancement ensures effective feedback from clients in the quickest period of time possible. The proposed study is aimed at establishing the implication of computerization to service delivery in airtel Telecommunication Company since it is not clear whether computerization is the only contributing factor to effective service delivery in the Airtel telecommunication company. 

This particular factor presents the background of the study, statement of the problem, purpose of the study, objectives of the study, research questions and the scope of the study.

1.1 Background of the Study

In the recent years organizations have witnessed and adopted the phenomenal rise of computer technology as has progressed from bulky to unwidely equipment rarely found outside the scientific research laboratories and to hand and adoptable person raised tools. French (2000).

In Uganda every one and every organization is touched by computer technology to some degree. Computerized data takes place, for example in daily life such as depositing and withdrawing money in banks. The role of computers in society is too wide and they are widely applied almost in every aspect of life, for example mostly in business/commerce and leisure.

By definition, computerization is the application of computers and other associated accessories for the collection, storage, and manipulation of data to produce, present and communicate information with an intention to improve service delivery to customers mostly in profit making organizations.

Many organizations in Uganda have adopted the use of computers because of the advantage/benefits they accrue such as faster processing than manual systems. This is because they are always more flexible and once produced it is in a form suitable for communication to other people or organizations. Trevor (1994)

Lazo (1985), asserts that the attitude of service delivery providers both managers and employees applied must be aimed at developing a good working relationship and ensure handling of customers in the course of service delivery. A service is a product but is perishable and has intangible attributes.

A service oriented organization such as Airtel Uganda has specific duties of efficiency and customer based; its customers must be served with efficiency. This calls for placing a high priority on delivery off personalized and efficient customer service. The desire to deliver quality services has motivated most organizations to invest heavily and computerize their system of operation. It is believed that an organization with a computerized system can deliver quality service to its clients.

Many service organizations in Uganda have adopted the use of computers so ads to ensure service delivery despite the limitations of computerization such as high initial costs, breakdowns, complex programming and lack of skilled manpower to operate the computers.

Airtel Uganda is an established electronics company specializing in mobile phone sales, Airtel airtime sales and distribution supplying phones in Europe, Asia and Africa with annual sales turnover of a million handsets.

Airtel Zap. Airtel Uganda offers an instant money transfer service which operates using our various outlets around the country. Mobile Money is a safe and easy way to get money to your loved ones using your mobile phone! Parcel Delivery Service 

Airtel partnered with Fedex Express to offer timely and safe delivery of your parcels to locations around the country as well as abroad. 

Airtime Sales We offer Airtime sales for all network operators.

DSTV Supplier We have a partnership with DSTV to make your DSTV subscriptions and payments easier. 

1.2 Statement of the problem.

The use of computers in Airtel Telecommunication Company started way back in 2003 when the introduction of sophisticated technology was realized however, all customers needs have not been met especially in the customer care departments, the networking department, production and marketing departments due to a number of complaints raised by employers themselves and the mass switching of customers to other networks.. 

The implication of computerization to service delivery thus not being clear in Airtel Telecommunication Company

In the wake of the above therefore, one would thus be interested to generally ascertain the relationship between computerization and service delivery in Airtel Telecommunication Company 

1.3 Purpose of the study.

To establish the extent to which computerization has affected service delivery in Airtel Uganda.

1.4 Objectives of the study.

The major objectives of this study intend;

1.To establish the level of computerization in Airtel Uganda.

2.To evaluate the level of efficiency on service delivery at Airtel Uganda

3.To establish the relationship between Computerization and Service delivery.

1.5 Research questions

1.What is the level of computerization in Airtel Uganda?

2.What is the level of service delivery in Airtel Uganda?

3.What is the relationship between Computerization and service delivery?

1.6.0 Scope of the study.

This section outlines the limits of the study such as the geographical scope, conceptual scope and the time scope.

1.6.1 Geographical scope

The researcher intends to carry out the research in Airtel Uganda.

1.6.2 Content scope

The study focuses on establishing the effect of computerization on service delivery in an organization. Computerization being the independent variable and service delivery being the dependent variable. Both primary and secondary data will be collected and analyzed for future interpretation basing on those two variables.

1.6.3 Time scope

The researcher intends to cover the period 2010 –June 2011.

1.7 Significance of the study

i) The study will be of high benefit to Airtel Uganda in a sense that it will provide a useful framework for analyzing the strategic significance of information technology and to diagnose their current approach as a mode of improving performance.

It leads to widening business scope, improving services, targeting markets, adding value to the service, effective management, improving delivery of information, strategic alliance based on information technology and providing a just in time service.

ii) The study will benefit to the government, since information technology provides timely, accurate, relevant and reliable data, this is very useful to the government towards decision making, problem solving, planning and control and management of the trend of economic activities within the country. Information also helps to avoid the duplication of government efforts and wastage of resources thus enhancing productivity.

iii) The study will be of great benefit to smaller firms or individuals hat are intending to introduce information technology to guide them to avoid problems in information and reduce costs of operation.

The study will also equip students with knowledge especially those interested in carrying out the findings on the impact of computerization on the performance of business sectors. 

CHAPTER TWO

REVIEW OF RELATED LITERATURE

This chapter intends to focus on the existing literature that various scholars have written and other researchers on the variables of computerization and service delivery.

It will also look at the definition of computerization, benefits and challenges of computerization, what service delivery is, challenges in service delivery and the relationship between computerization and service delivery. Throughout the discussion of this chapter, emphasis will be put on the specific objectives as presented below.

CONCEPTUAL FRAME WORK

Information and Communication Technology (ICT)

ICT is the convergence of computing, telecommunication and video techniques with computing providing capabilities for processing and storing information. According to Horton (1990), the old ways of transacting business in relatively slow moving, paper based and tangible document oriented society are simply no longer appropriate to retain a competitive advantage in the computer age. Electronic images, online databases and world wide interconnectivity through the internet are the new order of the day for business, for governments, universities, banks, private foundations, hospitals and professionals. What this statement implies, according to Mansell and Wehh (1998), is that as developing countries join the global international infrastructure, each country will need to find effective ways of maximizing the benefits and controlling the risks of ICT in business.

Computer Utilization in Organization

Stonner (1989), recognized that we are rapidly moving from an industrial —based society to information —based one. The computer is at the centre of the revolution. Computers are more suitable for most storage and retrieval tasks. Some machines could search with a speed of more than one million characters pre second. Very often organisation liberally invest in costly information technologies wishing that these 21st century to technologies would be a panacea to their management in capabilities to meet the requirement of the increasing customer base. Hitchcook,(1971).

The Level of computerization in Uganda 

The use of computers is nowadays widely spread across most organizations, institutions, companies and governments (Alan Moon, 2004).Most businesses depend on employees with strong computer skills and supervisors identify computer skills required for employees to perform their duties. Typically, an employee and his/her supervisor establish performance criteria for computer skills that match his/her responsibilities. For example, his/her accountant position might require that he/she uses computer software (Ouma Fredrick H 2007). Another employee’s studies might include supporting computer hardware components, such as hard drives.

In most cases, the use of computers in several companies basically relates to different hardware-related criteria that are required for various responsibilities. Basic performance criteria for computer skills relate to the hardware environment which includes the ability to turn on and off the computer properly. An employee must possess the skills to switch between alternate printers and to clear paper jams in a printer without causing damage. Expert performance criteria might include the skills required to replace damaged hard drives and to install computer-networking equipment (Dicklitch, 2000).

In support of the above statement, Jackson Armstrong (2001) ascertains that employees in most organizations are required to have soft skills of various levels such as using particular software or providing software support. For example an accountant might have a criterion that requires him to possess the ability to use a specific accounting package administrator which might have a criterion that requires him/her to install software updates without disrupting user access to the accounting software for an unreasonable period. 

  By definition, a computer can be defined as an electronic computational device having internet storage, a stored program of instructions and the capacity of modification of the set of instruction during the execution of program with high speed, accuracy, reliability and complex analysis. 

Kumar (2005). Computerization on the other hand is the application of a set of interacting components that operate together to accomplish a purpose. Computerization involves the use of computer programs such as spread sheet, database, Microsoft word, lotus, specialized accounting packages for example Tally, quick books, pastel among others depending on the nature, size and the needs of the organization to generate management making and problem solving. Sangster (1992). 

Benefits of computerizations vary from one organization or company to the other; several studies have been carried out to compare the advantages of computerization, information processing system over the manual information system. Computerization has been given credit because of its advantages that accrue to organizations for example; with the development of computers, the internet has emerged. It has enabled people from different countries to communicate such as using the Airtel service; institutions have linked up with those big universities and libraries overseas, hence facilitating education and research. It also leads to the creation of virtual universities with no physical building of lecture rooms or halls of residence but of course giving the necessary lectures on the computer via internet (Waburoko, 2000).

The other advantage has something to do with stock exchange, according to Waburoko (2000), many businesses’ have realized the benefits of computers for instance with most money markets (stock exchanges), you only need to sit in front of your computer, whether in your office or at home and trade shares with various centers worldwide without going to those particular stock centers physically. Today e-commerce has been more feasible with computers.

In the same way, N. Waite (1994) explained that computerization speeds up the manufacturing process, improves the quality of products thereby making manufacturing industries more profitable. For example the industrial robots are frequently used to automate manufacturing process involving assembling lines such as those used in car factories with the help of employees. 

Effective book keeping was highlighted to be one of the important aspects of computerization in telecommunication company, it is against this background that Lucy, (1997), explained that computerizing the organization makes book keeping and generation of reports easier, gives the business more professional image, and improves the efficiency. He also adds that it provides a good way to monitor overheads and spot trends of different product lines, regions and individual sales performance. West et al (1989), computerization can be valuable costs and managing processes for the same reasons as they are for all  other applications such as speed, accuracy, filing and retrieval abilities, calculating and decision making capabilities, input and output facilities. These can be briefly explained below;

Accuracy –All computers have inbuilt spell checking features which ensure practical processes 100% accurate in following a program. If the program has been thoroughly tested and produces the required output or perform the collect calculation, then this will be followed faithfully time after time. Lucy et al (2000) Progress in computerization has no doubt and continues to have more influence on the global economy of all the many organizations. This makes it possible to collect process and transmit information at breath taking speed and declining costs thereby increasing productivity and improving quality and efficiency in all types of industries and services. Hanna (1995)

In areas of social economic development, timely provision and use of accurate, relevant and reliable data information is a prerequisite for gainful decision making, problem solving, planning and management.

Neemameghan (1990) asserts that computerization also helps to minimize the duplication of efforts and wastages of resources thus enhancing productivity. Such provisions in turn require development of an appropriate information structure to be institutional, national or global. Networking of computerized branches, intercity and intra-city will permit customers of these branches. This wins customer’s confidence as explained by Sentamu (1999). There has long been an argument that computerization will lead to a further centralization of power as senior managers with better sources of information are better to control their organizations. Bjorn (1980).

Regular bills such as standing orders and direct debits can be provided for by computerized systems. The bank keeps the details of a client’s standing orders as a computer file. Periodically, the bank checks these files and deducts the correct amounts from each account. All banks copy the details on the magnetic tape, which are then sent to BACS computers. It then sends the details of payments to the correct banks. The new tapes arrive at each bank, allowing it to make the payments into the destination accounts. The Uganda institute of bankers (2001)

The above literature is so important as far as highlighting aspects of computers is concerned however, it does not give a clear picture on Telecommunication Company, and most of the issues discussed in the literature are so general that they cannot be generalized to Airtel Company; this therefore calls for the study specifically in telecommunication companies. 

Level of efficiency of service delivery 

A service is an activity or a benefit offered for sale that are essentially intangible and do not result in the ownership of anything. A company may offer pure service to the market place for example Doctor’s exam or financial service. In most cases the strength of the organization’s internals systems determine the level of efficiency of service delivery since all departments within the telecommunication company have to be directed towards realization of organizational goal. 

The degree of efficiency is also determined by the challenges in service delivery system, 

Different researchers have argued that interactive market has a number of questions in the communication technology that affects service delivery as a whole. Interactive markets means that service delivery heavily depends on the quality of the buyer – seller interaction during the service encounter. In service marketing, service quality depends on both service delivery and the quality of the delivery. Thus, service marketers cannot assume that they will satisfy the customer simply by providing good technical service (Kotler and Armstrong, 1999). 

In the same way, image differentiation is a great challenge that affects the quality of services provided by service companies. Companies have found difficulties in differentiating their image from other competitors through symbols and branding.

Advances in technology are allowing delivery of services more conveniently and effectively than ever before thus creating new bases of competitive advantage by having a direct and accountable customer service department as well as new streamlined business processes 

Carreker (1989)

Business sectors will gain competitive advantage if they appreciate the need to re-model the mode of delivery of their services as well as learning new skills as put forward by Lawrence (1967). Service marketers often complain about the difficulty of differentiating their services from those of competitors. This is to the extent that the customer views the service of different providers as similar as they are they care less about the provider than the price. Heinemann and Schwab (1987) 

Like product marketers, service providers need to identify the expectations of target customers concerning service delivery. Unfortunately, service quality is harder to define and judge compared to product quality. For instance, it is harder to get an agreement on the quality of hair cut than on the quality of hair dryer. More so, although greater service quality results in greater customer satisfaction, it also results in higher costs. Kakuru (1997)

Many service companies have invested heavily to develop streamlined and efficient service delivery systems. They want to ensure that customers will receive consistently high quality service encounter. However, service quality will always vary depending on the interactions between employees and customers. Problems will inevitably occur. With costs rising rapidly, service firms are under great pressure to increase service productivity. Service providers need to train current employees better or hire new ones who will work harder or more skillfully but they will find it costly.

According to Balunywa (1994), the distribution channels of service, for example distribution channel of service needs of business computer system buyers. The delivery of service might include things like demonstration of the product before sale. After a sale, there might be training programs for using the equipment and the program to install and repair it. But providing faster delivery, greatest assortment and most service may not be possible in practice. The company and its channel members may not have the resources or skills needed to produce all the desired services. 

There is lack of more able and customer contact people in service companies for developing a superior or physical environment in which the service product will be delivered or to design a superior delivery process. For example, banks find it difficult to offer their customers electronic home banking as a better way to access banking services instead a customer has to drive, park and then wait in a line to be served Ntayi (1998). 

The above literature over concentrated on then negative aspect of service provision i.e. the challenges in service provision but did not exhaustively highlight on some of the strength of telecommunication companies as far a service delivery is concerned. It is against this background that the proposed study is important. 

Relationship between computerization and service delivery

The relationship between computerization and service delivery can be looked at in terms of computerization benefits delivered towards satisfying customer needs. They include the following;

Steven (2001) argues that computerization enables faster and more efficient through put, there is an average of 15% savings in time to register the goods (carrying transactions in computerized operations compared to manual systems). According to him information technology leads to improved care services, new services such as club cards and multi savers which mean that customers will enjoy better services and this will lead to increased customer satisfaction and sales.

In their survey report, Meiggs and Meiggs (2000), state that the primary advantage of the computers is their incredible speed and accuracy. The time needed for a computer to post transactions or determine an account balance in a few minutes especially in a computerized business is less as compared to manual work. This according to them means that in the end customers will be served very fast and transactions processed with maximum accuracy. The application of computers has led to faster promotions and sales analysis, scanned Data can be used to access the effectiveness of special promotions and provides information to their customers about various goods and services on the market. This has improved on service delivery and customer care Steven (2001).

The emergency of e-buying, e-purchasing, cash points and computer networks has credibly reduced the need for direct link in the customer and the business premises, telephone banking and ATM networks complement one another to give a wide range of services that could substitute those provided at the business premises. Due to the above reality, businesses in the west are urging heir customers to move away from cheque to electronic forms of payment. The Uganda Bankers institute (2001).

This is all aimed at increasing the value which customers derive from consuming business products or services.  

Humble et al (1994), concern for the customer is the key to success. For the information technology manager to ensure that the services he is extending will lead to efficient customer services and eventual customer satisfaction. He thus, has to know who his customers are, what they want and how the needs of customers change overtime and design a course of action to enable him provide for those needs most efficiently. Customers will gain the same satisfaction from the further improvement in computer information technology adoption.

However, computerization can be used to help an organization to achieve outstanding levels of customer satisfaction. Computerization has also affected the relationship between organizations and customers in a way that the introduction of services such as multi-function, cash points and telephone banking and e-business meant that some customers can conduct their business transaction affairs without physically coming into contact with the product/ service providers (Farbey, 1995).

The relationship between the two variables was vivid and envisaged but not so clear and relevant to telecommunication companies like Airtel Uganda. Computerization and service delivery were discussed as separate entities and it was so difficult to identify the actual relationship between these two variables, it is against this background that the researcher is interested in carrying out this particular study. 

CHAPTER THREE

RESEARCH METHODOLOGY

3.1     Introduction 

This chapter focused on the design of the research study, methods of data collection and instruments used in finding appropriate data. It provided a framework within which the study was be carried out.

3.2 Research Design

According to Joseph Mutenyi (2003), the analytical research design described relationships about dependent and independent variables. In this case the researcher was interested in establishing the relationship between computerization and service delivery. The analytical research design was appropriate as it was suitable for a study aimed at getting the correlation between variables. This study design was quantitative in nature. 

3.3 Study area 

The study was carried out among employees, employers and clients of Airtel Uganda. Airtel Uganda is considered to be the second largest telecommunication company in Uganda, covering a population of over 3.4 million Ugandans (UCC, 2008).  Its services range from: airtime, money transfer, among others. The rate of computerization in this company evolved over time. The use of computers cuts across all sectors/department such as finance, marketing, human resource and production. it is upon this background that the study was justified in this particular company. 

3.4 Study population 

The study included Airtel employees, employers and customers/ clients. A total of 40 respondents participated in the study i.e. 15 of whom were employees selected from different Airtel outlet, 5 employers and 20 were clients from Kampala central Division. 

All these categories were included in the study as they had first hand information concerning computerization (service providers) and effectiveness in telecommunication services rendered by Airtel Company. 

3.5 Sample selection 
The study employed two methods or techniques of sample selection and these were simple random sampling and purposive sampling techniques. For the employees and employers in different Airtel outlets the researcher used simple random sampling technique since it was easy to establish the sampling frame. For the secondary respondents i.e. clients the purposive sampling technique was used. 

3.6 Types of data
3.6.1 Secondary data

Secondary Data was collected from only secondary sources consisting of information already published and analyzed by renowned authors. It involved the review of data already collected and analyzed by other people in newspapers, textbooks, journals (Especially internet based), research reports and others on line literature.

3.6.2 Primary data 

Primary Data was also collected by conducting interviews and self administered questionnaires with primary respondents i.e. customers, employees and employers of Airtel. 

3.7 Documentary review 

The researcher obtained secondary data by revisiting policy documents and publications especially in the telecommunication companies especially Airtel Uganda.

3.8 Methods and instruments of Data collection 

3.8.1 Questionnaires

Questionnaires were semi structured and were designed for clients/customers, employees and employers of Airtel Uganda.  Questionnaires were standardized and focused on the specific objectives these partially solved biases in data collection   Questionnaires were both closed and open ended to generate large amounts of data. 

3.9 Ethical consideration 

All participants were asked if they liked to take part in the study seeking their opinions on their perception about the implication of computerization to service delivery in Airtel telecommunication Company. A written consent form was issued to them for reading and signing if they wished. The researcher informed all participants that the study was purely voluntary and those they would be free to withdraw at any time without giving reasons if they wished.

3.10 Data Processing

3.10.1 Data Editing

Given the analytical character of Data that was collected, editing of the same data classification based on qualities or attributes for coherency and consistency in information.

3.10.2 Data Presentation and Analysis

3.10.3 Quantitative data analysis

For easy interpretation and understanding the relationship between the two variables, the researcher after collecting data, it was to be organized, cross checked, verified, edited and summarized for analysis and drawing of valid conclusions from the data in accordance to questionnaires. 

Quantitative data collected by the questionnaire was coded. In the coding process, a coding sheet was constructed. A number was assigned to each answer in the questionnaire with a corresponding number on the coding sheet. Then the same questionnaire was constructed on the computer using statistical packages for social scientist (SPSS) and also through the use of ordinary tabulation.

 Frequency tables and graphs were worked out basing on the data entered into SPSS. In these frequency tables, and graphs, analysis was done with corresponding percentages.

3.11 Data integrity

The researcher was concerned with the completeness, accuracy, correctness and validity of the data by asking for some records more especially records that concerned performance, use of observation, asking relevant questions in depth and by getting my project sponsor to endorse the project.

CHAPTER FOUR

 PRESENTATION, ANALYSIS AND DISCUSSION OF FINDINGS

This chapter serves to present, analyze and discuss the research findings from the study.

4.1.1 Background information.

Findings on the bio information of respondents were considered and can be evidenced below:

Table 1: Gender of respondents

	Sex
	Frequency
	Percentage
	Cumulative Percentage

	Female
	13
	33
	33

	Male
	27
	67
	100

	Total
	40
	100
	


Source: Field Survey, 2020

From table 1 above, 67% of the respondents were males and 33% of the respondents were females, this is because of Airtel’s employment policy of preferring to employ more males than females because males can afford to travel long distances marketing and selling Airtel products and services than females can do. 

Table 2: Ages of Respondents

	Age Bracket
	Frequency
	Percentage
	Cumulative Percentage

	18-25 Years
	11
	27.5
	27.5

	 26-36 Years
	17
	42.5
	70.0

	 37-47 Years
	8
	20.0
	90.0

	 48-58 Years
	4
	10.0
	100.0

	 Total
	40
	100.0
	


Source: Field Survey, 2020

From table 2 above, the study showed that most of the age group of respondents was those between 26-36 years represented by a highest percentage of 42.5% followed by those between 18-25years of age who were represented by 27.5%. This aligns with Airtel’s employment policy of employing mature people who are above the minimum employment age bracket of 18 years.

4.1.2 Marital status of the respondents

Findings on the marital status of the respondents were obtained and were as in the table below

Table 3: Marital status of the respondents

	Gender
	Frequency
	Percentage
	Cumulative Percentage

	 Married
	20
	50.0
	50.0

	 Single
	15
	37.5
	87.5

	 Widowed
	4
	10.0
	97.5

	 Others
	1
	2.5
	100.0

	 Total
	40
	100.0
	


Source: Field Survey, 2020

From table 3 above, findings showed that 50% of the respondents were married, 37.5% of the respondents were single, 10% of them were widowed and the others were 2.5% of the respondents. This is because most of the respondents who are married, it enables them to communicate easily and cheaply when on the same network compared to other networks because the calling charges are not the same when calling to other networks hence encouraged couples to buy two Airtel lines one for the wife and the other for the husband. this made it possible to outweigh the other statuses which would buy one line at a time.

4.1.3 How long have you been working /receiving services from this company 

Findings on how long the respondents have been working and or receiving services from Airtel Company were obtained and they were indicated in the table as below.

Table 4: Length of working period with the company
	Time
	Frequency
	Percentage
	Cumulative Percentage

	 1-6 Months
	6
	15.0
	15.0

	 7-12 Months
	9
	22.5
	37.5

	 1-3 years


	10
	25.0
	62.5

	 4-6  years


	12
	30.0
	92.5

	 7 years and above
	3
	7.5
	100.0

	 Total
	40
	100.0
	


Source: Field Survey, 2020

The results from table 4 above showed that 30% of the respondents have been working for  Airtel Company between 4-6 years which shows that Airtel’s working environment is pleasant and employees can afford to stay there for a long time. This has led Airtel to register minimal labour turnovers whereas the other percentages have worked there for less than 4 years and this could be because of their personal problems forcing them to leave work.

4.1.4 Level of Education of the respondents

The study also captured data on the level of education of respondents and it is as in the table below: 

 Table 5: Showing the level of Education of respondents


	Education level
	Frequency
	Percentage
	Cumulative Percentage

	 O level
	6
	15.0
	15.0

	 A  level
	5
	12.5
	27.5

	 Diploma  holder
	11
	27.5
	55.0

	 Degree  holder
	18
	45.0
	100.0

	 Total
	40
	100.0
	


Source: Field Survey, 2020

From table 5 above, 45% of the respondents attained degree level of education, 27.5% were diploma holders, 15% attained 0’level of education and the minority were 12.5% who attained A’ level education. This means that Airtel Company employs people who have acquired basic skills and knowledge as far as communication is concerned and on the part of customers, the study showed that Airtel enjoys the boasts over having a literate clientele.

4.2 LEVEL OF COMPUTERIZATION

Findings on the level of computerization were considered and the information below was obtained;

4.2.1 Knowledge of respondents about the level of computerization improving service delivery;

Knowledge of the respondents about the level of computerization improving service delivery was sought from the respondents and the results in the table below were given;

Table 7: Level of computerization improving service delivery

	Response
	Frequency
	Percentage
	Cumulative Percentage

	 Strongly agree
	18
	45.0
	45.0

	 Agree
	12
	30.0
	75.0

	 Uncertain
	4
	10.0
	85.0

	 Disagree
	4
	10.0
	95.0

	 Strongly disagree
	2
	5.0
	100.0

	 Total
	40
	100.0
	


Source: Field Survey, 2020

Table 7 above showed that 45% of the respondents strongly agree that computerization has improved the level of service delivery of Airtel Company, 30% agreed, 10% were uncertain, 10% disagreed while 5% of the respondents strongly disagreed that computerization has  improved Airtel’s service delivery. This means that 77% of the respondents who agreed know and have witnessed the benefits of computerization as far as service delivery is concerned. 

4.2.2 Reduction in operating costs

The study also captured whether computerization has led to the reduction in operating costs by Airtel Company and the findings indicated the following information as in given in the table below.

Table 8: Reduction in operating costs

	Response
	Frequency
	Percentage
	Cumulative Percentage

	 Strongly agree
	16
	40.0
	40.0

	 Agree
	14
	35.0
	75.0

	 Uncertain
	6
	15.0
	90.0

	 Disagree
	2
	5.0
	95.0

	 Strongly disagree
	2
	5.0
	100.0

	 Total
	40
	100.0
	


Source: Field Survey, 2020

From table 8 above, findings showed that 75% of the respondents agreed that computerization has helped in reduction of operating costs in Airtel Company and this is because services are provided over the internet without having to move and check on individual customers which would be very expensive for Airtel Company in terms of personnel and stationery and such other logistics. However, a smaller percentage of 25% disagreed meaning that they either do not know or have not realized the advantages of computerization as far as cost reduction is concerned.

4.2.3: How computerization has improved the accuracy and efficiency of Airtel Company

The study also tried to establish whether computerization has improved the accuracy and efficiency of Airtel’s company and the findings were as follows;

Table 9: Has computerization improved the accuracy and efficiency of Airtel Company?

	Response
	Frequency
	Percent
	Cumulative Percent

	 Strongly agree
	16
	40.0
	40.0

	 Agree
	15
	37.5
	77.5

	 Uncertain
	5
	12.5
	90.0

	 Disagree
	1
	2.5
	92.5

	 Strongly disagree
	3
	7.5
	100.0

	 Total
	40
	100.0
	


Source: Field Survey, 2020

Table 9 above showed that 40% 0f the respondents strongly agreed that computerization has improved the accuracy and efficiency of Airtel Company, 37% agreed. This is majorly because Airtel customers or subscribers are only charged for the time they have spent talking on phone and the exact amount is charged without any spillovers which shows accuracy in the billing system. This is in agreement with Lucy et al 2000 argument about accuracy. However, a smaller percentage of 10% disagreed and this could be because of small disruptions in the network system 

4.2.4: Improved the quality, productivity and efficiency of Airtel Company.

In the table below respondents were asked to give their views as to whether computerization improves the quality, productivity and efficiency of Airtel Company and the following responses were generated;  

Table 10: Improved quality, productivity and efficiency of Airtel Company

	Responses
	Frequency
	Percent
	Cumulative Percent

	 Strongly agree
	18
	45.0
	45.0

	 Agree
	14
	35.0
	80.0

	 Uncertain
	3
	7.5
	87.5

	 Disagree
	4
	10.0
	97.5

	 Strongly disagree
	1
	2.5
	100.0

	 Total
	40
	100.0
	


Source: Field Survey, 2020

From table 10 above, findings showed that 80% of the respondents agreed that Airtel has improved the quality, productivity and efficiency of Airtel Company and this is evidenced by the timely service delivery and the number of clients joining Airtel Company because findings showed that almost 100 clients subscribe to Airtel Company every day. This is has a connection with Hanna’s (1995) view about computerization improving quality, productivity and efficiency 20% of the respondents disagreed but this cannot outweigh the largest percentage of 80% that agreed.

4.2.5 Ability to perform certain tasks quickly and accurately

The study obtained information on whether computerization has enabled Airtel to perform certain tasks quickly and accurately and the findings were as follows as per the table;

Table 11: Ability to perform certain tasks quickly and accurately

	Responses
	Frequency
	Percent
	Cumulative Percent

	 Strongly agree
	17
	42.5
	42.5

	 Agree
	9
	22.5
	65.0

	 Uncertain
	8
	20.0
	85.0

	 Disagree
	5
	12.5
	97.5

	 Strongly disagree
	1
	2.5
	100.0

	 Total
	40
	100.0
	


Source: primary data

From Table 11 above, findings showed that 42.5% of the respondents strongly agree that computerization improves Airtel’s ability to perform certain tasks. Their reason is majorly based on the extra products such as mobile money transfers (zap) and provision of internet services.  These services have greatly saved clients of long queues in the banks and the dangers associated with carrying loads of money on hand. 22.5% just agreed, 20% were uncertain, 12.5% disagreed while 2.5% completely disagreed that computerization does not improve the ability to perform certain tasks and this could partly be attributed to their ignorance about the availability of other tasks such as zap.

4.2.6 Customers are satisfied with the services provided by Airtel Company

Finding were also obtained on whether customers are satisfied with the services provided by Airtel company and the responses provided were as follows according to the table below

Table 12, are customers satisfied with the services provided by Airtel Company 

	 Responses
	Frequency
	Percent
	Cumulative Percent

	 Strongly agree
	8
	20.0
	20.0

	 Agree
	19
	47.5
	67.5

	 Uncertain
	5
	12.5
	80.0

	 Disagree
	8
	20.0
	100.0

	 Total
	40
	100.0
	


Source: Field Survey, 2020

From the table above, the findings revealed that 67.5% of the respondents agreed that customers are satisfied with the services provided by Airtel Company and this is seen from the number of years customers spend receiving Airtel services and the number of years employees spend working with Airtel Company.

4.2.7 Increased record management in Airtel Company

The study also determined whether Computerization has increased record management in Airtel Company and the findings were as follows below;

Table 13 Computerization has increased record management in Airtel Company

	Responses
	Frequency
	Percentage
	Cumulative Percentage

	 Strongly agree
	13
	32.5
	32.5

	 Agree
	13
	32.5
	65.0

	 Uncertain
	9
	22.5
	87.5

	 Disagree
	3
	7.5
	95.0

	 Strongly disagree
	2
	5.0
	100.0

	 Total
	40
	100.0
	


Source: Field Survey, 2020

Table 13 showed that those who strongly agreed and those who agreed were 32.5% each, 22.5% were uncertain, 7.5% disagreed while 5% strongly disagreed. The percentages of those who strongly agreed and those who agreed outweigh the other and this is because if any client wanted to get any information about Airtel, he/she would need to log on to Airtel’s website and the information would be obtained instantly and this concurs with Lucy’s (1997) statement that computerization improves book keeping.

4.3: SERVICE DELIVERY 
The researcher also collected information from respondents about their views on the level of service delivery to customers and views from different respondents were as follows in the tables below;

4.3.1 Improved and contributed to the quick delivery of services to customers 

Respondents were asked to comment on whether service delivery of Airtel is quick to its customers and the results were as follows in the table;

Table 14 computerization has improved the quick delivery of services to customers

	Responses
	Frequency
	Percentage
	Cumulative Percentage

	 Strongly agree
	15
	37.5
	37.5

	 Agree
	13
	32.5
	70.0

	 Uncertain
	6
	15.0
	85.0

	 Disagree
	4
	10.0
	95.0

	 Strongly disagree
	2
	5.0
	100.0

	 Total
	40
	100.0
	


Source: Field Survey, 2020

According to the table above, 70% of the respondents agreed that there is quick delivery of services in Airtel Company and this is because customers and employees get the services in a very short time and from wherever they are without having to wait in queues waiting for the services which are all facilitated by computerization.

 4.3.2 Services of Airtel are user friendly

The study also captured information from the respondents on whether the services of Airtel Company are user friendly and the responses were as follows as per the table below.

Table 15 the services of Airtel are user friendly

	 Responses
	Frequency
	Percentage
	Cumulative Percentage

	 Strongly agree
	11
	27.5
	27.5

	 Agree
	18
	45.0
	72.5

	 Uncertain
	5
	12.5
	85.0

	 Disagree
	3
	7.5
	92.5

	 Strongly disagree
	3
	7.5
	100.0

	 Total
	40
	100.0
	


Source: Field Survey, 2020

From the findings above, 72.5% of the respondents agreed that the services of Airtel Company are user friendly and this is because they are easy to use by everyone such as loading airtime cards, it does not need specialized knowledge to do it hence user friendliness.

15% of the respondents disagreed that they are not user friendly but this was found out that these are customers who never gone beyond primary level of education.

4.3.3: Quality services to clients
Information on whether Airtel offers quality services to its clients was collected and the results revealed the following; 

Table 16 Airtel offers quality services to its clients

	Responses
	Frequency
	Percentage
	Cumulative Percentage

	 Strongly agree
	11
	27.5
	27.5

	 Agree
	16
	40.0
	67.5

	 Uncertain
	6
	15.0
	82.5

	 Disagree
	5
	12.5
	95.0

	 Strongly disagree
	2
	5.0
	100.0

	 Total
	40
	100.0
	


Source: Field Survey, 2020

Results from the table above showed that 67.5% of the respondents agreed that Airtel offers quality services to its customers and this could be because of the way topping up airtime which is a very simple procedure that does not involve a lot of complications and also by customers saying that they are satisfied with the services it shows that there are quality services.

4.3.4 Improved access to information by Airtel clients

 The researcher also gathered views from the respondents on whether there is improved access to Airtel’s information and the results were as presented in the table below.

Table 17 improved access to information

	Responses
	Frequency
	Percentage
	Cumulative Percentage

	 Strongly agree
	17
	42.5
	42.5

	 Agree
	12
	30.0
	72.5

	 Uncertain
	4
	10.0
	82.5

	 Disagree
	3
	7.5
	90.0

	 Strongly disagree
	4
	10.0
	100.0

	 Total
	40
	100.0
	


Source: Field Survey, 2020

From the table above, respondents showed that 42.5% of them strongly agreed that there is improved access of information from Airtel Company, 30%agreed, 10% were uncertain, 7.5% disagreed while 10% strongly disagreed. For those who strongly agreed and those who agreed their views were based on the fact that they access information through the customer help lines and from the Airtel website while those who were uncertain, disagreed and strongly disagreed were ignorant about access to information.
4.3.5: Built customers confidence in regard to services offered by Airtel

Finding on service delivery also captured whether customers confidence is built in regard to services offered by Airtel Company and the results obtained showed the following as in the table.

Table 18: Built confidence in regard to services provided by Airtel Company 

	 Responses
	Frequency
	Percentage
	Cumulative Percentage

	 Strongly agree
	10
	25.0
	25.0

	 Agree
	14
	35.0
	60.0

	 Uncertain
	7
	17.5
	77.5

	 Disagree
	8
	20.0
	97.5

	 Strongly disagree
	1
	2.5
	100.0

	 Total
	40
	100.0
	


Source: Field Survey, 2020

Results from the table above showed that 60% of the respondents agreed that Airtel company has built confidence in regard to services provided by Airtel company and this is because Airtel was the first telecom company to come to Uganda and it has stayed long and continues to grow and substantially increased its computerization process through setting up service centers. However, a small percentage of 22.5% disagreed and this could be because of the constant rebranding of the company from Celtel to Zain and now to Airtel Uganda.

4.3.6 Successful in enhancing service delivery to Airtel clients

Respondents were asked to respond on whether Airtel has been successful in enhancing service delivery to its clients and their responses were as below in the table

Table 19 successful in enhancing service delivery to Airtel clients

	Responses
	Frequency
	Percentage
	Cumulative Percentage

	 Strongly agree
	14
	35.0
	35.0

	 Agree
	18
	45.0
	80.0

	 Uncertain
	2
	5.0
	85.0

	 Disagree
	4
	10.0
	95.0

	 Strongly disagree
	2
	5.0
	100.0

	 Total
	40
	100.0
	


Source: Field Survey, 2020

Results from the table above showed that 80 % of the respondents agreed that Airtel has been successful in enhancing service delivery and this is because they have managed to keep in business and also to maintain their customers for a long time. On the other hand, 15% of the respondents disagreed but this cannot out play the 80% which agreed.
4.3.7 Services offered by Airtel are efficient and effective

The researcher also wanted to find out whether the services provided by Airtel are efficient and effective and the findings came up as below

Table 20: Services offered by Airtel are efficient and effective

	 Responses
	Frequency
	Percentage
	Cumulative Percentage

	 Strongly agree
	13
	32.5
	32.5

	 Agree
	12
	30.0
	62.5

	 Uncertain
	7
	17.5
	80.0

	 Disagree
	5
	12.5
	92.5

	 Strongly disagree
	3
	7.5
	100.0

	 Total
	40
	100.0
	


Source: Field Survey, 2020

Findings from the table above showed that 62.5% of the respondents agreed that services provided by Airtel Company are efficient and effective and this is because customers and employees get their services on timely basis and without system breakdowns hence efficiency and effectiveness compared to the 20% who disagreed but these probably never knew the meaning of efficiency and effectiveness.

4.3.8 Customers get after sale services

Findings on whether customers get after sales services indicated the following as represented in the table below.

Table 21: Customers get after sales services

	Responses
	Frequency
	Percentage
	Cumulative Percentage

	 Strongly agree
	10
	25.0
	25.0

	 Agree
	15
	37.5
	62.5

	 Uncertain
	4
	10.0
	72.5

	 Disagree
	6
	15.0
	87.5

	 Strongly disagree
	5
	12.5
	100.0

	 Total
	40
	100.0
	


Source: Field Survey, 2020

Information obtained from the findings revealed that 62.5% of the respondents agreed that customers get after sales services and this is because they get training on how to use the services like training them on how to use the internet and how to use the money transfer services.

4.4 RELATIONSHIP BETWEEN COMPUTERIZATION AND SERVICE DELIVERY

4.4.1 Computerization is convenient to both employers/employees and customers.

On the relationship part, respondents were asked to show whether computerization has put convenience to service delivery between employers/employees and customers and the findings were as indicated below.

Table 22: Computerization is convenient to employers, employees and customers.

	Responses
	Frequency
	Percentage
	Cumulative Percentage

	 Strongly agree
	13
	32.5
	32.5

	 Agree
	13
	32.5
	65.0

	 Uncertain
	7
	17.5
	82.5

	 Disagree
	6
	15.0
	97.5

	 Strongly disagree
	1
	2.5
	100.0

	 Total
	40
	100.0
	


Source: Field Survey, 2020

Results from the table above showed that 65% of the respondents agreed that computerization has brought convenience to both employers, employees and customers of Airtel Company and this is because employers and employees can access information from their customers easily and also customers can get the services from the company easily hence convenience of service delivery to both employers, employees and customers.

However, 17.5% disagreed that computerization is not convenient but this could be because they are not informed on how to use the computers to access the services provided.

4.4.2 Improved the level of customer satisfaction in Airtel

Information was also collected on the relationship whether computerization has improved customer satisfaction in Airtel Company and the information gathered showed the following results as per the table. 

Table 23: Improved the level of customer satisfaction

	Responses
	Frequency
	Percentage
	Cumulative Percentage

	 Strongly agree
	17
	42.5
	42.5

	 Agree
	12
	30.0
	72.5

	 Uncertain
	4
	10.0
	82.5

	 Disagree
	5
	12.5
	95.0

	 Strongly disagree
	2
	5.0
	100.0

	 Total
	40
	100.0
	


Source: Field Survey, 2020

According to the table above, the relationship revealed that 72.5% 0f the respondents agreed that customers are satisfied with the services provided by Airtel Company and this is because of the number of years they of they stayed on the network and the number of years employees have spent working with the company though a small percentage of 17.5 disagreed but it cannot out compete the largest percentage of 72.5% that agreed.

4.4.3: It is through computerization that Airtel can improve its service delivery.

The study also obtained information on whether it is through computerization that Airtel can improve its service delivery and the views from the respondents were as follows.   

Table 24 it is through computerization that Airtel can improve its service delivery to its clients.

	Responses
	Frequency
	Percentage
	Cumulative Percentage

	 Strongly agree
	15
	37.5
	37.5

	 Agree
	13
	32.5
	70.0

	 Uncertain
	6
	15.0
	85.0

	 Disagree
	6
	15.0
	100.0

	 Total
	40
	100.0
	


Source: Field Survey, 2020

Table 24 above showed that 70% of the respondents showed that it is through computerization that Airtel can improve its service delivery to its clients and this is because if computerization process is improved, service delivery will also be improved and productivity will also increase as many customers will join the network. However,30% of the respondents disagreed and this could be because they are probably not aware of the advantages of computerization as far as service delivery in telecommunication  systems is concerned.

4.4.4: Computerization has a positive implication to service delivery in Airtel Company. 

The study captured information on whether computerization has a positive implication to service delivery in Airtel Company and the findings showed the following results in the table.

Table 25: Computerization has a positive implication to service delivery in Airtel Company 

	Responses
	Frequency
	Percentage
	Cumulative Percentage

	 Strongly agree
	17
	42.5
	42.5

	 Agree
	11
	27.5
	70.0

	 Uncertain
	4
	10.0
	80.0

	 Disagree
	5
	12.5
	92.5

	 Strongly disagree
	3
	7.5
	100.0

	 Total
	40
	100.0
	


Source: Field Survey, 2020

Results of table 25 above indicated that 42.5% of the respondents strongly agreed that computerization has a positive implication to service delivery and this is because, with the current computerization process, Airtel in any way cannot operate without computerization. The table also shows that 27.5% agreed, 10% were uncertain, 12.5% disagreed and 7.5% strongly disagreed and these are those whose level of education was primary level who know little about computerization and its effects as far as communication is concerned.

4.4.5 Findings on suggestions of possible ways how Airtel can improve its service delivery

The research collected various suggestions from respondents on the possible ways Airtel can employ to improve its service delivery to its clients. The various views presented by the respondents are discussed here below:

Respondents suggested that there is need for Airtel customer care to listen to customers’ complaints and not only to listen to them but to go ahead and implement what customers want in regard to their services.

Respondents further said that there is need to improve on the communication services like introducing cheap airtime that is affordable to all classes of people like for 100/- like what Warid did for its clients.

Furthermore, respondents said that there is need for Airtel’s extensive advertising of its products and offering samples to clients so that they can pick up the products. This is because advertising is the backbone of every business to prosper.

Considering its product which is zap mobile money, they can offer a free service like a promotion for say a month to every client who would like to send money and a free service for those who would like to withdraw. 

Respondents also advocated for the provision of after sales services like knowledge on how to use the products on the market like zap and the provision of a ready, clear and efficient customer care help line which is toll free for customers to ask for help in case they are stuck.
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From table 26 above, findings revealed that there is a strong positive relationship between computerization and service delivery at Pearson correlation coefficient r = 0.902 (**). This implies that a small change in the way of handling computerization program would bring about a big change in the services delivered by 81%.

CHAPTER FIVE

SUMMARY, CONCLUSIONS AND RECOMMENDATION

5.1 Introduction

In the proceeding section of the study, the research dealt with the Effect of computerization on service delivery in Airtel Company.

5.2 Summary

In this chapter, the researcher presents the summary of the finding of the study. The researcher also establishes whether the objectives of the study were fulfilled and provides recommendations and conclusions based on the research objectives.

Computerization is the process through which a company decides to computerize its operations and service delivery is the process through which a company extends its services to its clients and in this case, we can note that there is a strong positive relationship between the effect of computerization on service delivery in Airtel company  at Pearson correlation coefficient  r = 0.902 (**). This implies that a small change in the way of handling computerization program would bring about a big change in the services delivered by 81%.

5.3 Conclusions

From the conclusions, the researcher concludes that computerization has got a very significant effect on service delivery in Airtel Company for which failure to computerize would lead to collapse of the Company or even divestiture of the company.

This can vividly be seen from the correlation table showing the relationship of the two variable of Computerization and service delivery where by a small positive change in Airtel’s computerization would bring about a big change in service delivery extended to clients and or customers represented by the Pearson correlation coefficient r =  0.902 (**)
5.4 Recommendations

In respect of the findings of the study, the following recommendations were suggested.

Respondents suggested that there is need to improve the network system both in urban and in rural areas and there is also need to boost the network system to avoid calling jam.

According to the findings of the study, most respondents recommended that there is need to reduce on the calling rates because some customers do not afford 3/-per second mostly those who are unemployed but would wish to make calls. This is because phones are now a necessity because everyone needs to communicate.

Other respondents recommended that there is need to sensitize the public on the services and products on the market and provide valid and easy ways on how to access them. This is because though there is need for computerization, it only caters for the literates and who have computer knowledge.

Findings also suggested that there is need to improve their customer care department because customers call for help and they take too long to respond and when they respond, some of them tend to be harsh to customers.

Respondents suggested that there is need to increase the customer service centers to cater for customers in distant places who cannot afford travelling to the head offices and would desire to be helped. This is because little service centers are located in the big towns and people in upcoming towns and villages suffer down there.

Respondents also recommended that Airtel should intensify on sales promotion to sensitize people about on their benefits and also to boost their sales in order to earn big profits.  

Further areas of research
Network coverage and Service delivery

The effect of competition on sales performance in telecommunications industry

The impact of computerization to the growth and development of the telecommunication industry
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Appendices

Appendix1 questionnaires

QUESTIONNAIRE 
Instructions: Please tick the right options in the sections as assigned according to the scales and instructions given, 

SECTION ONE: DEMOGRAPHIC CHARACTERISTICS OF RESPONDENTS

Sex    female                       Male 


Age 15-25                  26-36                37-47                 48-58                  59-69                            70-above 

Marital status Married                  Single              Widow               Others 

How long have you been working/ receiving services from this company?    1-6 months               7-12 months               1-3 Years                4-6 years               7 Years and above                

What is your level of education? 

       Primary                O’ level              A’ level              Diploma holder              Degree holder                  others (specify)……………………….  

What is your religious affiliation? Catholic                  protestant                     Muslim 

Others specify …………..

Section​​ A the level of computerization.

Instruction; you are requested to tick the correct alternative answer in the space provided 

Computerization has improved the level of service delivery in Airtel’s customers.

	 Strongly agree
	Agree
	Uncertain
	Disagree
	Strongly disagree

	 
	 
	 
	 
	 


Computerization has led to the reduction in operating costs by Airtel Uganda.

	Strongly agree
	Agree
	Uncertain
	Disagree
	Strongly disagree

	 
	 
	 
	 
	 


Computerization has improved the accuracy and efficiency of Airtel Company.

	Strongly agree
	Agree
	Uncertain
	Disagree
	Strongly disagree

	 
	 
	 
	 
	 


Computerization improves the quality, productivity and efficiency in Aitel Company.

	Strongly agree
	Agree
	Uncertain
	Disagree
	Strongly disagree

	 
	 
	 
	 
	 


Computerization has improved the ability to perform certain tasks quickly and accurately.

	Strongly agree
	Agree
	Uncertain
	Disagree
	Strongly disagree

	 
	 
	 
	 
	 


Customers are satisfied with services provided by Airtel.

	Strongly agree
	Agree
	Uncertain
	Disagree
	Strongly disagree

	 
	 
	 
	 
	 


Computerization has increased record management in Airtel Company.

	Strongly agree
	Agree
	Uncertain
	Disagree
	Strongly disagree

	 
	 
	 
	 
	 


Section –B The level of service delivery

Computerization has improved and contributed to the quick delivery of services to customers in Airtel Company.

	Strongly agree
	Agree
	Uncertain
	Disagree
	Strongly disagree

	 
	 
	 
	 
	 


Computerization has made the services of Airtel clients’ user friendly.

	Strongly agree
	Agree
	Uncertain
	Disagree
	Strongly disagree

	 
	 
	 
	 
	 


Airtel offers quality services to its clients.

	Strongly agree
	Agree
	Uncertain
	Disagree
	Strongly disagree

	 
	 
	 
	 
	 


Computerization has improved access to information by Airtel clients.

	Strongly agree
	Agree
	Uncertain
	Disagree
	Strongly disagree

	 
	 
	 
	 
	 


Computerization has built customer’s confidence in regard to services in Airtel.

	Strongly agree
	Agree
	Uncertain
	Disagree
	Strongly disagree

	 
	 
	 
	 
	 


Computerization has been successful in enhancing service delivery to Airtel clients.

	Strongly agree
	Agree
	Uncertain
	Disagree
	Strongly disagree

	 
	 
	 
	 
	 


Services offered by Airtel are efficient and effective.

	Strongly agree
	Agree
	Uncertain
	Disagree
	Strongly disagree

	 
	 
	 
	 
	 


Customers get after sales services in Airtel Company.

	Strongly agree
	Agree
	Uncertain
	Disagree
	Strongly disagree

	 
	 
	 
	 
	 


Section –C The relationship between computerization and service delivery

Computerization is convenient to both clients and customers in Airtel Company.

	Strongly agree
	Agree
	Uncertain
	Disagree
	Strongly disagree

	 
	 
	 
	 
	 


Computerization has improved the level of customer satisfaction in Airtel.

	Strongly agree
	Agree
	Uncertain
	Disagree
	Strongly disagree

	 
	 
	 
	 
	 


It is through computerization that Airtel can improve its service delivery.

	Strongly agree
	Agree
	Uncertain
	Disagree
	Strongly disagree

	 
	 
	 
	 
	 


Computerization has a positive implication to service delivery in Airtel Company 

	Strongly agree
	Agree
	Uncertain
	Disagree
	Strongly disagree

	 
	 
	 
	 
	 


Suggest any possible ways of improving Airtel service delivery.

………………………………………………………………………………………………..

………………………………………………………………………………………………

Table 26 Correlations between effect of computerization and service delivery 
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