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ABSTRACT 

Effective contact management has remained a challenge within Eskom, and there is 

still little use of a contract management system. This has led to inadequate addressing 

of the contract life cycle management system in terms of contract drafting, negotiating, 

reviewing, data capturing, and the optimization of Eskom contracts. The interaction 

between humans and system applications must be optimized to effect successful 

contract management practices and procedures for Eskom’s Duvha Recovery project. 

However, there is low uptake and usage of the contract lifecycle management 

application in drafting, negotiating, reviewing, data capturing, and optimisation of 

Eskom contracts. The purpose of this study was to examine end-user acceptance and 

the adoption of a contract management system at Eskom’s Duvha mega projects in 

the province of Mpumalanga, South Africa. The research sought to address challenges 

faced in contract management in Eskom. The research investigated the effectiveness 

of employees' current end-user acceptance and the adoption of Eskom’s contract 

management system in executing contract management processes. The study 

adopted a case study research design and a qualitative method, whereby interviews 

(semi-structured) were openly conducted within the contract management division 

team at ESKOM in Duvha, underpinned by the unified theory of technology 

acceptance. The results from the study indicate that there are drawbacks in end-user 

acceptance of contact management, characterized by failure to accept and adopt the 

proposed contract management system, which may affect numerous stakeholders. 

The role of contract management frameworks, systems, and tools in contract 

management was also examined as well as the range of activities undertaken in the 

business processes of contract management. The conclusion that can be reached is 

that the challenges Eskom face create the first barrier to end-user acceptance and 

adoption of contract management systems as the former requires concerted re-

consideration for the latter to occur. The recommendations promote a system that 

permits end-users to fully adopt it, to deliver contract-related tasks and processes in 

optimizing contract outcomes for the benefit of the utility’s stakeholders for successful 

contract project delivery. 

Key Words: Contract Management, Relationship Management, Technology Acceptance, 

Enterprise Content Management, End-users. 
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CHAPTER ONE 

INTRODUCTION 

 

1.1 INTRODUCTION  

Since late 2016, Eskom has broadly been described as an embattled state-owned 

enterprise and public utility, as it lurched from one disaster to another. The (2020) 

revealed that the power utility had seen their fair share of misfortunes. These have 

raised remarkable questions about how state-owned entities are sustained, and this 

also involves management, debts, and failing plants. At least five major identifiable 

problems have plagued Eskom. These problems include growing Eskom’s total debt, 

which increased by 14%, rising to R1419 billion within only six months in 2018. Putting 

aside the R26 billion generation of income from operations, the organization’s dropped 

its profit from R6.3 billion to R671 million in the year 2017, of which the effect resulted 

in the appearance of its second challenge, that of growing debt. Second, as Eskom 

relies on the state to take on R100 billion of its debt, the future of the public enterprise 

remains uncertain, and dependence on government bail-out deepens. Thirdly, the 

inability of Eskom to maintain the capacity of power generation and rapid load 

shedding, power station plants span together with their maintenance enables the 

continual of less power being distributed to the society of which is load shedding 

fragments. Fourthly, labour relations at Eskom have contributed to its woes as workers 

strike caused negative productivity to the workforce. The power generation decreased 

yield after a few plants were unattended, resulting in unnecessary power cuts and 

high-power supply faults that damaged some Eskom facilities in other communities. 

Finally, in matters of coal shortages, the operations of Eskom have produced far less 

power than its full capacity. 

This study interrogated a less identifiable challenge that contributes to Eskom’s less 

than desirable performance: contract management. In 2005, Khomo (2005) drew 

attention to how Eskom was already under pressure to restructure its business 

development strategies to deal with capital, social, and technological changes. Khomo 

 
1 1 US Dollar (USD) is the equivalent of R16.84 South African Rands (ZAR) as of 23 July 2022 
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(2005) identified the dire need for a framework regarding contract management that 

has a solid definition of contract management aspects and commercial suppliers’ 

relations which considers behavioral patterns that influence adoption of new 

technologies in contract management.  

The study aimed to ascertain the effectiveness of current end-user acceptance and 

the adoption of Eskom’s contract management system in executing contract 

management processes. The study also exposes the drawbacks of end-user failure to 

accept and adopt a contract management system. Furthermore, the study has 

investigated the challenges faced by employees in accepting and embracing a 

contract management system in delivering successful contracts at its mega projects. 

The study highlights the benefits of using a contract management system in contract 

management for Eskom’s projects. 

A contract has been broadly defined as an agreement, preferably a written one, 

entered by two or more parties and enforced by law. In this context, contract 

management, therefore, relates to the negotiation of the provisions and conditions. 

This is done to ensure compliance with the technical specifications and any other 

changes to pertinent terms that may arise during the execution of the contract. In 

summary, contract management is the process of methodologically and effectively 

managing contracts, from contract creation to implementation and finally, contract 

performance analysis. The objective is to ensure maximum performance, as 

evidenced by the attainment of the procurement objectives and a reduction in financial 

and operational risks of procurement (Sarkar, 2014:14). 

The present study recognizes that as a public utility seeking to address growing 

demands for power for sustainable economic growth in South Africa, fifteen years later 

Eskom has shifted towards mega energy project development that may not have 

featured in 2005 (Khomo, 2005). Founded in 1922, Eskom is the most publicly funded 

public entity in South Africa. It is also Africa’s largest power utility and counted within 

the world’s top ten power utilities. By 2019, Eskom employed just under 50,000 

employees and, until 12 to 15 years ago, was known for its efficiency, effectiveness, 

coordination, and safe delivery of electricity. Concerning the procurement actions, 

Eskom’s purchasing power remains a massive force compared to any other public 

enterprise in South Africa. Eskom annually spends R160 million in the procurement of 
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goods and services, including the ongoing construction and maintenance of the two 

mega power plants, the Kusile and Medupi power plants. 

Challenges facing the power utility have come to the forefront more recently with load-

shedding, as the capacity of power generation plants fell below demand, coupled with 

growing debt. Continuous government bailout, and more infamously, the role of 

corruption and state capture in eroding Eskom’s credibility, governance, and financial 

stability. This comes when the parliament of South Africa has passed the Special 

Appropriation Bill [B10-2019], allocating an additional R59 billion to redeem Eskom 

from the dire financial straits experienced over the 2019/20 and 2020/21 financial 

years.  

In a parliamentary briefing by Eskom to the Standing Committee on Appropriations on 

26 October 2019, the committee members expressed concern over the audit 

qualification on irregular expenditure and fruitless and wasteful expenditure received 

from auditors over the past three years. The primary concern was that inter-alia, the 

auditors were not able to determine the extent of the irregularities. This was largely 

because the evidence shows that Eskom was still expected to spend R285 million to 

address the defects at Kusile Power Station in Mpumalanga with no clear direction on 

how much of these funds was the burden of Eskom and how much was of other service 

providers (Tshidavhu & Khatleli, 2020). Further, the committee had also highlighted 

that a single supplier had received an overpayment of R4 billion, leading to the 

questions of how many others had been overpaid, whose fault it is, and the extent to 

which the supplier engaged in the overpayment (Ye, Koch & Zhang, 2018). 

Determinants of household electricity consumption in South Africa. Energy economics, 

75, 120-133. Inevitably, scrutiny shifted to governance and procurement processes at 

South Africa’s power utility. 

Given the complexities of Eskom’s mandate, there is a great need for contract 

management and for goods and services procurement to be conducted effectively, 

efficiently, and transparently. A combination of policy, capabilities, the skills of the 

buyers, contract managers, and the contract management systems employed must 

reflect the challenges Eskom faces in delivering the country’s developmental needs 

for affordable electricity. In most public procurement cases, the performance of 

contract management is low, and it is difficult to obtain value for money in such 
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processes. This chapter portrays the study’s aims and objectives, its problem 

statement, and the outline of the dissertation in its attempt to address contract 

management as a critical element of the entire procurement ecosystem of Eskom. This 

sentiment forms the foundation of this research study which seeks to unravel and 

explore the current contract management systems at Eskom that have contributed, in 

part, to the woes of the utility to evaluate alternative contract management frameworks 

and in a direction that would improve on how Eskom’s funds are accounted for.  

 

1.2 ABOUT THE UTILITY COMPANY ESKOM  

A simple Wikipedia search on Eskom reveals that the organization was established in 

1922 by the government of apartheid in South Africa referenced from the Electricity 

Act of 1922. Eskom is said to be a public power supplying utility. Wikipedia (2022) 

notes that Eskom’s name was derived from its acronym, as we call it, which entails 

‘Electricity Supply Commission (ESCOM)’ or the Elektrisiteitsvoorsieningskommissie 

(EVKOM) as it was known in Afrikaans. Eskom is the largest utility in the African 

continent in terms of electricity supply and is ranked top seven electricity utilities in the 

world. It is also ranked in the world’s top nine in terms of market sales (Akinbami, Oke 

& Bodunrin, 2021). It is also South Africa’s largest state-owned enterprise (SOEs). Up 

until the first decade in the 21st Century, Eskom enjoyed its prize position of being the 

crown jewel amongst South Africa’s SOEs, which briefly can be depicted in Figure 1.1. 

 

Figure 1-1: Eskom at a Glance 

Source: www.eskom.co.za 

http://www.eskom.co.za/
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As a public entity or SOE, Eskom has four recognizable divisions outlined in Figure 

1.2, which drive the electricity production and power supply value chain. The three 

divisions of operation include Generation, Transmission and Distribution, representing 

the value chain in the delivery of up to 95% of South Africa’s electricity, accounting for 

approximately 42% of the country’s greenhouse gas emissions. The less known 

division is that of Group Capital, which proves to be the focus of the study and is 

explained with depth and more detail within the section.  

 

Figure 1-2: Divisional Structure of Eskom 

 Source: Adapted from www.eskom.co.za Accessed 13 November 2020 

 

Collectively all divisions of Eskom seek to achieve the intents of the SOE as identified 

in Figure 1.3 which underpin the strategic direction of Eskom: 

 

Figure 1-3: Eskom’s Strategic Intent Statement 

Source: www.eskom.co.za, Accessed 13 November 2020 

http://www.eskom.co.za/
http://www.eskom.co.za/


 

22 

 

 

By its very mandate, Eskom’s Group Capital Division (GCD) addresses intent 

statement no. 2 on ensuring and maintaining a profitably viable SOE on half of its 

shareholders while meeting the demand for electricity in South Africa at little or no cost 

to the environment and the safety of its people. Eskom operates several notable power 

stations in South Africa, including Kendal in Mpumalanga, Medupi in Limpopo 

(Lephalale) and Kusile in Mpumalanga (Witbank). There also is the Koeberg nuclear 

power station, located in the Western Cape, which notably is also the only nuclear 

power station on Africa. 

Because of the growing liability that Eskom was becoming, vociferous evidence of 

“state capture” was being brought before the Zondo Commission. The commission 

was appointed to investigate state corruption in South Africa. In the 2019 state of 

national address (SONA), the President of the Republic of South Africa, Cyril 

Ramaphosa announced that it is better if Eskom splits into three independent entities, 

not divisions owned by the state still (Ramaphosa, 2019). This is due to high 

organization’s debts, not enough staff complement, poor supply of power, old and 

eroding infrastructure and corruption and non-compliant to procurement structures. 

Eskom would become a focus of the subsequent SONA, budget speeches of the 

National Treasury, much public debate, points of divergence amongst political parties, 

and many political analyses. Yet pockets of optimism still existed over the fate of 

Eskom, lead in part by Pravin Ghordan, the Minister of Public Enterprises, and the 

ruling party, the African National Congress (ANC) who declared that Eskom was “too 

large to fail.” 

Herein lies the basis for this study - an identified gap in much of the narrative put 

forward on Eskom makes little or no reference to how Eskom, despite the structural, 

performance, and governance flaws, has, systems that bleed in the form of a contract 

management system. The underutilization of contract management systems has left 

Eskom wide open to abuse, inefficiency, and even corruption. This study has therefore 

sought to examine Eskom’s contract management system to propose solutions that 

could improve on contract management which is within the control of Eskom.  

 

https://en.wikipedia.org/wiki/Power_station
https://en.wikipedia.org/wiki/Power_station
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1.3 CONTRACT MANAGEMENT SYSTEMS AT ESKOM 

This study focused on an automated contract management system used by Eskom, 

known as Primavera Contract Management System (PCMS). The system was 

commissioned in 2012 to increase document control across entire contracts under 

Eskom’s construction management. It was commissioned and is currently used to 

enhance usability, and easy access, requiring the key performance indicators in 

reports and on dashboards. It provides specialization in terms of functionality for users 

for the specific project with practical solutions depending on roles as well as tracking 

accountability of supporting documents. The PCMS manages all aspects of 

contractors' contracts and performance data in a single dashboard while also providing 

for streamlined and expedited payments (Oracle, 2018:1). 

1.3.1 Contract Management Life Cycle 

An adequate contract life cycle management theoretically allows for a reduction of the 

disruption on administration which results in unnecessary burden on employees and 

provisioning market sales, finances, legal issues as well as stakeholders and or 

professionals to utilize their expertise more efficiently and effectively during contract 

processing and documentation. Ssempebwa (2014) argues that an effectively 

established and organization-wide contract life cycle management, enhances the 

objective of transforming passive contract documentation to a non-passive (active) 

driver in the process of contract management, and resultantly increases project 

contracting performance for concerned stakeholders. 

Contract lifecycle management has become an integral part of contract management. 

This is because a contract life cycle management system uses enterprise-wide 

automated applications for optimized contract management outcomes (Forrester, 

2013:1; Busch and Lamoureux, 2014). Contracts take many forms ranging from 

project management to insurance and vendor agreements. Contracts are known to 

create visibility in established partnerships and accountability, and this usually requires 

significant negotiation prior to contract finalization (Forrester, 2013). It is important that 

parties take cognizance of the importance of the time it takes to conclude a contract, 

as this is as important as the contract contents themselves. In this regard, processing 

contract slowly and manually negatively reflects an organization’s ability to provide 

excellent service, particularly in construction project contracting (Ssempebwa, 2014).  
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Today, the advancement of information technology in project planning has made 

project management and contract administration an important means of addressing 

construction problems or taking advantage of opportunities that arise from claims 

disputes between contracting principals and agents (Forrester, 2013:3: Ssempebwa, 

2014). Therefore, contract management has become an integral part of modern 

organizations, both profit and non-profit oriented. Yet the success or failure of an 

organization in achieving the contract’s objectives hinges on its employees’ effective 

usage and exploitation of the contract management system, their knowledge of the 

system’s features, and level of end-user adoption by the project team members (Patel, 

2011:6).  

1.3.2 Contract Management for Good Governance 

Contract management processes require that contractual governance be applied to 

manage the relationship among the parties. This helps to reduce opportunism, 

focusing on board structure, audit committees, information disclosure, and 

management control (Fernando, 2009). Sicoli (2013:8) stated that governance relates 

to organization’s internal mechanisms to reduce market-related transaction costs. Wu 

and Pan (2012:148) allude to how contractual governance is related to the processes 

involved in maintaining a transaction through formal contracts. It is a standard means 

of protecting the interests of both the buyer and seller in a joint research and 

development (R&D) activity, especially in respect of collaboration contracts and 

Intellectual Property Rights (IPRs) (Heidi, Pia, Kirsimarja and Paavo, 2014:189). 

Contractual governance views IPRs as part of contractual governance as it potentially 

protects opportunism in innovation (Ferguson, Paulin, and Bergeron, 2015:217).  

The importance of contracting is emphasized in supply-chain and technology 

management in the context of knowledge transfer between project owners and 

contractors in contract projects. Contracting facilitates commitment and task 

allocation, which, in turn, are relevant in successful conflict management. Whereas a 

certain amount of conflict may be beneficial for innovation, too much of it is likely to 

create problems. For this study, this is typically the case with construction contracts. 

Thus, the use of contracts therefore characteristically includes terms that assume from 

the start that parties will not perform their obligations if left unchecked. Without 
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contracts, the risk of abuse and opportunism increases, which may lead to 

collaboration failure and leave the SOE at a disadvantage (Wu and Pan, 2012). 

Herein lies the focus of this study – to examine why, with contract management 

systems mandatory for Eskom, best practice, and benchmarking at Eskom’s disposal, 

and why considering the scale and volume of procurement of goods and services and 

large numbers of contract managers, contract management remains a very weak link 

in its financial performance. Emmitt and Gorse (2003:11) maintain that the effective 

use of the contract management system contributes positively to corporate projects’ 

finalization of contract claims, thus increasing production and improving the motivation 

of team members. In the case of Eskom's major projects, contract management 

requires people who have different levels of experience and responsibilities. Yet a 

critical factor in the success of contracting projects is the culture associated with 

contract management personnel and how it consistently complies with the requirement 

to use the contract management system (Knipe, van der Walt, van Niekerk, Burger 

and Nell, 2002:111).  

Contract management is invariably a matrix of people, information, and transactional 

ideas necessary to accomplish implemented or planned contracts (Rosenau and 

Githens, 2005:13). For projects to succeed, there is a continuous need for effective 

use of the enterprise contract management application to issue instructions, solve 

problems, make decisions, resolve conflicts, accomplish change management 

accurately when a claim ascends, and keep all stakeholders involved with the contract 

furnished with the latest contract information (Burke, 2010:280). 

Yet no contract can account for every potential issue or contingency and thus Eskom 

is in dire need of using an array of organizational arrangements to protect valuable 

knowledge (Lee, Chang, Liu, and Yang, 2017:59). For this study, usage of a contract 

management lifecycle such as the Oracle contract management system becomes 

critically important in managing a successful contract system through to the stage of 

contract finalization for Eskom’s Duvha Recovery mega major projects. As a result, 

the study focuses on exploring end-user acceptance and adoption of contract 

management of the contract management system for effective and optimized contract 

process management. 
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1.3.3 Contract Management at Eskom’s Group Capital Division 

The purpose of this study has been to evaluate and explore a contract management 

system for Eskom, specifically in Eskom’s GCD. This entailed examining the role of 

contract managers in improving integration across internal functions and end-user 

adoption of the contract management system.  

The case study adopted in this research project focused on the Duvha Recovery 

Project (DU3R) in Mpumalanga. The Duvha power station, established in the early 

1980s, forms part of Eskom’s recovery programme that was established to ease 

pressure on electric power systems in South Africa. Unit 3 of the Duvha power station 

(DU3R) is a refurbishment project with substantive procurement and related contract 

management because of refurbishments caused by damage to the power station that 

arose from over-pressurization of its boiler plant at Unit 3, which blew up resulting in 

the separate recovery project (DU3R). The study has investigated the extent of user-

end adoption of contract management systems and the challenges thereof to enable 

the future development of an improved contract management system that makes room 

for contract managers who possess strong skills in teaming and plan development.  

Currently, Eskom’s GCD has over 5,000 contract managers who each oversee at least 

three contracts each, depending on the size of the contract. GCD contracts by 2016 

were valued at over R250 billion. The overall management of contracts at Eskom is 

currently not conducted effectively. This mismanagement has resulted in 

overspending on some contracts or the inadequacy in the execution thereof. The result 

is misleading cash flow information, over-expenditure on contracts, delay in payments, 

as the contract managers are sometimes unaware of contract changes or 

modifications and thus changes to contracts are not reflected in the system and more 

seriously, litigation against Eskom that further bleeds the SOE as contractors often, 

win cases against Eskom. 

Much of Eskom’s massive capital expansion has taken place since 2005 in response 

to South Africa’s growing demand for energy. This has meant that Eskom has had to 

expand its generation and transmission capacity to meet this need. The expansion 

has come at a huge cost. In 2018/19 alone, the cost of capital expansion was no less 

than R373 billion (Eskom, 2017). Additionally, this expenditure arose also from the 
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need to refurbish old power stations and maintain all current operating power stations. 

The role of contract management in such volumes of expenditure becomes extremely 

critical, notably, the use of contract management systems whose adoption at the 

project level is still minimal. This forms the basis of the enquiry undertaken by this 

study; to understand the end-user adoption of contract management systems using 

DU3R as a case study.  

 

1.4 PROBLEM STATEMENT  

Every contract management process relies on a plethora of information that needs to 

be generated, collected, distributed, stored, retrieved, and disposed of, efficiently. The 

interaction between humans and system applications must be optimized to effect 

successful contract management practices and procedures for Eskom’s Duvha 

Recovery project. Yet Eskom management reports highlight the challenges with end-

user acceptance and adoption of contract management and adoption of the 

organization’s contract management system (Eskom, 2017). There is low uptake and 

usage of the contract lifecycle management application in drafting, negotiating, 

reviewing, data capturing, and optimization of Eskom contracts. This has generated 

poor compliance to contract management since users are not fully utilizing the 

institutionalized contract management system (Eskom, 2017). At the same time, poor 

contract management has resulted in numerous litigations against Eskom, most of 

which Eskom has lost. These claims on contracts with suppliers have arisen from 

limited or a lack of adequate contract process documentation. The extent to which 

end-user adoption of contract management systems is the subject of enquiry given its 

risk exposure and costs to Eskom's Duvha Recovery projects, evident through 

overpayments, unmonitored contract modifications.  

This study, therefore, investigates the benefits of contract management end-user 

acceptance, and opportunities that can be realized with optimized acceptance of the 

contract management systems at Eskom’s Duvha Power Project.  
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1.5 PURPOSE AND OBJECTIVES OF THE STUDY 

1.5.1 Purpose of the Study 

To explore the benefits of adopting and utilizing a contract management system at 

Duvha so that guidelines can be developed to improve its effectiveness. 

1.5.2 Research Objectives 

The primary objective in this research was to determine the impact of user adoption of 

the Eskom contract management system on the execution of the Duvha Recovery 

Project.  

The research aim was further subdivided to include the following sub-objectives:  

1.5.2.1 Establish how effective the employees’ current end-user acceptance and 

adoption of Eskom’s contract management system are in successfully 

executing contract management processes. 

1.5.2.2 Identify the drawbacks of end-user failure to accept and adopt the contract 

management system. 

1.5.2.3 Ascertain the benefits of using a contract management system in Eskom’s 

projects; and, 

1.5.2.4 Propose recommendations towards compliance of end-user adoption of 

contract managements systems at Eskom. 

 

1.6 RESEARCH QUESTIONS  

1.6.1 Primary Research Questions 

The primary research question addressed by this research study was:  

How can end-user adoption of Eskom's contract management system be optimized at 

its major projects?  

1.6.2 Secondary Research Questions 

The research sub-questions for this study are outlined as follows: 
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1.6.2.1 How effective the employees’ current end-user acceptance and adoption of 

Eskom’s contract management system are in successfully executing 

contract management processes?  

1.6.2.2 What are the drawbacks of end-user failure to accept and adopt the contract 

management system? 

1.6.2.3 What are the benefits of using a contract management system in Eskom’s 

projects? and; 

1.6.2.4 What recommendations can be proposed towards compliance of end-user 

adoption of contract managements systems at Eskom? 

 

1.7 STUDY DELIMITATIONS 

While the contract management function within Eskom’s supply chain management 

department is a large one, this study confined itself to the investigation of end-user 

adoption of contract management systems as far as the contract management system 

and processes related to project delivery of contracts managed at Eskom Duvha 

Recovery project are related. Other projects of Eskom are excluded from the study, as 

well as other factors that influence contract management in the broader realm of 

organizational performance and risk mitigation at Eskom and Duvha is the case study 

 

1.8 JUSTIFICATION FOR AND SIGNIFICANCE OF THE STUDY 

The challenges of contract management at Eskom have been well documented 

(Khomo, 2005; Eskom, 2017). The impact of these challenges is evident in over-

expenditure, cost variations, litigations, cost and project overruns, and the quality of 

project deliverables. The reasons are numerous. This study isolates one aspect of 

contract management at Eskom and seeks to contribute to a growing body of 

knowledge on how the end-user adoption and acceptance of contract management 

systems can improve contract performance at Eskom. 

It is anticipated that the new knowledge provided by the study findings will contribute 

valuable information to the research base for contract and project managers, and 

professionals working in the field of project contract life cycle management, contract 
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communication, and stakeholder management by increasing their awareness of the 

issues that caused complications in the effective negotiation, drafting and optimisation 

of contracts by Eskom. In other words, the study attempts to improve contract 

management practices, as well as the efficacy of future Eskom contracts by way of 

exposing the importance of adopting contract management enterprise applications to 

optimize contract quality outputs and results. It is also expected that the study findings 

will add to the existing knowledge and understanding of how contract management 

communications may influence the optimisation of contract management system 

application usage at Eskom.  

 

1.9 OUTLINE OF CHAPTERS  

This is made up of six chapters which take on the following format: 

Chapter One is an introductory chapter that provides the context of the study, its aims 

and objectives, the research questions elicited in view of the rationale of the research, 

and its significance in contract management at Eskom.  

Chapter Two delineates the literature review containing contract management 

practice from both a global and South African perspective. It will highlight some of the 

salient features of contract management at Eskom that mitigate against good 

governance while also contributing to significant project delivery within the prescribed 

time, cost, and quality parameters.  

Chapter Three outlines the research design and methodology adopted in this study, 

in its quest to answer its research questions. The study uses the case study of the 

Duvha Recovery Project, within a defined theoretical framework. 

Chapter Four presents the study findings obtained from the data analysis, paying 

attention to features salient to Eskom and identifying key elements of contract 

management systems at Eskom that require greater focus.  

Chapter Five highlights the key findings of the study and discusses these in relation 

to the research question the study sought to respond to.  
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Chapter Six draws’ conclusions based on the literature contextual background, the 

research findings and discussion thereof with recommendations for the improvisation 

of present practices observed at Eskom. 

 

1.10 CHAPTER SUMMARY 

Chapter One has set the tone and introduction to this research study. It provides a 

highlight of the research enquiry being undertaken on ender-user acceptance and 

adoption of contract management systems at Eskom, South Africa’s national power 

utility. The following chapter, Chapter Two, will evaluate some of the key literature on 

contract management systems as far as it influences the cost-effectiveness of priority 

projects of a large scale and volume. The literature review pays attention to key 

elements of contract management and contract management systems in South Africa 

and international environments, to contextualize contract management systems at 

Eskom as a state-owned enterprise. This literature is drawn from several sources, 

including journal articles, similar studies and dissertations, and Eskom documentation. 

It is meant as a benchmark for contemporary schools of thought on contract 

management as far as they influence contract management at Eskom and 

improvements thereof. 
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CHAPTER TWO 

THEORETICAL FRAMEWORK AND LITERATURE REVIEW 

 

2.1 INTRODUCTION 

Effective contract management has emerged as a crucial function in public 

procurement to improve cost-effectiveness, support compliance, manage risk and 

ensure value for money procurement. This chapter runs a detailed review of the 

relevant literature on contract management to set the foundation of the study and the 

context for which end-user acceptance and adoption of contract management systems 

at Eskom, South Africa’s national power utility, being investigated in this study. Mindful 

of the study objectives, this chapter will also review the relevant literature to unbundle 

the key issues in contract management related to the study objectives outlined in 

Chapter One. Specific focus is given to contract management in the public sector and 

state-owned entities to understand the challenges and effectiveness of end-user 

acceptance and adoption of contract management systems at Eskom.  

 

2.2 CONTRACT MANAGEMENT  

Contract management relates to the process that enhances the contractual parties to 

deliver on their responsibilities and ensure the objectives are met (Dubey, Chavas & 

Veeramani, 2018). This process involves relationship management between customer 

and provider and is ongoing in nature, progressing throughout a contract and reacting 

to situations that may arise. According to Ng and Navaretnam (2019), contract 

management aims to obtain goods or services as agreed in the contract and achieve 

value for money. This means optimizing the efficiency, effectiveness of the services or 

relationship described by the agreement, balancing costs against risks, and actively 

managing the customer-provider relationship. As stated by Kibogo and Mwangangi 

(2014), contract management may also aim for continuous performance 

improvements throughout the contract. 
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Contract management is a very widely researched topic as the public and private 

sectors seek to optimize management of contractors and project delivery within scope, 

time, and budget. The literature is rich in its definitions of contract management 

(Kibogo & Mwangangi, 2014; Turner & Simister, 2001; Dubey, Chavas & Veeramani, 

2018). Contract management is commonly defined as the delicate yet complex 

process of managing a contract from its inception, its execution, and its analysis 

towards optimising the performance of the project for which the contract has been 

entered into for (Busch & Lamoureux, 2014:5). Ferguson et al., (2015:219) also posit 

that contract management involves the creation of a contract, its documentation, and 

legal requirements to reduce project and financial risk for the implementing 

organisation. Forrester (2013:6) confirms that several businesses today engage in 

high volume contracts, which it can be argued, requires much more in managing a 

contract than just monitoring a contract calendar (Forrester, 2013:4).  

Besides traditional contract administration, the contemporary contract manager is now 

seen as more engaged with improving performance and utilising contract data to 

anticipate potential issues and improve an organisation’s project margins 

(Ssempebwa, 2014). With the evolution of technology, several of the tactical facets of 

contract management can now be managed with automated systems such that 

contract managers can play an increasingly more strategic role in their organisations’ 

management processes (Forrester, 2013:4). Yet because of a lack of effective 

oversight on contract management application in adopting contract management 

systems, several contract managers still find it difficult to have their work and input 

integrated into the organisation’s daily operations and overall strategy (Ssempebwa, 

2014). Inadequate communication among departments and a simple lack of 

understanding of contract management system features and functions have generated 

an unsatisfactory reception by employees or incentive to adopt the usage of contract 

management systems in organisations (see for example Project Management 

Institute, 2010; Forrester, 2013). 

Another school of thought on contract management argues, as Elsey (2013) does, that 

organisations are facing growing pressure to reduce costs and improve financial and 

operational performance in project execution and management. There is the advent 

of new regulatory necessities, globalisation, and upsurges in contract dimensions in 
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contract management. At the same time, contract management complexities 

contribute to a growing appreciation of the significance and benefits of effective 

contract management. The Aberdeen Group (2014) adds that the increasing 

acknowledgement of the need to systematise and improve contractual processes, fulfil 

cumulative compliance and analytical needs have led to an escalation in embracing 

more formal and well-thought-out contract management procedures. This has led to 

an upsurge in the availability and usage of software applications designed to address 

these contract management needs. It is useful to observe that contract management 

is effective when the following aspects are realised by an organisation’s contract and 

project managers as well as its workforce: 

1. Arrangements for service delivery continue are satisfactory to both parties, and 

the expected business benefits and value for money are being realised. 

2. Expected business benefits and value for money are being achieved. 

3. The contractor is cooperative and responsive. 

4. The client understands its obligations under the contract. 

5. Variations, disputes, and litigations are minimised; and 

6. Efficiencies are being realised (Elsey, 2013; Rivard and Lapointe, 2012:899). 

Eskom defines a Contract Manager as the Eskom Agent appointed in terms of the 

applicable New Engineering Contract (NEC) or Federation Internationale des 

Ingenieurs-Conseil/International Federation of Consulting Engineers (commonly 

referred to only as FIDIC) contract, or any person assigned by the identified Eskom 

Agent to provide oversight to the management of the contract. A contract manager by 

inference therefore is expected to have a certain set of skills, training and experience 

that is required to manage the volume or scale of contracts of Eskom (Eskom, 2014: 

15). 

2.2.1 Contract Management Activities  

There are several identifiable activities in contract management. These activities 

ensure that all contracts are being executed in alignment with the terms and conditions 

outlined in that contract (Surajbali, 2016). Contract management activities in their 
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totality, enable the two parties to understand the role and scope of their responsibility 

contractually to deliver effectively and efficiently on the expected outcome of the 

project in question. Furthermore, as Surajbali (2016) points out, clearly articulated 

contract management activities assist in fiduciary oversight while preventing or 

reducing cause for irregular and or fruitless and wasteful irregular and/or fruitless and 

wasteful expenditure. He adds further that the public sector is compelled to manage 

contracts to ensure their successful execution under the agreed terms of time, cost, 

and performance. As far as this study is concerned, contract management activities 

may be clustered into three broad capacities:  

1. Service delivery management: which ensures that the service being delivered 

is done so as agreed, to the required level of performance and quality. 

2. Relationship management: This aspect keeps the relationship between the two 

parties open and constructive, aiming to resolve or ease tensions and identify 

problems early; and, 

3. Contract administration: This aspect manages the formal governance of the 

contract and changes to the contract documentation. 

To ensure effective contract management, all three activities must be managed 

optimally, and adequate preparation and concluding the correct type of contract made 

essential foundations for good contract management. A critical factor in this regard is 

“intelligent customer capability” which is the knowledge of both the customer’s and the 

provider’s business, the service being provided, and the contract itself. 

2.2.2 Elements of Contract Management  

Haapio (2013) and Sacklen (2018) argue that contract management is interpreted 

differently in different contexts. On the one hand, it is understood as the automation of 

the supply chain process or the development of contract-related practices. On the 

other hand, it refers to a register of contracts and sample forms or monitoring of 

implementation including payments and related documents. Yet another perspective 

is that contract management also includes the actions taken for improving internal 

contract management and the guidance of personnel (Sacklen, 2018). But there is 

consensus that, in general, the role of contract management has increased. With this 
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increase is a need for life-cycle management. This study confined its interpretation of 

the elements of contract management to include:  

1. Compilation and management of all relevant documentation which sets out 

the rights and obligations of both parties to ensure that they are in place and 

are signed.  

2. Change control, i.e., managing changes to any part of the original agreement.  

3. Measurement of performance against contract requirements or service level 

agreements.  

4. Implementation of corrective action whenever significant/unacceptable 

deviations against the original agreement occur.  

5. Management of the payment system; and, 

6. Project closure and final payments. 

2.2.3 Contract Life Cycle Management 

The contract lifecycle or contract lifecycle management (CLM) refers to the entire 

process from the inception of a contract in post-award phase through to its review, 

signature, and execution. As depicted in Figure 2.1, a contract lifecycle starts 

with contract requests and ends with the fulfilment of the entire contract and potential 

a contract renewal. 
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Figure 2-1: Contract Lifecycle  

Source: https://imagesoftinc.com/backoffice/contractmanagement/,  

There are eight (8) commonly recognised steps or guidelines in CLM. It is these 

guidelines that influence contract life-cycle management as prescribed by South 

Africa’s National Treasury. This study demonstrates how, as an SOE, Eskom’s 

adherence, or lack thereof, to contract life cycle management, influences the 

effectiveness of contract management within the power utility, and its ability to deliver 

effectively on its mandate. Table 2.1 outlines each of the typical steps followed in a 

contract’s life cycle: 

 

 

 

 

https://imagesoftinc.com/backoffice/contractmanagement/
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Table 2-1: Activities involved in CLM 

Contract Request In the post-award phase, all information regarding parties entering 

contract is collected and the details regarding the scope of the contract, 

its duration amendments, and renewals.  

Contract Authoring This activity involves the actual drafting of the contract, its scope, time 

frames, key dates and clauses, terms and conditions and any other 

pertinent information.  

Contract Negotiation & 

Collaboration 

If there is need to negotiate certain aspects of the contract, the parties 

would do so in the phase.  

Contract Review & Approval After negotiation, the contract is further reviewed for approval and 

necessary contract management document procedure applied.  

Contract Execution In terms of delegated authority, the contract is signed to ratify its 

enactment, copies lodged with either contractual party and necessary 

software functionalities imposed where a contract management system 

is in use.  

Contract Obligations & 

Management 

The execution phase commences with either party taking responsibility 

for their contractual obligation, negotiating where deviations occur, and 

proper compliance management is upheld. 

Contract Expiration & Renewal Subject to a specified notice period, and in line with project milestones, 

notification by contracting party is made to executing party on the 

termination and/or renewal of contract within the specified conditions 

thereof subject to negotiation where possible. 

Contract Amendment Where necessary contract amendments may be made using appropriate 

amendment methods to ensure project delivery outcomes within time, 

scope, and budget.  

Source: https://imagesoftinc.com/backoffice/contractmanagement/,  

 

For effective contract management, Rivard and Lapointe (2012) argue for optimisation 

of the contract management cycle. A critical question is establishing how long an 

organisation takes to negotiate and finalise a contract as this determines the lifecycle 

and the value-add of that contract. Another critical factor in effective contract 

management as far as a contract’s lifecycle is concerned, is the question of how many 

people are involved, their levels of authority, and whether they are using pre-approved 

templates and clauses within the critical steps of the life cycle process (Forrester, 

2013).  

It is these key questions and factors that form the basis of this study’s field research, 

as will be demonstrated in Chapters Four and Five. These chapters also seek to 

https://imagesoftinc.com/backoffice/contractmanagement/
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evaluate what Elsey (2014) proposes that in many organisations, contract 

management fails because workers and managers are not following the standardised 

processes and making use of pre-approved templates. Aberdeen Group (2014) 

advocates for CLM processes, from contract drafting, contract negotiation, contract 

storing and repository, contract compliance and administration, contract renewal to be 

in place if contract management is to be achieved.  

2.2.4 Communication in Contract Management 

Managing projects is challenging. Managing the sometimes-multiple contracts for any 

single project is equally challenging. Rivard and Lapointe (2012) and Sanghera (2009) 

advocate for several parallel planning features to be in place for effective contract 

management. For this study, the role of communication in contract management is 

prioritised and emphasised. Drawing from international best practice, a common 

thread in CLM and a key to optimum contract management is communication 

(Sanghera, 2009:40). In his study of contract management in projects, Campbell 

(2009) found that in over thirty (30) countries worldwide, communication was the 

number-one success factor identified by a diverse group of project managers 

representing these thirty different countries. During these workshops, Campbell (2009) 

discovered that projects were always successful when communications were strong 

among project team members and between the project team and customers. 

A critical element of communication is communication technology. For an SOE like 

Eskom, the use of the Oracle Primavera Contract Management System (OPCMS) is 

meant to communicate the following (see Elsey, 2014:7):  

1. Project success which is dependent on adequately and frequently updated 

information on the project. This must include the issuance of documented 

project reports. 

2. All contract management tasks required for execution along the project’s value 

chain. 

3. The expected project staffing, experience, and expertise of the project; and, 

4. The length of the contract project.  
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2.2.5 Performance Reporting in Contract Management 

Emmitt and Gorse (2013:278) attest to how performance reporting is critical to meeting 

the contract’s project objectives. This entails the collection and dissemination of 

project information in terms of the status of the project; progress made and 

accompanying forecast that can be made on potential progress and/or obstacles to be 

encountered (Emmitt and Gorse, 2013:278; Binder, 2008). Ordinarily this information 

on performance reporting would provide an overview of the scope, schedule, cost, and 

quality issues involved in the status of the project during the execution phase.  

Rivard and Lapointe (2012) note how performance reporting is critical to monitoring 

projects and contractual obligations through performance reports that form part of the 

document management and knowledge creation of an organisation. They are also 

critical to monitoring project expenditure within the scope of its budget and period. 

(Binder, 2008; Emmitt and Gorse, 2013:283).  

2.2.6 Administrative Closure in Contract Management 

On project completion and contract closure in contract management, administrative 

closure must consider all the relevant aspects, documents, payments, outputs and 

outcomes of the project as stipulated in the contract (Kerzner and Belack, 2010:135), 

a process not to be left until project completion assert that administrative closure 

activities should not be delayed until project completion (Emmitt and Gorse, 2013:299; 

Busch and Lamoureux, 2014). 

Administrative closure typically entails the collation of all planning documents, 

technical documents, specs and drawings, performance data, reports on project 

outcomes and any related project record, assessment, and payment (Emmitt and 

Gorse, 2013:299; Busch and Lamoureux, 2014).  

 

2.3 CONTRACT MANAGEMENT IN THE PUBLIC SECTOR  

Effective contract management has emerged as a crucial function to improve 

profitability, support compliance, manage risk in public procurement and ensure value 

for money procurement (Akampurira, 2018). In general, public entities and state-

owned entities (SOEs) are responsible for identifying supply sources to attain the best 
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possible sources or contractors. A wide range of contractor and subcontractor 

companies support the public procurement entities by developing mechanisms for 

obtaining what is required at the right time (Akampurira, 2018). 

2.3.1 A Regulatory Framework for CM in South Africa 

Contract management in South Africa is founded in the principles of Section 217 of 

the Constitution of the Republic of South Africa (South Africa, 1996). Section 217 of 

the Act provides a road map on procurement of goods and services by organs of state 

(South Africa, 1996). The Contract Management Framework (CMF) is a high-level 

document that sets out the requirements for government institutions pertaining to the 

management of, and accounting for, contract agreements. The focus is on setting out 

the requirements for adoption of appropriate management policies, procedures, 

techniques and disclosures. The CMF requires an organisation wide approach to 

contract management including identification of all contracts and stakeholders; 

classification of contracts for management purposes; and management of all stages 

in the Contract Life. 

Read in conjunction with the Constitution, are the Public Finance Management Act No. 

1 of 1999 (or PFMA) and the Preferential Procurement Policy Framework Act No. 5 of 

2000 (or PPPFA). Section 38 of the PFMA describes the roles and responsibilities of 

key officials involved in public procurement as far as accountability for decision-making 

rests (National Treasury, 1999; 2000). These responsibilities are meant to assure a 

fair, equitable, transparent, competitive, and cost-efficient chain of activities and 

authority of the procurement of good and service using public funds (National 

Treasury, 1999). 

The South African National Treasury Framework presents all Government entities with 

a set of requirements to comply with within a set timeframe). All public sector entities 

and SOEs (such as Eskom) are required to comply with the Framework. Additionally, 

the Office of the Auditor-General specifically audits government departments on 

contract management based on the Contract Management Framework (or CMF) of 

National Treasury and its accompanying Contract Management Guide (CMG) which 

require an organisation-wide approach that includes: 

1. Identification of all contracts. 
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2. Classification of contracts for management purposes. 

3. Management of all stages in the contract lifecycle. 

4. Good financial management and, 

5. Improved service delivery. 

2.3.2 Contract Management and the SCM Value Chain 

There are four broad phases that Nieman (2008) states participate in SCM value 

chain. Figure 2.2 demonstrates this value chain as far as contract management is 

integrated into the supply chain procurement model. 

 

Figure 2-2: Contract Management in the Supply Chain Management Value Chain 

Source: Adapted from Nieman (2008)  

 

From Figure 2.2 it is evident that contract management is an aspect of the SCM value 

chain that commonly occurs after the awarding stage in the supply-chain management 

value chain. International literature reviewed also share this view (Nieman, 2008; 

NAO, 2008; OECD, 2009; Bartsiotas; 2014; Surajbali, 2016) which becomes a basis 

for this study’s empirical investigation. The study emphasises the fact that by locating 

contract management in the post award stage, there will be effective control and 
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coordination of the contracts management activities tasks inclusive of several tasks. 

These tasks include contractual relationship management, reporting, the concept of 

change and financial management and dispute resolution as well as assurances of 

deliverables which are to be fulfilled with efficient and effective monitoring (see also 

Surajbali, 2016). 

2.3.3 Contract Management Frameworks, Systems and Tools  

Within the procurement cycle and supply chain management value chain rubric lies 

the all-important need for a contract management framework. The success or failure 

of the contract management function and the contract performance are determined by 

the framework that is in place (Government of Canada, 2018). In general, a rational 

framework facilitates planning, control and continuation in improvement from supplier-

buyer relationship in the long run (Hvolby & Momme, 2002:194) and it is defined as an 

outline, various overview and a frame structure inter-linked items that is supporting an 

approach to achieve target objectives and can serve as a guide that can be changed 

in terms of item requirements.  

In South Africa, the contracts management framework was issued in 2010 by the 

National Treasury to create an articulation on the general requirements for the contract 

management process with accounting included to manage contracts by various 

government divisions and state-owned enterprises like Eskom (National Treasury, 

2010a). The Framework emphasises the importance of contract management for the 

public sector and necessities which should be highlighted for all contract management 

involving public sector. The guidelines it provides (National Treasury, 2010b: pp. 3-10) 

identify the following contract management activities as significant within the 

Framework:  

1. Classifying and identifying contracts. 

2. General Disclosure, Recognitions and Measurements. 

3. Plans and budgets layout for Contracts Management. 

4. Oversighting for Contracts Management. 

5. Resource requirements for managing contract activities.  

6. Documentation and managing data.  
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7. Managing Relationships.  

8. Managing Performances.  

9. Managing Risks. 

The responsibility in managing contracts frameworks, tools, and systems in the 

management contract process; also, the range of activities undertaken in the business 

processes of contract management are significant to the effectiveness of contract 

management in an SOE like Eskom. As discussed earlier in this chapter, these 

business processes include, but are not limited to, agreement of management service 

levels to formal contracts, finalising items, award negotiations and drafting. The plan 

for seamless contract management is inclusive of contract management tools; risk 

management; management of the contractor’s performance; management of the 

contracts; payments and variation control; having periodic meetings; dispute 

management; project oversight and governance; reports and close-off the contract 

(Surajbali, 2016: 148).  

Automating contract management is now seen as a way of enhancing visibility into 

enterprise contracts and limiting cost implications that are a result of poor compliance 

and regulator backlash (Johannessen and Olsen, 2011). This is because contract 

management is dependent on documentation process that can be non-efficient and 

laborious in a paper-based environment (Rivard and Lapointe, 2012:892). As such, 

spending valuable hours managing contract documentation processes can be seen as 

a poor performance indicator in contract management within an organisation. The 

market is awash with several competent CMS software. Ssempebwa (2014) argues 

for the use of Enterprise Content Management software (ECM) in contract 

management because of its notable and significant reduction during the times needed 

to overcome the task at hand without trading work quality. As such, organisations that 

use CMS applications to create, store, secure, capture, and access data or information 

can achieve these tasks by complying with the following (Ssempebwa, 2014; Rivard 

and Lapointe, 2012:894): 

1. Transferring the entire documentation, both on paper plain and digital storage 

format to digital repository. 
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2. Organising repository documentation, in such a way workers/employees will 

search, access, retrieve and edit. 

3. Files to be kept in standardised form which can be easy to share across 

various devices. 

4. Archive the records to be not able to edit any file retained in terms of record 

compliance and schedule of retention.  

5. Placing data and information to more accessible location in times of audits and 

record requests. 

Forrester (2013:8) emphasises that a contract management system, when automated, 

can manage many of the administrative tasks in contract management which typically 

slow down productivity when executed using traditional systems of contract 

management. The benefits of using CMS technology are well-documented. Using 

automation technology in contract management is cross functional and may results in 

several and distinctive benefits (Busch and Lamoureux, 2014:4). These include 

(Busch and Lamoureux, 2014:6; Johannessen and Olsen, 2011:23):  

1. Limited storage, printings, and mail costs (Courier). 

2. Lesser data entries error and losing files or misplacing them. 

3. Security improvement, with great version to track and access based on role. 

4. Contracts with central automation control. 

5. Accountability improvement on ground condition and stipulations. 

6. Increased in yield of productions due to quick time of processing.  

7. Easy or simplified management of records.  

Similarly, there are drawbacks to using a poorly implemented contract management 

system. Busch and Lamoureux (2014:12) stress that the pain points that organisations 

from poor contract management realise that it can be costly when not addressed in 

running projects. Ssempebwa (2014) attributes this to using traditional contract 

management systems wherein costs are being incurred because of the period used in 
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assembling contracts and dispute resolutions and how poor customer services are 

perceived.  

 

2.4 ESKOM PROCUREMENT AND SCM PROCEDURE  

In May 2014 Eskom approved its Supply Chain Management process and 

Procurement, as a framework to guide supply chain management and procurement in 

the state-owned enterprise. The aim of this process was to define and describe the 

procedures and sub-processes so that practitioners specialising in procurement 

across different operational areas in Eskom can follow the identified procedure and 

process during the delivery of output requirements from the end-users or customers 

to ensure accountability and effectiveness (Eskom, 2014). During the application of 

the standardised protocol and procedures, it is important to have an approved 

procurement framework with intentions to achieve consistency and accuracy when 

making decisions, satisfying costumers, fulfil objectives with strategy for technology 

engagement and commercial as well as the whole of Eskom (Eskom, 2014:3).  

This Procedure provides the basis for Eskom to undertake procurement and SCM in 

alignment with modifications in the strategy of the business, policies, legislature, 

industries trends, recognition of good practices and everything considered a necessity 

in maintaining the integrity and efficiency of Eskom’s supply chain operations and 

procurement process (Eskom, 2014). Concisely, the intention of this procedure is to 

ensure a positive outcome or solution during the application of approved procurement 

framework, one that is sound technically, commercially, and financially. At the same 

time, it must prevent contravening the constitutional principles of being fair, equitable, 

transparent, competitive, and cost effective (Eskom, 2014:3). 

In a 156-paged Policy Procedure document of Eskom on Procurement in the state-

owned entity, except for a few scattered paragraphs in the document, only four (4) 

pages are dedicated to the provision of guidelines on contract management at Eskom 

(Eskom, 2014:84-88). This section outlines the eight (8) steps provided to ensure 

effective contract management at Eskom, to assess the extent to which contract 

managers on the Duvha Power Project are familiar with these guidelines, and the 
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extent to which compliance to them is enforced. The policy framework of Eskom on 

Procurement was due for revision in 2017. This has not been done. 

The Eskom SCM Procedure document provides very succinct and detailed guidelines 

regarding procurement by Eskom within the parameters of Eskom’s policies, demand 

and supply strategy, and the legislative framework governing supply chain 

management. Because contract management is a post-award function, this section 

reviews the guideline of Eskom from the post-award phase on all eight (8) steps. 

2.4.1 Step 1: Obtaining Approval to Award a Contract  

The moment there is a completion on the evaluation process, the cross-functional 

team and procurement practitioner are responsible for completing the actual 

commercial transaction form of approval. Those transactions based on the end-users’ 

recommendations and requests are charged to their project or cost center. Customers 

and/or end-users have authority and role in determining the organisation’s need prior 

to the recommendations made to the delegated approved authority and prior to the 

contract placement by providing their consents in writing by signing off the agreed 

recommendations. Eskom’s procurement policies provide a clear guideline on the 

levels of authority delegations, suppliers information and the threshold amounts. 

(Eskom, 2014:30,84). End-Users are not permitted to negotiate on behalf of 

stakeholders to suppliers even when the procurement practitioner is absent, this 

happens prior to contract award, whether it be for scope clarification purposes, 

tendering and project specifications.  

The procurement practitioner will notify successful suppliers to accept the tender offer 

once approved to award the successful supplier a contract at hand. On the same note, 

procurement practitioners must accept working together by ensuring that the 

successful supplier’s appointment notifies them; this notification of acceptance 

becomes legally binding on Eskom. All mail communications will be stored in terms of 

the electronic communication and transaction Act. 

2.4.2 Step 2: Compiling a Contract  

Procurement practitioners are responsible for compiling, administering, and finalising 

the contract in order. When an NEC or FIDIC form of contract is used, the stakeholders 

in charge (procurement practitioner and cross functional team) are to ensure that all 
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documentations and drawings are well presented and complete with correct 

specifications to form part of the contract. The contract’s cover page should include 

the following good and services, contract no, assets description and names of 

contracting parties. The procurement practitioners arrange the signatures and printing 

of the actual contract. (Eskom, 2014:85). 

2.4.3 Step 3: Signing the Contract  

One of the roles and responsibilities of procurement practitioners at Eskom is to 

ensure that contract officials sign contracts and authorised Eskom signatories in 

nomination and delegation by authorities to signing contracts on behalf of Eskom. The 

delegation of signing authority at Eskom continually nominates parties (Eskom, 2014). 

Other responsibility of the procurement practitioners is to ensure the signed contract 

by the duly authorised delegates at Eskom and suppliers prior to placement of orders 

against the contract. Both Eskom agent or contract manager and supplier should 

receive a copy of signed contract to manage the actual contract. 

2.4.4 Step 4: Notification to Unsuccessful Suppliers  

It is procedural at Eskom that procurement practitioners inform unsuccessful 

applicants (suppliers) after competing or bidding for a tender only after selecting the 

successful ones are nominated, by which time the organisation has already accepted 

and signed the correct documentation to the successful candidate suppliers were 

awarded the contract. All the unsuccessful applicants are entitled to finding out the 

reason they were unsuccessful, and this is done according to policy and legal 

procedure, wherein they are advised of the reason(s) why they were rejected, and, in 

most cases, it is because the application is always incomplete, or the supplier has no 

experience on project delivery at hand. (Eskom, 2014:85).  

2.4.5 Step 5: Loading of Contracts onto the Purchasing (SAP) System  

The Eskom Procurement and Supply Management Procedure in its description of the 

loading of contracts is formulated within the overarching assumption that (i) the 

contract management system in automation is used; and (ii) systems used are the 

Systems, Application and Products (commonly known as SAP). Contracts must 

therefore be stored in the systems application products (SAP). The purpose of SAP is 
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to monitor time-bound contracts, transactions thereto and it is also used to monitor 

and anomalies relating to delegation (Eskom, 2014:87). 

2.4.6 Step 6: Receipt of Bonds and Guarantees 

If a supplier needs to provide a form of security required by Eskom, a contract manager 

must retain a copy of the receipt of bond or guarantee. The procurement practitioner 

will also send the original receipt to Eskom treasury department to secure safe 

custody. The original receipt of bond or guarantee must be accompanied by the 

approval for; signed by Treasury Portfolio Eskom supply chain and procurement 

procedure (Eskom, 2014:87). 

2.4.7 Step 7: Advance Payments  

When payment is done in advanced and approved under the contract conditions, 

Eskom specifies that within a certain time or period, when processing supplier with 

advance payments, suppliers must issue out an advance payment portion of the bond 

back Eskom in terms of the contract. Claims by the suppliers are done through invoices 

for advance payment and are directed to the organisation’s agent. All foreign 

currencies related to advance payment are done in terms of foreign exchange policy, 

procedure, and processes. The Eskom Treasury Department will keep the bond in 

safe custody (Eskom, 2014:87). 

2.4.8 Step 8: Maintaining an Audit Trail  

Finally, to ensure an adequate audit trail for every contract being administered, the 

Eskom Procedure requires that the procurement practitioners open contract files on 

contracts. The Procurement Practitioner responsible ensures that the following 

documents are filed and that electronic copies are filed in the Electronic 

Documentation Management System for audit purposes (Eskom, 2014:87):  

1. The approved strategy for all transactions over R1 million in contract value. 

2. Copies of worksheets. 

3. Copies of hard copies of tenders, or their storage location. 

4. Signed and approved Commercial Transaction Approval Form with minuted 

approval. 
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5. A copy of the system order or contract. 

6. A copy of the supplier’s acknowledgement of the award of the order /contract.  

7. Copy of any modifications to the contract. 

8. Notes on any telephonic discussions or minutes of any meetings affecting the 

tender and contract.  

9. A list of suppliers to whom the tender was issued.  

10. A list of suppliers that have responded to the tender.  

11. A list of suppliers who were non-responsive / disqualified.  

12. A list of tenders that were found to be technically, commercially, and/or 

financially unacceptable after evaluation.  

13. A copy of the Eskom Procurement and Supply Management Procedure.  

14. Details of the successful supplier; and, 

15. A separate contract file containing all relevant documentation, including 

concurrent notes or minutes of meetings affecting the contract, compensation 

events, non-conformance reports, and rectification records. The extent to 

which these guidelines and adopted are adhered to on Eskom projects is 

evaluated in this study, and the findings are discussed in Chapters Four and 

Five.  

 

2.5 ROLE PLAYERS IN CONTRACT MANAGEMENT  

According to OGC (2002), Knoester (2005), Eskom (2014), OECD (2012), and 

Surajbali (2016), contract management requires a cross-functional and multi-

disciplinary approach across an organisation. In the case of Eskom, a cross-functional 

team consists of a group of End-Users and other subject-matter experts of a specific 

commercial transaction (Eskom, 2014:15). Cross-functional teams must, as a 

minimum, comprise technical, financial, and commercial representatives for strategy 

development, tender evaluations, and negotiations (Eskom, 2014:15). 
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To ensure better checks and balances with the contract, and concerning the 

contracting party (Eitjes, 2017), proposes an integrated approach to how role players 

contribute to effective contract management as demonstrated in Table 2.2. 

Table 2-2: Typical Tasks for Contract Management Role Players 

TASK FIELD ACTIVITY 

Project/Process Management  Management on interfaces, team management, 

responsible towards client. 

Project Control Risk Management, Internal Quality Assurance, 

Scope Changes, Finances. 

Technical Management Correct and complete documents, technical 

advice, and performance specifications. 

Contract Management Procurement, overseeing contract documents, 

contract management plan, directing the reviews 

and deciding on potential sanctions. 

Source: Eitjes (2017:37) 

 

A key part of having a functioning contract management process in place is ensuring 

that people responsible for managing contracts have all the critical information needed 

to make informed decisions, develop purchasing strategies to obtain goods and 

services that align with the organisation’s all-encompassing goals and objectives.  

As discussed in the previous section, contract management software can optimise 

contract management by allowing storage of all contracts; monitoring contract 

renewals or their renegotiation deadlines; renegotiation deadlines; performance 

management of contractors, payments, and payments any other information required 

as part of contract management. 

 

2.6 INTERNATIONAL BEST PRACTICE IN CM 

To ensure that within the regulatory and compliance frameworks of South Africa, 

contract management at Eskom is executed within the realms of international best 

practice, this section takes cognisance of the key elements of contract management 
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adopted worldwide Cullen (2015). Studies over the years (Williamson, 1979; Gibbons, 

et al., 1994; van Weele, 2002; Aberdeen Group, 2005, 2006; Rene, 2006; Guinipero 

et al., 2008; Cullen et al., 2017) have consistently shown how important contract 

management is in representing a different way of managing outputs rather than inputs, 

using negotiation and relationship management instead of relying on planning and 

other practices embedded within contract management (Cullen, 2015).  

Cullen (2015) and Cullen et al., (2017) propose that as a test of a fit-for-us contract 

management strategy, process, and system, internationally there exist twelve (12) 

pointer or best practices that must be evident (Table 2.3). Chapter Three in its 

exposition of the research methodology of this study seeks to evaluate the extent to 

which Eskom as a multi-billion Rands state-owned entity does conform to international 

best practices as outlined in Table 2.3. Chapters Four and Five will demonstrate and 

discuss the findings and Chapter Six will recommend a more innovative and digitised 

transition of how Eskom manages contracts.  
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Table 2-3: Twelve (12) Best Practices of Contract Management 

Control Interact Adapt Plan 

1. Ensue 
performance – 
set, review 
and monitor 
KPIs 

5. Invest in the 
relationship – strong 
SRM at all levels. 

8. Gauge issues and 
risks - ongoing, 
identification, 
prioritisation, tracking 
and resolution 

10. Forecast demand 
and supply – business 
needs and changes, 
provider capabilities, 
etc 

2. Watch over 
the finances – 
budget, 
billing and 
payment, 
total costs of 
contract and 
trends. 

6. Orchestrate the 
CN network – of your 
people to at within the 
contractual framework 
as a cross-functional 
team 

9. Manage variations – 
written, verbal and 
behavior-based 
(estoppel) variations 

11. Maintain market 
intelligence – over 
your providers and the 
market (e.g prices, 
technology, market 
conditions, standards) 

3. Record keep 
and report – 
real-time audit 
trails and 
reporting  

Handle disagreements 
and disputes – prevent 
and treat internally and 
not through third 
parties.  

 12. Drive continuous 
improvement – within 
both parties and their 
interfaces. 

4. Audit 
compliance – 
of both parties 
to contractual 
documents 

   

Source: Cullen (2015:6) 

 

2.7 MANAGING RISK IN CONTRACT MANAGEMENT   

Risk management forms a fundamental aspect of contract management (IOD, 2009), 

its processes and procedures in any SOE, such as Eskom, which should align with 

organisational governance and risk processes. For this study, within the four broad 

categories of risk management, a summary total of risks associated with contract 

management can be classified as follows (NAO, 2008; OECD, 2009; Bartsiotas, 2014; 

Surajbali, 2016): 

1. Unclear roles and responsibilities. 

2. Insufficient and under resourced human and financial capital. 

3. Poor contract performance measurement. 

4. Inadequate document management.  
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5. Insufficient engagements with contractors; and, 

6. Irregular and/or late payments. 

 

Chapters Four and Five will isolate, for discussion, some of the risks encountered in 

this study within the contract management ecosystem, with emphasis on the Duvha 

Power Project.  

At Eskom, a multi-functional team undertakes mandatory risk assessments at different 

stages of the SOE’s business processes. This includes risk assessments along the 

value chain of supply chain management and contract management to ensure 

mitigation of risks are developed where risk is identified in terms of time, cost, project 

scope, quality of outcomes and, health & safety issues (Eskom, 2014:21).  

 

2.8 EVOLUTION OF TECHNOLOGICAL CONTRACT MANAGEMENT  

This section of Chapter Two briefly explores the evolution of contract management 

and the inevitable transition to a systems approach to contract management. Globally, 

many organisations today with massive procurement budgets like Eskom are looking 

to expand their contract management capabilities and decide on their technology 

footprint for managing contracts. The success of the current menu of solutions will be 

ever more defined by the extent to which a move is made towards end-user adoption 

of contract management systems. 

2.8.1 Contract Management Systems 

Patel (2011) points out that paper-based contracts while effective in their time, with 

evolution of demands for less porous business management methods, there is a 

strong need to move away from paper-based contract management (Aberdeen Group, 

2014; Busch and Lamoureux, 2014:9). Even better, is the adoption of a contract 

management system. Several contract management hazards ordinarily limit the 

effectiveness of contract management. Reliance on paper-based and excel 

spreadsheet management of contracts is known to result in missed contractual 

milestones and deadlines. On the other hand, contractors may fail to conceptualise 
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exact delivery times for project milestones as the data is not sufficiently computed for 

analysis and compliance (Aberdeen Group, 2014).  

While making a case for end-user acceptance and the adoption of contract 

management systems, it must be noted that the success of adopted contract 

management systems is also dependent on the ease of use as far as how easy they 

are to use with legal and business teams and third parties. Further still, even though 

many organisations have already adopted contract management technology in the 

form of a contract repository, at present, they often cannot efficiently link contract and 

compliance management with broader sourcing and spend efforts. Hence 

organisations are increasingly looking for contract management as an extension of 

sourcing, purchase-to-pay, or supplier management, whereby spend compliance, risk 

assessments, supplier qualification, and certificate management are all part of a 

holistic contract management solution. Figure 2.3 provides a broad timeline of how 

contract management has evolved in terms of adaptation of technology for more 

effective contract management, and the drive for continuous improvement. 

 

Figure 2-3: Stages of Contract Management Systems Evolution 

Source: Adapted from www.ironcladapp.com/contract-lifecycle-management/, 
Accessed 16 January 2020 

 

Figure 2.3 demonstrates how contract management has witnessed systematic change 

for its use of records systems to systems of engagement. This stage is referred to as 

the System of Engagement as many software tools flooded the market to ease and 

simplify the burden of contract management across its value chain. However, the 

challenges arising from software licenses for the different phases of contract 

http://www.ironcladapp.com/contract-lifecycle-management/
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management slowed this transition period, as manual contract management methods 

continued to prevail. 

By the year 2010 digital contract management systems were on the rise. Many 

organisations started to adopt technological tools to manage contracts. Since then, 

contract management systems have seen significant acceptance and adoption with 

advancements in technology and the artificial intelligence required in contract 

management. For an SOE like Eskom required to keep pace with growing volumes of 

data in procurement and emerging technologies in artificial intelligence, the 

acceptance and adoption of contract management systems is critical for refining 

current methods of collecting, extracting, and analysing contract-related information.  

To better manage the high volume of contracts and the high contract value thresholds 

against supplier or contract performance, this study will provide a broad picture of the 

current effectiveness of Eskom’s contract management and the extent to which end-

user adoption is still extremely limited. The risk this presents to Eskom will also be 

highlighted as the contextual basis for which recommendations are made for the 

adoption of new and evolving capabilities to assist in Eskom’s contract creation and 

compliance process. Today, many choices exist in the market for CLM technologies. 

Options include everything from stand-alone best-of-breed technology and ERP 

solutions to spend suites that include contract management.  

Eskom has adopted the Oracle Primavera Contract Management System (OPCM), 

which is the document management, job cost, and field controls solution that keeps 

construction projects on schedule and budget through complete project control. Oracle 

Primavera Contract Management enables you to take on more projects without 

compromising progress or quality. How organisations select these solutions remains 

varied, but efficient contract management automation is back on the radar as part of 

the digital transformation imperative. This study will assess the extent to which Eskom 

is managing its contracts, the extent of use of OPCM, and the scope for more effective 

contract management at a public utility said to be “too big to fail.”  

2.8.2 Organisational Automated System 

The end-user acceptance of an organisational automated system entails the 

behavioral activity of organisational employees relative to the usage of a mandated 
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enterprise application that an organisation implements for usage in executing business 

tasks (Rivard and Lapointe, 2012:899). End-user adoption on the other hand is 

concerned with how users embrace the organisational application system as a tool for 

task execution, as a compliance requirement for work-related tasks (Priyanka and 

Kumar, 2013:33).  

In the context of this study, the end-user acceptance and adoption of a contract 

management system take precedence in Eskom’s projects. Eskom adopted a contract 

management system in 2012, as part of its “back-to-basics” programme. Yet according 

to the organisation’s empirical evidence, the system has not been fully adapted to its 

proposal as extraordinarily little has been introduced and it is still under-utilised in other 

organisations, whereas it is well-utilised in other companies and shows benefits that 

comes with it.  

The study’s research problem statement alluded to challenges encountered by 

contract managers and other end-users and management in adopting the system. This 

study suggests a need to explore an inherent failure to adapt to the new way of 

managing contracts at Eskom. For business modeling processes to be effective, 

accomplish the required business tasks in time, and with the right format for 

computational processes and procedures, Nanthida (2011) puts forward that it is 

imperative to attain a complete buy-in from end-users are expected to utilise such a 

system. End-user acceptance and the adoption of contract management systems are 

imperative in an organisation to help deliver tasks cost-effectively and efficiently. 

Automating contract management is now seen as a way of enhancing visibility into 

enterprise contracts and limiting cost implications resulting from poor compliance and 

regulator backlash (Johannessen and Olsen, 2011). As such, spending valuable hours 

managing contract documentation processes can be seen as a poor performance 

indicator in contract management within an organisation. Ssempebwa (2014) stresses 

that by making use of Enterprise Content Management software (ECM) in contract 

management, there is a notable and significant reduction in the time it takes to 

complete tasks without sacrificing the quality of work.  
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2.8.3 Benefits and Drawbacks of using a CMS 

There are several identifiable benefits to using contract management systems in an 

organisation like Eskom. These include improved contract negotiations, reduced time 

and costs and improved productivity. A contract management system, when 

automated, can manage many of the administrative tasks in contract management 

which typically slow down productivity when executed using traditional systems of 

contract management (Forrester, 2013:8). Similarly, creating new folders and the task 

of document transfer between employees is easier using contract management 

systems (Ssempebwa, 2014). A contract management system automates many tasks 

to keep the agreements uniform while protecting the company's interests. This 

includes (Johannessen and Olsen, 2011; Busch and Lamoureux, 2014): 

1. Reduced storage, printing, and courier costs. 

2. Fewer data entry errors and lost or misplaced files. 

3. Improved security with version tracking and role-based access. 

4. Central control over contracts. 

5. Improved accountability over stipulations and conditions. 

6. Higher productivity due to faster processing times; and, 

7. Simplified records management. 

Contract management systems are not without their limitations. The drawbacks of a 

contract management system according to Busch and Lamoureux (2014:12) can be 

costly when not addressed in running projects. Primarily, there are three areas of 

contract management that end-user acceptance and adoption of contract 

management systems can help address:  

(a) Missing Contract Documentation: In contract management, there can be 

several contracts and drafts that are moved through an organisation. When 

using a manual system, mobility of such documents, as they exchange hands, 

tends to create incidences of lost files critical for strategic planning, resource 

allocation, or just the execution of the contract with the essential stakeholders 

(Busch and Lamoureux, 2014:11). In the context of this study, lost claims on 
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contracts with suppliers owing to limited or lack of adequate contract process 

documentation has been an increasingly costly setback on Eskom's Duvha 

Recovery project (Eskom, 2017:1). 

 

(b) Inconsistent Versions of the Same Contract: Another challenge with the lack of 

adoption of the contract management system is the generation of inconsistent 

versions of the same contract documentations (Busch and Lamoureux, 

2014:18). 

 

(c) Limited Visibility of Contract Obligations: Without adequate communication 

among employees and how users are to make use of the contract management 

system, there can be limited visibility of contractual obligations in the 

organisation (Forrester, 2013:), making it difficult to monitor contracts 

effectively. This is worsened by the loss of institutional memory when contract 

managers leave the organisation and take their knowledge with them. Limited 

visibility is one of the key reasons why some contractors under- or over-charge 

the client undetected. 

 

The next section concludes this chapter with an appraisal of the Unified Theory of 

Acceptance and Use of Technology (UTAUT) insofar that it provides the context of a 

contract management system’s adoption at Eskom.  

 

2.9 APPLICABILITY OF UTAUT TO ESKOM 

A state-owned entity like Eskom needs information systems that facilitate the 

management of generated documents during business processes on a digital platform 

(Ayaz and Yanartas, 2020). The development of information and communication 

technologies facilitated the transfer of documents to digital platforms. Ayaz and 

Yanartas (2020:1) make a significant statement in saying “users are expected to have 

the intention to use this system for the successful implementation of electronic 

documentation management systems” or (EDMS). 
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The fact that users should have the intention to use a contract management system 

at Eskom is what lies at the heart of this study on end-user acceptance and the 

adoption of contract management systems at Eskom. While this study does not seek 

to evaluate the application of UTAUT within the context of Eskom, it does borrow from 

the concepts of performance expectancy, effort expectancy, social influence, and 

facilitation conditions to understand end-user acceptance and the adoption of contract 

management systems at Eskom. The study interrogates how individual factors, 

technology anxiety, and adaptation timelines influence end-user acceptance and the 

adoption of contract management systems at Eskom. 

 

Figure 2-4: An Adapted Unified Theory of Acceptance and Use of Technology  

Source: Algharibi & Arvanitis (2011) 

 

Adopting new technologies requires a cultural shift, which does not happen overnight. 

Shifts for many users take time as their aptitude towards adapting to new technology 

differs. This characteristic is critical to end-user acceptance and adoption of contract 

management systems. Figure 2.4 demonstrates how individual factors, technological 

anxiety and a wide-ranging adaption timeline can influence the performance, effort, 

social influence, and other facilitating conditions in place to make end-user acceptance 
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and adoption of contract management systems effective (Algharibi and Arvanitis, 

2011). Therefore, the study methodology adopted for this research is designed to 

incorporate these concepts in testing end-user acceptance and the adoption of 

contract management systems at Eskom, using the DU3R as the unit of investigation.  

 

2.10 CHAPTER SUMMARY  

This chapter has provided a synopsis of some of the key elements of contract 

management. In demonstrating the fundamental principles of contract management, 

the chapter has sought to demonstrate how contract management as a post-award 

activity, determines the successful risk management and project management of 

Eskom’s mega-projects. This chapter also supports a position for planning, decision 

making, control, and promoting effective contract management while exercising 

prudent risk management within the given legislation framework of South Africa. This 

chapter also makes a case for accepting and adopting contract management systems 

as a more viable alternative to mitigating the risks inherent in contract management. 

By relying on international literature, the chapter has also established the extent to 

which South Africa has adopted internationally accepted norms and standards within 

the ambit of contract management. The next chapter will present a description of the 

research methodology adopted in this study to measure and respond to the research 

questions raised in Chapter One. 
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CHAPTER THREE 

RESEARCH METHODOLOGY 

 

3.1 INTRODUCTION 

This section will outline the technique adopted in this research to answer its key 

research questions. Drawing from the work of Leedy and Ormrod (2010:6), research 

methodology in this study is understood to be the inclusive process of identifying what 

data is required, how it will be collected, evaluated, analysed, interpreted, and used 

as a basis to reach conclusive determinations on end-user acceptance and adoption 

of contract management systems at Eskom. Against the backdrop of a literature review 

that navigated an expansive body of literature on contract management, this chapter 

will provide a detailed discussion of the design and methodology employed to address 

the issues raised by its research questions.  

Mngqinya (2019) argues that one of the characteristic features of research has been 

the use, among most researchers, of an unyielding research design mostly prepared 

as part of desktop research, far removed from the context in which they implemented. 

They argue that extraordinarily little opportunity exists for the local people or 

institutions under study to identify research topics, frame research problems, and 

prioritise issues addressed by the research. Therefore, the focus of this chapter is on 

the data collection procedure that was followed in this study, the instruments used, the 

target population, sampling procedure, data capturing, and the analysis methods 

utilised. Inherent in such a discussion are core ethical considerations of research that 

include credibility, validity, reliability, and ethical issues.  

The chapter also lays out the expanded research philosophy in depicting the realities 

surrounding contract management systems acceptance and adoption by study 

respondents. The chapter follows the research onion as propounded by Saunders, 

Lewis, & Thornhill (2007), which mimics the layout of the methodology chapter. The 

research onion advocates that the researcher operates from the outside of the onion 

to the inwards, making appropriate philosophical and tactical decisions at each level.  
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3.2 RESEARCH PHILOSOPHY 

According to Hürlimann (2019), the research philosophy often referred to as the 

research paradigm involves an examination of the nature of knowledge, how it comes 

into existence, and how it is carried through the research undertaking. It relates to the 

principles that guide the worldview or stance that the researcher adopts during the 

research. The research philosophy guides scientific research and understanding 

paradigm-specific assumptions aid the researcher in enhancing the quality of findings 

and empirical evidence (Park, Konge & Artino, 2020). Saunders, Lewis, Thornhill, & 

Bristow (2015) stipulate that the philosophical positions are often described either from 

an ontological or epistemological point of view. Ontology refers to the legitimacy of 

reality and how the researcher understands its existence, while epistemology relates 

to the validity of information needed in research work and how it can be obtained. Two 

main research philosophies that emerge from the different ontological and 

epistemological assumptions are positivism and interpretivism.  

 

Figure 3-1: Research Philosophy 

Source: Magilvy & Thomas (2009:299) 

 

This study adopted the interpretivism philosophical stance. This stance has been 

described as the opposite of positivism. This paradigm is based on the underlying 

claim that the research can build their own perception and understanding of reality by 
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obtaining individual opinions and beliefs. Interpretivism believes that reality can be 

created by interpreting human insights and exchanging meanings during a social 

interaction process (Kelly, Dowling & Millar, 2018). The focus is thus on the thoughts, 

views, and ideas of research participants considering their socio-cultural backdrop. 

During the research, an interpretivist researcher plays an active role in drawing the 

holistic view of each participant’s actions, thoughts, and meanings. Epistemologically, 

an interpretivist emphasises that there is a need to obtain a deeper understanding of 

human thinking and behaviour to interpret actions from the concerned parties’ point of 

view (Bryman 2008). This is the philosophical position upon which this study has been 

based. The interpretivist paradigm was chosen because it allowed the researcher to 

gather thoughts and opinions regarding end-user acceptance and adoption of a 

contract management system within Eskom.  

 

3.3 RESEARCH DESIGN 

According to Babbie and Mouton (2006:104) “research design is a plan or structured 

framework of how you intend conducting the research process in order to solve the 

research problem.” Biggam (2015:114) argues that the research design must assist in 

answering the following questions 

1. What needs to be collected and why. 

2. Who and where must this data be collected from? 

3. Why is this data being collected? 

4. From whom is the data to be collected from; and, 

5. How the data must be interrogated.  

 

The study aimed at understanding the reasons why contract management at Eskom 

continues to present a challenge that catalyses some of the financial bleeding and 

poor performance in power generation, transmission, and distribution. The study is 

based on the case study research design concentrated at the Duvha power plant. The 

case study was directed at the Duvha power plant and was meant to identify the 
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organisational circumstances that provide a contextual investigation of the relationship 

between certain procurements, transactions, and contract management thereof 

(Eskom, 2014; Edmonds, 2015) with the use of an open-ended interview guide to 

glean important demographic and financial data to provide an analytical context.  

 

3.4 RESEARCH APPROACH 

Research can be conducted using the quantitative, qualitative, or mixed-method 

approach, and in this study, the qualitative approach was chosen. Qualitative research 

is human centered in its focus on the personal, subjective, and new basis of knowledge 

and practice in research processes (Kielmann, Cataldo, and Seeley, 2012). For this 

reason, the study adopts a qualitative methodology in seeking to situate the meaning 

of certain behavior observed and captured, as well as ways of doing things in each 

(Barratt et al., 2011). This study’s need to expose system usage challenges by 

respondents "from their own interpretation of challenges as end-users" brings an 

epistemological depiction of how best knowledge can be understood on end-user 

challenges to system usage (Strauss, 2015; Kielmann et al., 2012). Unlike using pre-

determined questions, the use of semi-structured enquiries allows for added questions 

to be asked in gathering more information from participants relative to new issues 

coming from the data gathering process (Kielmann et al., 2012).  

This corroborates with Hussey & Hussey's (2012) observation that qualitative research 

is, "a subjective approach which includes examining and reflecting on perceptions in 

order to gain a deeper understanding of social and human activities." In giving the 

rationale for qualitative research, it follows that the meanings found in the gathered 

empirical evidence are derived by people based on what they know and what they 

have experienced regarding the Oracle Primavera Contract Management system 

(Barratt, Choi, and Li, 2011). People assign meaning and sense to things, events, 

relationships, and the world at large to make sense of their lives and their experiences 

(Tsoukas, 2016). It is within this qualitative research perspective that this study occurs 

and in addition, this study employed the inductive approach to theory building. In 

inductive research approach, the researcher began with specific observations and 

measures, and proceeded to detect the themes and patterns in the data. This allowed 

the researcher to form early tentative propositions for further exploration. According to 



 

66 

 

Burney and Saleem (2008) this approach makes use of inductive reasoning by moving 

from specific observations to broader generalisations and theories. 

 

3.5 RESEARCH STUDY FOCUS  

In this study, Eskom is the research focus, founded in 1922. Eskom is a South African 

state-owned public entity established in terms of the Electricity Act of 1922 by the 

South African government to produce, transmit and distribute electricity. The name 

Eskom evolved from ESCOM or the Electricity Supply Commission, known back then 

in the Afrikaans language as the Elektrisiteitsvoorsieningskommissie or EVKOM. 

Eskom is the prime electricity producer in Africa and is among the topmost seven 

utilities in the globe when it comes to production capacity and is in the top nine in terms 

of sales. It forms part of the major South Africa’s state-owned enterprises (SOEs). 

Eskom has enjoyed the prize position of being the crown jewel amongst South Africa’s 

SOEs until the first era of the 21st century.  

This study therefore focused on the current contract management system used by 

Eskom, which amongst other methods, also uses an automated system known as 

Oracle Primavera Contract Management System (OPCMS). The OPCMS was 

commissioned in 2012 to increase document control across entire contracts under 

Eskom’s construction management. It is currently being used to enhance usability, and 

easy access, with crucial performance indicators, on control panels, and in reports. It 

provides specialised functionality for users on the project with task-based resolutions 

as well as tracking accountability of supporting documents. The OPCMS manages all 

aspects of contractor contracts and performance data in a single dashboard while also 

providing for streamlined and expedited payments (Oracle, 2018:1). 

Yet its uptake as a tool of contract management is slow and fragmented. This chapter 

outlines the research methodology implemented to investigate end-user acceptance 

and adoption of contract management systems at Eskom by focusing on the Duvha 

Recovery Project of Eskom as a case study.  
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3.6 THE RESEARCH STUDY SITE 

This study sought to identify and assess the causes for low levels in end-user 

acceptance and the adoption of the contract management system at Eskom, 

specifically in Eskom’s GCD. This will entail examining the role and understanding of 

contract managers in enhancing incorporation across internal functions within the 

adoption and full utilisation of a contract management system. 

The case study of this research project was the Duvha Recovery Project in 

Mpumalanga. The Duvha Recovery Project was selected as a small pilot study 

because of its potential to demonstrate the efficacy of contract management systems 

in a high turnover project with multiple service providers, a defined budget, and distinct 

project timelines. The Duvha power station is located fifteen kilometers east of the city 

of Emalahleni (formerly known as Witbank) in South Africa’s province of Mpumalanga. 

It is a coal-fired power plant known for its three hundred meters tall chimneys, which 

are the second and third tallest structures in Africa. Construction of the power station 

commenced in 1975 and the last group came into action in 1984.  

Duvha was constructed with a staggering amount of about R1.6 billion, it is a giant of 

superlatives its chimneys were the largest freestanding concrete constructions, and 

its mine the largest open-cast colliery in the Southern Hemisphere. The power station 

marks 22 years of existing this year (Eskom, 2021). The total electricity capacity 

installed at Duvha is about 3,600 megawatts (MW) with the following technical detail: 

1. Six 600MW units Installed capacity: 3 600MW 

2. 2001 capacity: 3 450MW 

3. Design efficiency at rated turbine Maximum Continuous Rating (MCR) (%): 

37.6% 

4. Ramp rate: 40% per hour 

5. Average availability over last 3 years: 89.85% 

6. Average production over last 3 years: 22 798 Gigawatt hours (GWh) 
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Figure 3-2: Locational Map of the Duvha Power Station, Mpumalanga Province 

Source: www.wikipedia.org, Accessed 7 June 2021 

 

In 1993, Duvha became the world's first power station to be retrofitted with pulse jet 

fabric filter pants on three of its six units (Eskom, 2021). The merit of these plants was 

their contribution to reducing air pollution by removing almost 99.99 percent of the fly 

ash, which is normally released into the air through the station’s chimneys (Eskom, 

2021). Yet on the 8th of January 2003, its Unit 2 generator exploded while being 

returned to service after a malfunction. Again, in February 2011, another unit failed 

catastrophically while performing over-speed testing. This damage led to the 

establishment of Eskom’s recovery programme established to ease pressure on 

electric power systems in South Africa.  

Unit 3 of the Duvha power station (known as DU3R) is a refurbishment project within 

this programme substantive procurement and related contract management. DU3R 

represents many of the contract management challenges that Eskom faces, especially 

after 2014 when over-pressurisation of its boiler plant at Unit 3 blew up, resulting in 

the separate recovery project (DU3R) being established. The DU3R serves as an 

enabling case study to explore the future development of an improved contract 

management system that would make room for contract managers who possess skills 

in teaming and plan development, establishing goals for determining user 

requirements, and benchmarking program or method.  

http://www.wikipedia.org/
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Figure 3-3: Duvha Power Station 

Source: www.eskom.co.za, Accessed 7 June 2021  

 

In 2005, Eskom began an undertaking to expand its capacity to provide education 

through a major capacity expansion programme in an order to meet the growing 

demand for electricity. It is estimated that from 2018/19 the programme has incurred 

costs of R213,2 billion, which excludes capitalised borrowing costs (see Eskom’s Build 

Programme on www.eskom.co.za, Accessed 05 October 2021 and Eskom, 2020). 

These costs have been incurred namely to refurbish, maintain, and consolidate the 

work of current power plants as a measure to keep electricity supply aligned to 

demand. One of the plants that form part of the Build Programme includes the Unit 3 

Refurbishment Project of the Duvha Power Station (or DU3R) – the subject of the 

research. DU3R is a central element of the refurbishment programme and presents a 

case study to examine how the role of contract management in such volumes of 

expenditure becomes extremely critical to the sustainability of Eskom as a public 

entity.  

Currently, GCD, responsible for the refurbishment programme, has over 5,000 

contract managers who each oversee at least three contracts each, depending on the 

size of the contract. GCD contracts by 2016 were valued over R250 billion. Yet 

contracts are not being managed effectively. The current contract management 

administration and system use have resulted in overspending on some contracts or 

http://www.eskom.co.za/
http://www.eskom.co.za/
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inadequacy in execution thereof. This has resulted in misleading cash flow information, 

over-expenditure on contracts, and delays in payments, as the contract managers are 

sometimes unaware of contract changes or modifications. In many cases, because of 

limited use of contract management systems, changes to contracts are not easily 

detected, resulting in more serious litigation against Eskom that further bleeds the 

SOE, as contractors often, win cases against Eskom. 

Using the Duvha Power Project as the basis of the enquiry undertaken by this study, 

the adopted research methodology is outlined in this chapter towards seeking 

responses to the research questions. 

 

3.7 CONTRACT MANAGEMENT THEORETICAL FRAMEWORK  

Contract management may be perceived from a variety of theoretical and empirical 

principal theories, conceptual frameworks, and paradigms. Figure 3.3 presents a 

typical supply chain management (SCM) process: 

 

Figure 3-4: A Typical SCM Process 

Adapted from Sanderson et.al., (2015) 

 

In this study, the propositions were that poor contract management can impact the 

effectiveness of projects, and only through an effective contract management system, 
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accepted and adopted by end-users, will Eskom effectively manage its projects. 

Therefore, it is also argued that appropriate software contract management systems 

can reduce off-contract spending, reckless spending, unclear performance, and poor 

compliance. This is achieved through greater contract visibility, better management 

processes, and improvements across the value chain that assist in realising higher 

contract compliance.  

Several issues have already been determined for the current contract management 

practices of Eskom. Because technology was already being installed to improve these 

practices, this study sought to contribute to the broader knowledge regarding the 

extent to which technology can be a remedy for these problems, notwithstanding other 

enablers of process improvement. These included a “people‟ perspective or 

interpretivism research approach focused on the roles and responsibilities of contract 

managers and the behavioral aspects of contract managers playing a role in contract 

management at Eskom. 

 

3.7 STUDY RESEARCH OBJECTIVES, AND RESEARCH QUESTIONS  

Although already outlined in Chapter One, by way of reiteration to lay the ground for 

the research design and methodology, the research objectives, and research 

questions of this study were as follows: 

3.7.1 Objectives of Study  

This research study aimed to:  

3.7.1.1 Establish how effective the employees’ current end-user acceptance and 

adoption of Eskom’s contract management system are in successfully 

executing contract management processes.  

3.7.1.2 Identify the drawbacks of end-user failure to accept and adopt the contract 

management system.  

3.7.1.3 Ascertain the benefits of using a contract management system in Eskom’s 

projects; and, 

3.7.1.4 Propose recommendations towards compliance of end-user adoption of 

contract management systems at Eskom. 
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3.7.2 Research Questions  

The primary research question addressed by this research study asked: How can end-

user adoption of Eskom's contract management system be optimised at its major 

projects?  

The research sub-questions for this study were therefore outlined as follows: 

3.7.2.1 How effective the employees’ current end-user acceptance and adoption of 

Eskom’s contract management system are in successfully executing 

contract management processes?  

3.7.2.2 Why is there end-user failure to accept and adopt the contract management 

system? 

3.7.2.3 What are the benefits of using a contract management system in Eskom’s 

projects? and, 

3.7.2.4 What recommendations can be proposed towards compliance of end-user 

adoption of contract managements systems at Eskom? 

3.8 SAMPLING STRATEGY ADOPTED 

This study adopted a purposive sampling strategy in its adoption of a qualitative 

research method. The purposive sampling strategy lent itself well to the research 

approach given the pointedness of the primary research question and the case study 

which has a universe of contract management personnel easily identifiable from a 

sampling point of view.  

Because of the size of Eskom and its over 50,000 employees, this study focused only 

on contract management personnel whose responsibilities included the Duvha Power 

Project in Witbank, and its employees who deal exclusively with contract management 

along its value chain. Figure 3.4 demonstrates the population that the study would 

select its sample from. 
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*(Where n is the expected total number of respondents to be interviewed) 

 

Figure 3-5: Eskom Contract Management Sampling Frame 

Source: Own Research Fieldwork (2021) 

 

It is important to demonstrate the small universe from which this study was selected. 

O'Leary (2013:141) describes the process of selecting elements of a population to be 

included in the research as sampling. A sampling strategy assists to determine the 

sampling technique to be utilised in a research study in its quest to answering its 

research questions from its defined sample. This chapter has already emphasised that 

the qualitative research in this study best suited the study because of its human-

centeredness that would aid the research in finding answers to the primary research 

question that asks how end-user adoption of Eskom's contract management system 

can be optimised in major projects like the Duvha Power Project.  

 

Chapter Two demonstrated that Eskom already has in place a sophisticated contract 

management system. But the utilisation of the system is extremely low. This study 

focused on the personal, subjective, and influence of knowledge and practice by study 

respondents in utilising the contract management system (Kielmann, Cataldo, and 

Seeley, 2012). Adopting a qualitative methodology in seeking to situate the meaning 

of certain behavior observed and captured, as well as ways of doing things (Barratt et 

al., 2011) served the study’s need to expose system usage challenges by respondents 

"from their own interpretation of challenges as end-users" which brought an 
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epistemological depiction of how best knowledge can be understood on end-user 

challenges to system usage (Strauss, 2015; Kielmann et al., 2012).  

Upon receiving ethical permission to proceed with this study, the sampling frame was 

developed (n=31; see Figure 3.5) and the sample drawn (n=17). This sample size was 

regarded as appropriate given the total number of employees within Eskom. In 

addition, this number was deemed adequate because qualitative studies tend to reach 

saturation with a sample size above 20 (Saunders et al., 2018). The sampling strategy 

in this study ideally sought to extract three strata of samples: 

1. The first level of sampling in this study comprised Duvha Power Project 

officials within the contract management value chain as was outlined earlier in 

Figure 3.4, who were be sampled using purposive sampling to answer the 

study’s research questions; and, 

2. The second level of sampling, at Eskom Head Office, meant to draw from 

managers in contract management and procurement using a purposive 

sampling method. 

3. The study had also indicated at its outset a desire to also interview a deliberate 

selection of contractors for case study purposes, with whom Eskom has either 

had no incident within its terms of contract management, those in which either 

party (Eskom or contractor) has reneged on the contract and finally those in 

which either party (Eskom or contractor) has filed for litigation on the basis on 

contract management.  

However, due to the timing of the study’s data collection, being safety adjustment level 

3 of the national Coronavirus-2019 (or COVID-19), the study had to focus only on the 

first sample strata given the challenges of accessing the Eskom database presented 

in engaging contractors. Management of Eskom were also inaccessible given the 

ongoing crisis Eskom was subjected to at the time in ensuring an uninterrupted power 

supply during the COVID-19 lockdown period. The exploration of the untested views 

of both management and contractors presents an opportunity for further research. 

It is therefore imperative that the findings of this study are understood within the 

context of the research limitations imposed by the current era of a global pandemic, 
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which did not permit ease of access to study subjects. This gap in information that it 

presents is cause for further research and investigation soon. 

 

3.9 DATA COLLECTION 

3.9.1 Data Collection Instrument 

In terms of the agreed research design adopted, the approval was sought from Eskom 

to undertake the study. Permission was granted (Appendix A). The research 

instrumentation for data collection was further refined in line with consultative inputs 

of stakeholders. The research instrumentation comprised four core sections 

(Appendix B available on request due to Eskom confidentiality clause): 

1. Part A: An information sheet for study respondents on the objectives of the 

study and guidelines on how to respond to study questions. 

2. Part B: Basic demographic data of study respondents. 

3. Part C: Close-ended standard questions on contract management and 

contract management systems; and, 

4. Part D: Open-ended questions on the acceptance, adoption, utilisation, and 

effectiveness of contract management and contract management systems. 

 

Both Parts C and D were made up of general research questions posed to examine 

the perceptions of respondents on the end-user acceptance and adoption of the 

contract, the factors influencing its effectiveness, and strategies to remedy any 

challenges encountered. The research instrument was pilot tested on a group of 4 

contract management practitioners for ease of use, clarity of questions, and to 

ascertain potential challenges likely to be encountered in the collection of data. Formal 

letters requesting the sampled study population to participate in the study were drafted 

(Appendix C) and sent via email, followed up by a courtesy call to each sampled 

respondent. 
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The study was careful to consider ethical issues such as signed consent from 

respondents, permission to undertake the study, permission to access the data as well 

treating the information with confidentiality and anonymity. Permission to undertake 

this study and ethical clearance was also sought before proceeding with this study. Of 

the 17 study respondents who received research instrumentation to complete, only 9 

of them returned their responses by email with their written and consent forms that 

gave their permission to be interviewed (Appendix D), subject to the ethical 

considerations that govern the protection of their data in terms of the Protection of 

Personal Information Act of 2013 (POPIA 2013) and the ethical standards in research 

of the Da Vinci Institute (Appendix E). 

 

3.9.2 Data Collection Procedure 

Data used in this study were collected between 26 May 2021 and 15 June 2021, amid 

restrictions on movement and physical contact encouraged by the COVID-19 

pandemic to curb the spread of the virus. This meant that face-to-face interviews were 

impractical to undertake. In response to the existing conditions, respondents were 

emailed their consent forms with the interview guide and the Zoom link in preparation 

for the interview. The interviews were conducted online via Zoom and email and 

frequent telephonic communication was made in cases where internet connectivity 

was a challenge. Zoom was preferred over MS Teams because study respondents 

were more familiar with many people since the outbreak of COVID-19 and the 

restrictions on physical contact. The major concern during online interviews was 

technological challenges, internet connectivity, which forced some interviews to be cut 

short. However, email and telephonic follow-ups were made to ensure the 

completeness of data. 

The data collection phase also involved an examination of information in published 

documents on Eskom contract management in general and those related to the Duvha 

Power Project. This includes the perusal of documentation, reports, policies, 

regulations, procedures, legislation, plans, financials (where available), procurement 

documents, and contracts.  
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3.10 RESEARCH PARTICIPANTS  

Based on the sampled population, the research study was narrowed to the seventeen 

respondents identified in the portfolios itemised in Figure 3.4, who are based in the 

majority at Duvha Power Station and Head Office in Sunninghill, Johannesburg. The 

effect of COVID-19 on the study’s research, UTS (2020), a research agency of the 

Nippon Foundation, has noted that methods of data collection that are disposed to 

being impacted by the situation in COVID-19 include those that involve human contact 

(conferences and meetings, interviews, ethnographic research) and travel for data 

collection. As in the case of this study of Eskom’s contract management system, 

qualitative research has had to modify its data collection instruments away from 

traditional questionnaires to other alternatives, such as social media or using online 

platforms or telephones for data collection. In retrospect, some of these alternative 

options could have been employed more widely in this study for the maximum yield of 

data collected.  

Because of the small size of the universe population of contract management staff 

working on the Duvha Recovery Project, most respondents declined to be interviewed 

for fear of being identified and victimised if their responses were deemed unpleasant 

by Eskom management. This observation was made also by the researcher in the data 

collection of those who did participate, that a certain level of hesitation, brevity, and 

vagueness infiltrates their responses to the questions posed in their responses to 

open-ended questions of the interview guide.  

 

3.11 DATA ANALYSIS  

According to Holloway and Galvin (2016), the main objective of qualitative research is 

to collect and analyse data to provide in-depth, socio-contextual, and detailed 

description and interpretation of the phenomenon of interest. Content analysis and 

thematic analysis are the two used data analysis techniques in qualitative studies.  

 

In this study, the analysis techniques employed for qualitative data which included 

thematic and content analysis. Emerging issues and topics as they related to the 
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research questions at hand were taken cognisance of as the data was being analysed. 

The data analysis process also served to highlight how the different levels of authority 

in contract management at Eskom translated into different experiences and challenges 

about end-user acceptance and adoption of contract management systems within 

Eskom and how it influences Eskom’s performance management and financial 

viability.  

 

Figure 3-6: Flowchart of the Chosen Reflexive Thematic Analysis for the Study 

Source: Adapted from Young and Hren (2015) 

 

The thematic data analysis used, involved rearranging gathered primary data into 

codes, categories, and themes (Young and Hren, 2015) using a six-stage reflexive 

thematic data analysis procedure for doing analysis wherein key phrases were 

identified that when condensed together illuminated as certain categories of analysis 

(See Figure 3.5). The phases are sequential, although each build on the previous one, 

with movement back and forth between the phases as shown in Figure 3.5. 
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3.12 ETHICAL CONSIDERATIONS 

According to Patton (2002:407), “qualitative methods are highly personal and 

interpersonal, because naturalistic inquiry takes the researcher into the real world 

where people live and work, and because in-depth interviewing opens up what is 

inside people—qualitative inquiry may be more intrusive and involve greater reactivity 

than surveys, tests and other quantitative approaches.” Following the 

recommendations by Gajjar (2013) and others, several ethics issues were taken into 

consideration before and during data collection and analysis. The researcher sought 

written consent from Eskom Management to undertake the study. The researcher also 

ensured that the research instrument is structured in such a way that there is no 

mention of the participant’s name. A statement as to the strict confidentiality with which 

data will be held was expressly stated. Ethical considerations were taken care of by 

the researcher briefing the respondents as to the purpose of the research, their 

relevance in the research process, and expectations from them. All the participants 

were assured of confidentiality and that all data would be reported as aggregate data. 

The research was conducted in a manner that ensured no harm to the subjects, and 

the respondents were informed of their right to withdraw from participating in the study 

without prejudice. The respondents were also informed of their rights to the research 

findings. 

 

3.13 CHAPTER SUMMARY 

This chapter has presented an outline of the research methodology, philosophy, and 

design adopted in this study with illumination on the chosen qualitative research 

strategy. It outlines the key elements of the study’s research imperatives, its sampling 

strategy, how data was analysed and how inherent limitations could impact the 

research findings and the conclusions drawn. The following chapter introduces and 

discusses the gathered empirical data for the study, and its subsequent analysis.  
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CHAPTER FOUR 

ANALYSIS OF STUDY FINDINGS 

 

4.1 INTRODUCTION 

This chapter presents the research findings of the study conducted on end-user 

acceptance and adoption of contract management systems at the Duvha Power 

Project of Eskom. The chapter is divided into three sections. The first section presents 

a brief demographic profile of the respondents who took part in the study. The second 

section presents a status quo of contemporary contract management at Eskom, using 

the Duvha Power Project as a case study. Finally, in the third section, this chapter 

seeks to explore the extent to which end-user acceptance and adoption of contract 

management system prevails at Eskom and would optimise contract management for 

Eskom notwithstanding the inherent risks in contract management. 

 

4.2 DEMOGRAPHIC PROFILE OF STUDY RESPONDENTS 

Based on the fieldwork conducted between 26 May and 15 June 2021, a brief 

demographic profile of the respondents who participated in this study is provided 

below. This works as a backdrop to understanding the complexity of contract 

management at Eskom. 

4.2.1 Age and Sex Structure of Study Respondents 

The research was conducted within a specific division of Eskom, called the Duvha 

Power Project and the findings of the study found that within Eskom’s Duvha Power 

Project, most of the employees are male. Fewer women make up the workforce 

involved in the Duvha Power Project value chain of procurement and contracts. A 

plausible reason for this relates to the contribution of erstwhile male-dominated 

professionals (quantity surveyors and engineers) in the supply chain system, which 

the Council for Built Environment (CBE) in South Africa concedes is male-dominated 

is white, male-dominated even though African males marginally outnumber females 

(Madikizela & Michell, 2018:1). The age structure of the study population displays a 
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greater tendency towards a young workforce, within the age groups 31-35 years and 

36-40 years. These age groups are characteristic of the global workforce, especially 

in emerging economies and as such, Eskom is duly constituted in terms of the 

workforce. Regarding the end-user acceptance and adoption of a contract 

management system, the current Eskom workforce is better positioned to start the new 

systems. Most individuals around these age groups are technologically able and have 

at some point in time been exposed to new organisational systems.  

4.2.2 Level of Education of Respondents 

Further analysis was done of the respondents’ level of education to determine the 

indicative levels of knowledge in contract management. Most of the respondents are 

well educated with at least a diploma and at most a master’s degree. None of the 

respondents had only a certificate or matric. The findings demonstrate how most of 

the study respondents have a bachelor's degree or higher in terms of their level of 

education. This confirms similar results by Ngugi (2017), who concludes that company 

management should ensure that the employees know the staff competency required 

to conduct the contract management procedures. This is a positive indicator of both 

the knowledge and ability to use contract management. 

4.2.3 Responsibilities of Respondents in Duvha Power Project 

The study also sought to establish the significant categories of responsibility of the 

respondents interviewed. It is apparent from the study findings that contract managers 

make up one-third of the core staff, with another third working on document control 

and document management. Project managers or end-users are less represented in 

the management of contracts related to the supply of goods and services in the areas 

of responsibility. The participants who took part in this study were from four main 

employment areas: contract management, engineering and quantity survey, project 

management, and document management. The highest number of participants came 

from contract management and document management departments. This can be 

regarded as a relevant audience for contract management study.  
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4.2.4 Duration of Responsibility in Duvha Power Project  

In her study of a contract management framework for Eskom’s Group Capital Division, 

Khomo (2005) identified the critical role of experience and knowledge of contract 

management staff in a dynamic and improving environment. This study sought first to 

establish the length of time that its respondents have been employed at Eskom. 

Eskom has employed a significant majority of contract management staff for more than 

10 years. While this fact attests to their experience within the power utility, it does not 

directly influence their length of time on the Duvha Power Project or in the field of 

procurement and contract management either. In examining the length of time that 

respondents in CM have spent on the multi-million Rands Duvha Power Project and 

in the discipline of procurement in general, given its role in contract management at 

Eskom, most of the workforce in the DU3R have worked less than 6 months on the 

project, even at the time of project closure. This is due, in part, to the fact that the 

DU3R is related to a singular event of the destruction of the main boiler at the power 

plant. This would mean that staff was brought in for that emergency only. In terms of 

their experience in procurement and contract management, rather, it is evident that, 

no matter their length of exposure to the Duvha Power Project or within the Power 

Utility as a whole, they have satisfactory experience in terms of years exposed. The 

time spent in procurement correlates with their period of employment at Eskom. 

 

4.3 CURRENT STATUS OF CONTRACT MANAGEMENT AT DU3R 

Before addressing the critical research question in this study, which asks: how can 

end-user adoption of Eskom's contract management system be optimised at its major 

projects? -  with the three defining sub-research sub-questions: 

How effective the employees’ current end-user acceptance and adoption of Eskom’s 

contract management system are in successfully executing contract management 

processes.  

a) How effective the employees’ current end-user acceptance and adoption of 

Eskom’s contract management system are in successfully executing 

contract management processes?  
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b) What are the drawbacks of end-user failure to accept and adopt the contract 

management system? 

c) What are the benefits of using a contract management system in Eskom’s 

projects? and, 

d) What recommendations can be proposed towards compliance of end-user 

adoption of contract managements systems at Eskom? 

The study findings discussed in this section point to the ineffectiveness of end-user 

acceptance and adoption of a contract management system at Eskom. While the 

system is available, a limited number of contract managers are trained to use it, and 

only a few uses an internal purpose-built CM system, while only 8 percent use a 

packaged CM system. The remaining end-users used manual versions of contract 

management. For this chapter to provide perspective on the effectiveness of Eskom’s 

employees’ current end-user acceptance and adoption of Eskom’s contract 

management system in successfully executing contract management processes, 

isolating the drawbacks of end-user failure to accept and adopt the contract 

management system and appreciating the benefits of using a contract management 

system in Eskom’s projects, the status of contract management at DU3R is discussed 

first. 

  

It is often argued that without committed and experienced contract managers, it is 

virtually impossible to have an efficient contract management system, whether your 

organisation relies on contract management (CM) software or not. Ideally, contract 

managers should display certain capabilities contract management, be able to tracts. 

Additionally, they must be able to track contractual obligations, ensuring reports and 

invoices are submitted accurately and timeously while preparing periodic reports on 

project performance to the renewal or expiration of any particular contract.  

The study identified the capabilities that their contract management staff on the Duvha 

Power Project perceives themselves to have in determining how effective the current 

level of end-user acceptance and adoption of Eskom’s contract management system 

at DU3R, is. To do this, study respondents were asked to do a self-assessment of their 

capabilities. 
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Respondents have a general level of satisfaction on some of the key capabilities they 

possess. Paramount is their understanding of their roles and responsibilities in CM. 

Respondents showed high levels of satisfaction regarding management support at 

their disposal, access to necessary tools to execute their tasks, adherence to 

compliance, and the delegation of authority utilised within the DU3R. Notwithstanding 

the presence of a contract management system in place at Eskom, up to 45 percent 

of the respondent voiced concern about the adequacy of Eskom’s CM systems and 

the support they could provide to Eskom’s contractors a result of this. The level of risk 

that CM exposes Eskom to in the Duvha Power project was also significantly 

unsatisfactory – a fact that is a result of the underutilisation of the CM system. 

 

With respondents’ self-assessment in mind, the study assessed their capabilities in 

terms of scale and turnover of contracts that respondents have managed. In general, 

most respondents have managed between 6 to 10 contracts at Eskom, far above the 

normal average, raising an important finding in the correlation between length of time 

at Eskom and the number of contracts managed. There is currently no correlation. Yet 

a rapid synopsis of contracts entered by Eskom, for works at the Duvha Power Project 

since 2016, can be summarised in Table 4.1. Since the destruction of the Duvha power 

plant’s boiler Unit 3 in 2014, there have been ten significant contracts in place between 

2016 and 2020. Some have lapsed, others still active, one has an unidentified budget, 

and another still must have its timeframe defined. The total value of contracts placed 

within the 2018/ 2019 financial year was R311,115,847.00 and the average period per 

contract is between 3 months and a year. 

   

To establish the status quo of the acceptance and adoption of contract management 

systems for the suite of contracts related to the Duvha Power Project or DU3R, 

respondents were allowed to evaluate the extent to which their acceptance and 

adoption of contract management systems affect the performance of contract 

management at DU3R. This evaluation was made in the context of the usage and 

benefits of the system (OPCM), its reports as an outcome, which includes the value it 

adds in managing the contract especially when changes arise in the contract as 

outlined in Figure 4.1. 
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Table 4-1: Summary of DU3R Contracts (2016 – 2020) 

Project 
Contract # 

Brief Contract Description Length of 
Contract 

Contract Amount 

1 Provision of professional services for oiler 
structural assessments 

Expected to 
last 5 years R60,000,000.00  

2 Provision of initial structural repairs work for 
safe demolition of Unit 3 boiler 

5 months 
R11,178,191.88 

3 Provision of steel works 3 months R20,083,073.81 

4 Demolition of damaged boiler 26 months R199,827,433.73 

5 Design and construction of spares storage 
facility 

16 months 
R4,745,265.00 

6 Design and construction support to the main 
contractor 

16 months R2,191,065.00 

 

7 Design and construction of scrap laydown 
facility 

Unidentified 
period 

R4,666,706.45 

8 Erecting and dismantling of scaffolding and 
replacement of insulation material  

3 months Unknown  

9 Construction of walkway and upgrades to the 
existing parking area 

4 months R2,001,582.10 

 

Source: Own Research Fieldwork, 2021 

 

It must be noted that all these elements interrogated in this section form part of the 

basis of Oracle Primavera Training on the use of the Oracle Primavera Contract 

Management System. This indicates that respondents are familiar with areas of 

interrogation, have knowledge and experience of managing these areas manually, and 

have been trained to do the same using the Oracle Primavera Contract Management 

System: 
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Figure 4-1: Elements Influenced by Usage and benefits of the Contract Management 
System (CMS) on Performance of Contract Management in DU3R 

Source: Own Research Fieldwork, 2021 

 

As the previous section analysed the self-assessment by respondents in terms of their 

capabilities and volume and scope of contracts, this section reports on how in DU3R, 

the elements influenced by usage and benefits of the contract management system 

used at Eskom (OPCM) on the performance of contract management in DU3R are 

considered in this section in terms of end-users acceptance and the adoption of its 

terms of responsibilities, renewals access to contracts, value for money and 

adherence to compliance. 

4.3.1 Contract Management Systems Protocols at DU3R 

The study findings attracted extremely low responsiveness to questions on contract 

management systems protocols at DU3R. The reason for this, though speculative, 

could be related either to the general low-level of response as discussed in Chapter 

Three, or, to fear of reprimand or victimisation should respondents respond to a project 

that has attracted negative media and parliamentary publicity -- see for example 

articles in: 

1. Daily Maverick “Eskom’s problems are of its own making” of 09 February 2016,  

2. Fin24 “Eskom told to restart R4bn Duvha tender” of 30 June 2017,  
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3. Fin24 “How Eskom bankrolled Trillian without tenders or contracts” of 30 June 

2017,  

4. Parliamentary Monitoring Group “Unplugging corruption at Eskom” of 18 

October 2017,  

5. News24 “Explosion at Eskom power station should not have happened” of 11 

October 2018,  

6. News24 “The Eskom Files” 

4.3.2 Contract Performance at DU3R 

The management of contractor performance was identified during the thematic 

analysis of the literature review and the review of legislation and policy frameworks as 

a critical activity for effective contract management. The National Treasury (2010a:11). 

The findings of the study confirm that only 30 percent of respondents, as end-users, 

fully adopt and utilise the contract management system in delivering optimised 

contract outcomes for Eskom’s projects. This, the findings revealed, also included poor 

communication and interaction with contractors monthly to discuss progress, 

payments, and variations.  

Only 10 percent of respondents met with contractors weekly, while most 60 percent of 

contract managers met contractors “as and when needed”. It can thus be argued that, 

given an already tragic track record in respect of contracts at the DU3R, as hinted by 

media and parliamentary reports, Eskom does not have a structured or systematic 

method of managing the performance of their contractors. If only 30 percent of 

respondents have fully accessed and adopted contract management systems that 

would prompt the need for contractor engagement, the study findings are suggestive 

of an urgent need for Eskom to address the inherent challenges it faces in respect of 

contract performance using the OPCM system.  

4.3.3 Contract Management Policy 

In respect of the overall knowledge and familiarity of Eskom’s contract management 

policy, its responsibilities, and protocols. Most CM officials at Eskom are not entirely 

familiar with the process. Given the generally high levels of experience that CM 

respondents working on DU3R contract management displayed, the findings of Figure 
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4.10 are evidence of the low level of familiarity with contract management policy. This 

finding has implications for end-users interfacing with a contract management system 

which requires policy awareness as a framework within which CMS is utilised.  

4.3.4 Contract Renewals at Eskom DU3R 

It is important in contract management that the pre-requisites of a contract renewal 

are understood and met timeously. As part of the exercise in establishing the status 

quo of contract management at DU3R, respondents were provided an opportunity to 

evaluate how contract renewal takes place to assess how using a contract 

management system would improve this key function of contract management. When 

asked what processes need to be in place for contract renewals to be made, a variety 

of inconsistent responses were provided, given the timing of the project and 

governance issues arising out of Eskom in this period, could also account for the poor 

tracking of contract renewals at DU3R as revealed by the study.  

Despite their responses, all the study respondents understood that for contract 

renewal to take place, all stakeholders must be involved. These include the project 

managers, the contracts manager project controls department (quantity surveying, 

planning, and scheduling) as well as the procurement and safety and health personnel. 

Notwithstanding that fewer of respondents indicated a lack of familiarity with the 

process for contract renewal, it must be noted that when contract managers undergo 

mandatory training for the Oracle Primavera Management System (OPCM) system 

training, they are sufficiently trained in all aspects of contract management, to navigate 

CM daily activities with ease.  

4.3.5 Contact Risks, Compliance and Contract closures 

The findings of this study revealed that the greatest risk in contract management in 

the DU3R Project at Eskom relates to very inconsistent information amongst the 

involved respondents concerning managing contracts. A significant number of 

respondents felt that the risks in contract management were high, while only a few 

respondents thought they were low, and a majority reported low risks. To establish the 

extent of risk and the concerns it raises in contract management, study respondents 

were also asked to rate different risks and concerns as a high or low risk. Over half of 

the study respondents regarded risk management as a major challenge, one which 
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did not meet the audit standards of Eskom. Content issues of contracts and the 

dissimilarity in the levels of information regarding contract content were also identified 

as problematic. The content issues regarding contracts at Eskom can be concluded to 

be a dominating factor in managing risk in CM. The awareness of the risk involved in 

the management of contracts is exceedingly high. 

 

In respect of compliance, the research study sought to establish from study 

respondents the extent to which they understood the relationship between compliance, 

accountability, and contract management. The study results confirm that respondents 

are aware of the relationship between compliance requirements and contract 

management. The study found that most respondents placed full responsibility for 

compliance with procedure and regulation on Eskom’s Finance Executive or Chief 

Financial Officer, whose responsibility it is to ensure compliance. Most of the 

respondents conceded that compliance activities at Eskom should lead to an 

improvement of contract management with only a few arguing for increased 

transparency of contract contents and guaranteed contract deliverables.  

4.3.6 Contract Disputes 

Towards improving contract management at DU3R, the study found that no less than 

65 percent of respondents expressed a view that contract management at Eskom is 

characterised by a plethora of contract disputes that plague Eskom. The reason for 

most of these disputes related to poor deliverables by the contractor and contractors’ 

schedules not aligning with project schedules. When probed as to how disputes were 

resolved, the overriding response was that Eskom’s legal team would resolve the 

matter with contractors. Yet it is noted that more than half of the respondents did not 

know how disputes with contractors are resolved. One respondent referred to a lack 

of knowledge of the content of contracts, which arises in many of the disputes that 

arise between Eskom and its contractors: 

“Contractors and project managers must understand the content of the 

contracts Eskom enters into …” (Respondent QM03, 27 May 2021) 
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4.3.7 Contract Management Resources 

There seemed to be no consensus amongst the respondents on whether Eskom’s 

contract management function is properly resourced, and this is a clear indication of 

them not having full knowledge of how adequately staffed a contract management unit 

must be to be effective. Respondents were asked how the staffing issue in contract 

management can be resolved. More than 75 percent of respondents did not know, 

while only 10 percent felt that if Eskom had the challenge of a high staff turnover and 

a heavy reliance on consultants, staffing issues are not likely to be resolved. 

4.3.8 Contract Breaches and Penalties 

Most respondents of respondents expressed concern about how Eskom’s lack of 

attention to contract management results in loss of revenue through penalty payments 

to contractors:  

“The project and contract managers need support and confidence to be 

able to deal with suppliers. There must be mutual beneficial relationships 

with suppliers to avoid breaches …” (Respondent QM 03, 27 May 2021) 

“…because Eskom must not always take the fall for mistakes made by our 

suppliers” (Respondent QM 04, 12 June2021) 

4.3.9 Poor Management of Contracts 

If the poor management of contracts at Eskom is a possibility, respondents felt that 

the risks include: 

1. The creation of a conducive environment for malpractice. 

2. Delays in project schedules, cost overruns, and poor workmanship by 

contractors. 

3. Avoidable litigations. 

4. Compensation events. 

5. Non-compliance; and, 

6. Fruitless and wasteful expenditure.  
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Against this backdrop wherein Section 4.3 has demonstrated the status and 

understanding of respondents of contract management, Section 4.4 below goes on to 

evaluate the effectiveness of current end-user acceptance and adoption of Eskom’s 

contract management system.  

4.4 EFFECTIVENESS OF CURRENT END-USER ACCEPTANCE AND 

ADOPTION OF ESKOM’S CONTRACT MANAGEMENT SYSTEM  

Chapter Two noted how an SOE like Eskom is required to keep pace with growing 

volumes of data in the procurement and emerging technologies in artificial intelligence 

for refining current methods of collecting, extracting, and analysing contract-related 

information. Eskom has adopted the Oracle Primavera Contract Management System 

(OPCM), which is document management, job cost, and field controls solution that 

keeps construction projects on schedule and budget through complete project control. 

OPCM enables an end-user to take on more projects without compromising progress 

or quality. 

This section draws from the study findings to assess the extent to which Eskom is 

managing its contracts, the extent of the use of OPCM, and the scope for more 

effective contract management at a public utility said to be “too big to fail.” Given the 

volumes and status of contract management at Eskom, and at the Duvha Power 

Project or DU3R, respondents were questioned on the extent to which they use OPCM 

and its effectiveness thereof to Eskom. The study findings suggest that despite its 

availability as a contract management tool, levels of adoption and acceptance of the 

contract management system of OPCM were very minimal. According to the findings 

of the study and compared to a study of the use of CM tools in European business 

enterprises wherein 72 percent of them used CM tools (Bearing Point, 2010), in the 

case of DU3R, only 32 percent of respondents used CM tools. Similarly, 24 percent 

relied on document management and only 16 percent have access to an internal 

purpose CM system. The contract template is the most widely used with 32 percent of 

respondents using it. These findings point to the ineffectiveness of end-user 

acceptance and the adoption of a contract management system at Eskom. While the 

system is available, and contract managers trained to use it, only 32 percent do, and 

only 16 percent have access to it. Most 68 percent of end-users used manual versions 

of contract management. 
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4.5 DRAWBACKS OF END-USER FAILURE TO ACCEPT AND ADOPT THE 

CONTRACT MANAGEMENT SYSTEM 

To also understand the effectiveness, transparency, and efficiency of contract 

management systems as far as end-users accept and adopt technological tools like 

OPCM for contract management, using the Duvha Power Project as a case study, 

study respondents were questioned on several criteria which included the approval 

processes, filing systems, open/closure of contracts, templates used and restrictive 

access to contract documents. The purpose of these questions was to establish the 

drawbacks in not accepting and adopting contract management systems. Since 68 

percent of end-users in this study have been trained and have access to OPCM as a 

contract management system, they still prefer manual methods of contract 

management. At an overly broad level, the views of the study respondents in terms of 

contract management processes at Eskom. There are serious drawbacks to the failure 

to accept and adopt contract management systems. These drawbacks include: 

4.5.1 Manual Processes of Contract Approval 

As a first step, 88 percent of respondents reported that the process of manually 

approving contracts is based on a checklist of activities for approval of contracts within 

their department. A close to 50 percent split of respondents used standard contract 

templates while others did not. Many of them noted how administrative-burdensome 

the manual creation of a contract can be. While the study respondents could not 

estimate how long it took to open a new contract 78 percent of respondents felt the 

reduction of time spent working on contracts would be beneficial.  

Because most of study respondents reported using a common filing and search 

mechanism for contracts in their different departments, the prospects of not locating a 

needed contract at any given point in time is high. Most respondents indicated that the 

contracts they work with must be filed more than once in different departments. As a 

result, 89 percent of respondents indicated that this meant that more than two 

unrelated people usually manage one contract document at any given point in time. 

The net result is that monitoring the life cycle of a contract is time-consuming, erratic, 

and unsystematic and the work-flow approval is inconsistent. Yet in using the OPCM 

system to manage contracts, an end-user can set up an approval process, track the 

workflow approval, and approve or revoke approvals. 
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4.5.2 Competing Priorities in Contract Management 

The study found that that study respondents involved in contract management at the 

Duvha Power Project found it difficult to priorities one project task over another, 

considering the multitude of open contracts at one given point in time – a feature that 

the OPCM eliminates as a contract management system. The OPCM makes provision 

for the management of different projects at any given point in time in the utilisation 

thereof to avert competing priorities. The scope of the project worsens the challenge 

of competing priorities in contract management and its urgency as the damaged boiler 

of Unit 3 requires replacement, given the country’s current energy and fiscal crisis, all 

tasks within contract management are of equal priority and importance. For each of 

the projects at DU3R, most of the respondents conceded that every activity in the 

workflow for every project was simultaneously a priority. With manual management of 

contracts, it becomes difficult for an end-user to manage a project, resulting in 

slippages that have been responsible for the increased litigation by contractors against 

Eskom. 

4.5.3 Risks and Related Compliances within DU3R Contract Management 

As the public and private sectors become increasingly aware of risks involved in 

contract management, the study sought to investigate the extent of understanding of 

levels of risks involved in contract management at Eskom. This is important given that 

this dissertation was written at a time when the Judicial Commission of Inquiry into 

Allegations of State Capture was underway, led by Deputy Chief Justice, Raymond 

Zondo (referred to as the Zondo Commission), looking into the extent of corruption in 

South Africa’s public sector and state-owned enterprises such as Eskom (Zondo 

Commission, 2020). In his online article on the five risks exposed by ineffective 

contract management, Colin Earl, Chief Executive Officer of Agiloft, Inc., explains the 

perils of ineffective contract management. He identifies the five major risks surfaced 

by ineffective contract processes as lax access controls; missed deadlines; 

compliance failures; inefficient approval workflow and ineffective reporting.  

The risks that this study’s respondents identified which arise from the limited use of 

contract management systems and the reluctance to accept and adopt contract 

management systems. The four competing high-risk factors identified were: 
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1. The failure to meet audit standards in contract management. 

2. An unsatisfactory workflow.  

3. Dissimilar interpretations of the content of contracts by Eskom and contractor; 

and, 

4. Contractors’ non-compliance to the terms and conditions of the contract.  

The study findings on the challenges of non-acceptance and adoption of a contract 

management system by end-users at Eskom, as perceived by the end-users 

interviewed in this study included poor auditing standards, non-compliances with terms 

and conditions of the contract and potentially risky contract content.  

4.6 BENEFITS OF USING A CONTRACT MANAGEMENT SYSTEM IN 

ESKOM’S PROJECTS 

In recognising the efficacies and drawbacks of end-user acceptance and the adoption 

of contract management systems, study respondents were asked to outline what they 

see as benefits to contract management systems. 

4.6.1 Effective Project Management and Contract Management 

Because contract management is defined as a continuous process from 

commencement of contract to its closure and the fulfillment of all contractual 

obligations, the fields of contract management and project management have 

significant overlap. While project managers are responsible for working with cross-

functional teams to actively manage new initiatives from start to finish, contract 

managers are responsible for keeping track of every deadline, deliverable, and other 

obligations laid out in the project's contracts. In this study, respondents identified the 

effectiveness of project management as one of the benefits of adopting a contract 

management system to better manage the compliance to the terms and conditions of 

their contracts, by contractors. This would include actively managing a project like 

DU3R from start to finish, keeping track of every deadline, deliverable, and other 

obligations laid out in the contracts with DU3R contractors. The study therefore 

confirmed that the process of effective project management was reliant on end-user 

acceptance and the adoption of contract management systems. At a broad level, end-
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user acceptance and the adoption of contract management systems do influence the 

project’s ability to remain with its time and budgetary parameters.  

4.6.2 Technical Capabilities of End-users in CMS 

Similarly, in respect of the technical capability of contractors involved, most 

respondents (75 percent) conceded that as end-users, their technical ability in contract 

management systems does assist in project completion within the scope, time, and 

budget it is not a dependent variable. The dependent variable on effective project 

management through enhanced technical capability was identified as their willingness 

(or reluctance thereof) to accept and adopt the exclusive use of contract management. 

This, the study respondents noted, was due to complexities in the work process flow, 

processes of authority, and conflicting decisions on contract amendments, variations 

of orders, and payments.  

4.7 BARRIERS TO END-USER ACCEPTANCE AND ADOPTION  

A contract management system is imperative for four important purposes: 

1. To maintain consistency in the formulation and enforcement of contractual 

relationships. 

2. To mitigate business risks between the company and a party (e.g., customer, 

vendor, supplier). 

3. To protect the company’s culture and mitigate compliance risks through the 

imposition of certifications, representations and warranties, and specific 

compliance obligations. 

4. To protect the accuracy of the company’s financial payment and receivables 

system by verifying the accuracy of payment terms and conditions under the 

company’s contractual agreements. 

More than 75 percent of respondents acknowledged the use of an information 

management system used at Eskom for contract management. The information 

management system that respondents referred to, is the Oracle Primavera Contract 

Management System (or OPCM). Yet indications were made by respondents 

concerning a lack of better coordination between the different business units of Eskom 
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and lack of clarity on roles and responsibilities between business units. Respondents 

also felt that, at a management level, there is still a need for support on the utilisation 

of OPCM and related templates: 

“Project capabilities and contract management resources must be well 

coordinated to ensure that all information is in a complementary system. 

Relevant documentation needs to be made available …” (Respondent QM 

01, 06 June 2021) 

An insignificant number of respondents (16 percent) involved in contract management, 

made use of the information system, being OPCM, but all respondents indicated a 

need to prioritise the use of a system such as OPCM. These findings raise important 

contradictions between the desire by Eskom contract management officials to 

implement effective contract management for desired project outcomes, and the actual 

implementation of effective contract management for desired project outcomes using 

OPCM. 

Yet several reasons were forthcoming in the study findings on why, despite the sound 

understanding of the effective benefits of CMS and the drawbacks, the acceptance 

and adoption of CMS remained low. The reasons included: 

1. The CMS being highly insufficient as a tool on its own, and Eskom’s 

procurement, project management, contract management, training, and other 

governance issues needed a holistic overhaul within which effective CMS can 

be accepted and adopted. 

2. The under-utilisation of processes and systems to mitigate business risks. 

3. The insufficient use of contract templates. 

4. An imbalanced ratio of contracts managed per contract manager.  

5. Insufficient training on CMS. 

To mitigate against these constraints, respondents called unanimously for more 

training in contract management, with emphasis on practical training and more “hand-

holding” practical training. To quote some respondents:  
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“...more training would need to be emphasised to ensure that the contracts 

management personnel are fully accustomed of their work within the 

business and are aware of their interfaces with other capabilities which at 

the same time will engrave a better understanding of their role within 

Eskom’s value chain ...” (Respondent QM02, 13 June 2021) 

“For maximum effectiveness of the system and the correction application, 

we need more training and orientation … (Respondent QM07, 8 June 2021) 

Table 4-2: Thematic Analysis of Barriers to End-user Acceptance and Adoption of a 
Contract Management System for Contract Management at Eskom 

Respondent Emphasis Keyword Theme 

Summarily, it is too complex for us to change to 

CMS. There are just too many contracts and too 

many people involved. It would be too 

cumbersome to capture the data digitally. It is 

best to work with what we know (Respondent 

QM 04, 12 June 2021). 

Adoption of CMS Contract document 

management 

Management needs to take full responsibility 

and accountability for all contract management. 

The issue is not manual or CMS, the issue is 

accountability and making it possible to 

implement CMS as per legislation and as per 

client-specific requirements (Respondent QM 05, 

26 May 2021). 

Accountability of role 

players 

Management 

Responsibility 

Consensus on the number of contracts, their 

lifecycle, approval procedure, variations. is just 

not present. We cannot migrate to CMS under 

these conditions (Respondent QM 08, 30 May 

2021). 

Uncertainty in CM process 

and procedure    

Governance  

The role of end-users in reporting is minimal. 

Beyond the daily checks on a contract, we have 

little input in enforcing CMS (Respondent QM 09, 

01 June 2021). 

Minimal involvement in 

decision making  

Compliance  

The OPCM is a complex thing. Why fix what is 

not broken? (Respondent QM 06, 28 May 2021) 

Performance expectation  Role of End-user in 

migration to CMS Best 

Practice   

I think it will cause problems because of contract 

approvals (Respondent QM 03, 27 May 2021). 

Contract approvals Compliance 

I have tried it. But it does not help if we are not 

all on CMS. You find yourself going back to the 

Contract Process mapping  Governance 
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manual because we must all use the same 

process (Respondent QM 02, 13 June 2021). 

The entire contract management function needs 

an overhaul, and we all start from point zero in 

implementing CMS or else it will not work. 

(Respondent QM 07, 08 June 2021). 

Contract Process mapping  Governance 

Source: Own Research Fieldwork (2021) 

 

Drawing from the example of Dingilizwe (2019), to ascertain the identified challenges 

experienced by end-users themselves, who more than management, are more at the 

cold front of contract management issues, a thematic analysis was conducted on all 

transcripts of interviews conducted with the study respondents. The key ideas that 

emerged from discussions with them, determined why such a low rate of end-user 

acceptance and the adoption of contract management systems were coded and 

grouped into keywords and themes as outlined in Table 4.2. 

From the study findings, it is also apparent that contract management employees 

recognise the significant role that senior management structures must play in both 

day-to-day operational decisions as well as strategic decisions. The role of 

Management and the Chief Financial Officer (CFO) in facilitating end-user acceptance 

and the adoption of contract management systems at Eskom is critical. 

 

4.8 CHAPTER SUMMARY 

Based on the research questions that this study sought to answer, this chapter has 

presented the analysed findings of the study. The study was based on a sample of 

respondents drawn from the contract management team who have worked on the 

Duvha Power Project. Chapter Four has highlighted the key findings of this study. The 

next chapter will discuss the findings in the context of the research questions and 

propose relevant recommendations on the effectiveness of contract management. 
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CHAPTER FIVE 

DISCUSSION OF STUDY FINDINGS  

 

5.1 INTRODUCTION 

This chapter presents a discussion of the research findings of the study based on the 

salient features of the findings as presented in Chapter Four. In discussing the 

findings, the chapter reflects on the study aims, objectives, and research questions to 

isolate the findings as far as they seek to answer the research questions. This chapter 

sets the stage for recommendations, areas of further research, and a way forward for 

Eskom in optimising end-user acceptance and adoption of contract management 

systems for so complex and organisation. This chapter presents discussions based 

on the empirical findings of this research presented in Chapter Four. The section 

organises the findings under the research question themes as posited in Chapter One. 

 

5.2 A REFLECTION OF THE PURPOSE OF THE STUDY 

In Chapter One, the study set out to provide the context for an understanding of why 

Eskom, as an SOE of the Government of South Africa, is experiencing challenges of 

power supply as a factor of effective contract management. Due to poor contract 

management, the inherent failure in ensuring the purchasing goods and services at 

the right quality and price and delivery on time, several recurring risks prevail. 

Litigation against Eskom is on the rise and the loss of finance due to poor contract 

management persists. As a result, there is a loss of money at Eskom which has not 

been properly addressed as Eskom, over the past years, has lost several 

constructions claims to its contractors, owing to inadequately generated, documented, 

processed, and administered contracts. This has come at a cost to construction 

projects because of limited supporting documentation captured in a centralised place 

to substantiate contractual decisions made.  

Innovations in contract management have seen a move towards adopting contract 

management tools that rely less on a paper trail, but more on automated systems to 
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assist track the lifecycle of any given contract. Eskom adopted the Oracle Primavera 

Contract Management system (OPCM), given the scale and volume of contracts it 

manages on a project basis. 

This study has, therefore, sought to investigate the end-user acceptance and adoption 

of contract management systems at Eskom, as the challenges experienced by the 

contract managers and administrators in optimising contract management continue to 

prevail. By way of case study, the Duvha Recovery project (DU3R) served as the basis 

for investigation in this study because of the scale of procurement being done for the 

project, following the damage when the Unit 3 boiler furnace was destroyed in March 

2014 due to over-pressurisation. This led to a Class 5 explosion and the loss of a 600 

MW generating unit. Six years later the project remains incomplete.  

 

5.3 GENERAL RESEARCH FINDINGS 

Several general findings can be isolated from the findings of this study, in respect of 

contract management at Eskom, the Built environment as a profession, and general 

project management at Eskom based on the findings of DU3R: 

5.3.1 Gender Parity in Eskom Workforce 

Within Eskom, no less than 44 percent of women make up the workforce involved in 

the value chain of procurement and contracts for the Duvha Power Project. Men 

account for 56 percent of the same workforce. A plausible reason for this relates to the 

contribution of erstwhile male-dominated professionals (quantity surveyors and 

engineers) in the supply chain system, which the Council for Built Environment (CBE) 

in South Africa concedes is male-dominated, is white, male-dominated even though 

African males marginally outnumber females (Madikizela & Michell, 2018:1). 

5.3.2 The age structure of the Eskom Workforce 

This has both negative and positive implications for Eskom if staff retention and 

capacity building is managed effectively, as a core cadre of contract managers can be 

developed or can cause high staff turnover, while adversely affecting contract 

management continuity. This inclination towards a young workforce is explained by 

UTAUT which was expanded on in Chapter Two. This theory proposes for broad 
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reasons or concepts within which end-user acceptance and adoption of a technology 

can be framed. These would be expectation of performance; expectation of effort; 

social influences and the conduciveness of conditions that collectively make adoption 

of a new technology palatable (or not). By extension therefore, gender, age, 

experience, and adaptiveness to use of technology become critical factors in the end-

user acceptance and adoption of contract management systems (Venkatesh et al., 

2003; Algharibi & Arvanitis, 2011). In this study, the end-users below the age of forty 

have displayed a behavior tendency towards rejecting the automated contract 

management system. 

5.3.3 Level of Education of Employees 

Although most of the study respondents have a Bachelor’s degree or higher in terms 

of their level of education, little evidence exists to indicated adequate tertiary education 

and training in contract management. Ngugi (2017) posits that company management 

should ensure that the employees know the staff competency required to conduct the 

contract management procedures through adequate contract management 

competencies. Facilitating conditions, according to UTAUT, are moderated by age and 

experience prevail at Eskom, yet still, it does not motivate end-user acceptance and 

adoption of contract management systems. 

5.3.4 Employee Characteristics 

The major categories of responsibility of the respondents interviewed in this study 

indicate that contract managers make up only one-third of the core staff, with another 

third working on document control and document management. Project managers or 

end-users are less represented in the management of contracts related to the supply 

of goods and services in the areas of responsibility. This presents a pertinent risk to 

contract management at Eskom, and potential legal and financial adverse implications 

for the power utility. The greater majority (more than 70 percent) of contract 

management staff have been in the employ of Eskom for more than 10 years. While 

this fact attests to their experience within the power utility, it does not directly influence 

their length of time on the Duvha Power Project or in the field of procurement either.  
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Almost 50 percent of the workforce in the DU3R have worked only less than 6 months 

on the project, even at the time of project closure. This is due, in part, to the fact that 

the DU3R is related to a singular event of the destruction of the main boiler at the 

power plant. This would mean that staff has been brought in for that emergency only. 

In terms of their experience in procurement and contract management, rather, no 

matter their length of exposure to the Duvha Power Project or within the Power Utility 

as a whole, they have satisfactory experience in terms of years exposed. The time 

spent in procurement correlates with their period of employment at Eskom. More 

significantly is that despite their experience in working in a contract management 

ecosystem, end-user acceptance and the adoption of contract management systems 

is a multi-dimensional construct incorporating the user perceptions of a contract 

management system and the support provided to use it (Brandon-Jones & Carey, 

2011). 

 

5.4 RESEARCH OBJECTIVES AND THE RESULTS OF THE STUDY 

This study sought to answer a primary research question on how Eskom's contract 

management system can be optimised for its major projects. 

5.4.1 Research Question 1: 

The study investigated the following research question: 

How effective the employees’ current end-user acceptance and adoption of Eskom’s 

contract management system are in successfully executing contract management 

processes? 

From the empirical findings of the study in Chapter Four, there are several key findings 

in respect to the current effectiveness of end-user acceptance and the adoption of 

Eskom’s contract management system in project delivery at Eskom’s DU3R project. 

These include:  

5.4.1.1 Possession of Key Capabilities to enable Adoption  

There is a high level of satisfaction by respondents on some of the key capabilities 

they possess. Paramount to this study is their understanding of their roles and 

responsibilities in contract management, which demonstrated high levels of 
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satisfaction in terms of management support at their disposal, access to necessary 

tools to execute their tasks, adherence to compliance, and the delegation of authority 

utilised with the DU3R. Yet this has not translated into effective end-user acceptance 

and the adoption of contract management systems, as many of the respondents 

indicated the unavailability of an adequate project-based CM system. Only 35 percent 

made use of the OPCM system available for contract management. This, the study 

findings suggested, exposed Eskom to a level of risk through the Duvha Power project 

that was significantly unsatisfactory.  

5.4.1.2 The scale and turnover of contracts 

In assessing the capabilities of study respondents in terms of the scale and turnover 

of contracts they managed, in general, most respondents have managed 6 to 10 

contracts at any given point, raising an important finding in terms of the correlation 

between length of time at Eskom and number of contracts managed. There is currently 

no correlation. But more importantly, study respondents conceded a need for more 

effective distribution of contracts to be managed across a project’s staff complement. 

Yet this, in the absence of effective end-user acceptance and adoption of contract 

management systems will remain with challenges. The net result is that monitoring the 

life cycle of a contract is time-consuming, erratic, and unsystematic and the work-flow 

approval is inconsistent. Yet in using the OPCM system to manage contracts, an end-

user can set up an approval process, track the workflow approval, and approve or 

revoke approvals. The manual business process for contract management is a 

psychological barrier to end-user acceptance and the adoption of CMS as end-users 

fail to perceive how a system would replace the more familiar manual process. The 

manual processes of contract management in an SOE the size of Eskom gives rise to 

the four competing high-risk factors identified by study respondents, included: 

1. Non-compliance to audit standards in contract management. 

2. Unsatisfactory workflow.  

3. Dissimilar interpretations of the content of contracts by Eskom and contractor; 

and, 

4. Contractors’ non-compliance to the terms and conditions of the contract. 
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5.4.2 Research Question 2: 

Drawbacks of End-User Failure to Accept and Adopt the Contract Management 

System 

South Africa’s sole national power utility and the largest power utility in Africa, is 

currently undergoing serious challenges that have led to nation-wide outages, load 

shedding (interruption of power supply to avoid excessive load on the generating plant) 

due in part to the age of the power plants, financial mismanagement and project delays 

in new power plants and the refurbishment and maintenance of existing power plants. 

In respect to the Duvha Power Station, this study found that, despite its Unit 3 boiler 

damage in March 2014, to date, the power plant has not fully recovered. The 

drawbacks that emerge from the study are related in large part to a contract 

management ecosystem that is fraught with inconsistencies, a lack of capacity, 

duplications, delays, and other contraventions of National Treasury Regulations 

(2010b: 88-89) that oblige public entities to monitor and approve each step of contract 

management. If end-users do not accept and adopt a contract management system, 

the delayed transition to automated contract management will continue to give rise to 

the following inherent challenges identified from the study findings:  

5.4.2.1 Erratic Track Record in Respect of Contracts 

Given an erratic track record in respect of contracts at Eskom, contract performance 

management is unstructured, unsystematic requires that Eskom improve the 

challenges of capacity, knowledge and skill and the processes undertaken to ensure 

effective contract management results in effective contractor performance. 

Respondents all confirmed that in terms of the responsibilities of Eskom, meetings 

with contractors are very sporadic. This may account for the delays in the project which 

has increased risk in terms of project performance, budget, and timeous completion. 

Given the generally high levels of experience that CM respondents working on DU3R 

contract management displayed, the findings can only lead to the conclusion that the 

DU3R project was unconventional in its reason for being, its scope of work, and the 

expected outcomes in the given time. These uncertainties, given the timing of the 

project and governance issues arising out of Eskom in this period, could have made 

for CM officials to work outside their acquired knowledge scope of work. 
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5.4.2.2 Lack of Clarity on the Processes involved in Contract Renewals 

An alarming 45 percent of study respondents did not have clarity on the processes 

involved in contract renewals. Given their level of experience, it is unlikely that this 

lack of clarity is due to a lack of knowledge. A more plausible reason is that the project 

is characterised by unprecedented changes in process and procedure, making it 

difficult for contract managers to determine an identified standard process for contract 

renewal. This could also account for why many respondents (45 percent) were not 

familiar with contract management plans and policies.  

 

Many of the study respondents expressed dissatisfaction with how the Eskom contract 

management function is inadequately staffed. In their view, this accounted for 

ineffective contract management. In terms of the costs involved in breach of contract, 

respondents indicated that there is poor enforcement of penalty clauses which has led 

to a breach of project contracts at a cost to Eskom. The findings of this study revealed 

that the greatest risk in contract management in the DU3R Project at Eskom relates 

to very inconsistent information amongst the involved respondents concerning 

effective management of contracts at Eskom. Most respondents argued that disputes 

with Eskom’s contractors in delivering projects are one of the primary reasons for 

project delays at DU3R and most of Eskom’s projects. This, they argue, is related to 

differing interpretations by clients and contractors of the terms and conditions of a 

contract. 

5.4.3 Research Question 3: 

Benefits of using a Contract Management System in Eskom’s Projects 

In recognising the efficacies and drawbacks of end-user acceptance and the adoption 

of contract management systems, the study findings derive several benefits to contract 

management systems. The findings of this study bring to bear the four pillars of 

contract management as discussed in Chapter Two. These pillars are: 

1. Governance. 

2. Capability. 

3. Performance Management; and, 
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4. Value for Money. 

Based on the empirical research findings of the study, as reported in Chapter Four, 

the scope for improving contract management at the Duvha Power Station’s Recovery 

Project is defined by the four pillars. But it is also largely dependent on the need for a 

great shift towards the acceptance and adoption of contract management systems by 

employees within the contract management ecosystem of Eskom. A summary of the 

study findings is depicted in Figure 5.1, which demonstrates the scope for the 

improvement of contract management at Eskom in terms of the four pillars of contract 

management engaged within a contract management system, such as OPCM. 

 

Figure 5-1: Scope for Improved Contract Management at DU3R through End-user 
Acceptance and Adoption of Contract Management Systems 

Source: Own Fieldwork Results (2020) and adapted from various sources such as 
Khomo (2005); Surajbali (2016) and ICAI (2018) 
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As established by Table 4.2 in Chapter Four, the study respondents felt that unless 

the factors outlined in Figure 5.1 are addressed, it would be extremely difficult to 

accept or adopt any contract management system. 

5.4.5 Research Question 4: 

How Eskom can improve its Contract Management for Better Project Outcomes 

through End-user Acceptance and Adoption of Contract Management Systems 

Eskom must work towards improving its contract management processes and systems 

for better project outcomes. Using the DU3R project as a case study, the key findings 

solicited from this study on how end-user acceptance and adoption of contract 

management can improve Eskom’s management of contracts included. Eskom needs 

to heed the call for the adoption of more mandatory automated contract management 

systems which will not only effectively track the status of each contract but will reduce 

the amount of time spent on contract management, allowing for more interactive 

engagement with contractors. 

5.4.5.1 The Need for Improved Risk Management Framework 

Concurrently with an improved contract management system will be the need for an 

improved risk management framework to reduce the risks inherent in contracts with 

contract managers displaying low levels of familiarity with contract management plans 

and policies, it is a cause for concern. Eskom must improve on contract management 

governance, including uniformity in information shared within the contract 

management ecosystem in the power utility. Respondents raised a concern about non-

compliance with regulations and terms and conditions. Compliance standards must be 

improved in contract management.  

 

A significant number of respondents were of the view that management and/or the 

Chief Financial Officer (CFO) should take ultimate responsibility ensuring compliance 

in contract management. This means that contract managers would want to see tighter 

control and adherence to the Public Finance Management Act No. 1 of 1999 (or PFMA) 

which placed the role of accountability on the Accounting Officer and Chief Financial 

Officer. 
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5.4.5.2 Transparency of Access to the Full Suite of Contracts 

Similarly, to improve contract management at Eskom, respondents felt that contract 

managers, with the CFO of Eskom, should have the same transparency of access to 

the full suite of contracts being managed and monitoring of the contracts thereof as a 

risk mitigation measure posed by porous and poor contract management. Study 

respondents agreed that there is a need for more transparency in the contents of 

Eskom’s contracts if they are to be managed effectively and as a measure in improving 

contract management at Eskom. They also agreed that compliance activities at Eskom 

would result in improved contract management, better contractor performance and 

adherence to contract terms and conditions, as a determinant of effective project 

management. Improved procurement processes are required as most of the 

respondents felt that effective project management and its associated contract 

management is over-reliant on the technical capability of end-users. Respondents in 

this study reported that their willingness to monitoring contracts using contract 

management systems is dependent on more optimal project management at DU3R. 

 

5.4 CHAPTER SUMMARY 

Based on the research findings gleaned from this study as an answer to its research 

questions, this chapter has perused through the analysed data in Chapter Four to 

present the key findings of the study. It is clear from the key findings that Eskom as a 

power utility “too large to fail,” still has considerable work to do in its contract 

management portfolio. While a contract management system is a viable solution, it is 

dependent on successful end-user acceptance and the adoption of such a system, in 

the context of massive changes in the business processes of contract management. 

Chapter Six will conclude and make recommendations for consideration by Eskom on 

the role, function, and scope of contract management systems for the effective project 

management and performance for a utility currently in the throes of balancing its 

financial management with adequate electricity supply for South Africa.
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CHAPTER SIX 

CONCLUSIONS AND RECOMMENDATIONS   

 

6.1 INTRODUCTION 

This final chapter presents a conclusion to the study and recommendations for 

consideration by Eskom based on the research findings of the study conducted in end-

user acceptance and adoption of contract management systems at Eskom, drawing 

from the Duvha Power Project of Eskom. As South Africa’s only power utility and the 

largest in Africa, there are a myriad of challenges that it faces that hamper its ability to 

deliver on its mandate of clean sustainable electricity. This chapter will therefore 

provide a summary and conclusion to the founding aims and objectives that the study 

set out to achieve.  

6.2 CHAPTER SUMMARIES AND CONCLUSIONS 

This study has sought to examine the effectiveness of end-user acceptance and 

adoption of contract management at Eskom, using the Duvha Power Recovery Project 

(DU3R) as a case study. The choice of case study is because, six years later, after 

the explosion of its Unit 3 boiler due to over-pressurisation, the project is still to be 

completed. This comes at a time when Eskom, as a state-owned entity, is under siege 

due to financial mismanagement, poor governance, the unrelenting strain on the 

electricity grid, and persistent power outages. The study sought to understand the 

extent to which contract management and the effectiveness that full adoption of a 

contract management system would make be seen in addressing the challenges 

confronted by Eskom.  

Chapter One provided the introductory orientation of the study by affording the 

contextual background to the study, its aims, objectives, problem statement of enquiry 

and the research questions it sought to provide answers to. The significance of the 

study and the layout of the ensuing chapters were also explained.  
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Chapter Two was focused on setting the pace of the study through an extensive 

review of relevant literature. This literature review was guided by the study’s four 

research objectives. The four-fold objective of the study was to establish how effective 

the employees’ current end-user acceptance and adoption of Eskom’s contract 

management system are in successfully executing contract management processes; 

to identify the drawbacks of end-user failure to accept and adopt the contract 

management system; to ascertain the benefits of using a contract management 

system in Eskom’s projects; and, to propose recommendations towards compliance 

of end-user adoption of contract management systems at Eskom to deliver on project 

outcomes within a given scope, time, and budget.   

These objectives provided guidance to the review of literature of so expansive and 

broad a topic on contract management and contract management systems. The 

literature review provided a context of contract management in South Africa’s public 

sector, legislation, and policies (Surajbali, 2016) and an international context of same. 

The role of contract management frameworks, systems, and tools in contract 

management was also examined as well as the range of activities undertaken in the 

business processes of contract management. The literature review also explored 

international best practices and models in effective contract management as they can 

be applied to public sector contract management, its pitfalls, and catalysts to effective 

contract management in general. This led to review studies of contract management 

systems and their application for South Africa, to provide a relevant context for the 

analysis of this study’s findings. Finally, the literature review demonstrated how 

contract management systems and the end-user adoption thereof, is potentially a tool 

that if effectively used, accepted, and adopted by its end-users, would mitigate much 

of the risk that a public entity like Eskom currently confronts.  

Chapter Three on research methodology illustrated how the empirical investigation of 

this study was undertaken. Couched within a research philosophy of interpretivism and 

epistemological view that promotes the need for respondents to interpret their 

experience of contract management systems form their lived experience, the chapter 

outlined the study’s choice of research design, data collection and analysis. The 

chapter described its sampling approach, its data collection instrument, and the field 

experience in the context of the prevailing COVID-19 National Lockdown safety 
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protocols which eliminated the traditional face-to-face interviews. Some of the 

limitations that could have impeded the study were identified and how it would be dealt 

with was expounded.  

One contribution this study has made to research methodology concerns the 

difficulties of conducting research in the context of the global pandemic of COVID-19 

and the limitations it imposed not only on methodology but on the quality of data 

sourced. The study also reveals the pitfalls of conducting research on a case study 

wherein respondents can easily be identified despite anonymity. This has also 

influenced the quality of data solicited from respondents. 

Chapter Four focused on the presentation of the study findings gleaned from the data 

collected on end-user acceptance and adoption of contract management systems 

within Eskom at large. It also identified potential challenges the SOE faces in migrating 

towards the utilisation of contract management systems.  

Chapter Five expounded on the key findings in discussing the key emerging issues 

form the data findings in Chapter Four. This chapter organised the discussion around 

its four key objectives and research questions to address how Eskom experiences 

challenges related to contract management. These challenges related to a lack of 

capacity, a lack of consistent information and process, poor lifecycle management of 

the contract, the management overload of contracts, unclear accountability, a lack of 

staff; under-utilised contract management tool; non-compliance to policy, procedure 

and monitoring of contracts, and the insufficient training prevailing in all key areas of 

contract management. The study finding indicates how these challenges create the 

first barrier to end-user acceptance and adoption of contract management systems as 

the former requires concerted re-consideration for the latter to occur. 

Chapter Six drew conclusions arising from the study and further outlines some of the 

key recommendations that will map a way forward for corrective measures in contract 

management towards a more adoptive approach to effective use of contract 

management systems for Eskom’s projects and within Eskom in general.  
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6.3 RECOMMENDATIONS 

The objectives of this study were to evaluate the end-user acceptance and adoption 

of Eskom’s in the contract management system and whether it contributes towards 

how Eskom achieves its goals as a state-owned entity. This section proposes 

recommendations on how the effectiveness of contract management practice at 

Eskom can be optimised through end-user adoption of contract management systems. 

The chapter argues that the end-user adoption of CMS cannot be divorced from 

general recommendations on contract management for migration from manual to 

automated contract management to take place effectively for optimised project 

management.  

The recommendations draw from a review of the literature and best practice, as well 

as from the key findings of the empirical investigation undertaken in this study. Yet it 

is noted that the challenges identified in this study and the concomitant 

recommendations are not unique to Eskom, as Surajbali (2016) uncovers in the case 

of the Department of Education in the Eastern Cape. They are also not being raised 

for the first time in the case of Eskom, as Khomo (2019) demonstrates using the 

Electricity Transmission Division (ETD) of Eskom as a case study. This points to the 

need to translate research findings into actionable recommendations more effectively. 

The recommendations proposed in this study are therefore outlined as follows:  

6.3.1 Recommendation 1: CM Governance 

The study findings suggest that there are inconsistencies in how policies and the 

application of regulation, the PFMA, and policy frameworks of Eskom are applied. 

Contract managers discharge their duties in contract management outside of the 

parameters of prescribed internal policies and public sector regulatory frameworks. 

This study would therefore recommend that Eskom undertake and formal and 

structured refresher programme in which contract managers and other end-users are 

trained in the relevant contract management framework and policy on contract 

management systems. This would also include a clearly defined contract management 

business process that takes on a phased approach along the contract value chain in 

terms of how and when contracts are transitioned from manual management to 

management using CMS. 
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The business processes will need that identified roles and responsibilities and lines of 

accountability and approval especially at the project level, are clearly defined. It is also 

recommended therefore that Eskom supports contract management activities as 

defined within the ambit of the PFMA Act No. 1 of 1999. New delegations of authority 

will also have to be developed and built into an effective contract management system. 

6.3.2 Recommendation 2: An Eskom CM Framework  

The study has revealed that Eskom does not have any documented contract 

management framework, policies and processes, and procedures. This study 

recommends that Eskom adopt contract management planning and develop a contract 

management framework to guide its contract management at an organisational and 

project level. This framework must be relevant to the operational environment of the 

public utility and be specific on a project-by-project basis if required. The establishment 

of a contract management framework will be critical in promoting end-user acceptance 

and the adoption of contract management systems as a key and mandatory function 

of the framework. 

6.3.3 Recommendation 3: The Business Process Activities in CMS 

In its identification of the challenges experienced in contract management, this study 

would recommend well-documented contract management processes to set the 

foundation for end-user acceptance adoption of contract management systems. In 

respect to these contract management-specific business processes, this study 

recommends that a uniform and auditable contract management system process be 

put in place which considers the following contract management activities: 

i. The development of formal documented contractual relationship protocols 

between Eskom and its contractors. 

ii. Improved contract management through the implementation of the project. 

iii. Performance management of contractors.  

iv. Effective controls to guide and monitor payments to contractors are put in place 

to ensure that contractors are paid timeously and that penalties are deducted 

where necessary. 
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v. Contract variations, renewals, or terminations must be subject to careful 

consideration in terms of market demand and value for money. 

vi. Contract approvals and payments must be subjected to review by a cross-

functional team, Accounting Officer and/or Chief Financial Officer depending on 

contract value threshold. 

vii. A well define process on contract dispute resolution. 

viii. Adequately identified procedure on documentation and record keeping; and 

ix. A clearly defined contract close-out and reporting mechanism must be 

instituted. 

6.3.4 Recommendation 4:  CM Tools and Systems    

Though Eskom does have in place recommended contract management tools and 

systems, the study revealed that it is not compulsory to utilise the system (OPCM) or 

uniform tools. Oracle Primavera Contract Management (OPCM) is the tool or a system 

that Eskom currently has. It assists with document management, job cost, and field 

controls solution that keeps construction projects on schedule and budget through 

complete project control. 

Thus, it is recommended that Eskom undertake an evaluation on the slow end-user 

and adoption of contract management systems. This with effective document 

management capabilities can be developed across the organisation, with effective 

manual contract management back-up to facilitate structured and effective 

management of contracts. End-users must be involved in the business process 

through interactive training, barrier, and challenge identification, troubleshooting how 

the barriers and challenges can be addressed to facilitate end-user acceptance and 

the adoption of Eskom’s contract management system. 

6.3.5 Recommendation 5: CM and Value for Money    

To realise value for money through the high-value contracts that Eskom has instituted, 

particularly at a project level, it is recommended that: 

i. On a frequent contract-based basis, contract managers must collate contract 

performance data such as usage levels, service visit times, resources used. 
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ii. Contractors are encouraged to self-report their performance to Eskom 

periodically. 

iii. Frequent meetings with contractors are mandatory. 

iv. Accelerate the acquisition and implementation of a suitable management 

information system for procurement, to ensure that its commercial decisions 

are informed by data. 

v. Eskom should initiate a formal contract management regime, underpinned by 

appropriate training and guidance, and supported by a senior official 

responsible for contract management across the department (ICAI, 2018); and, 

vi. Adopt a 4E framework – economy, efficiency, effectiveness, and equity – to 

track value for money through the contract management results chain (from 

inputs to outputs, outcomes, and impact) and in line with Eskom’s equity 

commitment to ensuring that women and marginalised groups are not left 

behind, to ensure adequate representation within its contract management 

ecosystem and amongst its contractor regime (ICAI, 2018). 

6.3.6 Recommendation 6: Contract Management Capacity Development 

To address the capacity issues raised in the study findings, it is recommended that: 

i. Effective cross-functional teams are developed, especially at the project level. 

ii. Make mandatory the Contract Management Development Program (CMDP) 

and all other refresher courses in contract management that Eskom has on offer 

periodically. 

iii. With Eskom’s Academy Learning (EAL), which is Eskom’s accredited training 

institute, ongoing training in contract management, tools and systems, risk 

mitigation, legal issues, presentation and communication skills, e-procurement, 

and business strategy skills must be developed to suit the complex demands 

of Eskom for effective contract management; and, 

iv. Improve the contract management environment to promote staff retention. 
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6.3.7 Recommendation 7: Contract Management Performance Management  

The study findings have brought attention to the need for contract management 

performance monitoring and management. This study makes the following 

recommendations relating to contract management performance management using 

contract management systems: 

i. Continuous review of the effectiveness and efficiency of their performance 

through metrics and measurement (Little (2004:1) must be conducted. 

ii. Improve contract management capacity and skills to perform effective contract 

management with clearly identified key performance indicators. 

iii. Institute a uniform, mandatory, and quantifiable checklist to monitor the 

performance of contractors; and, 

iv. Improve contractor relationships as part of their performance management 

monitored by a contract management system. 

6.3.8 Recommendation 8: Management of Risk  

A recommendation this study puts forward is that Eskom must institute organisational-

wide and project-related integration between risk management processes and 

contract management processes. This study further recommends that within the 

contract management ecosystem, there is a need to build the necessary capabilities 

required to manage and effectively close any arising gaps that would create liabilities 

for Eskom.  

 

6.4 AREAS FOR FURTHER RESEARCH 

The study has provided insight into the complexities and gaps inherent in the current 

contract management framework of Eskom. By using the Duvha Power Recovery 

Project as a case study, the study has also provided a basis to further interrogate 

state-owned entities that are currently generating much corruption-linked attraction. 

The study provides a basis for Eskom to develop or enhance its policies, processes, 

tools, systems, and performance management and training as related to contract 

management. 
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The study has also identified a need for further research into how Eskom can develop 

relevant and modern/global best practices. There is also a need to investigate how to 

increase automation in procurement and contract management would optimise value 

for money while closing the gaps that leave Eskom at high risk for malpractice, 

financial mismanagement, and contract litigation.  

 

6.5 CONCLUDING OBSERVATION ON CONTRACT MANAGEMENT SYSTEMS AT 

ESKOM  

The study aimed to ascertain the effectiveness of current end-user acceptance and 

the adoption of Eskom’s contract management system in executing contract 

management processes, exposing the drawbacks of end-user failure to accept and 

adopt a contract management system. Furthermore, the study investigated the 

challenges faced by employees in accepting and adopting the usage of a contract 

management system in delivering successful contracts at its mega projects. The study 

also investigated the benefits of using a contract management system in contract 

management for Eskom’s projects. 

 

Drawing from a sample of contract management personnel working on the 

refurbishment of one of Eskom’s larger and older power stations in Mpumalanga, this 

investigation interrogated how end-user acceptance and adoption of contract 

management systems on a high-value and high-impact project can influence the 

mandate delivery of Eskom. The challenges faced by Eskom are complex, some 

historical but many are less obvious. Contract management systems and the way 

contract managers have accepted and adapted to its efficacies at Eskom is one such 

subtle challenge. An identified gap in much of the narrative put forward on Eskom 

makes little or no reference to how Eskom, despite the structural, performance, and 

governance flaws, has, systems that bleed in the form of a contract management 

system that leaves Eskom wide open to abuse, inefficiency, and even corruption. This 

study sought to examine Eskom’s contract management system to propose solutions 

that could improve on contract management which is within the control of Eskom.  
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Every contract management process relies on a plethora of information that needs to 

be generated, collected, distributed, stored, retrieved, and disposed of, efficiently. The 

interaction between humans and system applications must be optimised to effect 

successful contract management practices and procedures for Eskom’s Duvha 

Recovery project. Yet Eskom management reports have highlighted the challenges 

with end-user acceptance and adoption of contract management and adoption of the 

organisation’s contract management system.  

 

Five years later there is still an observable low uptake and usage of the contract 

lifecycle management application in drafting, negotiating, reviewing, data capturing, 

and optimisation of Eskom contracts demonstrated in this study. This study albeit, on 

a small scale established persistent evidence of poor compliance to contract 

management since users are not fully utilising the institutionalised contract 

management system, identified in 2017. At the same time, poor contract management 

has resulted in numerous litigations against Eskom, most of which Eskom has lost. 

These claims on contracts with suppliers have arisen from limited or a lack of adequate 

contract process documentation. The extent to which end-user adoption of contract 

management systems was the subject of enquiry given its risk exposure and costs to 

Eskom's Duvha Recovery projects, evident through overpayments, unmonitored 

contract modifications.  

 

This study, therefore investigated end-user acceptance, adoption challenges, and 

opportunities that can be realised with optimised acceptance of the contract 

management systems at Eskom’s Duvha Power Project. The primary question that 

this study asked was how end-user adoption of Eskom's contract management system 

can be optimised at its major projects. At no better time in the history of Eskom is this 

question more pertinent and relevant. As Eskom struggles to keep the lights on in 

South Africa and public outcry towards the discomfort of load-shedding grows, 

repairing, refurbishing, rebuilding old power stations or building new ones will be 

impacted by contract management systems. The extent to which technological 

systems, human behavioral patterns, acceptance, and adoption converge towards the 

necessary integration and acquisition of competencies sorely needed by Eskom to 



 

119 

 

drive technological and innovation-related contract management systems so central 

to its success and sustainability, this study has found still wanting. 

 

6.6 STUDY LIMITATIONS   

Limitations are fundamental in research studies (Tlhoalele et al., 2007:559). In this 

study the limitations encountered included:  

i. Respondents were reluctant to participate in study. 

ii. Uncertainty in terms of the motive of the study. 

iii. Fear of being victimised, should the results expose their views and be 

interpreted as a weakness or vulnerability on their part. 

iv. Limited interaction with respondents as desired, due to COVID-19 regulations 

and safety protocols.  

v. Limited accessibility to Eskom Contractor database off-site which excluded 

contractors from the study. 

vi. Unavailability (and potentially, reluctance) of management to engage in this 

study given the ongoing Zondo Commission whose spotlight, inter alia, was on 

Eskom; and,  

vii. Insufficient detail provided by respondents. 

 

6.7 CHAPTER SUMMARY   

Chapter Six has provided a précise of the key conclusions that can be made about 

this study. It further sets out important recommendations that emerged based on the 

study findings. The study provided a window into the state of contract management at 

DU3R, and the implications of less than satisfactory end-user acceptance and adopt 

of contract management systems. This study has sought to highlight the ongoing 

challenges and how effective change can be made to improve contract management 

through the optimal adoption of a contract management system and to attain value for 
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money. The challenges Eskom is confronted with in effective contract management 

function (Surajbali, 2016) at a national power utility currently performing well below its 

optimum capacity and creating an economic, political and development challenge for 

South Africa must be addressed with speed and this study contributes to a better 

understand on how. 
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APPENDIX G: CODING OF RESPONSES 

Main theme (T) Meta Themes  

Effectiveness (T1) effective the employees’ current end-user acceptance 

and adoption 

Drawbacks (T2) drawbacks of end-user failure to accept and adopt the 

contract management system. 

Benefits (T3) benefits of using a contract management system in 

Eskom’s projects 

Compliance (T4) compliance of end-user adoption of contract 

managements systems at Eskom. 

 

 


