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ABSTRACT 

The main trust of this study was to investigate the impact of outsourcing of human resourcing 

on organisational performance, the case of MTN, Douala, Cameroon. Three research objectives 

were formulated to guide and direct this study.  Ex-post factor research design was used for this 

study.  A well validated structured questionnaire was on a sample of 116 respondents. Data 

collected were analysed using descriptive statistics of simple percentages and inferential 

statistics of multiple regression statistical technique. Findings revealed that there exist a 

significant impact of training outsourcing and employee performance and there exist a 

significant impact of recruitment outsourcing and performance of employees.  The study 

recommended that MTN should be cautious when dealing with the issue of recruitment 

outsourcing in order to further improve employee engagement. Particularly, the organization 

should outsource such services that the organization has no capacity to provide or wants to save 

on costs. Such may be advertisement. The screening process and more so conducting interviews 

and selection procedures should be carried out by the organization in order to create contact 

with candidates hence enhance employee engagement. Also, Training is fundamental for 

acquiring necessary skills and also making vital and informed decisions in an organization. 

Inadequate training is likely to result to honest mistakes which can be costly to the organization. 

It is, therefore, recommended that MTN ought to conduct training in-house in order to address 

the employee training needs as articulated. The firm may outsource the service if it has no 

capacity to do so but should prioritize contracting of top-notch outsourcing firms that 

understand the training needs and have the necessary expertise in order to ensure than 

employees acquire necessary and adequate skills and knowledge to perform certain tasks within 

the organization. 

 

Key words: Outsourcing, training outsourcing, recruitment outsourcing, employee 

performance 
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CHAPTER ONE 

 

INTRODUCTION 

 

1.1 Background to the Study  

Outsourcing has been utilized for quite a long time, but much of the outsourcing until 

the late 1990s was focused on informational technology outsourcing. The objective then was 

often largely restricted to achieving operational efficiencies. In the past, the world has witnessed 

a remarkably rapid growth in Business Process Outsourcing (BPO) to areas such as 

manufacturing, product development and innovation. With Business Process Outsourcing, the 

target is basically longer-term and it focuses on the achievement of the overall business benefits, 

whether enhancing an organization’s competitive position in the marketplace or improving 

shareholder returns (Maku & Iravo, 2013). 

As Cox (2014) states, as from the early days when it was viewed as little more than a 

hohum tactic which aimed at reducing costs, outsourcing has now matured into a strategic 

management tool. Global outsourcing market's growth in the past years has been phenomenal, 

and all indications are that the pace will continue in the coming years. In the face of increasingly 

intensified competition in the emerging global economy, manufacturing firms are progressively 

turning to outsourcing of some of their functions (Cox, 2014). 

With an increasingly turbulent business environment, organizations are continuously 

looking for better ways of gaining competitive advantage. One of the strategies that firms can 

employ to acquire sustainable competitive advantage is contract manufacturing (commonly 

known as outsourcing). Outsourcing is considered to be basically that part of an organization's 

process, which is sourced from outside suppliers with no regard for the type of relation with 

these suppliers (Kiongera, Wanyonyi, Musiega & Masinde, 2014). 

Many managers consider outsourcing as the only way to keep a business competitive in 

this century. The highly turbulent business environment coupled with almost insatiable 

customer demands for tailored services and products has forced companies to over time 

evaluate, improve and re-engineer their operations. As Insinga and Werle (2000) noted, these 
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reengineered processes have a significant contribution to the efforts by organizations to wholly 

satisfy customer needs and wants.  

Cox (2014) asserts that every firm engages in outsourcing to some extent. Some firms 

may outsource manufacturing, customer care and logistics, while others choose to outsource 

after sales technical support, market research, product design and development. Cox further 

states that while many manufacturing companies may not outsource the above value chain 

activities, it is more common for most firms to outsource support activities such as accounting, 

auditing, staffing, or administration. The decision regarding what functions to outsource and 

which ones to keep in-house depends on many factors from company to company such as the 

need to develop invest in resources, skills, and to stay abreast of to the evolving technology in 

any areas kept in-house (Welch & Nayak, 1992). 

Many organizations in the telecommunication industry in Cameroon are now 

increasingly pursuing continuous improvement in their performance. As Maku and Iravo (2013) 

noted, over the past two decades there has been a growing recognition of the vital contribution 

of outsourcing strategy on the performance of organizations. 

MTN, Douala was established in 2001 as a provider of telecommunication services in 

Cameroon. The growth curve of the company has been steady since then, with many 

competitors firms such as Orange Cameroon, Nextel, Cameroon and even CAMTEL, but MTN 

still dominates the telecommunication industry with having majority of the telecommunication 

subscribers. 

According to information gathered from the human resource office, the company has an 

average employee count of about 1000 excluding casual laborers. With branches all over the all 

country, MTN is one of the fastest and largest growing telecommunication provider. According 

to the company’s website, the company markets and distributes a substantial amount of its 

product categories in Cameroon such as: calls, mobile money, SMS. The company on its latest 

ambition inspired to become the leading telecommunication provider in Africa in 2020. 

1.2. Statement of the Problem 

Many organizations in Cameroon in both private and public-sector face dynamics in 

their operating environments. The public entities in the country are the most prone to these 

changes given their reactionary strategies and slow response to change. MTN is one of private 

companies in Cameroon whose services are in an ever-increasing demand due to the fact that it 
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is mandated with ensuring people in the rural areas access telecommunication. The increase in 

population and industrialization brought about by devolution has increased demand for power 

in rural areas. Thus, its mandate is quite overwhelming. The function of the human resource in 

this entity is indeed imperative since the functions play a leading role in realizing the firm’s 

mission and core objectives. It is noted that the challenges brought about by the environmental 

dynamics has resulted in stiff competition particularly competition for resources like human 

capital at MTN. It is further asserted that the challenges on human resource recruitment, training 

and development have affected the financial performance of the company. This is due to 

reduced revenues due to among others, increased costs of operations in recruitment, training 

and development costs. The rationale of outsourcing human resources is to lower costs, enhance 

service delivery including quality of services, and indeed improve organizational performance.  

However outsourcing leads to, high employee turnover because the employees have less 

work to do, drop in profit margin because they pay a lot to experts, drop in quality and quantity 

if the experts are not well qualified. At the behest of this, outsourcing certain human resource 

functions is bound to enable a firm to leverage its expertise and focus more on its core activities. 

Therefore, it is justifiable to assert that the organization should outsource some of its functions 

in order to contribute in the realization of the company’s objectives. Yet, studies hitherto 

conducted have failed to clearly outline the implication of outsourcing HR activities on 

employee engagement. It is in light of this, that this study was carried out with the aim of 

examining the impact of outsourcing HR activities on employee engagement in the 

telecommunication industry. The case of MTN Douala Cameroon. 

1.3 Objectives of the Study  

The general objective of the study is to investigate the effect of outsourcing HR on 

organizational performance. The case of MTN Douala - Cameroon. 

 The specific objectives were:  

1. To find out the impact of outsourcing recruitment by MTN Douala and the performance of 

employees  

2. To find out  the impact of outsourcing training by MTN Cameroon on the performance of 

employees  

3.  To assess the challenges associated with outsourcing of human resource activities by MTN 

Douala. 
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1.4 Research Questions 

1.4.1 Main Research Question 

What is impact of outsourcing HR activities on organizational performance? 

1. What is the impact of outsourcing recruitment by MTN Douala on the performance of 

employees?  

2. What is the impact of outsourcing training by MTN Douala on the performance of 

employees?  

3. What are the challenges associated with outsourcing of human resource to MTN Douala?  

1.5 Hypotheses of the study 

a. There is no significant impact of outsourcing recruitment by MTN Douala and the 

performance of employees  

b. There is no significant impact of outsourcing training by MTN Cameroon on the 

performance of employees  

1.6 Significance of the study  

By giving over non-core activities to a trusted outsider, an organization can focus on its 

key activities to its value proposition and raise its competitive situation. Outsourcing by and 

large is held toward one of the fundamental objectives as cost savings. A critical explanation 

behind outsourcing thought is achievement in performance that the outsourcer organization may 

offer because of economies of scale. In this way the role that outsourcing play in the 

management of telecommunication is particularly imperative, given the role the 

telecommunication industry play in the Cameroon economy.  

To the Government 

This study is significant to the government as it will provide information about impact 

outsourcing plays on performance in the telecommunication industry, giving the role 

telecommunication industry plays in the Cameroon economy. 

To the management of MTN and Partners 

This study will help MTN and Partners in their outsource planning. It can also be used 

to grow policies, strategies and practices.  A survey of this nature will not only add to the 

existing body of knowledge yet would likewise help the policy makers to welcome the 

difficulties connected with outsourcing. 
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To the Researcher 

This study will be significant to the researcher as it will help acquire knowledge and 

will help the researcher master the work. It will further be of importance to the researcher in 

that the completion of this research will grant an award of a Bachelor of Science (BSc) degree 

in Sustainable Development with specialization in Human Resource Management and will also 

open doors for employment in both Government and private companies within the country. 

In the theoretical community, the research can likewise help as imperative reference material 

and further focus on areas where further experimental studies could be led to better furnish 

policy- makers and all partners concerned.  

1.7 The scope of the study 

This study focuses on impact of outsourcing human resource on organizational 

performance targeting top, middle and lower level management staff. 

Geographical Scope 

The study targets geographically Douala with MTN as its case study. MTN is located 

in Douala – Akwa. Douala is a city in the littoral region of Cameroon with a population of more 

than 3 million people (according to world population review). It is located at 4.05 latitude and 

9.7 longitude and it is situated at 19 meters above sea level. 

Time Scope 

The time frame within which data for this work was carried out was four months that is 

September 2017 to February 2018 which involved the presentation of the introductory letter 

from the school to the organization and programming for the questionnaire to be administered.  

1.8. Description of Study area 

Cameroon has two cities with more than 2 million inhabitants; 13 cities with population 

between 100,000 and 1 million people, and 57 cities with inhabitants between 10,000 and 

100,000 people. The largest city in Cameroon is Douala which is the Economic capital. In 1826 

Douala appeared to be of four villages located in four specific locations. The village of Deido 

(Dido), of Akwa, of Njo and Hictory town today Bonaberi located on the other side of the Wouri 

River. 

MTN Cameroon provides mobile communication services for GSM subscribers in 

Cameroon. The company offers calling, communication, convenience, and data and messaging 

services. It also provides tariff plans for private individuals, enterprises and partners.  
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Figure 1.1 Location of MTN Akwa - Douala 

Source: Google Maps 2017 

1.9 Organization of the study 

This study is arranged under five main chapters. The first chapter is the introduction and 

the main areas covered under the chapter are the background to the study, statement of the 

problem, research objectives and questions, relevance and scope of the study. The second 

chapter is the literature review and theoretical framework. The chapter reviewed literature 

related to the study. The third chapter is the research methodology and it captures the methods 

that were adopted for gathering and analyzing the data. The fourth chapter is the data analysis 

and interpretation section. The last chapter also highlights the summary of the data collected, 

conclusion and the recommendations. 
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1.10 Definition of terms  

Outsourcing 

Roy and Sivakumar (2012) define outsourcing as the transfer of the production of goods 

and services that could have been done internally to an external provider who is considered to 

be an expert in that capacity. According to Aksoy and Öztürk, (2012), outsourcing is a 

management strategy by which an organization delegates major, non-core functions to 

specialized and efficient service providers. 

Strategic Outsourcing 

Strategic outsourcing refers to outsourcing that it is aligned with the company’s long-

term strategy. The benefits that organizations expect from strategic outsourcing include 

achieving a gain in competitive advantage, freeing up resources for core activities, market 

repositioning and market share (Holcomb & Hitt, 2007). 

Core Competency 

This refers to a specific factor and distinctive capabilities that a business sees as being 

central to the way it, or its employees, works. It fulfills three key criteria: it is not easy for 

competitors to imitate; it can be re-used widely for many products and markets and it must 

contribute to the end consumer's experienced benefits (Prahalad & Hamel, 2010). Core 

competencies are therefore those things that firms do (capabilities) or possess (resources) that 

make them different from their competitors – they are sources of competitive advantage. 
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CHAPTER TWO 

 

LITERATURE REVIEW AND THEORETICAL FRAMEWORK 

 

2.1. Conceptual framework  

Conceptual network is defined as a network or plain of linked concepts. Conceptual 

frame is an analytical tool with several variations and context. It is used to make conceptual 

distinction and organize ideas.   

2.1.1: The concept of outsourcing  

Outsourcing is a combination of two words which is “out” and “sourcing” (Power et al., 

2009). Power et al. (2009) went on to describe sourcing as the process whereby an entity 

transfers its work, responsibilities and also its right to another entity. They indicated that it is 

necessary for an organization to outsource its activities because another organization can do it 

better at a faster rate and also cheaper than the focal organization.  

Ashley (2013) also defined outsourcing as the situation where a company allocates its 

risks and responsibilities to another organization to perform those activities. The researcher 

adopts the definition of Anikinand Rudaya (2012) who described, outsourcing as the situation 

where a company delegates its operations to be managed by a third party that can do it cheaper, 

better and at a faster rate.  

Outsourcing can be separated into internal and external types depending on the level of 

control over performance of outsourced function. Internal outsourcing is the reallocation of 

functions within the business system for saving control over its performance and external 

outsourcing is the delegation of performance of separate or mutually related functions to 

external outsourcer (Vashista, 2009).  

There has been a worldwide increase in outsourcing in organizations. Most companies 

have outsourced their human resource activities. Elmuti (2003) attributed the rapid growth of 

outsourcing to the fact that outsourcing had become the way to generate value. Outsourcing 

enables an organization to reduce cost in its operations and this is one of the major reasons why 

most organizations have outsourced their human resource activities. The company that has been 

outsourced could provide the high quality service at a cost lower than the focal. The business 



9 
 

world has become competitive and to be able to survive the competition in the global market 

and to grow rapidly it is critical that an organization focuses and develop on their core 

competencies (Potkany, 2011). There is the need for an organization to carefully plan and 

implement strategies that can increase its productivity and further change employees. Attitudes, 

beliefs and values towards their work. This will help employees to better position themselves 

and then adapt to the ever emerging technologies and future challenges.  

According to Kong (2009), business practices and economic activities have changed 

and keeps changing. This has called for industrial transformation from manual processes to 

automation and computerized processes and technology. Industries are coming up with 

products that are sophisticated and therefore require employees that have special skills 

(Sullivan, 2006). Moreover, faster information flows and information communication 

technology usage have transformed the way businesses are operated. Consumers. Demands and 

needs have also dramatically changed such that organizations are being forced to restructure 

and reform to ensure that they are adept with the demands of the market. The former way of 

practice where organizations were somehow localized has changed and now most organizations 

are found in highly competitive international markets. This has called for some industries to 

move to other jurisdictions in order to find cheaper and skilled labour at the least cost available. 

This helps to reduce production cost (Sankrusme, 2007). These factors have therefore forced 

most organizations to change in order to survive in this competitive world.  

If a business wants to survive in today’s business world, its focus must be on flexibility, 

speed, and agility (Lee, 2008). To achieve that, the organization would have to focus on its core 

competency and contract its noncore activities and functions to an external company which has 

the resource and also could take that activity as its core. This outsourcing strategy would enable 

the focal organization to concentrate its core competencies and therefore increase its efficiency 

without having to invest a lot of resources in people and technology (Lau & Zhang, 2006). This 

will also aid the organization to become profitable and to satisfy its customers accordingly.  

A number of researchers are defined HRM outsourcing in various meanings. Belcourt 

(2006) clarifies that HR outsourcing is a contractual relationship for the provision of business 

services by an external provider. It means that firm agrees with another firm to do some work 

of HR practices for it. In other words, Society for Human Resource Management (2009) states 

that HRM outsourcing is "a contractual agreement between an employer and an external third 
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party provider whereby the employer transfers responsibility and management for certain HR, 

benefit or training related functions or services to the external provider". 

Likewise, ALKhachroum & Kennawi (2010) states that HRM outsourcing refers to a 

sharing of human resource activities and services, along with the delivery of staff and resources 

related with an outside party under a contractual contract management 

It can describe that HRM outsourcing is an opportunity for the HR function to increase 

employee efficiency and effectiveness by using third party. This research is defined HRM 

outsourcing as the process of transferring procedure of HRM activities to an external provider 

of the company with the aim of increasing competitiveness outsourcing in this research is 

consisted of four activities namely: recruitment activity, training administration, payroll 

management, and human resource information system (HRIS). For the relationship between 

HRM outsourcing and organizational performance, several studies reveal that HRM 

outsourcing has a positive impact on organizational performance via HR cost efficiency, 

effective HR development and HR flexibility. In order to clearly study the relationship between 

HRM outsourcing and organizational performance, this research describes HRM outsourcing 

as follows: 

Outsourcing of recruitment activities refers to a procedure to transfer recruitment and 

selection activities to an external provider. The recruitment outsourcing activities are 

advertising, job fair hosting, applicant tracking and some of selection process such as extensive 

skill testing, organization and background testing. Previous studies show that recruitment 

outsourcing can be significantly reduced costs (Seth & Sethi, 2011). Additionally, a great 

advantage of HR recruitment outsourcing is a new way of acquiring talent.  

In most research it is assumed that recruitment outsourcing will support modernize 

business’s recruitment job and make it integrated and been efficient. It is very critical aspect of 

recruitment outsourcing which directly affects business quality and performance (Braun & Pull, 

2011). In addition, Elsaid (2013) suggested that outsourcing of recruitment process can create 

competitive advantage for business operating in Egypt. As a result, the hypothesis is proposed 

as follows: 

Hypothesis 1: Outsourcing of recruitment activity is positively related to (a), HR cost 

efficiency, (b) effective HR development, (c) HR flexibility, and (d) organizational 

performance. 
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Training administration refers to the process of gaining or allocating knowledge, skills and 

competencies to carry out specific and useful competencies for improving one’s capability and 

performance by using outside groups.  

Nowadays, business training is highlighted on employee and customer learning. The 

increasing in training space has resulted in a strongly upgrading in demand for outsourced 

training services. The growth in training outsourcing can give to satisfied progress and well-

organized distribution methods in an increasingly global marketplace. The business can yield 

the potential for cost savings by effective budget control with some types of learning and 

successful employee skills when decision to outsource its training function (Chaudhuri & 

Bartlet, 2014). Another benefit is that the training by outsourcing is a variety way to provide 

innovative knowledge and deliver high-quality technology.  

Likewise, Gilley et al., (2004) suggested that outsourcing of training by outside 

specialist groups, firm may achieve greater innovation and stakeholder performance, finally, 

increase firm performance.  Abdul Halim & Che-Ha (2011) suggest that payroll administration 

and benefits are the popular activity for outsourcing because it can reduce time and resource of 

firm. Moreover, Gilley et al., (2004) states that HR divisions can get better service and lower 

costs from vendors than from in-house sources, because providers of payroll service have the 

benefits of scale, know-how, and advance technology as well as more comprehensive process 

knowledge that may succeed them to deliver better service and lower costs. 

In addition, a good payroll-services provider is faraway less likely to make a big error 

than in-house control. Furthermore, if a serious error is finished, firm can follow financial return 

from the provider that company can't organize with own employees. In addition, most payroll 

services have technologies that can improve security. Accordingly, Norman (2009) confirms 

that payroll outsourcing activities are positively related to firm performance. 

2.1.1.1 Reasons for to Outsourcing  

There are so many reasons that can account for why a company would want to outsource 

it human resource activities. Miller (2011) conducted a survey on selected respondents that 

included top executives of various companies. The study revealed that 86% of the respondents 

felt that the introduction of outsourcing in the HR of their various companies has had a positive 

effect on their companies and had increased the overall performance of their respective 

companies. Miller’s study further revealed several reasons why management would want to 
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outsource it HR activities. These the study revealed to include concentrating on core business 

activities of the company, outsourcing to quickly attain the goals of the business and focusing 

on product innovations to increase its competitive advantage. The other reasons included 

helping the company to focus on market changes and also having enough time to look at 

strategies to boost revenues and profits of their organizations. Some of the reasons for 

outsourcing the human resource of an organization were discussed by Prasad and Prasad (2013). 

Their many and varied opinions are as discussed below.  

2.1.1.2 Cost effectiveness  

The high level of competition around the world has culminated into the effect whereby 

companies are not able to increase their production cost although there are increases in asset 

costs (Mouhammed, 2008). According to Potkaany (2011), it for institutions acute to adopt 

tactics that are aimed at lowering asset costs. Stroh and Treehuboff (2003) described 

outsourcing as an effective strategy that can help an organization to give out its noncore 

activities to be performed by another supplier. This they indicated could help the company 

maintain its customer services and also gain a competitive advantage in the market that it 

operates.  Growth in organization has globally put a pressure on organizations to put much 

investment in human resource (Potkany, 2011). This investment can however be costly and can 

dramatically affect the operational costs of many companies.  

  Companies would also need to maintain and develop key human resource personnel that 

are needed to manage and further administer the large size of the workforce. HR outsourcing is 

needed to maintain efficient HR services at a price cheaper than what the focal company can 

offer. This situation according to Enlow and Ertel (2006) enable the organization to focus on 

the main objectives of the company and further invest in its core competencies, helping the 

company to be effective in terms of cost.  

2.1.1.3 Focus on core competencies  

The reason behind many outsourcing decisions taken by most management is that they 

would want to focus on the core competencies of their organizations. This Potkany (2011) 

indicated will help the organization to maintain its competitive advantage in the market that it 

operates. Hansen (2009) emphasized that outsourcing HR activities helps in the reduction of 

the load of work that that employees have to undertake and further allows the company to have 
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the time to focus on strategic decisions and further develop the core competencies of the 

organization.  

Managers would have the necessary time to concentrate on the core activities rather than 

spending the time available on human resource activities that are becoming more advanced and 

highly technical with the introduction of technology. Davidson (2009) emphasized that some 

of the functions that are internally performed by the human resource department are not critical 

and that they could easily be outsourced to other entities. According to Davidson (2009) one of 

the aspects of HR that can easily be outsourced is recruitment. Organizations have specialized 

in recruitment services to the extent that they have advanced technologically and have 

developed websites and other technologies that can be accessed by a lot of applicants and this 

increases the chance of selecting the most suitable applicant for a particular position being 

advertised by companies. This complex activity would have taken enormous time of the 

company and this also requires experts who are well endowed in those areas of practice.  

Software applications and other technological advancements have impacted on the 

management of human resource of many organizations (Stone, 2009). According to Stone 

Human Resource Information Systems (HRIS) and other HR software has been and continues 

to play very critical roles in the managing of people in various organizations. Stone indicated 

that HRIS has played an enormous role in the improvement of most organizations and have 

positively affected performance thereby increasing the productivity of most organizations that 

have adopted them. The major challenge that was discussed by Stone was that HRIS needs to 

be constantly updated and this requires huge sums of money to be invested which comes as a 

great cost to the company and which must be done any time there is an upgrade of the system. 

Another challenge that was also highlighted by Stone was that some organizations may also 

lack the expertise that is needed in the handling and maintenance of the HRIS systems. 

Organizations would also have to invest a lot of money in the training and development of the 

experts to man that process. It is therefore cost effective to outsource the HRIS to another 

supplier that can undertake such activity at a lesser cost because it enjoys economies of scale.  

 It is prudent that an organization outsources its HR activities such that it can concentrate on its 

core competencies and further and save costs that are associated with performing those 

activities that are not core to the operations of the company. There are several factors that 

motivates HR outsourcing that includes concentration on core competencies and cost saving. 
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That notwithstanding a major driver for outsourcing HR activities has been the focus on HR as 

a value-adding function at the strategic level.  

There is greater recognition to the strategic importance of the human resource function 

in an organization (Wirtz, Heracleous & Pangarkar, 2008). Human resource (HR) has become 

more aligned with organizational goals and strategy as perspectives of HR has evolved from 

operational and administrative to strategic. This evolution has called for an increment in the 

focus of outsourcing the HR function, and has become critical in most organizations. Makenna 

and Walker (2008) described outsourcing the human resource function as a major component 

of contemporary human resource.  

Organizations can therefore gain competitive edge over their competitors if they isolate 

their human resource management (HRM) functions. A survey conducted by Gilley et al. (2009) 

revealed that outsourcing the human resource function of an organization positively impacted 

on the performance of the organization. It was revealed from the study that outsourcing both 

training and payroll led to a higher tendency for organizational innovation. It was further 

revealed that stakeholder performance was increased if an organization outsourced its training 

and development functions of the HR. This also led to an increased ability to add value to the 

stakeholder. Furthermore, if the training activity is outsourced it also leads to improved 

supplier-customer relations, due to the fact that employees are well trained by expert 

professionals. The research also indicated that when companies outsource they become more 

strategic and they spend less time on meeting objective related to cost and they are able to 

address developmental issues effectively. It also helps organizations to have more time for 

strategic planning. Elmuti (2003) conducted a study on the activities that are mostly outsourced 

by most companies that have adopted outsourcing of their HR functions. It was revealed from 

the study that the activities that are mostly outsourced were payroll, administration of retirement 

plans and benefit administration. It is however clear that HR outsourcing is no longer restricted 

to recruitment, legal compliance, training and development and payroll.  

  Many organisations have increasingly outsourced their HR activities. This indicates that 

organisations and human resource outsource providers will become business partners. In order 

to understand their client’s businesses HR providers need to consider the context of their client, 

including organizational culture and structure. It has become obvious that outsourcing as a HR 

strategy is increasing in popularity.  
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2.1.1.4 Advantages of Human Resource (HR) Outsourcing  

Fan et al. (2011) discussed some advantages of outsourcing the human resource (HR) 

activities to organizations. According to them there are so many advantages associated with 

outsourcing the HR function but the most significant ones are cost savings and flexibility. It has 

been realized that when an organization hand over its noncore activities to a third party that can 

be trusted, the organization can then  concentrate on those activities of the organization that are 

critical to its operations and can help in increasing the competitive advantage of the company.  

Another advantage of outsourcing the HR function is cost savings. Outsourcing HR 

becomes very necessary when a particular human resource aspect of the company is not mostly 

needed by the company full time. When a particular process in the operations of an organization 

is such that the organization will have to spend a lot of money and other resources in say 

acquiring and training of experts to man that operation which the company does not require the 

service full time, then it becomes necessary that the company outsource that activity to an 

external company that can provide that service effectively and efficiently and at a lower cost 

than the company can provide. Lacity and Willcocks (2012) indicated that outsourcing activities 

that are not critical to an organization helps the company save a lot of cost that are associated 

with hiring of experts and technical expertise. The training for the hired staff is also high and it 

is therefore expedient that the company outsource that activity.  

The third major advantage to outsourcing HR is access to qualified personnel to handle 

an activity that the company lacks the required expertise to undertake effectively. Adler (2013) 

emphasized that by outsourcing some of the noncore HR activities of the company to a third 

party, the company get the possibility of accessing highly qualified personnel that may not have 

been available to the focal company. The company then gets the opportunity to exploit fully 

innovations, investments and the specialist capabilities of the supplier. This is a major 

advantage to the focal company.  

Another advantage in outsourcing HR is improvement in performance that can be 

offered by the outsourcer due to economies of scale. Some workers would not want to work in 

a less stimulating environment and as such working in a large company can provide a variety 

of opportunities and functions that could help save that worker. Fan et al. (2011) emphasized 

that the level of operational experience is much higher with service providers due to the fact 

that there is much concentration of staff on tasks as compared to internal operations. This helps 
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the supplier to offer service at a lower rate than the focal company as it enjoys economies of 

scale due to the large volumes of works that it undertakes.  The fifth advantage of outsourcing 

HR as highlighted by Fan et al. (2011) is flexibility. Grimshaw and Miozzo (2013) indicated 

that flexibility has been key reason to outsourcing HR for many organizations. Contract taken 

by an outsourcer and its employee’s job is dependent on the degree of flexibility that reflects 

changing business environments.  

2.1.1.5 The Concept of Organizational Performance 

It is an analysis of a company’s performance as compared to goals and objectives. 

Organizational performance comprise the actual output or results of an organization as 

measured against its intended output (goals and objectives. 

The concept of organizational performance emanates from the concepts of efficiency 

and effectiveness. A business organization must produce the right products and services and it 

must produce them using the fewest possible inputs if it is to have a strong organizational 

performance (Cheng, 2011). Organizational performance can be measured by analyzing a 

company's performance as compared to its corporate goals and objectives based on three 

primary outcomes - financial performance, market performance and shareholder value 

performance. 

Businesses simply endeavor to perform well in a number of areas of organization. Most 

importantly, they strive to do well financially in terms of achieving superior profitability and 

realizing good returns on investment. In order to acquire as much market share as possible, it is 

imperative that companies produce a product that is in demand and offer it at a price that allows 

them to compete in the market. Finally, they need to perform well in terms of creating value for 

their shareholders by ensuring a sustainable level of growth and shareholder return (Buchanan, 

2014). Research work on organizational performance should include multiple performance 

measures. Such measures could be traditional accounting measures such as sales growth, market 

share, and profitability. In addition, factors such as customer satisfaction and non-financial 

goals of the owners are also very important in evaluating performance, especially among 

privately held firms (Cheng, 2011). 

This approach is consistent with the proposal of Kaplan and Norton (1996) in the 

Balanced Score Card that the performance of a firm should be measured in four perspectives – 

financial, customer, learning and growth and internal business processes. The balanced score 
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card directs that managers should use both financial and non-financial measures to evaluate the 

organization of the firm. In the context of this study, organizational performance will be 

measured by four components – profitability, sales growth; market share and customer 

satisfaction. 

2.1.1.6 Challenges in Outsourcing of Human Resource (HR)  

Though there have been many good things said about human resource (HR) outsourcing, 

nevertheless there are some challenges associated with HR outsourcing. There are some 

complex issues in managing outsourcing relationships in the telecommunication industry 

(Wirtz et al., 2010). According to Sullivan and Ngwenyama (2008), the notion of contract being 

based on cost savings has diminished and contracts nowadays incorporates equity-based 

outsourcing, value-based outsourcing and business process outsourcing.  

There is much concentration on cooperation between the outsourcing and the focal 

company. This cooperation highly depends on the quality of the relationship existing between 

both parties. The factors that tend to be an advantage in outsourcing HR can also be a challenge 

in the management of outsourcing of HR activities. Advancement in technology and 

development that are brought about as a result of technological changes can be said to be a 

major factor in enhancing outsourcing relationship. This can also be a major challenge when 

the other party is not ready to adopt new technologies and this can adversely affect the 

relationship.  

According to Fan et al. (2011) the major challenges to outsourcing HR activities 

included loss of managerial control over outsourced operations, quality problems, threat to 

security and confidentiality, hidden costs and reallocation of existing teams. With the issue of 

loss of control over the outsourced operations they indicated that special skills are required in 

the management of systems. These skills include the skills to manage people and processes, 

management of contracts and negotiation skills.  

Another challenge has to do with security and confidentially. The outsourcing contract 

will have terms and security spelt out in them. The challenge is that although these terms are 

clearly stated there is always a problem associated with auditing. Ashley (2012) emphasized 

that there is a major challenge associated with the execution and auditing of terms that are 

captured under the outsourcing contract. Financial service providers are required to keep 

investment banking information away from brokers, traders and other individuals who could 
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use such insider information to their benefit or use such information improperly. Outsourcing 

HR activities that has such elements in them therefore becomes a huge challenge to both parties 

in the contract.  

Organizations stand the risk of losing vital and confidential information when they 

outsource their HR activities. This Berry (2007) indicated to include reports, audit trails, and 

personal data. In-house knowledge and skills could also be lost. Knowledge and organizational 

innovation is also lost when organization outsource their HR. The company is also likely to 

face decreasing organizational productivities due to the loss of employee skills and knowledge 

(King, 2004). Many organisations also experience loss of control over its human resource 

activities if they introduce outsourcing. This is greatly influenced by the quality of HR provider 

and the service agreement that exists between the provider and the organization.  

  One of the expectations of outsourcing HR is that the focal company expects to receive 

better services than that offered by its staff. The challenge therefore is the ability to choose an 

outsourcer that can provide the expected service. The outsourcer must be chosen such that it 

would not have any negative influence on the goods and services provided by the company. 

Adler (2013) indicated that if care is not taken in the selection of the outsourcer the consequence 

might be so grave that it can affect the position of the focal company. Another major issue 

associated with outsourcing is that both parties are bound by only the terms and conditions as 

stipulated in the outsourcing contract. Anything that is not captured under the contract cannot 

be enforced on the other party. Any other duty that is performed by the outsourced company 

will be subjected to charges and that brings additional cost to the focal company.  

The issue of outsourcing has to do with doing away with a particular function that was 

being performed by the focal company. Since that function is to be sublet to another supplier it 

will place in the minds of the employees that they are going to be fired. It is a major challenge 

to management how to relocate and further compensate those that the company no longer needs 

their services. The company will also be challenged how to relocate some of the company’s 

employees to the outsourced entity to perform that particular function. Brown and Cregan 

(2008) indicated that outsourcing becomes a major challenge to managers who were part of the 

process and see it fail.  

If adequate attention is not paid to remaining employees the organisations risk facing 

serious obstacles when outsourcing HR activities. The remaining employees may exhibit some 
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negative feelings and these could affect the organizational culture. Several challenges are likely 

to occur when an institution introduce outsourcing processes. Wang et al. (2013) highlights 

some of the pitfalls in outsourcing and stipulated that some outsourcing providers are found to 

lack knowledge, some providers are non-responsive, and others have low performance 

standards. They therefore indicated that it will not be any organization that will see success if 

it decides to outsource some of its activities. Robinson and Kalakota (2004) described a major 

disappointment of an outsource contract that ensued between British Telecom and Accenturese 

People Serve. British Telecom (BT) was one of the world’s leading communication service 

providers who were operating in Europe, Asia and America.  

According to Robinson and Kalakota (2004), People Serve was outsourced to BT by 

Accenture for $75 million. This contract did cost BT up to about $80 million because BT had 

to pay additional costs which BT felt was unacceptable. Robinson and Kalakota (2004) 

emphasized that companies might have to endure additional costs that are hidden behind 

outsourcing agreement. This cost is difficult to control and can affect the focal company dearly. 

These costs Robinson and Kalakota (2004) described to include expenditure for upgrading the 

system due to the technological advancement and improvement, costs that had to be paid in 

training and development of employees.  

There is also the cost associated with completion of jobs that were meant to have been 

completed by the external organization but could not do so because the external provider was 

unable to transfer fully the knowledge required under such task.  Outsourcing HR would not 

necessary be a cost saving approach to an organization especially when the company already 

has in existent effective human resource management (Marquez, 2007). Marquez accessed an 

organization that invested in building its own service benefits and internal activities. The 

organization Marquez emphasized was able to reduce about 11% of its HR costs. Marquez 

advised that companies must first attempt to develop its own human resource activities before 

outsourcing. This was supported by Thomas (2005) who opined that internal HR activities could 

as well bring a cost saving benefit to an organization.  

Some of the challenges that are likely to affect an organization at the macro level was 

highlighted by Mehlman (2003). If the company decides to adopt outsourcing and the supplier 

happens to be in a foreign country it leads to some challenges that includes community 

disruption, lay-offs that are not expected, and displaced professionals in the home country. 
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These problems are more prevalent in the home country that loses jobs to prospective 

employees in countries like India, Russia, China and Eastern European countries.  

A study performed by Oxford University’s Institute of Information Management and 

the University of Missouri (USA) in 2000, which tracked 29 major outsourcing engagements 

over eight years, reported that more than 35 percent of the arrangements failed. Failure of an 

outsourcing relationship is not uncommon; organizations should be aware of the potential risks 

involved before entering into a relationship with a third party outsourcing firm. In 2003, to 

investigate which of these risk areas are perceived to be the most critical risks faced by a firm 

when considering outsourcing its IT functions, a survey instrument was developed and 

distributed to a small group of practitioners in the Big 4 US accounting firms and to business 

professors in several US universities and colleges. These two groups represent the practical side 

and the theoretical side of accounting, and may provide different assessments of the most 

important outsourcing risks. In total, 23 surveys were returned by three of the Big 4 firms and 

five universities. The study considered personnel issues faced by organizations that choose to 

outsource technical aspects that affect the outsourcing relationship, examples of real-world 

experiences with IT outsourcing, the legal consequences associated with outsourcing, and the 

strategic advantages and disadvantages of outsourcing. These 23 risks were consolidated into 

five risk areas: total dependence/exit barriers, physical IS security, legal consequences, and 

logical IS security/confidentiality/privacy and human resource issues. 

When an organization outsources its IT functions to a third party, it loses its 

confidentiality. The outsourcing firm gains access to all of the information that passes through 

the organization’s computer system. This information includes financial data, which if released, 

could place the organization in a vulnerable position. Other information that passes through the 

computer system includes e-mails, sent both within the office and outside of the organization. 

Although the persons sending and receiving the e-mails may think the information is 

confidential, any employee of the outsourcing firm who has access to the mail functions of the 

organization can view these “confidential” e-mails. Any specialized software that gives the 

company its strategic advantage can also be viewed and utilized by the outsourcing firm. An 

employee of the outsourcing firm could decide to sell a copy of the organization’s strategic 

software to one of its competitors. This may lead to a loss of competitive edge because the 

organization may become indistinguishable from its competitors. Total dependence on the 
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services provided by the third-party outsourcing firm can become a major problem for 

organizations. Upon entering the outsourcing relationship, the organization turns over all 

control of its information systems to the outsourcing firm. As a result, the organization’s IT 

functions cannot be executed, nor can changes in technology be made, without the cooperation 

and participation of the outsourcing firm. When the IT functions are performed in-house, the 

IT staff is able to tailor the data processing, application usage to the needs of the organization.  

Accounting firms and academics perceived the three aforementioned risks as the most 

threatening to an organization. These risks need to be considered seriously by every 

organization interested in outsourcing part of its organization because the failure of an 

outsourcing venture can be extremely damaging to the company. To receive the full benefits 

that outsourcing can provide, firms must be prepared for the risks and potential downfalls 

involved when creating the outsourcing relationship. Governance and control are critical to 

maintain profitability and business continuity. The implementation of mature and well-

controlled processes is key. Adequate governance and control structures provide comfort and 

confidence to stakeholders across the value chain when dealing. Slowing revenue growth, 

increased voice penetration, aggressive competition and substitute products continue to present 

a challenge. MTN have recently updated our vision, mission and strategy, seeking to focus on 

defining our competitive advantage in the new Digital World (MTN, 2014). 

Signing contracts with other companies may take time and extra effort from a firm's 

legal team. Security threats occur if another party has access to a company's confidential 

information and then the party suffers a data breach. A lack of communication between the 

company and the outsourced provider may occur, which could delay the completion of projects.  

The political situation in some of the regions in which MTN operate continues to be 

challenging. In addition, the face security challenges that are often beyond the enterprise 

control, example; civil unrest. The impact of sanctions on some of MTN operations and on the 

wider Group remains a challenge. Implementing risk management strategies to mitigate safety 

and security risks i.e. independent and dedicated risk management teams, monitoring country 

risks, assessment and implementation of physical security measures and crisis management 

plans remain a great challenge. More information is in the employee safe working conditions 

section of MTN report. Transferring risk to insurance underwriters, where appropriate. 
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Diversifying the Group’s portfolio, engaging through a dedicated stakeholder function which 

contributes to organizational readiness to manage potential threats to MTN's corporate 

reputation steal posed a problem. This function scans the environment to identify stakeholder 

concerns and develops response plans to mitigate reputational risks. 

2.2 Empirical Review   

It is a way of gaining knowledge by means of direct and indirect observation or 

experience and to bring out the imperial theory gap in outsourcing, human resource outsourcing, 

and organizational performance.  

2.2.1 Recruitment Outsourcing and Employee performance  

Recruitment  process,  outsourcing  is  aimed  at  enhancing  organizational  efficiency  

through  saving managerial time and costs (Corbett, 2004). As such Jamil and Naeem (2013) 

assessed the  impact  of  outsourcing  external  recruitment  process  on  employee  commitment 

and  loyalty.  

The telecommunication sector of Pakistan was considered for the study. Questionnaire 

survey was used to collect data.  The study findings  indicated  that  outsourcing  external  

recruitment agency  had  no  impact  on  employee  commitment  and  loyalty. It  was  therefore  

generally concluded  that  outsourcing  recruitment  process  had  no  impact  on  employee  

commitment  and loyalty. A  study  on  the  rationale  and  effectiveness  of  recruitment  

outsourcing  was  conducted (Heikonnen,  2012).  The finish  human  resource  professionals  

from  different  companies  were considered  for  the  study.  The  study  used  the  survey  

method  to  capture  the  perceptions  of business   professionals   in   regard   to   recruitment   

outsourcing.   Personal   interviews   and questionnaires were used to gather data. 

It was established that the companies surveyed used recruitment outsourcing. It was 

indicated that outsourcing the acquisition of part - time employees was the most beneficial 

approach to recruitment process outsourcing.  However,  it  was  noted that only certain stages 

of the overall recruitment process were necessary for outsourcing such as  processing  of  

application  materials  but  interviews  done  by  the  organization  based  on  the number of the 

sampled applicants. A  study  by  Biney  (2008)  analyzed  the  challenges and  expectations  

facing  human  resource  service  providers  in  outsourcing  recruitment  and  selection  activities  
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in  Ghana.  The study  purposed  to  explore  the  expectations  and  challenges  that  human 

resource  face  in recruiting  and  selecting  outsourcing  activities in  Ghanaian  labour  market.   

The study used a qualitative approach based on exploratory method ingathering data.  

Personal interviews were conducted to collect relevant data for the study. Findings indicated 

that most of the multinational outsourced  their  recruitment  portfolio  with  the  anticipation  

that  the  service  providers  would recruit  high  quality  and  highly  qualified  candidates  in  

a  timely  manner  in  order  to  reduce employee turnover and access cheap technology and 

expertise. It  was  however  noted  that  outsourcing  human  resource  activities  including  

recruitment and selection was not well developed in the country. The challenges that recruiters 

faced were poor management  of  contract,  poor  management  of  relationships  between  the  

parties,  lack  of skilled workforce in the market and poor communication between the 

outsourcing parties like the case of MTN Cameroon outsourcing have led to heavy loss of 

money. 

In  Nigeria,  Ogunyomi  and  Ojikutu  (2014)  did  a  research  on  employee  resourcing  

and performance in organizations.  The objective of the study was to investigate if employee 

resourcing  could  be  used  to  predict  performance  of  small  and  medium  enterprises  in  

Lagos State.  It  was  noted  that  there  was  mild  association  between  employee  resourcing  

and performance.  Since  recruitment,  selection  and  retention  are  significant  to  performance  

of  organizations,  it  was  noted  that  it  is  imperative  for  employee  resourcing  functions  to  

be outsourced  to  professional  human  resource  management  experts  that  have  the  right  

structure and  networks  to  source  for  competent  and  qualified  workforce.  As  such,  it  was  

noted  that organization,  managers  would  have  adequate  time  and  financial  wherewithal  

to  focus  on  the core activities of the enterprises. 

A study by Kiptum (2014) analyzed the effects of outsourcing on organizational 

productivity. On focus were selected parastatals in Kenya.  The study employed a descriptive 

research design. The questionnaire survey method was used to gather data from the respondents. 

The findings revealed  that  contracting  out  was  the  most  common  method  used  in  

outsourcing  in  surveyed parastatals. The services most outsourced were security, cleaning and 

disposal.  It  was further noted  that  outsourcing  these  services  resulted  in  reducing  

operational  costs  and  improved resource management. The study recommended that 

parastatals should also adopt other forms of outsourcing other than contracting out. 
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2.2.2 Training Outsourcing and Employee performance  

According  to  Beaman  and  Eastman  (2004)  the  most  human  resource  activities  

that  are outsourced  are  recruitment,  payroll  and  more  so  training  and  development.  As 

such, Gilley, Greer   and   Rasheed   (2004)   looked   into   outsourcing   human   resource   

activities   and organizational   performance   in   manufacturing   firms.   The   study   analyzed   

the   relationship between  outsourcing  of  human  resource  activities  that  were  training  and  

payroll  and  firm performance. It was hypothesized that outsourcing performance nexus is not 

uniform across all firms surveyed. A total of 94 manufacturing firms participated in the study. 

The results revealed that training outsourcing influenced firm performance.  Further, training  

outsourcing  led  to  high propensity  to  organizational  innovation  and  enhanced  stakeholder  

performance  in  addition  to improving supplier-customer relations. 

In  another  study,  Cicek  and  Ozer  (2011)  analyzed  the  effect  of  outsourcing  

human resource on organizational performance. The author notes that human resource practices 

such as   outsourcing   training   and   payroll   positively   contribute   to   the   expected 

organizational performance by means of organizational strategies and culture.  Similarly  the  

findings  of Norman’s  (2009)  study  indicated  that  training  and  payroll  outsourcing  

influenced  firm performance.   Gainey   and   Klass   (2003)   while   looking   into   outsourcing   

of   training   and development  in  the  context  of  client  satisfaction  established  that  

outsourced  trainings  have strategic importance to an organization. 

It  is  noted  that  human  resource  practice  of  training  outsourcing  remains  a  

challenging decision for organizations (Chaudhuri& Bartlett, 2014). The authors embarked into 

a study and sought to determine the relationship between training outsourcing and employee 

commitment to organization.  The  study  considered  information  technology  firms  in  India  

and  United  States where  data  was  collected.  The study findings indicated that there was a 

positive relationship between the measures of employee perception of quality, usefulness and 

supervisor support for outsourced training with organizational commitment. A   study   by   

Jirawuttinunt (2015)   examined   the   effect   of   human   resource management outsourcing 

on performance of multinational firms in Thailand.  The study sought to verify the nexus 

between recruitment activities, payroll management, human resource information system and 

more so training administration, and organizational performance. It was found that training 

administration positively and significantly influenced human resource cost efficiency but has 
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no effect of effective human resource development and flexibility.  More so, training 

administration adversely and significantly influenced organizational performance. 

In  Kenya,  Kinyua  (2000)  conducted  a  survey  on  outsourcing  of  selected  financial 

activities   in   publicly   quoted   companies   in   Kenya.   The   study   particularly   assessed   

the outsourcing of training services of the surveyed quoted companies. The study established 

that companies  outsourced  training  services  and  the  practice  enabled  the  companies  to  

cut  down costs and create competitive advantage over their rivals. 

2.3 Theoretical Framework   

This is a group of related ideas that provide guidance to a research project or business 

endeavor. Also, the theoretical framework is the structure that can hold or support the theory of 

a research study. This study will be dealing with two theories related to the research: 

a) The Kolb’s experiential theory 1984; and  

b) Socio-Technical theory developed by Trist and Barnforth (1951). 

2.3.1 Kolb’s Experiential Learning Theory 

The experiential learning theory was developed by Kolb (1984). The theory states that 

learning or training has four stages which are cyclical. The stages include concrete experience, 

reflective observation, abstract conceptualization, and active experimentation. The Kolb’s 

theory is a holistic perspective that combines experience, perception, cognition, and behaviour. 

The theory focuses on the learning process whereby knowledge is created through the 

transformation of experience.  According to Kolb (1984), a learner may start at any of the four 

aforementioned stages but must follow each other in the sequence. Concrete experience stage 

is also called the “Do” phase. In this stage a learner experiences a new activity, for instance, a 

computer practice or hands-on activity such as role play. Reflective observation or “Observe” 

stage involves a learner consciously reflecting back on what they have just experienced. More 

so, abstract conceptualization or “Think” stage indicates that a learner attempts to conceptualize 

how the things observed affect them.  

Lastly, active experimentation phase which is also called “Plan” stage shows that a 

learner tries to plan how to employ what they have learned. According to the Kolb’s experiential 

learning theory, in training, it is important to provide hands opportunities to practice the new 

behaviour. In addition, the trainers ought to provide opportunities for employee to think and 

talk about what they are attempting to learn. In training, the learners who happen to be the staff, 
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say of REA, are supposed to know what stands out for them about the learning activity, how 

such is supposed to be used in respective employees’ jobs, and how the training impacts their 

jobs.  

The theory emphasizes that it is important to encourage the employees being trained to 

be aware of what they should do or try to do regarding what they have learned upon return to 

their workplaces. 

2.3.2 Socio-technical Systems Theory  

The socio-technical systems theory was developed by Trist and Barnforth (1951). The 

theory states that there exist workplace factors that enhance performance. The theory describes 

work systems as being composed of social and technical subsystems and suggests that 

performance improvement can only follow from the joint optimization of both subsystems. The 

theory holds that there are minimal tasks, methods and task allocations, and control of problems 

and unforeseen events are as near as to their origins as possible.  

According to Clegg (2000), socio-technical systems theory is more interested in group 

performance as opposed to individual performance. Yet, it is indicated that one can hold the 

assumption that work situations designed on the basis of this approach also have positive effects 

on individual performance. Kahn, Wolfe, Quinn, Snoek and Rosenthall assert that role conflict 

and role ambiguity are conceptualized as stressors that impede performance. For instance, there 

is a negative relationship between role ambiguity and performance in professional, technical 

and managerial jobs (Tubbs & Collins, 2000). In view of this, outsourcing human resource 

activities should be aimed at making the various roles played by REA’s Licensed under Creative 

Common employees less ambiguous and also to have a clear organizational structure and design 

that reduces role conflicts amongst employee. 

2.4 Gaps in literature 

This thematic area is one of those sphere in research that has been highly contested and 

is plagued with varied thoughts. Some research has been done in the area but has mostly been 

looked at from different angles. However, to the best of the researcher’s knowledge, very little 

study has been carried out about outsourcing in Cameroon. Also, the authors who researched 

on the perceptions of the impact of outsourcing human resource activities on organizational 

performance looked at it in a very small range. This study fills that gap by investigating the 

organisations perception of the effectiveness of outsourcing activities. This study will 
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contribute to knowledge by filling this gap, thereby updating and expanding the existing 

literature. 
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CHAPTER THREE 

 

RESEARCH METHODOLOGY 

 

3.1 Research design 

The research design adopted for this study is Ex-post facto approach or causal 

comparative design. According to Kerlinger (1973), ex-post facto is a systematic empirical 

enquiry in which the scientist does not have direct control of independent variables because 

they are inherently not maniputable. In effect, there was no manipulation of the independent 

variables used in this study. 

3.2 Population of the study  

The population of this study consisted of workers working at the MTN head office in 

Douala. It is limited to top, middle and lower level management who are knowledgeable about 

outsourcing, Information from the human resource department revealed that there is a total of 

116workers. 

3.3 Sample and sampling technique  

The Researcher made use of a purposive sampling techniques. Purposive means it 

targeted a particular level or group of employees. Which was used to select the required sample 

of the study. The sample is 116 who are purposely selected. The reason for the Purposive 

sampling technique is because, outsourcing is strategic tool that only the administration best 

know how it functions.  

3.4. Sources of Data collection  

Both primary and secondary sources of data collection were used. A total of 116 

administrative employees of which 10 out of the 116 were top managements staff who were 

selected and interviewed in their respective offices.  

3.5.1 Primary Source of Data Collection 

The instrument used for this study is a structured questionnaire. The questionnaire was 

constructed by the researcher and aimed at eliciting information from the respondents on the 

variables of study.  The questionnaire consisted of two sections (A, and B).    
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Section A contained items seeking information on the demographic characteristics of 

respondents such as, age, sex, level of education and marital status. Section B contained items 

that measured the various sub independent variables of the study. Items in section B were 

designed on 5-points Likert scale type with “SA” for strongly agree, “A” for agree, “U” for 

undecided, “D” for disagree and “SD” for strongly disagree respectively. The items here were 

positively and negatively worded. The respondents were required to tick one of the four possible 

options against each item, to indicate the extent of their agreement or disagreement with the 

items.       

3.5.2 Secondary Source of Data Collection 

Secondary data included the review of diverse literature such as official documents, 

journals as well as published and unpublished materials on Human Resource policies and 

procedures for handling employee grievances. Another important secondary data source 

consulted was the goggle scholars through the World Wide Web (www). These provided useful 

data and facilitated the understanding of the subject under study.  

3.5.3 Validity of the instrument 

The face validity of the instrument was established by presenting the instrument to the 

supervisor and experts in quantitative analysis to ascertain that the items on the instrument were 

related to the hypotheses which were required to be tested. Some of the items were then 

modified while those that were irrelevant were removed and new ones introduced. 

3.5.4 Reliability of the instrument  

To ensure that the instrument measures consistently what it is purported to measure, a 

trial study was conducted. The instrument was administered once to the respondents. After 

filling the questionnaire, they were retrieved and scored. The items were split into two halves 

of even and odd numbers. The two halves were then subjected to reliability analysis of the split 

half method using Pearson product moment correlation analytical procedure. The correlation 

coefficients obtained were converted to reliability coefficients using Spearman Brown 

Prophecy formula.  The correlation coefficient obtained ranges from 0.73 – 0.86. These 

correlation coefficients were considered high enough for the instrument to be reliable.  
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3.5.5 Method of data analysis 

Data collected for this study was analyzed using descriptive statistics of simple 

percentages and inferential statistics of multiple regression   

3.5.6 Ethical Consideration 

Following the scientific principles for a good research study, the researcher took into 

consideration some ethical issues. The researcher assured the authority of the organisation 

concerned and the research participants that the research study is mainly for academic purposes. 

Equally, the researcher guaranteed that the confidentiality of the information provided will be 

ensured. Participants’ consents were solicited for before randomly selecting them to take part 

in the study. 
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CHAPTER FOUR 

 

DATA PRESENTATION ANALYSIS AND DISCUSSION OF FINDINGS 

4.1 Demographic distribution of respondents  

Table 4.1 Distribution of respondents according to their demographic characteristics 

1. Sex  Frequency   Percentage  

Male 67 57.76 

Female 49 42.24 

Total  116 100 

2. Age  
 

0 

below 20 years 12 10.34 

21-30 years 74 63.79 

31-40 years 21 18.1 

41-50 years 9 7.759 

Total  116 100 

3. Highest academic attainment  0 

Bachelor Degree 72 62.07 

Masters (MA, Msc or MBA) 12 10.34 

Higher National Diploma (HND)  32 27.59 

Total  116 100 

4. For how long have you been personally working with this 

organization  0 

1-5 years 34 29.31 

 6-10 years  55 47.41 

11-15 years 19 16.38 

16-20 years 8 6.897 

 
116 100 

Source: Author’s Field Work 

The result in Table 4.1 revealed that 67(57.76%) of the respondents were males while 

49(42.24%) were females. According to age 12(10.34%) were below 20 years, 74(63.79%) 
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were between 21-30 years, 21(18.1%) were between 31-40 years, while 9(7.759%) were 

between 41-50 years. According to educational qualification, 72(62.07%) of the respondents 

had Bachelor Degrees, 12(10.34%) had masters (MA, MSc or MBA) while32 (27.59%) had 

Higher National Diploma (HND). Distribution of respondents according to years of working 

experience revealed that 34(29.31%) had worked for 1-5 years, 55(47.41%) had worked for 6-

10 years 19(16.38%) had worked for 11-15 years while 8(6.8%) had worked for 16-20 years. 

4.2 Answer to research objectives   

4.2.1 Objective one: To find out the level of recruitment outsourcing by MTN Cameroon. 

The result is presented in Table 4.2  

 

Table 4.2 level of recruitment outsourcing   by MTN Cameroon. 

 
SA % A % U % D % SD % 

MTN  outsources the 

services of outsourced 

firms to conduct job 

analysis 

64 

 

 

55.2 

 

 

15 

 

 

12.9 

 

 

11 

 

 

9.5 

 

 

18 

 

 

15.5 

 

 

8 

 

 

6.9 

 

 

Our organization 

outsources advertisement 

process for job vacancies 

from outsourced firms 

49 

 

 

42.2 

 

 

29 

 

 

25.0 

 

 

9 

 

 

7.8 

 

 

8 

 

 

6.9 

 

 

5 

 

 

4.3 

 

 

Our institution involves 

outsourced firms in 

screening candidates for 

various vacancies 

56 

 

 

48.3 

 

 

21 

 

 

18.1 

 

 

7 

 

 

6.0 

 

 

10 

 

 

8.6 

 

 

6 

 

 

5.2 

 

 

Our organization involves 

outsourced firms in 

conducting interviews for 

new recruits 

61 

 

 

52.6 

 

 

17 

 

 

14.7 

 

 

10 

 

 

8.6 

 

 

8 

 

 

6.9 

 

 

4 

 

 

3.4 
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After the advertisement of 

vacancies and recruitment, 

our organization outsources 

selection procedure 

50 

 

 

43.1 

 

 

27 

 

 

23.3 

 

 

6 

 

 

5.2 

 

 

11 

 

 

9.5 

 

 

6 

 

 

5.2 

 

 

MTN  outsources the 

services of outsourced 

firms to conduct job 

analysis 

48 

 

 

41.4 

 

 

38 

 

 

32.8 

 

 

8 

 

 

6.9 

 

 

2 

 

 

1.7 

 

 

4 

 

 

3.4 

 

 

Source: Author’s Field Work 

Table 4.2 revealed that 64(55.2%) of the respondents strongly agreed that MTN 

outsources the services of outsourced firms to conduct job analysis, 15(12.9%) agreed, 

11(9.5%) were undecided, 18(15.5%) disagreed while 8(6.9%) strongly disagreed with the 

statement. Also 49(42.2%) of the respondents strongly agreed that outsourcing the HR function 

has made the firm strategic, 29(25.0%) agreed, 9(7.8%) were undecided, 8(6.9%) disagreed 

while 5(4.3%) strongly disagreed with the statement. Equally 56(48.3%) of the respondents 

strongly agreed that HR outsourcing has helped the firm to focus on its core activities, 

21(18.1%) agreed, 7(6.0%) were undecided, 10(8.6%) disagreed while 6(5.2%) strongly 

disagreed with the statement. Furthermore 61(52.6%) of the respondents strongly agreed that 

outsourcing has helped management to address developmental issues effectively, 17(14.7%) 

agreed, 10(8.6%) were undecided 8(6.9%) disagreed while 4(3.4%) strongly disagreed with the 

statement. Additionally,50(43.1%) of the respondents strongly agreed that outsourcing the HR 

function helps management to have more time for strategic planning, 27(23.3%) agreed, 

6(5.2%) were undecided, 11(9.5%) disagreed while 6(5.2%) of the respondents strongly 

disagreed with the statement. Lastly 48(41.4%) of the respondents strongly agreed that 

outsourcing the HR function helps the firm to improve its performance, 38(32.8%) agreed, 

8(6.9%) were undecided 2(1.7%) disagreed while 4(3.4%) of the respondents strongly 

disagreed with the statement. 
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4.2.2 Objective two:  

To find out training outsourcing by MTN Cameroon. The findings is presented in Table 

4.3  

Table 4.3 Training outsourcing by MTN Cameroon 

 
SA % A % U % D % SD % 

Our organization consults the 

employees in identifying training 

needs 

75 

 

 

64.7 

 

 

9 

 

 

7.8 

 

 

4 

 

 

3.4 

 

 

10 

 

 

8.6 

 

 

2 

 

 

1.7 

 

 

Outsourced firms and the 

management of our organization 

identify the training objectives 

63 

 

 

54.3 

 

 

14 

 

 

12.1 

 

 

9 

 

 

7.8 

 

 

6 

 

 

5.2 

 

 

8 

 

 

6.9 

 

 

Outsourced firms develop training 

content basing on the training needs 

identified by employees 

69 

 

 

59.5 

 

 

16 

 

 

13.8 

 

 

7 

 

 

6.0 

 

 

7 

 

 

6.0 

 

 

1 

 

 

0.9 

 

 

One of the reason our organization 

outsources training is because of the 

need of technical expertise within 

our organization 

53 

 

 

45.7 

 

 

25 

 

 

21.6 

 

 

8 

 

 

6.9 

 

 

5 

 

 

4.3 

 

 

9 

 

 

7.8 

 

 

The outsourced firms which handle 

employee training in our 

organization often outsource training 

materials 

61 

 

 

 

52.6 

 

 

 

21 

 

 

 

18.1 

 

 

 

5 

 

 

 

4.3 

 

 

 

9 

 

 

 

7.8 

 

 

 

4 

 

 

 

3.4 

 

 

 

Source: Author’s Field Work 

Table 4.3 showed that 75(64.7%) of the respondents strongly agreed that  their 

organization consults the employees in identifying training needs,9(7.8%) agreed,4(3.4%) were 

undecided, 10(8.6%) disagreed while 2(1.7%) strongly disagreed with the statement. Also, 

63(54.3%) of the respondents strongly agreed that HR outsourcing has the tendency to affect 

the quality of operations of the firm, 14(12.1%) agreed, 9(7.8%) were undecided, 6(5.2%) 
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disagreed while 8(6.9%) strongly disagreed with the statement. Equally, 69(59.5%) of the 

respondents strongly agreed that outsourcing HR activities of the firm is a threat to security and 

confidentiality of the firm, 16(13.8%) agreed, 7(6.0%) were undecided, 7(6.0%) disagreed 

while 1(0.9%) strongly disagreed with the statement.  Additionally, 53(45.7%) of the 

respondents strongly agreed that HR outsourcing has some hidden costs associated with it, 

25(21.6%) agreed, 8(6.9%) were undecided, 5(4.3%) disagreed while 9(7.8%) strongly 

disagreed with the statement. Lastly, 61(52.6%) of the respondents strongly agreed that 

outsourcing HR activities reallocates existing teams and poses a challenge to the firm, 

21(18.1%) agreed, 5(4.3%) were undecided, 9(7.8%) disagreed while 4(3.4%) of the 

respondents strongly disagreed with the statement. 

4.2.3: To assess the challenges faced in outsourcing.  

The result is presented in Table 4.4 

Table 4.4 Challenges faced in outsourcing 

Project/activities  SA % A % N % D % SD % 

lack of understanding of the 

contract 

42 

 

35.00 

 

38 

 

31.67 

 

13 

 

10.83 

 

21 

 

17.50 

 

6 

 

5.00 

 

cultural concerns 10 8.33 15 12.50 20 16.67 28 23.33 47 39.17 

selecting the right service 

provider 38 31.67 45 37.50 9 7.50 16 13.33 12 10.00 

bleeding of in house human 

resource  60 50.00 21 17.50 10 23.00 15 12.50 14 11.67 

Lack of transparency 53 44.17 18 15.00 8 6.67 23 19.17 18 15.00 

suffering from botox effect 37 30.83 48 40.00 5 4.17 23 19.17 7 5.83 

 

The result in Table 4.5 revealed that 42(35%) of the respondents strongly agreed that 

lack of understanding of the contract is one of the challenges faced in outsourcing, 38(31.67%) 

agreed, 13(10.83%) were neutral, 21(17.50%) disagreed while 6(5%) strongly disagreed with 

the statement. Also 10(8.33%) of the respondents strongly agreed that cultural concerns is one 

of the challenges faced in outsourcing, 15(12.50%) agreed, 20(16.67%) were neutral, 

28(23.33%) disagreed while 47(39.17%) strongly disagreed with the statement. Equally, 
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38(31.67%) of the respondents strongly agreed that selecting the right service provider is one 

of the challenges faced in outsourcing, 45(37.50%) agreed, 9(7.50%) were undecided, 

16(13.33%) disagreed while 12(10%) strongly disagreed with the statement. Additionally, 

60(50.00%) of the respondents strongly agreed that  bleeding of in house human resource is one 

of the challenges faced in outsourcing,  21(17.50%) agreed, 10(8.92%) were neutral, 

15(12.50%) disagreed while 14(11.67%) strongly disagreed with the statement. Furthermore 

53(44.17%) of the respondents strongly agreed that lack of transparency is one of the challenges 

faced in outsourcing 18(15. %) agreed, 8(6.67%) were undecided, 23(19.17%) disagreed while 

18(15%) strongly disagreed with the statement. Lastly, 37 (30.83%) of the respondents 

strongly agreed that suffering from botox effect is one of challenges faced in outsourcing, 

48(40.00%), 5(4.17%) were neutral, 23(19.17%) disagreed while 7(5.83%) strongly disagreed 

with the statement  

4.2.4: To find out the impact of outsourcing on employee performance  

 

Table 4.5 The impact of outsourcing on employee Performance of workers 

 

Source: Author’s Field Work 

 
SA % A % U % D % SD % 

HR outsourcing have an impact on 

employee performance  35 30.2 32 27.6 12 10.3 14 12.1 7 6.0 

 HR outsourcing have contributed to 

the performance  41 35.3 37 31.9 8 6.9 11 9.5 3 2.6 

HR outsourcing have an 

advantageous impact on both the 

organization and individual 

employees  

21 

 

 

18.1 

 

 

65 

 

 

56.0 

 

 

4 

 

 

3.4 

 

 

7 

 

 

6.0 

 

 

3 

 

 

2.6 

 

 

Outsourcing of HR activities can 

improve individual employee 

attitudes such as job satisfaction, job 

commitment, engagement and 

perceived organizational support  

54 

 

 

 

46.6 

 

 

 

23 

 

 

 

19.8 

 

 

 

8 

 

 

 

6.93 

 

 

 

11 

 

 

 

9.5 

 

 

 

4 

 

 

 

3.4 
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The result in Table 4.4 revealed that 35(30.2%) of the respondents strongly agreed that 

HR outsourcing have an impact on employee performance, 32(27.6%) agreed, 12(10.3%) were 

undecided, 14(12.1%) disagreed while 7(6.0%) of the respondents strongly disagreed with the 

statement. Also, 41(35.3%) of the respondents strongly agreed that HR outsourcing have 

contributed to the performance37 (31.9%) agreed, 8(6.9%) were undecided, 11(9.5%) disagreed 

while 3(2.6%) strongly disagreed with the statement. Equally, 21(18.1%) of the respondents 

strongly agreed that HR outsourcing have an advantageous impact on both the organization and 

individual employees, 65(56.0%) agreed, 4(3.4%) were undecided, 7(6.0%) disagreed while 

3(2.6%) strongly disagreed with the statement. Lastly, 54(46.6%) of the respondents strongly 

agreed that Outsourcing of HR activities can improve individual employee attitudes such as job 

satisfaction, job commitment, engagement and perceived organizational support,23(19.8%) 

agreed,8(6.9%) were undecided, 11(9.5%) disagreed while 4(3.4%) strongly disagreed with the 

statement. 
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4.3 Regression Result  

Table 4.6 Multiple regression result of the impact of recruitment outsourcing, training 

outsourcing on employee performance in MTN, Cameroon 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

T Sig. B Std. Error Beta 

1 (Constant) 177596.250 35747.216  4.968 .000 

 Recruitment  18.174 2.056 .650 8.839 .000 

 Training  .808 2.851 .016 .284 .777 

R2  =  .73 

Adj. R2   = .64 

F=  44.74 

D.W=1.64 

a. Dependent Variable: Employee Performance  

The result in Table 4.5 revealed an R2 (the coefficient of multiple determinant) value of 

0.73. This means that about 73 per cent changes in performance of employee of MTN is caused 

by changes in training and recruitment outsourcing practiced by MTN. The adjusted R2 value 

of 64implied that the model is 64% goodness fit. The F-value of 44.74 which is significant at 

0.05 level of significance implied that there exist a significant impact of training and 

recruitment outsourcing on the performance of employees.  
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The estimated coefficient for training and recruitment outsourcing is positive, meaning 

that there exist a direct relationship between training and recruitment outsourcing practiced by 

MTN on their performance. These results are in order with economic a priori criteria and are 

significant at 5 percent and 10 percent levels of significance.  

4.4 Discussion of findings   

4.4.1 Recruitment Outsourcing and Employee performance  

The findings of this objective revealed that there exist a significant impact of 

recruitment outsourcing on the performance of MTN. This finding is in agreement with the 

findings obtained by Jamil and Naeem (2013) assessed the  impact  of  outsourcing  external  

recruitment  process  on  employee  commitment and  loyalty.  This finding is also in line with 

the finding obtained  by Biney  (2008)  who  analyzed  the  challenges and  expectations  facing  

human  resource  service  providers  in  outsourcing  recruitment  and  selection  activities  in  

Ghana.  The study  purposed  to  explore  the  expectations  and  challenges  that  human resource  

face  in recruiting  and  selecting  outsourcing  activities in  Ghanaian  labour  market.  The 

study used a qualitative approach based on exploratory method in gathering data.  Personal 

interviews were conducted to collect relevant data for the study.  

Findings indicated that most of the multinational outsourced  their  recruitment  portfolio  

with  the  anticipation  that  the  service  providers  would recruit  high  quality  and  highly  

qualified  candidates  in  a  timely  manner  in  order  to  reduce employee turnover and access 

cheap technology and expertise. It  was  however  noted  that  outsourcing  human  resource  

activities  including  recruitment and selection was not well developed in the country. This 

findings is also in line with the study of who carried out a study  Ogunyomi  and  Ojikutu  (2014)  

who carried who carried out a study on  employee  resourcing  and performance  in  

organizations.   

The  objective  of  the  study  was  to  investigate  if  employee resourcing  could  be  

used  to  predict  performance  of  small  and  medium  enterprises  in  Lagos State.  It  was  

noted  that  there  was  mild  association  between  employee  resourcing  and performance.  

Since  recruitment,  selection  and  retention  are  significant  to  performance  of  organizations,  

it  was  noted  that  it  is  imperative  for  employee  resourcing  functions  to  be outsourced  to  

professional  human  resource  management  experts  that  have  the  right  structure and  

networks  to  source  for  competent  and  qualified  workforce.   
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4.4.2 Training Outsourcing and Employee performance  

The findings of this study revealed there exist a significant relationship between training 

outsourcing and employee performance. This finding is in agreement with Beaman and  

Eastman  (2004),  the  most  human  resource  activities  that  are outsourced  are  recruitment,  

payroll  and  more  so  training  and  development.  This finding is also in line with the findings 

of Gilley, Greer   and   Rasheed   (2004)   looked   into   outsourcing   human   resource   activities   

and organizational   performance   in   manufacturing   firms.   The   study   analyzed   the   

relationship between  outsourcing  of  human  resource  activities  that  were  training  and  

payroll  and  firm performance. It was hypothesized that outsourcing performance nexus is not 

uniform across all firms surveyed. A total of 94 manufacturing firms participated in the study. 

The results revealed that training outsourcing influenced firm performance.  Further, training  

outsourcing  led  to  high propensity  to  organizational  innovation  and  enhanced  stakeholder  

performance  in  addition  to improving supplier-customer relations. 

  This finding is also in line with the study of  Cicek  and  Ozer  (2011)  analyzed  the  

effect  of  outsourcing  human resource on organizational performance. The author notes that 

human resource practices such as   outsourcing   training   and   payroll   positively   contribute   

to   the   expected organizational performance by means of organizational strategies and culture.  

Similarly  the  findings  of Norman’s  (2009)  study  indicated  that  training  and  payroll  

outsourcing  influenced  firm performance.   Gainey   and   Klass   (2003)   while   looking   into   

outsourcing   of   training   and development  in  the  context  of  client  satisfaction  established  

that  outsourced  trainings  have strategic importance to an organization. 

4.4.3 Recruitment Outsourcing and Employee performance  

The findings of this objective revealed that there exist a significant impact of 

recruitment outsourcing on the performance of MTN. This finding is in agreement with the 

findings obtained by Jamil and Naeem (2013) assessed the  impact  of  outsourcing  external  

recruitment  process  on  employee  commitment and  loyalty.  This finding is also in line with 

the finding obtained  by Biney  (2008)  who  analyzed  the  challenges and  expectations  facing  

human  resource  service  providers  in  outsourcing  recruitment  and  selection  activities  in  

Ghana.  The study  purposed  to  explore  the  expectations  and  challenges  that  human resource  

face  in recruiting  and  selecting  outsourcing  activities in  Ghanaian  labour  market.  The 

study used a qualitative approach based on exploratory method in gathering data.  Personal 
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interviews were conducted to collect relevant data for the study. Findings indicated that most 

of the multinational outsourced  their  recruitment  portfolio  with  the  anticipation  that  the  

service  providers  would recruit  high  quality  and  highly  qualified  candidates  in  a  timely  

manner  in  order  to  reduce employee turnover and access cheap technology and expertise. It  

was  however  noted  that  outsourcing  human  resource  activities  including  recruitment and 

selection was not well developed in the country.  

This findings is also in line with the study of who carried out a study Ogunyomi  and  

Ojikutu  (2014)  who carried who carried out a study on  employee  resourcing  and performance  

in  organizations.  The  objective  of  the  study  was  to  investigate  if  employee resourcing  

could  be  used  to  predict  performance  of  small  and  medium  enterprises  in  Lagos State.  

It  was  noted  that  there  was  mild  association  between  employee  resourcing  and 

performance.  Since  recruitment,  selection  and  retention  are  significant  to  performance  of  

organizations,  it  was  noted  that  it  is  imperative  for  employee  resourcing  functions  to  be 

outsourced  to  professional  human  resource  management  experts  that  have  the  right  

structure and  networks  to  source  for  competent  and  qualified  workforce.   

4.4.4 Challenges of outsourcing 

The finding of this aspect of the study revealed that the challenges of outsourcing 

include lack of understanding of the contract, cultural concerns and selecting the right service 

provider. This findings is in agreement with the findings of Cicek and Ozer (2011)   who in 

their study discovered that lack of understanding of the contract is one of the majors problems 

faced in outsourcing human resources.  According to the authors because of lack of 

understanding of the contractual agreement between the two parties, most outsourcing contract 

ends in dissolution. This finding is also in line with the findings of   Jay (2009) who found that 

selecting the right service provider is one of the main challenges faced in outsourcing human 

resource. This finding also revealed that lack of transparency and suffering from Botox effect 

are some of the challenges faced in outsourcing human resource. This finding is also in line 

with the finding of  Beaman  and  Eastman  (2004) who discovered that lack of transference by 

both parties involve in outsourcing significant hinders that outsourcing process similarly  the  

findings  of Norman’s  (2009)  study  indicated  that  training  and  payroll  outsourcing  

influenced  firm performance.   Gainey   and   Klass   (2003)   while   looking   into   outsourcing   
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of   training   and development  in  the  context  of  client  satisfaction  established  that  

outsourced  trainings  have strategic importance to an organization. 

4.4.5 Challenges of outsourcing 

The finding of this aspect of the study revealed that the challenges of outsourcing 

include lack of understanding of the contract, cultural concerns and selecting the right service 

provider. This findings is in agreement with the findings of Cicek and Ozer (2011)   who in 

their study discovered that lack of understanding of the contract is one of the majors problems 

faced in outsourcing human resources.  According to the authors because of lack of 

understanding of the contractual agreement between the two parties, most outsourcing contract 

ends in dissolution. This finding is also in line with the findings of   Jay (2009) who found that 

selecting the right service provider is one of the main challenges faced in outsourcing human 

resource. This finding also revealed that lack of transparency and suffering from Botox effect 

are some of the challenges faced in outsourcing human resource. This finding is also in line 

with the finding of  Beaman  and  Eastman  (2004) who discovered that lack of transference by 

both parties involve in outsourcing significant hinders that outsourcing process 

4.4.6 Training Outsourcing and Employee performance  

The findings of this study revealed there exist a significant relationship between training 

outsourcing and employee performance. This findings is in imply that  when training 

outsourcing increases the performance  of the company will also increases and on the other 

hand when training outsourcing decrease the performance of the company will also decrease. 

Consequently,  good training  outsourcing  will led  to  high propensity  to  organizational  

innovation  and  enhanced  stakeholder  performance  in  addition  to improving supplier-

customer relations. 

4.4.7 Challenges of outsourcing 
The finding of this aspect of the study revealed that the challenges of outsourcing 

include lack of understanding of the contract, cultural concerns and selecting the right service 

provider. This findings implied that lack of a good understanding of the contract will seriously 

mal the outsourcing process. Equally lack of transparency   between the two partied will 

seriously disturbed the outsource 
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4.8 Implication of Findings 

According to the study and work carried out based on objective 1: it implies that there 

exist a significant impact of recruitment outsourcing on the performance of MTN. It was noted 

that it is imperative for human resourcing functions to be outsourced to professional human 

resource management experts that have the right structure and networks to source for competent 

and qualified workforce. 

According to the finding based on objective 2: it reveals that there exists a significant 

relationship between training outsourcing and performance. It is revealed that training 

outsourcing influenced performance. It leads to high propensity to organizational and 

stakeholder performance. 

4.9 Limitations of the study 

Despite the fact that the research has attained its aim, however some unfavorable 

limitations. The employees were mostly Francophones and faced difficulties in answering the 

questionnaire. The researcher not being fluent in French was a challenge so the researcher 

solicited the help of a research assistant to help them understand what it was all about. 

Also taken into consideration the tight busy nature of their schedule, not all had the 

chance to answer the questionnaires as well. So I had to let them take the questionnaires home 

which led to some delays in recovery.  

Lastly the management couldn’t give the research certain details to some questions for 

confidentiality and security purposes. However some of the questions where not directly linked 

to the objectives of this study. But was to assist the researcher to recommend areas for further 

studies. 

 

  



44 
 

CHAPTER FIVE 

SUMMARY OF FINDINGS, CONCLUSION AND RECOMMENDATIONS 

 

This chapter is organized into three parts. Part one presents the summary drawn from 

the findings, part two deals with the conclusion and lastly part three is the recommendations. 

5.1 Summary of Findings  

The summary of findings for the objectives of the study. 

5.1.1 Summary of findings to objective one: To find out the impact of outsourcing 

recruitment by MTN Douala on performance. 

5.1.2 Recruitment outsourcing and employee performance  

With respect to recruitment outsourcing, it was established that MTN outsourced the 

services of outsourced firms to conduct job analysis. It was not clear whether the organization 

outsourced advertisement process for job vacancies from outsourced firms and whether the 

organization involved outsourced firms in screening candidates for various vacancies.  

Moreover, the study noted that respondents were indifferent on the view that the 

organization involved outsourced firms in conducting interviews and selection procedure. The 

study further found that there existed a positive and statistically significant relationship between 

recruitment outsourcing and employee engagement. 

5.1.3 Summary of findings to objective two: To find out the impact of outsourcing training 

by MTN Cameroon on performance. 

5.1.4 Training outsourcing and employee performance  

The study noted that MTN consulted the employees in identifying training needs. 

However, respondents were indecisive of the views that outsourced firms and the management 

of the organization identified the training objectives and that outsourced firms developed 

training content basing on the training needs identified by employees. It was also unclear that 

the reason for outsourcing training was because of the need of technical expertise within the 

organization. Furthermore, respondents were non-committal on the assertions that the 

outsourced firms that handle employee training in the organization often outsourced training 

materials and that outsourced firms organized for venues for training employees.  
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5.2 Conclusion  

It was concluded that MTN outsourced services of other firms to conduct job analysis. 

It was not clear whether the organization outsourced advertisement process, screening exercise 

and conducting interviews and selection. The study inferred that recruitment outsourcing 

reduced employee engagement at MTN. It is therefore imperative for MTN to be cautious when 

outsourcing recruitment services from other firms whenever vacancies arise. It was concluded 

that the MTN consulted its employees in identifying training needs. It was, however, unclear 

whether outsourced firms and the management of the corporation identified training objectives, 

outsourced firms developed training content based on the training needs identified by 

employees, and if the reason for outsourcing training was because of the need of technical 

expertise within the organization. Nevertheless, training outsourcing was inferred to be a critical 

factor that decreased employee engagement. 

5.3 Recommendations 

To MTN and Clients 

1. The study recommended that MTN should be cautious when dealing with the issue of 

recruitment outsourcing in order to further improve employee engagement. Particularly, the 

organization should outsource such services that the organization has no capacity to provide 

or wants to save on costs. Such may be advertisement.  

2. The screening process and more so conducting interviews and selection procedures should 

be carried out by the organization in order to create contact with candidates hence enhance 

employee engagement.  

3. Training is fundamental for acquiring necessary skills and also making vital and informed 

decisions in an organization. Inadequate training is likely to result to honest mistakes which 

can be costly to the organization. It is, therefore, recommended that MTN ought to conduct 

training in-house in order to address the employee training needs as articulated.  

4. The firm may outsource the service if it has no capacity to do so but should prioritize 

contracting of top-notch outsourcing firms that understand the training needs and have the 

necessary expertise in order to ensure than employees acquire necessary and adequate skills 

and knowledge to perform certain tasks within the organization. 
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To the Government of Cameroon 

The government should ensure that taxes and levy on the telecommunication industries 

should be reduced as some unforeseen circumstances are incurred by these telecommunication 

industries. 

The government should also ensure safe and legal competition in the telecommunication 

sector and communication technologies. 

The government should sanction any breach of obligations by operators as well as non-

competitive practices. 

To the Employees 

The employees should ensure that they take training seriously and to also put into 

practices that which they have learned or trained to do. 
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APPENDICES 

 

PAN AFRICAN INSTITUTE FOR DEVELOPMENT – WEST AFRICA, BUEA 

CAMEROON (PAID-WA), POX 133, BUEA 

 

DEPARTMENT OF BUSINESS AND MANAGEMENT STUDIES 

 

 

QUESTIONNAIRE 

 

A research undertaken by NOAMI MEOTO a B.Sc. student of the Department of Business 

Management, Pan African Institute for Development of Buea entitled; “The impact of human 

resource outsourcing on the employee performance in MTN Cameroon. Dear respondents, the 

purpose of this questionnaire is to collect data about outsourcing practice. Responding to the 

questions will not create any harm & will be kept confidentially and to be used for no other 

purpose except to the intended academic research purpose. 

Tick guide is as follows: please kindly mark (x) in their box against the answer you choose 

from the letters for closed question and give clear description for open-ended question. 
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Section A: Demographic information 

1. Personal information    

A. Age 21-40 41-60 Above 61  

B. Sex Male Female   

C. Level of education FSLO/L A/L Diploma 

Degree Master Others_________________________________ 

 

D Occupation __________________________________________________ 

2) Job title _____________________________________________________ 

 Section B  

 OUTSOURCING RECRUITMENT  SA A N D SD 

 MTN  outsources the services of outsourced firms to 

conduct job analysis 

     

 Our organization outsources advertisement process for 

job vacancies from outsourced firms 

     

 Our institution involves outsourced firms in screening 

candidates for various vacancies 

     

 Our organization involves outsourced firms in 

conducting interviews for new recruits 

     

 After the advertisement of vacancies and recruitment, our 

organization outsources selection procedure 

     

 OUTSOURCING TRAINING       
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 Our organization consults the employees in identifying 

training needs 

     

 Outsourced firms and the management of our 

organization identify the training objectives 

     

 Outsourced firms develop training content basing on the 

training needs identified by employees 

     

 One of the reason our organization outsources training is 

because of the need of technical expertise within our 

organization 

     

 The outsourced firms which handle employee training in 

our organization often outsource training materials 

     

 Outsourced firms organize for venues where employees 

are trained 

     

 PERFORMANCE OF EMPLOYEES       

 HR outsourcing have an impact on employee 

performance  

     

  HR outsourcing have contributed to the performance       

 HR outsourcing have an advantageous impact on both the 

organization and individual employees  

     

 Outsourcing of HR activities can improve individual 

employee attitudes such as job satisfaction, job 

commitment, engagement and perceived organizational 

support  

     

 CHALLENGES FACED IN OUTSOURCING       
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 lack of understanding of the contract      

 cultural concerns      

 selecting the right service provider      

 bleeding of in house human resource       

 Lack of transparency      

 suffering from botox effect      
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Appendix II 

INTERVIEW GUIDE 

Does MTN   carryout job analysis before outsourcing their human resources? 

Does MTN involves outsourced firms in screening candidates for various vacancies? 

Does your organization involves outsourced firms in conducting interviews for new recruits? 

Does your organization consults the employees in identifying training needs? 

Does the outsourced firms develop training content basing on the training needs identified by 

employees? 

Who organize for venues where employees are trained? 

What are some of the challenges faced in outsourcing human resource? 

  


