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1 Introduction 

1.1 Background 

Today’s modern business environments have placed increased pressure on manufacturers 

and retailers to satisfy customer requirements of product quality improvement, demand 

responsiveness, and product customisation. To sustain such a dynamic environment, businesses 

continue to strive for long-term strategic partnerships with suppliers in order to collaborate for 

product development, inventory control and outsourcing non-core business processes (Chan et al., 

2003). Due to the highlight competitive business environment; an effect of changing information 

technology, businesses are forced to implement various innovative management programmes and 

techniques that allow them to compete in a dynamic marketplace (Nyaoga et al., 2013).  

Due to this constant competition to satisfy the customer, businesses have become highly 

flexible and innovative within the modus operand, competitive advantages for a business allow it 

to have a special edge that makes it capable to deal with dynamic markets and environmental forces 

than its non-competitive counterparts (Lyson and Farrington, 2006). This concentrated 

competition and saturation in markets are even forcing supermarkets to access new revenue 

streams globally.  

According to Agnese (2003) and Blisard et al., (2002) supermarkets are expanding their 

assortment of products through services and increasing focus on consumer loyalty programmes. 

These new strategies give way to challenges in logistic operations; Kumar (2007) found that major 

supermarket chains such as Tesco and Sainsbury in Europe, Fleming, Kroger, Supervalu and 

Safeway in the United States, and Jusco in Japan are seeking methods for increased efficiencies 

using improved technology for areas of logistics in order to increase their growth and improve the 

supermarket industry. Kumar (2007) notes that many of these companies have sought to outsource 

many of their non-core processes such as logistics and warehousing.  

Outsourcing is a process that is not limited to common purchasing and consulting contracts 

because it involved more than just shifting non-core activities within a business, it also includes 

shifting resources that make those activities possible. Resources include people, equipment, 

technology, and infrastructure. In terms of the process, outsourcing can include an entire function 

or some element of activity being shifted out, with the remainder of activities staying in-house. 



Businesses first identify a specific function that may have the potential for outsourcing; then break 

the function down into its components in order to determine which activities are critical and should 

remain in-house, while others can be outsourced. Outsourcing may be a process used to gain a 

competitive advantage with it being adopted with great popularity (Nyaoga et al., 2013). Many 

businesses are now increasingly looking towards outside firms to perform activities that were once 

completed in-house in order to obtain an advantage of the process, cost, or time.  

Kuwait’s supermarket boom occurred during the 1990s, prior to which Kuwait only had one 

type of food retailer from the 1960s to early 1990’s – Co-Operative Society, a government-owned 

retailed that was conveniently located in each section of large neighbourhoods in Kuwait 

(Alhemoud, 2008). The food retailing industry has undergone major changes after the First Gulf 

War (Alhemoud, 2008). The growth of private supermarkets and the increasing needs of products 

not available in government-owned Co-Operative markets have opened the food retailed market 

in Kuwait. The first entrants to the food retail industry in the country were privately-owned 

Western-style supermarket chains. Many of these chains were located further from residential 

areas, with many of these modern supermarkets managing to differentiate themselves from 

government-owned Co-Ops (Alhemoud, 2008).    

This study looks to explore the impact that outsourcing of non-core business activities such 

as lead-time and customer service of private supermarkets in Kuwait have on customers’ 

experience. The aims and objectives of the proposed research are further defined in the following 

sections.  

 

1.2 Research Problem 

Jacobs (2009) finds that the act of outsourcing is logical for businesses that may lack the 

needed economies of scale, technology, or skill to conduct the required function effectively and 

efficiently. However, Stevenson (2007) argues that there are significant risks associated with 

outsourcing, such as manufactured goods having the risk of high shipping costs and long lead times 

caused by long transportation distances, the time needed to pass through security checkpoints at 

borders; these risks impact negatively on the quality of services provided to customers. Keeping 

in view the risk associated with outsourcing it is imperative the impact that factors such as 

outsourcing lead-time and customer service may have on supermarkets in Kuwait.  



Some of the most critical strategic priorities of supermarkets and hypermarket chains are 

customer experience management and cost control & business efficiency (Malagueno et al., 2019; 

Feroj, 2018). Not only are these priorities for supermarket and hypermarket chains but they are 

also challenging that they need to overcome to maximise their ability to capture the market. Many 

supermarkets and hypermarkets throughout the world have begun to delegate activities like lead-

time and customer service to third-party companies for business process outsourcing which 

includes accounting, human resources, customer relations, and payroll (Agboola, 2019; Andrews, 

2019; Karonjo, et al., 2019; Kosgey and Njuguna, 2019). Thus, it becomes critical to comprehend 

how the implementation of such processes as being outsourced will affect the customer experience 

of shoppers.  

 

1.3 Research Aims & Objectives 

The primary aim of the proposed study is to analyse the impact of outsourcing activities such 

as lead-time and customer service on customer experience in supermarket/hypermarkets in 

Kuwait.  

The primary aim of the proposed study supplements some of the developed research questions: 

1. Does outsourcing non-core business activities negatively impact customer experience? 

2. Does outsourcing lead-time competencies decrease its operation and internal processes 

efficiency? 

3. Does outsourcing customer service competencies reduce service quality? 

4. Do outsourcing lead-time and customer service competencies negatively affect customer 

experience?  

The following are the objectives of the proposed study: 

1. Identify processes and activities that are commonly outsourced to third-party firms in 

Kuwait’s supermarkets and hypermarkets.  

2. Examine the company’s methodology of identifying and delegating activities that need to 

be outsourced.  

3. Examine the impact of outsourcing on customer experience in terms of the shopping 

experience of the supermarket/hypermarkets online and offline.  



1.4 Research Significance  

The proposed study can contribute significantly to the body of knowledge currently present 

for business outsourcing, customer experience, and customer satisfaction. Not only with the study 

of academic significance, but its findings can also be practically implemented in businesses not 

limited to supermarkets and hypermarkets. The study will practically help business managers in 

minimising costs through effective outsourcing while also creating value for money. The research 

is also significant as it contributes applicable knowledge to organisations for them to better 

understand situations in which outsourcing is beneficial.     

 

2 Literature Review 

2.1 Introduction 

The proposed study will use concepts of systematic literature review to ensure that relevant 

and up-to-date literature is included in the literature review. The proposed literature review will 

ensure that academic research papers are analysed which includes journals, peer-reviewed 

publications, and concentrated books related to the topic of the proposed study. The literature will 

be analysed, discussed, and organised using concepts of thematic analysis.  

 

2.2  Outsourcing Process 

There are several models that have been developed to explain the concept of outsourcing. In 

a study published by Deloitte and Touche (2002) a model was designed for a mid-sized 

organisation to utilise strategic outsourcing solutions that large enterprises use. Bendor-Samuel 

(1999) proposed a model that emphasised the need for leveraging a provider’ economies of scale 

in outsourcing. Both these models focus on common characteristics that are critical for outsourcing 

processes. Detailed analysis of both models shows that there are five stages that produce fair 

outsourcing deals between companies. Both models begin with an investigation stage where 

current processes and systems are examined and compared.  

During this stage, any opportunities for improvement are recognised in order to determine if 

there are any potential advantages or disadvantages to outsourcing. This method provides decision-



makers with baseline costs and service levels. The next stage in the process includes tendering, in 

which decision-makers gain knowledge from benchmarking in order to set adequate performance 

targets. The process aids in identifying serious contenders for the business and outlines expected 

performance in addition to measurement variables of performance. The next level of the models 

introduced the negotiation stage which is reinforced using external validation of the business’s 

requirements. The next two stages include the implementation stage and lastly, relationship 

management.  

2.3 Cause of Outsourcing 

According to a 1998 study conducted by The Outsourcing Institute (1998) services most 

likely to be outsourced are those that are resource-intensive and required special skills. Academics 

such as Lyson and Farrington (2006) have found that services that are most outsourced are those 

that need most resources, discrete, or characterised as having shifting work patterns with regards 

to throughput and loading, or those that are most likely to be subjected to shifting markets. Some 

of the most outsourced servers in Kuwait are information systems and information technology-

based services within the healthcare sector (Khalfan and Alshawaf, 2003).  

2.4 Issues of Outsourcing 

According to Bozarth (2008) outsourcing has its own share of issues that are different from 

conducting the tasks in-house. One of the biggest risks pointed out by Bozarth (2008) is misstating 

information such as their abilities, process technologies, or performance that is not up-to-par with 

the expectations of customers. There are also issues of suppliers’ inability to produce the product 

for a single buyer. Businesses that are taking the decision of outsourcing risk losing critical skills 

and technology that may be included in their core competencies.  

The only way to overcome such issues, companies often supervise the design, operations 

and supply chain processes, while also keeping up to date on what customers want and if these 

demands are being met. Other issues related to outsourcing include coordination and control. 

Therefore, firms that are looking to outsource may need to develop safeguards to regulate the 

confidentiality, performance, and quality of the outsourced goods or services. Bendor-Samuel 

(1999) found that coordinating the movement of materials across businesses can be a critical 

challenge. This becomes even more difficult when both firms face differences in time zones, 

information systems, and language barriers.  



Bendor-Samuel (1999) also notes that outsourcing supplying firms often give rise to issues 

when they ignore the unique needs of customers, the importance of leverage, and escape 

accountability. Furthermore, issues may arise when outsourcing firms rely greatly on executive 

decision-makers, allowing an outsourced company to lead the processing of projects, problem 

resolution, and interfering with the outsourcing process. There are also risks with signing a contract 

with both companies that may be too long term, including inappropriate governance and lack of 

accountability.                    

Customer Service Management 

Khong and Richard (2003) describe customer service management as the ability of the 

organisation to manage its customer services with regard to effectiveness, productivity, and 

quality. Kong and Richard (2003) believe that effective customer service management can result 

in customer retention, customer satisfaction, and create an environment of re-buying. Lewis 

(2000), Kotler (2000), Bosire et al., (2013) assert that customers are the driving force of companies 

that are looking for success and the survival of these companies depends a great deal on their 

customers.  

Cook (2002) has found that modern times are forcing the organisation to place a greater focus 

on quality customer service in order to gain a competitive edge over their counterparts. Bosire et 

al. (2013) argue that with the increase of competition is becoming more intense and global, 

companies are now realising that they can no longer just rely on price. Bosire et al. (2013) has 

found that customers are more interested in how they are treated than compared to the technical 

details of a company’s products.    

 

 

 

 

 



3 Methodology 

3.1 Research Methods 

The proposed study will be based on a qualitative research design that aims to comprehend 

the impact of outsourcing non-core activities of supermarkets on their customers’ experience. The 

methods of qualitative research produce text as its form of data collection. General criticisms 

attributed to qualitative methods include its samples being too small and not representing the 

general population, making it difficult to generalise results. Patton and Cochran (2002) contend 

that when very little is known about a phenomenon or issue, it is considered better to begin with 

qualitative methods like interviews and focus groups.     

3.2 Data Collection Methods  

The research philosophy and design influence the data collection methods, because the 

proposed study is to be conducted using qualitative methods it is proposed that in-depth interviews 

be used as a tool for data collection. This specific method is chosen in order to get enhanced 

background information on the current opinions of supermarket management and customers of the 

stores. Polit and Beck (2006) define interviews as a method of data collection that allows one 

person to ask questions to another person which can be conducted face-to-face or through the 

telephone.  

DiCiccio-Bloom and Crabtree (2006) assert that interviews are one of the most commonly 

used forms of data collection. Burns and Grove have differentiated between the different types of 

interviews – ranging from structure, semi-structured and unstructured interviews. The proposed 

study chooses to use semi-structured interviews, which are in-depth interviews that are organised 

around a set of predetermined questions, allowing other questions to emerge from dialogue 

(Fontana and Frey, 2005). Polit and Beck (2006) argued that semis-structured interview questions 

need to be in-depth sessions that are personal and intimate which also are characterised as being 

open, direct, and verbal questions used to elicit detailed narratives and stories.      

The proposed study will plan pre-determined questions that will be asked to the management 

of selected supermarkets in Kuwait as well as their customers. The request for interviews will be 

sent to various supermarket contacts that are to be established in Kuwait to allow managers and 

executives of the supermarket stores to decide on the opportunity to participate in the study.  



Interviews will be conducted on the premises of the supermarkets that have opted to be part of the 

proposed research.  

For management personnel, they will also have the option to conduct their interviews via 

Skype, an internet medium that allows for video calling and conferencing.  Oates (2015) asserted 

that the internet allows research an increased geographical area for research and allows for the 

access of a wide range of participants.  Cook (2012) added that the concern that the use of the 

Internet to access participants excludes possible respondents is becoming less relevant in globally 

digitised societies.   

Hannah (2012) also argued that the use of Skype allows both parties to remain safe and not 

invade each other’s private spaces. Customers will be interviewed on the premises of the 

supermarket. They will be politely asked to participate by introducing the research and presented 

with a consent sheet the outlines the aims of the research, its objectives, the researcher’s 

credentials, and the credentials of the higher education institute. It is also proposed that customers 

be incentivised for participating in the research will supermarket coupons. The customer 

interviews will take no longer than 15 minutes which gives enough time to collect data while also 

not being a hindrance. Management personnel interviews will take approximately 30 minutes.  

3.3 Sampling Strategy  

The quantitative sampling will require a minimum of five customers and five managers or 

executives of each supermarket participating in the study. For the customer sample, a random 

sample of any available customer will take place. While for management personnel samples it is 

proposed to use homogenous purposive sampling. This form of sampling is a selection of 

respondents who have shared characteristics (Palinkas et al., 2015; Gentles et al., 2016). For this 

specific group of respondents, the following characteristics need to be satisfied to be considered 

as potential participants of the proposed study: 

• Must have worked for the organisation for over 3 years.  

• Must have experience in management and decision making for the organisation for over 3 

years.  

• Must have been involved in outsourcing processes, decisions, or activities for the 

organisation for over 3 years. 



Participants that match all three of these criteria will be considered for the interview. The list of 

requirements would be sent to each of the supermarkets targeted in Kuwait through their human 

resources department. The supermarket companies will be asked and followed up on providing 

respondents for the study.  

3.4 Data Analysis 

The study proposed to use thematic analysis for analysing the qualitative data collected from 

interviews. Wright et al. (2011) explain that thematic analysis focuses on pinpoints, examining, 

and recording patterns; known as themes, within a given set of data. Many researchers consider 

thematic analysis to be a very useful method in capturing the intricacies of meaning within a data 

set (Graneheim & Lundman 2004; Hsieh & Shannon 2005; Braun & Clarke 2006; Guest 2006; 

Onwuegbuzie & Leech 2007; Francis et al. 2010; Wright et al. 2011; Fugard & Potts 2015; De 

Caro et al. 2016).
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