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ABSTRACT 

Outsourcing is the procurement of products or services from sources that are 

external to the organization. The outsourcing of services or contracting out is seen 

as a way to improve the resources and the capabilities of an organization through an 

achievement in providing better quality in services as well as better performance. 

Organizations considered outsourcing^ when it is believed that certain support 

functions can be completed faster, cheaper, or better by an outside organization. 

Notably, organizations were typically outsourcing the support services that are 

particularly prevalent such as catering, information technology management, 

pensions and public relations and others. Outsourcing is not only seen as away to 

reduce cost but it has a great potential to exert influence on other operations' 

objectives that gives organizations different strategic advantages in order to respond 

to the increasing customer demands and fierce competition. 

This study focuses on the strategic outsourcing, specifically on the objectives of 

cost reduction related to foodservice operations, improved quality, increased 

flexibility and improved service in the public and private hospitals in Selangor, 

Wilayah Persekutuan Kuala Lumpur and Putrajaya. A total often top management 

and 144 employees from the public and private hospitals had participated in this 

study. Data were collected through self-administered survey questionnaires. 

Multiple regression analyses were conducted to test the hypotheses listed in this 

study. This study shows that employees perceived strategic outsourcing on the 

objectives of improved service (/? = 20, p<.01), increased flexibility (/?=23, 

p<.01) and improved quality (/? =24, p<.01) had a significant positive relationship 

with employees' job satisfaction. Therefore, strategic outsourcing would only 

achieve when it exerts positive influence on hospital performance. 

iii 



ACKNOWLEDGEMENTS 

First and foremost, I am deeply thankful to Allah for giving me the strength, persistent 

and faith every second in completing this study. This accomplishment would not be 

possible without His blessings. I wish to acknowledge and express my gratitude to many 

persons who have contributed to the development of my dissertation. This could not have 

been completed without whose support and continuous encouragement. 

I would like to express my most sincere appreciation to my main supervisor, Assoc. Prof. 

Dr. Artinah Zainal who has guided and supported me throughout my academic journey. 

Thank you for your attention to detail, genuine suggestions, experience with the research 

processes, an indefatigable assistance in most generous time and professional guidance as 

an academic advisor for my dissertation. It is greatly appreciated and I realize sometimes 

that has been a challenge to-success. 

I am also grateful to express my gratitude to my second supervisor, Assoc. Prof. Raja 

Saidatul Hisan Raja Azam, for her valuable review and feedback in several areas leading 

to improvement of my dissertation. I wish to extend my gratitude to Assoc. Prof. Dr. Yap 

Bee Wah for her time, encouragement, intellectual stimulation and professional expertise 

in statistics that had contributed tremendously in sharpening my understanding of 

statistical analysis processes. For the editorial support, I am indebted to Assoc. Prof. Dr 

Noorzan Mohd Noor for her innumerable hours of proof reading and professional editing 

work. 

I would like to acknowledge the faculty members of Hotel & Tourism Management 

UiTM: Assoc. Prof. En. Aziz Abd Majid, Assoc. Prof. Dr. Rahmat Hashim, Dr. Salleh 

Md. Radzi, Dr.Nor'ain Othman and Pn. Shahariah Ibrahim. Without their time, expertise 

and feed back for my proposal and dissertation, I would not been able to complete my 

work. A grateful thank to Universiti Teknologi Mara (UiTM) through the Young Lecturer 

Scheme (YLS) and the Human Resource Department for their kind assistance and 

financial supports in my educational endeavours. 

iv 



TABLE OF CONTENTS 

Page 

TITLE PAGE i 

AUTHOR'S DECLARATION ii 

ABSTRACT iii 

ACKNOWLEDGEMENTS t iv 

TABLE OF CONTENTS vi 

LIST OF TABLES ^ ix 

LIST OF FIGURES xi 

CHAPTER 1: INTRODUCTION 

1.0 The Malaysian Healthcare Environment 1 

1.1 Current Issue 4 

1.2 Problem Statement 7 

1.3 Purpose and Research Objectives 10 

1.4 Research Questions 11 

1.5 Theoretical Framework 11 

1.6 Hypotheses 12 

1.7 Significance of the Study 13 

1.8 Definitions of Terms 14 

1.9 Summary 15 

CHAPTER 2: LITERATURE REVIEW 

2.0 Healthcare Foodservice 16 

2.1 Patient Satisfaction and Foodservice Quality 17 

2.2 Meal Distribution Systems 18 

2.3 Outsourcing in General 22 

2.4 Reasons for Outsourcing 24 

2.5 Strategic Outsourcing 26 

VI 



CHAPTER 1 

INTRODUCTION 

1.0 The Malaysian Healthcare Environment 

Malaysia has achieved a number of national developmental goals since 1970. These 

great achievements position Malaysia in the economic and social development 

through the implementation of Malaysian National five-year plans systematically. 

Social development and economic development are interrelated in the social sector 

policies. Since social change is an integral part of economic development, economic 

growth leads to improvements in the quality of life, which leads the population to 

participate more fully in economic development of Malaysia. 

Congruent with the social change and economic development, the government has 

put a priority to maintain public health standards and ensure the well being of 

citizens. In Malaysia, the Ministry of Health is responsible as the lead agency and 

the main provider of health care services for the nation. The collaboration with other 

relevant ministries, agencies as well as non-governmental organizations (NGOs) 

leads to the provision of health services. In line with the efforts in achieving better 

health services, the development expenditure particularly in patient care services is 

allocated at the amount of RM 5, 483.2 million (9th Malaysian Plan, 2006-2010). 

The Malaysian healthcare systems are characterized by a strong public sector 

component and the public hospitals are organized into national, state and districts 

level. Hospital Kuala Lumpur which serves as the National Referral Centre provides 

a comprehensive range of tertiary care services (Abd Manaf, 2005). The state level 

hospitals are located in the capital of all 13 states in the country which have bed 

capacities ranging from 400 to 900. On the other hand, district hospitals which are 

located in every district of the states have bed capacities between 200 to 600 and 

offer basic inpatient service (Abd Manaf, 2005). The smaller hospitals tend to lag 
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