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ABSTRACT

This study examined logistics management and customer satisfaction in the telecommunication sector in Uganda using a case study of Uganda Telecom Ltd. The following objectives guided this study: To examine the influence of logistics planning on customer satisfaction in Uganda Telecom Limited; To examine the influence of freight/transport management on customer satisfaction in Uganda Telecom Limited and; To examine the influence of warehouse management on customer satisfaction in Uganda Telecom Limited. The study adopted a case study research design. The study adopted both quantitative and qualitative approaches. Out of 207 respondents, 161 (78%) participated in the study. Respondents were selected using census, simple random and convenience sampling methods. The analysis mainly consisted of descriptive statistics (frequencies and percentages) and inferential statistics (Spearman correlation and coefficient of determination). The study established that logistics planning influenced customer satisfaction whereby logistics planning accounted for 64.3% of variance in customer satisfaction. In addition, freight/transport management influenced customer satisfaction whereby freight/transport management accounted for 74.3% of variance in customer satisfaction. Lastly, warehouse management influenced customer satisfaction whereby warehouse management accounted for 72.6% of variance in customer satisfaction. It was concluded in this study that logistics management plays an important role in customer satisfaction given that it influenced customer satisfaction. It is recommended that Uganda Telecom managers should improve logistics management in order to improve customer satisfaction. This can be achieved by having a proper policy for logistics planning, reducing organizational politics, avoiding personal interests, investing in a Transportation Management System (TMS) and putting in place warehouse management best practices.
CHAPTER ONE

INTRODUCTION

1.1
Introduction
The study was about logistics management and its influence on customer satisfaction in the telecommunication sector of Uganda; a case study of Uganda Telecom Limited (UTL). Logistics management measured in terms of logistic planning, freight management and warehouse management was the independent variable, while customer satisfaction measured in terms of customer perceptions of an organization’s services/goods, their expectations and experiences with the services/goods was the dependent variable. This chapter presents the background to the study, statement of the problem, purpose of the study, research objectives, research questions, research hypothesis, conceptual framework, significance of the study, justification of the study, scope of the study, and operational definitions of terms and concepts.

1.2
Background to the Study

1.2.1
Historical background

The birth of Logistics can be traced back to ancient war times of Greek and Roman empires when military officers titled as 'Logistikas' were assigned the duties of providing services related to supply and distribution of resources (Ngwainbi, 2008). This was done to enable the soldiers move from their base position to a new forward position efficiently, which could be a crucial factor in determining the outcome of wars (Chambers, 2000). This also involved inflicting damage to the supply locations of the enemy and safeguarding one's own supply locations. Thus, this led to the development of a system, which could be related to the current day system of logistics management.

During World War I, military logistics was the vital link in the network that supplied troops with rations, weapons and equipment. With the onset of World War II, logistics was further refined and evolved greatly (Mittelalter, 2005). Supply locations of armed forces were used for strategic reasons. This also gave birth to several military logistics techniques which are still in use, albeit in a more advanced form. As a result, logistics gained an important place in the business world as well.
According to Coyle, Bardi and Langley (2003) the concept of logistics as a business discipline began to appear in the business-related literature in the 1960s when it was called physical distribution. At that time, its focus was on the outbound side of the logistics system. With the emerging importance of supply chain management, logistics has become even more crucial as supply chain managers realize that the coordination and integration of the logistics systems of all organizations with the supply chain are requirements for success. 

Logistics management on the African continent can be traced back to the slave trade. For example, when the Arawaks (an Indian tribe) population started to disappear within a few years after the arrival of Christopher Columbus, the lack of man power fermented the idea of the introduction of the African slaves (http://www.been.lubin.pl/videos/colombus). Gradually, the importation of the African Slaves, which, around the year 1502, was only a logistical alternative, became an operational necessity.

According to Boahen (1966), there were four primary ways in which one became an African slave: chiefs would often sell criminals as a penalty, mostly African gangs and a few white gangs would kidnap free Africans in raids, domestic slaves would be resold and/or prisoners of War. Boahen (1966) emphasized that it was logistically impossible for the Europeans to have such a wide reaching slave industry without the much invested African kingdoms.
It was not only slave trade that involved logistics management. Some early kingdoms operated successful trade in gold, salt, and slaves (DeVault, 2007). The camel and human beings became a primary logistical tool for transportation of products. Little has been written about the history of logistics in Uganda. However, what happened elsewhere on the African continent during slavery in terms logistics management and trade in other commodities was similar to what took place in Uganda. 

1.2.2
Theoretical background
The study was guided by the theory of constraints (TOC) as proposed by Goldratt (1990), who asserts that every organization must be understood as a system with a goal; hence, every action taken by any part of the system must be judged by its impact on that goal. A system constraint is defined as anything that significantly prevents a system from improving its performance towards that goal (Goldratt, 1990; Mabin & Balderstone, 2003). In this study, a system constraint can be logistics related, freight related and warehouse related requiring planning and/or management while the goal is customer satisfaction. In support of this, Mabin and Balderstone (2000), Rahman (1998) and Souza (2010) applied TOC to find out how it contributes to logistics. TOC suggests these five focus steps that must be followed to ensure effective ongoing improvements (Dushyant & Shraddha, 2010; Gaudet, 2010; Goldratt, 2004; Keller, 2001): Identify the system constraint(s); decide how to exploit the system constraint(s); subordinate everything else to that decision; elevate the system constraint(s); if a constraint was broken in a previous step, return to the first step, but prevent inertia from becoming the system constraint.
The five steps of TOC suggested characterize the independent variables of this study: logistics planning, freight management and warehouse management. In light of the above, therefore TOC was used to guide the study to examine how UTL has managed its logistics function to achieve the desired customer satisfaction while being mindful of logistics planning constraints, freight management constraints and warehouse management constraints.
The study was also guided by the agency theory, an economic theory, initially posted during the 1970s, which refers to the many relationships between principal and agents linked by contractual agreements (Nikkinen & Sahlström, 2004; O'Farrell, 2010). The principal in this study is UTL while the agents are the other firms dealing with UTL or UTL customers. The principal, because of how it manages the relationship, influences the behavior of the agents and thus the satisfaction of UTL’s customers. For example, how UTL plans its logistics, manages its freights and warehouses influences the behavior of agents while providing UTL services to UTL customers and thus this influences the satisfaction of UTL’s customers. Specifically, an agency relationship is defined as the “contract under which one or more persons (the principal(s)) engage another person (the agent) to perform some service on their behalf which involves delegating some decision-making authority to the agent” (Jensen & Meckling, 1976, p. 2). The agency theory therefore informs this study on how the concepts of logistics planning, freight management and warehouse management enables achieving the desired customer satisfaction through efficient delivery service. 
The study will also use the value chain concept. Svenson (2003) states that the value chain concept is a guide or tool for identifying different ways of creating customer value. In this study, “identifying ways of creating customer value” relates to the independent variables - logistics planning, freight management and warehouse management while customer value relates to the dependent variable - customer satisfaction. Generally, the value chain concept is useful in terms of identifying and understanding fundamental aspects/activities to reach competitive strengths on the market, and how these activities are tied together in order to create value for the ultimate consumer (Weiler & Schemel, 2003). These activities are categorized as primary activities and support activities. In this study, primary activities may include inbound logistics, operations, and outbound logistics while support activities may include procurement (Martin, 1998). The value chain concept can apply to supply chains and distribution networks and it is to guide the study to show how value addition may cause customer satisfaction. 
1.2.3
Conceptual background

Conceptually, logistics management is the process of planning, organizing, and controlling the efficient, effective flow and storage of goods, services, and related information from point of origin to point of consumption for the purpose of conforming to customer requirements (Ballou, 2004; Council of Logistics Management, 1998; Svenson, 2003). It involves mobilizing the necessary resources required for efficient flow of goods from a point of origin to point of consumption, the planning and scheduling of transport operations and storage of goods before, during and after transit. From this definition, it is evident that logistics management involves logistics planning, freight management and warehouse management.

Logistics planning is an activity that is carried on in conjunction with the firm’s marketing, sales and technical staff and is used to obtain a better idea of the logistic needs of the next planning period. These needs include both delivery to customers and receipt of products or components for assembly. Because the logistics staff is involved with order processing, it also has early information about what customers are actually ordering (Svenson, 2003).
Freight Management is a strategic system to optimize the efficiency of freight and commercial transport (Ballou, 2004). It involves handling or directing with a degree of skill, to exercise executive, administrative and supervisory direction of the loading and transporting of goods that need to be shipped or transported from one destination to another.

Warehouse management is defined as the storage of goods. This includes a wide spectrum of facilities and locations that provide warehousing. Since this is a point in the logistics system where goods are held for varying amounts of time, the flow is interrupted or stopped, thereby creating additional costs to the product. In a macroeconomic sense, warehousing creates time utility for raw materials, industrial goods and finished products. It also increases the utility of goods by broadening their time availability to prospective customers (Perreault & McCarthy, 2003).

The definition of customer satisfaction has been widely debated as organizations increasingly attempt to measure it. Customer satisfaction can be experienced in a variety of situations and connected to both goods and services (Hanan & Karp, 2000). It is a highly personal assessment that is greatly affected by customer expectations, which may arise from the way logistics are planned and how freights and warehouses are managed (Padilla, 2003). Some researchers define a satisfied customer as “one who receives significant added value” to his/her bottom line (Hanan & Karp, 2000). The added value may arise when there is good management of logistics planning as well as freight and warehousing (Fojtik & Nicks, 1999). Customer satisfaction differs depending on the situation and the product or service.  A customer may be satisfied with a product or service, an experience, a purchase decision, a salesperson, store, service provider, or an attribute or any of these (Padilla, 2003; Wreden, 2004).  In this study, customer satisfaction focused on customer’s expectations, perceptions and their experience with telecommunication services.
In a supply chain of consumer products, logistics helps to add service value for customers, improve on-time delivery performance of distributors and increase services to customers (Lambert & Burduroglu, 2000). Similarly, Innis and LaLonde (1994) found that both logistics and marketing customer service dimensions contribute to satisfaction. 
1.2.4
Contextual background

The Telecommunications (Licensing) Regulations 2005 outline the importance of quality of service parameters in order to adopt a consumer-oriented approach that focuses on the delivery of quality services to the satisfaction of customers, and to facilitate the introduction of new, modern services, as well as the expansion of existing services into modern and innovative quality services delivered to the satisfaction of customers. Operators’ licenses oblige telecommunication companies to improve the quality of services to the satisfaction of consumers. 

UTL is a communication service provider in Uganda founded in 1998 and is based in Kampala, Uganda. Uganda Telecom Ltd. provides telecommunication services. The company provides CDMA services for telephony and data-services; and ADSL and ISDN broadband services for small and medium enterprises, and enterprise customers. It also provides landline, mobile, and Internet connection services (Uganda Telecom Ltd, 2010). In addition, the company offers managed storage solutions, archiving solutions, and disaster recovery/business continuity; network, LAN, WAN, VPN, and network solutions; desktop support/help desk solutions, and desktop outsourcing, as well as install, move, add, and change services; Web hosting and Internet services; and data center services, server hosting, housing, server consolidation, and application service provisioning services (Uganda Telecom Ltd, 2010). Further, it provides security solutions, anti virus, anti spam, firewall, networks-security, security audits, and data-encryption services; call centre solutions, call centre agents, and call centre infrastructure services; consultancy, professional project management, vendor management, and strategy workshops services; customized solutions; and data services (Uganda Telecom Ltd, 2010). Provision of these services requires logistics planning, freight management and warehouse management. 

Although UTL has succeeded in providing several services, there have been frequent customer complaints about their quality (Uganda Communications Commission, 2006). Some of the complaints registered by UTL customers include poor service delivery, supply of substandard equipment, delayed restoration of service, unreliable service, poor network quality, low coverage levels among others (Tusubira, 2009). For example, in Tusubira study, UTL coverage was rated at 68.1% compared to MTN at 70.4% and Warid at 69.0% yet these came into the industry after UTL. Another indicator of low satisfaction with UTL service is the proportion of customers who subscribed for the company’s service in 2009. For example, subscription for UTL’s service was 17% compared to MTN’s 65%. These complaints and statistics indicate clearly that there is customer dissatisfaction. UTL has also experienced logistics management problems in its logistics customer service which has contributed to loss of customers to competing telecommunication companies. These include lack of a unified transparent process within the Supply Chain, bureaucratic controls, stock outs, longer lead times, lack of vendor performance measurement process (UTL Supply Chain Process Improvement Draft Report, 2004). Thus, it was based on the above issues that this study investigated whether logistics management influences customer satisfaction.

1.3
Statement of the Problem
Despite UTL efforts improve customer satisfaction, customers were still dissatisfied with UTL services as evidenced from the complaints on service quality, which included poor service delivery, supply of substandard equipment, delayed restoration of service, unreliable service, poor network quality, low coverage levels among others (Tusubira, 2009). For example, according to UTL Call Center (2010), statistics indicated that there were 13,489 failure to call complaints, 828 failure to receive calls complaints, 55 failure to download tune complaints, 194 failure to receive SMS complaints, 693 tune not playing complaints, 683 failure to send messages complaints 1,304 unsubscribe from content
complaints, 1,748 no dialing tone complaints, 45 badly scratched cards complaints, and 81 dropped calls complaints. Thus, it was observed that the complaints were quite many and varied in nature.

The dissatisfaction has caused UTL to loose its customers to its competitors and if it is not addressed UTL would loose revenue and hence close down. A number of factors could explain the dissatisfaction with a company’s services but this study focused on logistics management given that a lot of concern had been raised about it. Efforts were made earlier to improve the supply chain process but it was still bureaucratic, unreliable, costly and confusing (UTL Supply Chain Process Improvement Draft Report, 2004). In addition, there was lack of proper planning for stock control levels resulting into overstocking and understocking and some items became obsolete, stock movement were not posted into the accounting system in time causing delays in updating stock records (Bugaba, 2010). However, no empirical evidence existed to link it with UTL’s customer satisfaction yet.  This study filled this knowledge gap. 

1.4
Purpose of the Study

The purpose of the study was to examine the influence of logistics management on customer satisfaction in the telecommunication sector.

1.5
Objectives of the Study

The study was guided by the following objectives

1. To examine the influence of logistics planning on customer satisfaction in Uganda Telecom Limited

2. To examine the influence of freight management on customer satisfaction in Uganda Telecom Limited

3. To examine the influence of warehouse management on customer satisfaction in Uganda Telecom Limited
1.6
Research Questions

The study was guided by the following research questions

1. What is the influence of logistics planning on customer satisfaction in Uganda Telecom Limited?

2. To what extent does freight management influence customer satisfaction in Uganda Telecom Limited?

3. How does warehouse management influence customer satisfaction in Uganda Telecom Limited?
1.7
Hypotheses of the Study

The study tested the following hypotheses

1. Logistics planning influences customer satisfaction in Uganda Telecom Limited
2. Freight management influences customer satisfaction in Uganda Telecom Limited
3. Warehouse management influences customer satisfaction in Uganda Telecom Limited
1.8
Conceptual Framework

The relationship depicted in the conceptual framework was earlier on explained using three theories. These included Theory of Constraints, Agency theory and Concept of Value Chain.


Figure 1: Conceptual framework showing the influence of logistics management on customer satisfaction 

Source: Theory of Constraints (TOC) (Hollye, 2007; Souza, 2010; Rahman, 1998; Hodgdon, 1998; Blackstone, 2001; Mabin & Gilbertson, 2003, Woeppel, 2001); Agency theory (Foss, 2007); Concept of Value Chain (Porter, 1985; Pathania-Jain, 2001).

As defined by Miles and Huberman (1994), “a conceptual framework explains, either graphically or in narrative form, the main things to be studied: the key factors, constructs or variables and the presumed relationship among them” (p.18). By doing a conceptual framework we are forced to be selective; to decide which variables are most important, which relationships are likely to be most meaningful and as a consequence, what information should be collected and analyzed. In this study, the conceptual framework will be based on three theories: Theory of Constraints, Agency theory and The Value Chain Concept. It will also serve as the basis of data collection. 
The conceptual framework above shows the independent variable as logistics management, which is conceptualized as comprising logistics planning, freight management and warehouse management all these having their indicators bulleted. It further shows that the dependent variable is customer satisfaction also with indicators such as expectations of service quality, experiences of service quality and perceptions of service quality. 

It was conceptualized that logistics management in form of good logistics planning (demand forecasting and distribution requirements planning), better freight management (freight information flow and distribution process) and better warehouse management (inventory storage and inventory handling) would positively influence the level of customer satisfaction. However, this may not be the case because of the moderating variable, which in this study were the resources (human and financial). For example, logistics management may not necessarily cause customer satisfaction because of the moderator effect of human and financial resources.

1.9
Significance of the Study

The study findings will be significant to these stakeholders:

The study will offer the company shareholders an opportunity to understand the management constraints relating to logistics management and how it can be improved to achieve the desired customer satisfaction, which will lead to increased share capital. It will provide the firm’s management team information about logistics management, which will enable them to have competitive advantage over its competitors and create a bigger market share. It will further help the logistics team point out the challenges and constraints encountered in the logistics operations. It will offer the logistics providers an opportunity to understand their role in meeting supply chain demands and achieve good customer satisfaction. Lastly, the study will help the academic groups add on the existing knowledge by filling the knowledge gap in logistics management. 
1.10
Justification of the Study

There is increasing change in customer demands, new technology, and globalization. These have brought about new opportunities for logistics, which seems to have had an effect on the customers of UTL. The study on logistics management and customer satisfaction was carried out to offer facts on whether logistics management contributes to the prevailing situation at hand and how it will bring about the desired change.
1.11
Scope of the Study

1.11.1
Content scope 

The study concentrated on logistics management dimensions of logistics planning, freight management and warehouse management and how they affected customer satisfaction while customer satisfaction focused on customers’ expectations, experiences and perceptions.
1.11.2
Geographical scope 

The study was carried out in Uganda Telecom Limited, specifically in Supply Chain offices located on fifth street industrial area of Kampala, Uganda.

1.11.3
Time scope 

The study covered records and information for the period of 2004-2010. This was because this was the period under which Uganda Telecom Limited was carrying out logistics strategic plans to improve its Supply Chain and distribution network to achieve the desired customer satisfaction. 

1.12
Operational Definitions
Customer Satisfaction: The degree to which customer expectations of a product or service are met or exceeded.
Demand Forecasting: An estimation of expected demand over a specified future period.

Distribution requirements planning: Managing requirements so that a company can meet customer expectations.
Distribution process: How an organization delivers its products/services to customers.
Financial resources: The money that is available for a person or organization to spend
Freight information flow: Representation of data collection, data processing, and report distribution about freight throughout an organization
Freight management: Optimize the efficiency of freight/transport.

Human resources: The people that staff and operate an organization.

Inventory handling: Policies, procedures, and techniques employed in maintaining the optimum number or amount of each inventory item.
Inventory storage: Management of a company's merchandise, raw materials, and finished and unfinished products, which have not yet been sold
Logistics management: Application of management principles to logistics operations for efficient and cost effective movement of goods and personnel. 

Logistics planning: Process of planning, implementing, and controlling the efficient, effective flow and storage of products, services, and related information from point of origin to point of consumption.

Warehouse management: Management of the movement and storage of materials throughout the warehouse.

CHAPTER TWO

LITERATURE REVIEW

2.1
Introduction 

This chapter presents a theoretical review and related literature on logistics management and customer satisfaction. The first section focuses on the theoretical review. The second section focuses on literature on logistics management and customer satisfaction, freight management and customer satisfaction, and warehouse management and customer satisfaction. It winds up with summary of the literature review.

2.2
Theoretical Review
2.2.1
Theory of Constraints (TOC)

Several studies have explained the Theory of Constraints - TOC (Hollye, 2007; Souza, 2010; Rahman, 1998; Olson, 1998; Hodgdon, 1998; Mabin & Balderstone, 2000; Blackstone, 2001; Mabin & Gilbertson, 2003; Woeppel, 2001). TOC is an overall management and improvement philosophy introduced by Goldratt in 1984 to help organizations continually achieve their goal (Wyld, 2010). The TOC process seeks to identify the constraint and restructure the rest of the organization around it, through the use of the Five Focusing Steps. The five focusing steps aim to ensure that ongoing improvement efforts are centered on the organization's constraints. A constraint is anything that prevents the system from achieving its goal (Ronen & Pass, 2007). There are many ways that constraints can show up, but a core principle within TOC is that there is at least one and at most a few in any given system (Joshi & Arish, 2010). The Theory of Constraints is a set of holistic processes and insights, all based on a systems approach that simplifies the improving and managing of complex organizations by focusing on the few physical and logical constraining “leverage” points (Mabin & Gilbertson, 2003). 
There have been very few in-depth studies of TOC in service industries (Hollye, 2007). In the past, the main focus of TOC was in the context of manufacturing. Most recently, the thinking processes (TP) have come into a more widespread use (Hollye, 2007). Choe and Herman (2004) applied TOC TP to a research organization and concluded that the TOC TP tools provide promise as a strategy for management team that is struggling with difficult organization programs and working towards resolution of a wide variety of issues, including managerial and interpersonal organizational dynamics.
Further research done by Gurses (1999), proposed a new model to be used with the TOC philosophy together with the activity-based cost in order to improve the financial performance of a company. Gurses used four case studies, to show the applicability of the proposed model in different manufacturing environments. He suggested that, the concepts developed in his research could be both useful and applicable to the service industry as well and concluded that using activity-based cost information together with the TOC approach may be critical in determining the optimal product-mix and the bottlenecks of a company. Further research done by Blackstone (2001) points out the crucial insight of the Theory of Constraints as being only a few elements (constraints) in a business that control the results of the entire organization. 

Although several studies have analyzed TOC as a management and performance improvement philosophy, not much research has been carried out on TOC and its influence on customer satisfaction. In this study, the Theory of Constraints tools was used to identify the constraints, and focus the entire organization on simple, effective solutions that would eventually cause customer satisfaction.
2.2.2
Agency theory

Agency theory is a concept that explains why behavior or decisions vary when exhibited by members of a group (Foss, 2007). Specifically, it describes the relationship between one party called the principal, that delegates work to another, called the agent. It explains their differences in behavior or decisions by noting that the two parties often have different goals and, independent of their respective goals, may have different attitudes toward risk.
The concept of agency theory originated from the work of Adolf Augustus Berle and Gardiner Coit Means, who were discussing the issues of the agent and principle as early as 1932 (Eisenhardt, 2006). Berle and Means explored the concepts of agency and their applications toward the development of large corporations (Antle, 2005). They saw how the interests of the directors and managers of a given firm differ from those of the owner of the firm, and used the concepts of agency and principal to explain the origins of those conflicts. Agency theory essentially acknowledges that different parties involved in a given situation with the same given goal will have different motivations, and that these different motivations can manifest in divergent ways (Walker, 2003). It states that there will always be partial goal conflict among parties, efficiency is inseparable from effectiveness, and information will always be somewhat asymmetric between principal and agent (Fama, 2005). 
Agency theory has been successfully applied to a myriad disciplines including accounting, economics, politics, finance, marketing, and sociology. Watts and Zimmerman (1983) used a principal-agent setting from which to argue that auditors' reputation served as a bond for independence even in early merchant guilds. De Long (1991) investigated the role of the House of Morgan suggesting that the need to resolve principal-agent problems engendered by the corporate form of organization results in the creation of institutions that would not exist in a perfectly competitive world. He argued that J.P. Morgan served the interests of individual investors and did not behave in a self-serving manner because of the need to preserve the vast amount of reputational capital at stake. Ramirez (1995) used contemporary finance methodology to provide an empirical evaluation supporting the proposition that J.P. Morgan and Company resolved the principal-agent problem by alleviating informational asymmetries between investors and managers. He portrayed J.P. Morgan as a financial intermediary, who facilitated a smoother functioning of the primary agency relationship between individual shareholders and managers.
The studies in the previous paragraph focused on the relationships between principles (managers) and agents (other stakeholders). The other two theories used in this study, the TOC and Value Chain Theories, did not bring out the aspect involving relationships between the principal and agents. Therefore, like the studies reviewed in this section, the Agency Theory was relevant to this study in investigating the relationships between managers at Uganda Telecom Limited and other stakeholders as far as logistics planning, freight management, warehouse management and customer satisfaction is concerned. 
2.2.3
The Concept of Value Chain

Michael Porter in 1985 introduced the concept of the Value Chain and suggested that activities within the organization add value to the service and products that the organization produces, and all these activities should be run at optimum level if the organization is to gain any real competitive advantage (Pathania-Jain, 2001). If they are run efficiently the value obtained should exceed the costs of running them that is, customers should return to the organization and transact freely and willingly. According to Svensson (2003) and (Handfield and Nichols, 2002), the aim of the value chain framework is to maximize value creation while minimizing costs and to position organizations in the supply chain to achieve the highest levels of customer satisfaction. Value chain analysis is a powerful tool for managers to identify the key activities within the firm, which form the value chain for that organization (Rainbird, 2004).
The value chain theory underlies activity-based management (Elloumi, 2004). It emphasizes analyzing the process flow through business, identifying the critical success factors for the key processes, where value is added to the firm. A firm's purpose is to create value for its owners, and activities that increase value are deemed valued added. To optimize or 're-engineer' the firm, management should eliminate or reduce the non-value added activities and improve the processes of the value added ones.
Porter regards value activities as a series of activities of resource and technology, which are foundation that enterprises create the products value to customer (Gao, Wang & Ni, 2006). Analyzing Potter's definition of the value activity, the essence of the value activity is the course of making use of all kinds of resource to produce according to the buyer's value demand. 
Research in the past has been focused on interventions and models to improve value chain integration at tactical and operational levels. Porter used the framework of value chains to assess how a firm should position itself in the market and in the relationship with suppliers, buyers and competitors (Purcell, 2010) His focus was on how a firm can provide customers with a product or service of equivalent value compared with competitors, but at lower cost (strategy of cost reduction) or how an enterprise can produce a product or service that customers are willing to pay a higher price for (strategy of differentiation). Other empirical studies have been carried out on effectiveness of various models and interventions to improve the value chain efficiency (Elloumi, 2004). These studies provide substantial research on relationships between value chain, which guided this study to examine the value chain in Uganda Telecom Ltd in relation to logistics planning, freight management, warehouse management and customer satisfaction and determinate customer needs through operations and distribution.
2.3
Logistics planning and customer satisfaction in Organizations

In order for an organization to meet its customers need, Jaecques (2002) suggests the following during logistics planning: developing a logistics plan and planning for growth. According to Jaecques (2002), developing an efficient and effective logistics plan involves developing what Saenz calls “best-practice solutions” and defining detailed future planning requirements. Regardless of the approach used by a company, developing a logistics plan is a critical step.

Relating to planning for growth, Bowersox, Closs and Stank (2000) emphasized that the first step in planning is understanding and analyzing operational data to build a foundation for a solution. Once a foundation is established, business growth factors are applied to the current operational requirement to project future requirements. A critical step in this process is to establish the planning phases. “Typically, each phase has a five-year planning horizon. That way, when your business grows after five years, you have a plan that allows you to efficiently expand”, Saenz explains (Christopher, 2002). 

Casey and Morrow (2007) highlight the importance of logistic planning data and factors. They observe that these can be used at strategic, operational, and tactical levels to estimate the amount and type of effort and/or resources required for a given operation. Similarly, Korpela, Tuominen and Valoaho (1998) explain factors an organization should consider in logistics planning in relation to customer’s satisfaction. They observed that the keys to provide effective customer service are determining the customer needs accurately, and meeting and exceeding the needs in a consistent manner. They added that companies should adapt a strategic, proactive focus on customer service based on understanding customers’ own logistic processes and designing the logistics system to meet their needs. The ultimate objective is to create value for the customers by enabling them to achieve their own objectives more efficiently.

2.3.1
Demand forecasting and customer satisfaction

Demand forecasting is essentially a linear process of translating input assumptions into a forecast of expected sales. In virtually every industry, companies are challenged by ever-higher customer expectations, stricter regulations, changing market dynamics and the ongoing impact of the technology – all of which are compelling them to reexamine and refine how they forecast and manage demand. As many are learning, it is a process that involves far more. Today, successful demand management requires a multichannel, multilevel approach that exploits every link in the supply chain, which for most enterprises represents a complex group of constituents (Jaecques, 2002).
Accurate forecasting can help improve customer service and thereby increase customer satisfaction. Not having the right part in stock at the right time - stocking-out - can be costly, especially when the item carries a high margin or the customer is an infrequent purchaser. In one study, a respondent was quoted as having said: “If we don’t have one item on an order, we often lose the entire order. What’s worse, we run the risk of losing the customer to a competitor”. Similarly, Owusu, Shah and Voudouris (2009) concur that accurately forecasting demand ensures that organizations have full visibility of customer requests. Such proactive visibility of demand in service organizations enables the right resources to be deployed at the right place and at the right time. Underestimating demand leads to unsatisfied customers who turn to the organization’s competitors. However, what was not known is whether UTL forecasting was accurate. Most probably, it was sought in this study that it was not given that customer satisfaction fell short of customers’ expectations. Since there was no empirical evidence of this relationship, the study sought to fill this gap.
The ability to accurately forecast customer demand directly translates to improved and more predictable supply chain performance and thus improving customer service. Accurate forecasting is the key driver of the organization’s supply chain anticipating demand opportunities. Having an accurate forecast is especially key today as supply chains grow more complex and customer behavior becomes increasingly demanding. (Owusu et al, 2009).

2.3.2
Distribution requirement planning and customer satisfaction

Distribution requirements planning (DRP), which may also be called distribution resources planning is a technique to ensure that inventories, both incoming and outgoing are managed effectively (Tompkins & Harmelink, 2004).  It is used within the business administration function to efficiently plan orders within the supply chain. It provides inventory and distribution plans to meet product demand forecasts.  Organizations can manage the process of matching their inventory to customer orders, so they never have to worry about having the wrong inventory in the wrong place at the wrong time. 

According to Mukherjee (2006), DRP provides a general method of inventory model for both dependent and independent demand. It extends supply chain management to the customers end. Dawe (2000) emphasizes that DRP begins with the identification of the time and place at which product stock keeping units (SKU) will be required. It analyzes the demand for each SKU at each customer service location and produces the aggregate time-phased requirement schedule for each level in the distribution system. These schedules are then fed into the master production schedule.

According to Kärkkäinen, Ala-Risku and Holmström (2003), distribution requirements planning ensures the perfect coordination between production, marketing and distribution management. Coyle, Bardi, and Langley (2003) emphasized that it improves performance and motivates the managers to think about and implement demand management by modifying the customer’s behavior while forecasting the demand for a product, product range or an individual item.

Tompkins and Harmelink (2004) further observed that distribution requirements planning implements the scheduled distribution specifying closely the conditions, specifically the timing within which deliveries must be made. It is mainly responsible for creating the time and place utility for a particular product and service. The most important feature of DRP, however, is the coordination of the provision services and distribution functions of the company to maximize customer satisfaction. 

Distribution requirements planning ensures lower product/service inventories and better customer service (Mukherjee, 2006). It provides the opportunities for timely re-planning the distribution as market conditions change. It changes the paradigm from control to coordination in supply chain management. By moving away from separate control of departments to overall coordination of effort, all the major movement activities, both of information and materials/products are brought together in a single system.

2.4
Freight Management and Customer Satisfaction in Organizations

Driven by the need to increase customer satisfaction among other challenges such as economic pressures, increased awareness of savings opportunities and the complex nature of freight management, organizations are ramping up their freight management activities, often times through the use of a third party logistics company (3PL) or outsourced freight management services (Akridge, 2009). Organizations have come on board in understanding the impact of reducing overall transportation and logistics costs. There is increased interest in providers wanting to take control of their freight expense to maintain and even increase customer satisfaction. Providers are expecting more transparency into freight costs and look at freight as a component of the total cost of a product.
According to Bradley, Thomas, Gooleyand Cooke (2001), freight expenses make up 3 to 6 percent of product costs. In his study, he established that organizations that implemented effective freight management practices reported that they started to see true savings from a freight management perspective, which helped them to deliver products/services at friendly costs and thus increasing customer satisfaction. He also found out that organizations realize minimal investments of time and resources when using a freight management company, which have improved their service delivery to customers. However, Dawe (2000) cautioned that often, cost savings opportunities associated with freight management are not clearly evident and that it is complicated to understand for somebody who is usually not involved in the details when it comes to managing freight. 

Kotler, Armstrong, Saunders and Wong (2005) observed that is an unmanaged expense line for some organizations. He emphasized that these organizations really do not have the resources for the internal processes or expertise to manage freight. He noted that it is not just about making a contact with vendors and telling them to transport and bill it to some organization. The real key is the ongoing management of the vendor compliance and then really managing the next level of complexity in terms of improving and optimizing the logistics process.
In the same light, Hamilton (2009) observed that most organizations lack the resources to properly quantify their current total freight spend, if it is measured at all. He observed that when it comes to managing transportation and logistics, getting the arms around the data is sometimes the most difficult thing. Oftentimes, organizations focus only on supply costs, without truly understanding the cost to receive and ship supplies.
Zoheir Ezziane (2000) asserts that logistics involves movement of products (raw materials, parts, supplies, finished goods) from the point of origin to the point of consumption. A product produced at one point has very little value to the prospective customer unless it is moved to the point where it will be consumed. Transportation achieves this movement. Transportation moves a firm’s products to markets that are often geographically separated by great distances. By doing so, it adds to the customer’s general level of satisfaction, because he or she has access to the products. This is why freight management becomes important in relation to customers’ satisfaction.

Regan (2010) observed that for organizations to maintain or increase their customers satisfaction, freight management has to be informed by policy and must cover the systems and procedures that record, manage and affect the life of a vehicle in service. He further emphasized that freight management can be undertaken once high quality data about fleet specification, maintenance and replacement has been gathered. He concluded that freight management should result in an increase in efficiency in the delivery of service to the satisfaction of the firms’ customers.

Another issue that is important in freight management is vehicle routing. Efficient vehicle routing is critical to customer satisfaction (Wilcox, 1998). Vehicle routing problems attempt to define optimal delivery methods of goods to places and thus, customers’ satisfaction. Vehicle routing problems attract considerable attention because of their implications for delivery businesses. For example, Wilcox (1998) observed that the economic, environmental and social costs of freight transport vary by time of day and day of the week. He added that sustainability of delivery of services/goods to the satisfaction of customers could be enhanced if the planning of delivery operations took more account of the variability of external costs over daily, weekly and seasonal cycles.

Efficient and effective transport allows essential services to reach more people (Bue Bjørner, 2000). Service delivery relies on effective transport. The most frequent reason given for non-delivery of services is that there is no transport available (Liechti, 2002). The lack of safe, efficient and cost-effective core transport services lies at the root cause of the problem. Successful transport management depends on a management culture in the organization where the procedures of the new transport management system are fully accepted and supported by all personnel, not just those directly involved with transport.
2.4.1
Freight information flow and customer satisfaction
Dramatic increase in the amount of information has increased its importance in today’s business. Emphasizing this importance, Liechti (2002) argued that the use of information technology can improve the dynamic characteristics of the supply chain, facilitate business and make the corresponding fluctuations in a timely and effective response, thus’ increasing customers’ satisfaction. Relying on a network and database as the core information system ensures the integrity of information, accuracy and timeliness about an organization’s freight transporting clients’ cargo. Information systems enable information transfer from the linear structure into a network structure, the entire supply chain, achieving real-time sharing of information, which eliminates delays, reduces the length of the supply chain.

Singh (1996) discussed the importance of information flow within the relatively complex supply chain of a communications company with centralized European production centers and national sales and service organizations. He analyzed the activities within the supply chain and illustrated the importance of the relationship between goods movement and the exchange of freight information. He argued that freight information needs to be managed before a sale is made, while satisfying the sales order and during after-sales maintenance. He concluded that responsiveness to customer demand, and overall customer satisfaction, cannot be achieved without proper management of both the goods movement and freight information flow throughout the supply chain.

In the same light, Wilcox (1998) observed that computers and electronic communication networks play an increasing part in handling and processing of information since equipment is precise and cheaper than work of people. Besides, they provide the fastest storage and exchange of information. The flow of information is the key to success in the computer age and information. 

2.4.2
Distribution process and customer satisfaction
Distribution refers to how an organization delivers its product/service to the customer (Regan 2010). If the organization is in a service business, it may be the way it delivers itself to the customer to perform the service. An organization can use two major forms of distribution methods: direct or indirect or combinations of the two distribution methods and additionally, different products/services from the same company may require different methods. Direct distribution involves the organization distributing directly to the customer or end user of the product/service. There is no agent between the company and the customer. Indirect distribution involves the organization distributing goods/services through a third party to the customer.

Kärkkäinen, Ala-Risku & Holmström (2003) argued that direct distribution can help organizations avoid extra costs on their goods/services that arise with the use of third parties and this may positively influence customer satisfaction. However, he cautioned that each of the two distribution approaches has its merit and demerits to customer satisfaction. He further suggested that the following should be considered in relation to customer satisfaction: the characteristics of the organization’s target market and how large is the market for this product, where the customers are located and how large are the orders. 

Bradley, Thomas, Gooley and Cooke (2001) argued that for a high-priced product/service with a small number of potential buyers, the direct distribution approach with plenty of goods/services is probably best. For a low-priced product/service that appeals to the mass market, an indirect selling approach is fine as long as it is supported with advertising. Distribution through a third party may be the best distribution method if organizations have a large number of customers located in the same area. However, a small number of geographically dispersed buyers may require the organization to distribute through a third party who, hopefully, will provide the needed individual attention. An organization might segment its customer base by order size and distribute directly to customers placing large orders and use an indirect distribution method for small orders. Basing on what has been reviewed in this section, this study investigated UTL’s customer satisfaction in relation to the characteristics of the UTL’s target market, market size for its products/services and the location of its customers including the size of orders.

2.5
Warehouse Management and Customer Satisfaction in Organizations

According to Ganczarski (2009), distribution centers and warehousing environments are often the most complicated and dynamic piece of company's business customer satisfaction strategy. He observed that with increased pressure to reduce cost, meet compliance requirements, and integrate with other enterprise applications, finding a warehouse management solution that fits the ever-changing distribution needs is critical to the supply chain success and thus, customer satisfaction.

Warehouse management involves management of warehouse resources, which include space, labor, equipment, tasks, and material flows (Kimball & Margy, 2002). Kimball and Margy (2002) emphasize that organizations with warehouses often require a system to track the movement of inventory to ensure a stead delivery of services to their customers. These systems also help in automation of ordering, tracking, and distribution of inventory from the warehouse level to the store level and destination delivery points. The systems should work in conjunction with the point of sale and inventory control systems.
According to Jaecques (2002), space, labor, and throughput are invariable measuring sticks in distribution center planning. Dawe (2000) emphasized that warehouse managers constantly ask the questions, “Is the space inside my facility being used efficiently? How can labor costs be reduced? How can throughput be increased?” For any organization, the importance of managing an efficient distribution center to satisfy its customers is undeniable. Warehouse management is the technique of supervising the receiving, handling, storing, moving, packaging, and distributing of materials in and around the warehouse. On the other hand, there are other tasks such as allocation of the goods, transfer in process, safety of stock, acquiring statistics by location, and safety of stock, also maneuvered by the warehouse management (Bailey, 2003). To supervise all the above functions to the satisfaction of customers, a warehouse manager is required to record and supervise deliveries and pickups, keep an account of the tracking systems, loading and unloading supplies and other materials. Amongst all the responsibilities, distribution of necessary stock to required places at accurate times is the most important task of the warehouse manager (Jaecques, 2002). In order to maintain or improve customer satisfaction, warehouse managers must have appropriate knowledge of inventory measures and control, warehousing systems, material storage, unloading and loading techniques and mathematical knowledge. 

Aberdeen Group (2009) noted that with budgets getting tighter and executives being more methodical in their investment and allocation of funds for improvement delivery of services in order to satisfy customers, many organizations are taking a closer look at supply chain operations to identify strategic drivers that can have immediate impact.
The Aberdeen Group (2009) in its report the “Five Key Steps to Optimizing Warehouse Management” suggests that organizations should adopt warehouse management systems (WMS) and peripheral applications and examines how successful companies have leveraged this technology to achieve superior performance and thus increased customer satisfaction. Bowersox, Closs and Stank (2000) found that the top pressure pushing businesses to take action around the adoption of WMS technology is the need to support increased sales without increasing staffing or space. "The pressure mounting on today's warehouse managers isn't that different than yesterday, but the speed at which change is occurring is increasing and the time to adjust to those changes is shrinking," said the Aberdeen Group. In its findings, it established that The Best-in-Class companies were utilizing key performance measurements to ensure the flow of product in and out of the warehouse and maintaining service levels with customers while driving down operation costs. In an effort to utilize performance data to track progress, many aligned with and achieve high-marks around key performance metrics including, the percent of lines across all orders which can be filled completely; the percent of orders which arrive at the customer on-time; the percent of orders which are picked accurately; the year-over-year trend in warehouse labor costs; and the year-over-year trend in customer order turnaround time.

2.5.1
Inventory storage and customer satisfaction
The primary objective of inventory storage is to protect the quality of the product/service, have enough merchandise/service on hand, and prevent loss through spoilage and theft. Management and employees need to protect the money worth of merchandise/services in storage to satisfy customer needs. Control over merchandise/services in storage is established by assigning responsibility to a person, by maintaining proper physical conditions, and by sound material handling procedures. Minimum operating procedures should include the following: All products should be placed in the appropriate storage areas immediately following inspection in receiving area; All products should be stored in a manner that will facilitate issuing on a “first in-first out” basis; Supervisors should be kept informed about perishable items that should be used promptly.

High spoilage losses indicate poor storage procedures and/or over-buying and both deserve immediate attention. Poor storage capacity planning raises storage inventory turnover rate and lowers customer satisfaction. Applying inventory management principals to storage capacity management and free space should be central in any organization’s operations because it provides important insight into a storage shop's efficiency (Bailey, 2003). 
Jaecques (2002) emphasized that storage managers have to control an immense number of variables when planning storage purchases. He argued that the first step in using the turnover rates in storage is to find a method to determine the rate of consumption and cautioned that most storage resource management tools are woefully inadequate in this respect. On the positive side, he noted that tracking the gross growth rates is surprisingly simple and can be done in a spreadsheet. He advised that organizations should keep a daily, weekly or monthly tally of utilization capacity for each pool of storage and use the Excel trend function to get the growth rate. Next, organization should determine the frequency their customers need to make storage purchases to replenish. To achieve this, organizations should take into account aspects like the customer's financial periods and preferred suppliers, growth trend volatility, the appropriate safety stock and any technological constraints that may discourage making very small purchases. Managing into a specific storage inventory turnover period lowers the capital required to operate the storage service, improves the cost basis by which storage managers acquire storage and guarantees an appropriate amount of capacity to serve the business needs.
2.5.2
Inventory handling and customer satisfaction
Inventory handling is primarily about specifying the size and placement of stocked goods. Inventory handling is required at different locations within a facility or within multiple locations of a supply network to protect the regular and planned course of production/provision of a good/service against the random disturbance of running out of services or goods (Ganczarski, 2009). The scope of inventory handling also concerns the fine lines between replenishment lead time, carrying costs of inventory, asset management, inventory forecasting, inventory valuation, inventory visibility, future inventory price forecasting, physical inventory, available physical space for inventory, quality management, replenishment, returns and defective goods and demand forecasting.
Kimball and Margy (2002) observed that the value of a manager to a marketing and supply business depends on his/her ability to manage inventories effectively. The total cost of maintaining the desired inventory level must be held down to a reasonable figure, but the inventory must also be large enough to permit the company to effectively merchandise the products and services it sells. If the manager doesn’t control his inventories to accomplish both of these objectives, the business may not be able to satisfy its customers. 

2.6
Summary of the literature review

The literature has examined specific logistics management aspects regarding logistics planning, freight management and warehouse management. The section starts with the theoretical framework that clusters the different theories on logistics management and customer satisfaction. It then introduces a description of key literature. Little has been written about logistics management and customer satisfaction in Africa and in Uganda. There has been no study done on Logistics management and customer satisfaction in the Uganda Telecommunication sector. The study will fill the gap identified. This study thus builds upon earlier work done on relationship between logistics management and customer satisfaction. 
CHAPTER THREE

METHODOLOGY

3.1
Introduction

This chapter presents the research design, study population, sample size, sampling techniques, data collection methods and instruments, validity and reliability, procedure of data collection, data analysis and measurement of variables.

3.2
Research Design
In this study, a cross sectional case study research design was used. Basing on Amin’s (2005) assertion, the case study design was used because it focused on one unit of the study - UTL, which enabled an in-depth study of logistics management with limited time scale. This study was cross sectional because according to Sekaran (2004), with this survey, a large group of respondents can be targeted to obtain information about logistics management without making a follow up of the respondents once information from them is obtained. Therefore, the cross sectional survey helped to save on time and resources during data collection. Both quantitative and qualitative methods were used in the study. This was because the quantitative approach allows the researcher to solicit information that can be expressed numerically while the qualitative approach allows the researcher to solicit narrative and descriptive information that can be expressed in textual format (Mugenda & Mugenda, 1999). Combining numerical and textual information helped the researcher enrich the interpretation of findings of the study.

3.3
Study Population

The target population constituted a total of 277 respondents. They included 6 managers, 165 staff from marketing, service centers, supply chain, distribution, managed sales and technical departments. The study also covered 6 UTL distributors and an estimated 100 subscribers of the UTL network.

3.4
Sample Size and Selection

The following table summarizes the category of respondents the study targeted, the population, sample size and sampling technique.
Table 1: Showing the sample size and sampling method to be used in the study

	Population category 
	Population 
	Sample size 
	Techniques 

	Managers 
	6
	6
	Census 

	UTL Staff
	165
	115
	Simple random

	Distributors 
	6
	6
	Census

	Customers 
	100
	80
	Convenience 

	Total 
	277
	207
	


Source: Uganda Telecom Limited Human Resource Records (2010)
Using Krejcie and Morgan sample size table (Appendix 1), the sample for this study consisted of 207 respondents. Table 1 below shows the summary of sampling size based on Krejcie & Morgan (1970) population and sample selection guidelines and selection criteria that was used.
3.5
Sampling Techniques and Procedure

Simple random sampling technique was used to select the low cadre staff at the UTL. Simple random sampling was used to give every low cadre staff a chance to participate in the study by drawing a sample from a large population with the aid of random number selected from random table. The selected random numbers were used to identify low cadre staff on the UTL staff lists with similar numbers to participate in the study. This sampling method was used because it helped the selection of low cadre staff not to be biased and it also helped minimize the time and cost involved while selecting low cadre staff. Census sampling technique was used to select managers and distributors. UTL staff holding such positions and who directly deal with logistics were identified and these were selected with the intention that they participated in the study because they were assumed to have more knowledge on logistics management given the positions they hold. Convenience sampling was used to select customers. Customers that happened to be found using UTL goods/services at any time and any location were selected to participate.

3.6
Data Collection Methods

Two types of data collection methods were used in the study. These included quantitative and qualitative data collection methods. The quantitative and qualitative data collection methods relied on structured data collection instruments and these mainly constituted survey and face-to-face interviews, which are briefly explained in the following subsections.

3.6.1 
Questionnaire survey method 
Information was gathered by asking selected members of the audience to answer a set of questions posed to them in a written form. The questionnaire survey method consisted of a number of questions in a definite order on forms. The forms were handed over the to the respondents individually and once filled were collected for analysis.
3.6.2 
Face-to-face interviews
Face-to-face interviews were used to collect data from managers and distributors because they enabled the researcher to establish rapport with these categories of respondents and therefore gain their cooperation. They also allowed the researcher to clarify ambiguous answers and obtain in-depth information through probing.

3.7
Data Collection Instruments

Two types of data collection instruments were used in the study. These included questionnaires and interview guides which are briefly explained in the following subsections.

3.7.1 
Questionnaires

Paper-pencil-questionnaires (Appendix 1),  were administered to a large number of respondents (low cadre staff at UTL and customers). The questionnaires were based predominantly on closed questions, which produced data that could be analyzed quantitatively for patterns and trends to save on time because of the large number of respondents.

3.7.2 
Interview Guide

Interview guides (Appendix 2) were used to collect qualitative data from key informants who included managers and distributors who were in position to provide in-depth information through probing during the face-to-face interview. The researcher presented questions to key informants and their views were written down by the researcher. Data obtained during the interview supplemented that obtained through the questionnaires.

3.8
Pretesting of Data Collection Instruments

3.8.1
Validity

For the instruments to yield relevant and correct data, they were given to two experts conversant with the study topic to comment on the ambiguity, difficulty and relevancy of questions to ensure construct, content and face validity. A content validity ratio (CVR) was then computed and it was found to be .78, which was above 0.6, which is recommended by Nunnally (1967) as cited by Kent (2001). Thus, the questionnaire was considered suitable for collecting data.

3.8.2
Reliability

In order to ensure the degree to which questionnaires produced consistent results if used under the same conditions, they were pilot tested on 20 respondents and the results subjected to Cronbach’s alpha reliability. The Cronbach’s Alpha coefficient for the variables are shown in Table 2 as extracted from appendix 5.
Table 2: Reliability of the questionnaire

	Variable
	Alpha
	No. of items

	Logistics planning
	.918
	12

	Freight management
	.961
	13

	Warehouse management
	.973
	13

	Customer satisfaction
	.969
	3

	Human resources
	.902
	4

	Financial resources
	.806
	3


The Cronbach’s Alpha coefficients for the variables were above 0.7 which is recommended by Nunnally (1967) as cited by Kent (2001). Thus, the questionnaire was considered reliable for collecting data.
3.9
Procedure of Data Collection

A letter of authorization from UMI was provided to authorities in UTL as a request for permission to conduct the study. A covering letter accompanied the data collection instruments explaining the purpose of the study. Once permission to conduct the study was given, the questionnaires were distributed directly to staff at UTL for filling and were collected once they were completed. Respondents were assured of their confidentiality and were advised not write their names anywhere on the data collection instruments. There was informed consent where the principle of voluntary participation was considered. The principle of anonymity involved the participant remaining anonymous throughout the study. After the questionnaires were filled they were collected and the data was analyzed. A covering letter was also used to provide access to the interview processes, which was done on appointment.

3.10
Data Analysis

Quantitative raw data was collected, coded, edited and entered into the SPSS program. Organized data was presented in tables and then analyzed. The analysis mainly consisted of descriptive statistics in form of frequencies and percentages and  inferential statistics (Spearman correlation and the coefficient of determination) were used to determine the respondents’ views on logistics management and customer satisfaction. Spearman correlation and the coefficient of determination were used to test the hypotheses. Spearman was used because the scale that accompanied the questionnaire was ordinal. The correlation coefficient (r) was used to determine the strength of the relationship between the variables. The sign of the correlation coefficient (+ or -) was used to determine the direction of the relationship between the variables. The significance of the correlation coefficient (p) was used to determine the confidence in the findings. The coefficient of determination was to determine the effect of the independent variables on the dependent variables.
Qualitative data was analyzed by grouping it into patterns, themes and categories. The recurrent themes which emerged from the interviews in relation to each guiding question were presented in the results. The researcher evaluated and analyzed the data to determine the adequacy of the information, credibility, usefulness, consistency and validation or non-validation of hypotheses. This was done in answering of the research questions (Mugenda & Mugenda, 1999).
3.11
Measurement of Variables 

The questionnaire was accompanied with an ordinal measurement, which categorizes and ranks the variables. Thus, a Likert scale was used to collect opinion data on the study variables using the five scales: 5 = strongly agree; 4 = agree; 3 = undecided; 2 = disagree; 1 = strongly disagree.

CHAPTER FOUR
PRESENTATION, ANALYSIS AND INTERPRETATION OF RESULTS

4.1
Introduction

This chapter presents, analyzes and interprets the results. It is divided into four major sections. The first section presents the response rate. The second section presents findings about influence of logistics planning on customer satisfaction in Uganda Telecom Limited. The third section presents findings about influence of freight management on customer satisfaction in Uganda Telecom Limited. The fourth section presents findings about influence of warehouse management on customer satisfaction in Uganda Telecom Limited. 
To analyze the findings in regard to descriptive statistics, staff members and customers who strongly disagreed and those who disagreed were combined into one category of respondents who “opposed” the items. In addition, staff members and customers who strongly agreed and those who agreed were combined into another category of respondents who “concurred” with the items. Thus, three categories of respondents were compared, that is “staff members and customers who opposed the items”, “staff members and customers who were not sure about the items” and “staff members and customers who concurred with the items”. Interpretation was then drawn from the comparisons of the three categories.

4.2
Response Rate

In this study, the sample was 207 respondents but the researcher managed to get 161 respondents. Thus, the response rate was approximately 78%, which is well above the recommended two-thirds (67%) response rate for any researcher to start analyzing data from the field (Amin, 2005).
4.3
Influence of Logistics Planning on Customer Satisfaction in Uganda Telecom Limited
It is recommended that when presenting the results of statistical tests, the researcher should give descriptive statistics before the corresponding inferential statistics (Plonsky, 2007). In other words, the researcher should compute frequencies and percentages (while referring to a table or figure), before talking about the results of any statistical tests performed. Thus, in this chapter, this advice was adopted. The descriptive statistics used included frequencies and percentages. These show the distribution of respondents on items about the four study variables (that is; logistics management, freight/transport management, warehouse management and customer satisfaction) the study focused on. The inferential statistics used to test the hypotheses were Spearman correlation and coefficient of determination.
4.3.1
Descriptive results related to logistics planning
Staff members and customers were requested to respond to 12 items related to logistics planning as shown in Table 3. They were requested to indicate their response using the following five-point Likert scale: “Strongly disagree”, “Disagree”, “Not sure”, “Agree”, and “Strongly agree”. The analysis and interpretation of the findings about logistics planning follows the presentation of findings in Table 3 extracted from Appendix 6.
Table 3: Findings about logistics planning from staff members and customers
	Items about logistics planning
	Opposed
	Not sure
	Concurred

	1. A logistics plan has always been developed at UTL
	47

(30%)
	29

(19%)
	77

(51%)

	2. The logistic plan at UTL is effective
	64

(42%)
	44

(29%)
	45

(29%)

	3. The UTL logistics system satisfactorily meets its clients' needs
	78

(52%)
	13

(8%)
	62

(40%)

	4. The UTL logistics system satisfactorily creates value for its clients' needs
	68

(44%)
	26

(17%)
	59

(39%)

	5. Forecasts are always conducted in UTL's logistics management
	55

(36%)
	29

(19%)
	69

(45%)

	6. Forecasts in UTL's logistics management have always been underestimated
	62

(40%)
	50

(33%)
	41

(27%)

	7. Forecasts in UTL's logistics management have always been overestimated
	68

(45%)
	81

(53%)
	4

(3%)

	8. Forecasts in UTL's logistics management are accurate
	77

(51%)
	51

(33%)
	25

(16%)

	9. Management of inventories is always done in UTL's logistics management
	48

(32%)
	16

(10%)
	89

(58%)

	10. UTL's incoming inventories in logistics management are managed effectively
	62

(41%)
	19

(12%)
	72

(47%)

	11. UTL's outgoing inventories in logistics management are managed effectively
	60

(40%)
	19

(12%)
	74

(48%)

	12. UTL uses a distribution requirement planning system in its logistics management
	65

(42%)
	16

(10%)
	72

(47%)


Source: Field
Findings show that fewer staff members and customers (30% to 42%) were opposed to six items (that is items 1, 5, 9, 10, 11, and 12) compared to those who concurred and those who were not sure. Thus, these findings suggest that in most cases in UTL's logistics management; a logistics plan had always been developed, forecasts were always conducted, management of inventories is always done, outgoing inventories are managed effectively and a distribution requirement planning system is used.
However, findings also show that more staff members and customers (40% to 52%) concurred with five items (that is items 2, 3, 4, 6, and 8) compared to those who opposed and those who were not sure. This implies that in most cases in UTL's logistics management; the logistics plan was not effective, the logistics system did not satisfactorily meet its clients' needs, it also did not create value for its clients' needs, forecasts have always been underestimated and not accurate. Lastly, more staff members and customers (53%) were not sure whether forecasts in UTL's logistics management have always been overestimated compared to those who opposed (45%) and those who concurred (3%). This shows that almost half of the employees at UTL are not sure whether forecasts in UTL's logistics management have always been overestimated.
Interview findings revealed the following about logistics planning when interviewees were asked about logistics planning at UTL. For example, the first interviewee had this to say, “It is not good. This is because there is no proper policy for logistics planning and if it is there, it has not been shared by management”. A second interviewee responded, “It is fifty-fifty. I am not satisfied with it because there is too much organizational politics and personal interest especially by the top management team; Employees have the competence but are overruled by organizational politics. In addition, lack of planning sense from other departments results into clashes”.
The third interviewee said, “Planning for logistics such as flexi cards, phones has not been appreciated by UTL. This is due to the fact that distributors transport their own logistics (flexi cards, phones) to their head offices and from there to their territories without any assistance from the company (UTL). Distributors, incur a lot of operational costs and thus low profit margins. This is caused by poor logistics planning at UTL. Hence, this leaves a lot to be desired by UTL to improve its logistics planning by incorporating the distributors”.
The fourth interviewee was of the view that it appears as if UTL does not plan. For example, some airtime denominations run out and stay out of stock for a while. There is a lot of delay between placing an order and receipt of stock. Some items are not stocked and some inventory issued out such as flexi cards are sometimes not activated on time. The response from the fifth interviewee was that UTL’s Logistics planning is terrible and was of the view that there is no planning and forecasting.
In response to logistics planning, the sixth interviewee said that it is given priority and the management team efficiently handles it. The seventh interviewee responded that UTL’s logistics planning is not yet structured. The whole process should be documented but this is not done. For example, there is a lot of negligence, no monitoring and no accountability. The eighth interviewee said logistics planning at UTL is good. This is because costs are estimated and taxes are planned.
These findings, therefore, show that some aspects of logistics planning are not well done while a few aspects of logistics planning are satisfactory. Because of this, UTL logistics planning is not all that efficiently and effectively done.
4.3.2
Descriptive results related to customer satisfaction
The staff members and customers were requested to respond to 3 items related to customer satisfaction as shown in Table 4. They were requested to indicate their response using the following five-point Likert scale: “Strongly disagree”, “Disagree”, “Not sure”, “Agree”, and “Strongly agree”. The analysis and interpretation of the findings about customer satisfaction follows the presentation of findings in Table 4 as extracted from appendix 9.
Table 4: Findings about customer satisfaction from staff members and customers
	Items about customer satisfaction
	Opposed
	Not sure
	Concurred

	1. UTL's product/service quality has satisfactorily met its customers' expectations
	87

(57%)
	13

(8%)
	53

(34%)

	2. Customers' experiences of UTL's product/service quality have been satisfactory
	93

(61%)
	17

(11%)
	43

(28%)

	3. Perceptions of UTL's product/service quality have been satisfactory
	86

(56%)
	30

(20%)
	37

(25%)


Source: Field
Table 4 shows that more staff members and customers (56% to 61%) opposed all items about customer satisfaction. Thus, findings show that UTL's product/service quality has not satisfactorily met its customers' expectations and perceptions of UTL's product/service quality have not been satisfactory. Therefore, this implies that customer satisfaction at UTL is low.

4.3.3
Testing Hypothesis One: Influence of logistics planning on customer satisfaction
The first null hypothesis stated, “Logistics planning does not influence customer satisfaction”. Spearman correlation coefficient (
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) was used to determine the strength of the relationship between logistics planning and customer satisfaction. The sign of the coefficient (positive or negative sign) was used to determine the change in direction in the relationship between logistics planning and customer satisfaction. The significance of the coefficient (p) was used to test the relationship between logistics planning and customer satisfaction by comparing it to the critical significance level at (0.05). Table 5 presents the test results. Lastly, the coefficient of determination (
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) was used to determine the influence of logistics planning on customer satisfaction.

Table 5: Influence of logistics planning on customer satisfaction
	
	Logistic planning
	Logistic planning while controlling for human and financial resources

	Customer satisfaction
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Source: Field
Findings show that without controlling the moderating variables (human and financial resources), there was a very strong positive correlation (r = .802) between logistics planning and customer satisfaction. Since the correlation does not indicate cause effect in terms of the percentage variance in the dependent variable caused by the independent variable, a coefficient of determination (rho2 = .643), which is a square of the correlation coefficient was computed. The coefficient of determination was expressed into percentage to determine the effect of logistics planning on customer satisfaction. This revealed that logistics planning accounted for 64.3% of variance in customer satisfaction. These findings were subjected to a test of significance (p) and it is shown that the significance of the correlation (p = .000) is less than the recommended critical significance at 0.05. Thus, then the relationship was significant. Because of this, the null hypothesis “Logistics planning does not influence customer satisfaction” was rejected. This implies that logistics planning influenced customer satisfaction. The very strong correlation implied that a change in logistics planning was related to a very big change in customer satisfaction. The positive nature of the correlation implied that the change in logistics planning and customer satisfaction was in the same direction whereby better logistics planning was related to more customer satisfaction and vice versa. 

After controlling the moderating variables (human and financial resources), the strength of relationship between logistics planning and customer satisfaction reduced (r = .708) but remained significant (p = .000). The coefficient of determination (rho2 = .501) shows that this time, logistics planning accounted for 50.1% of variance in customer satisfaction, which is a lower percentage compared to when moderating variables (human and financial resources) are not controlled.
Interview findings shade some light on effect of logistics planning on customer satisfaction at UTL. For example the first interviewee said that it has negatively affected customer satisfaction. It has caused delays and stock outs leading to customer complaints and loosing customers to competitors. A second interviewee responded that it had grossly affected customer satisfaction. This is because of poor levels of service delivery, delayed promotions, procurement of wrong items all of which affect services offered to customers.
The third interviewee said that logistics planning had negatively affected customer satisfaction. This is because it has contributed to higher costs for the services offered to customers and this has been coupled with high fuel prices thereby causing delay of supplies to the market. The fourth interviewee had this to say about logistics planning at UTL. “Once a distributor takes out stock which is supplied and in the end is not activated, customers loose confidence in the distributor and the product is automatically shunned. Customers are disoriented by the fact that they cannot use the services when they need them.” As for the fifth interviewee, his response in respect to the effect of logistics planning on customer satisfaction at UTL was as follows; “UTL has lost so many customers to competitors. This has been partly due to stock outs, which have contributed to bad image. The sixth interviewee had this say “It has sometimes contributed to customer dissatisfaction. This is because at times customers’ demands are not properly forecasted. The seventh interviewee responded thus; “Customer dissatisfaction is due delays, requests not given at the right time”.
4.4
Influence of Freight Management on Customer Satisfaction in Uganda Telecom Limited
4.4.1
Descriptive results related to freight/transport management
Staff members and customers were requested to respond to 13 items related to freight/transport management as shown in Table 6. They were requested to indicate their response using the following five-point Likert scale: “Strongly disagree”, “Disagree”, “Not sure”, “Agree”, and “Strongly agree”.  The analysis and interpretation of the findings about freight/transport management follows the presentation of findings in Table 6 as extracted from appendix 7.
Table 6: Findings about freight/transport management from staff members and customers
	Items about freight/transport management
	Opposed
	Not sure
	Concurred

	1. Freight/transport management is part of UTL's logistics management
	34

(22%)
	22

(14%)
	97

(63%)

	2. UTL's freight/transport management is effective
	66

(44%)
	28

(18%)
	59

(39%)

	3. Overall UTL transportation and logistics costs have been reduced
	41

(27%)
	44

(29%)
	68

(45%)

	4. There is transparency into UTL's freight/transport costs
	66

(43%)
	56

(37%)
	31

(20%)

	5. UTL has the resources for the internal processes to manage freight/transport
	54

(35%)
	24

(16%)
	75

(49%)

	6. UTL's freight/transport management is guided by effective policy
	75

(49%)
	27

(18%)
	51

(33%)

	7. UTL's freight/transport management is efficient
	71

(47%)
	38

(25%)
	44

(28%)

	8. UTL's freight information flow is effective
	65

(42%)
	35

(23%)
	53

(34%)

	9. UTL's freight information flow is efficient
	80

(52%)
	31

(20%)
	42

(28%)

	10. UTL's freight information flow is accurate
	77

(50%)
	44

(29%)
	32

(21%)

	11. UTL's distribution process is effective
	74

(48%)
	13

(8%)
	66

(43%)

	12. UTL's distribution process is efficient
	79

(52%)
	22

(14%)
	52

(34%)

	13. Management of UTL's distribution process is satisfactory
	73

(48%)
	27

(18%)
	53

(35%)


Source: Field
Table 6 shows that fewer staff members and customers (22% to 35%) were opposed to three items (that is items 1, 3 and 5). Thus this shows that at UTL, freight/transport management is part of logistics management, overall transportation and logistics costs have been reduced, there are resources for the internal processes to manage freight/transport. However, more staff members and customers (42% to 52%) were opposed to 10 items (that is items 2, 4, 6, 7, 8, 9, 10, 11, 12 and 13). Therefore, these findings show that at UTL; freight/transport management is not effective, there is no transparency into freight/transport costs, freight/transport management is not guided by effective policy, freight/transport management is not efficient, freight information flow is not accurate, the distribution process is not efficient and management of distribution process is not satisfactory. 
The following were established during the interview when interviewees were asked about freight/transport management at UTL. The first interviewee said, “UTL always practices freight/transport management. Goods are brought in from suppliers to the organization’s warehouse. However, am not satisfied with it because goods/services are not brought nearer to customers or delivered to customers”. The second interviewee responded, “Freight/transport management is practiced at UTL. However, services are not taken closer to customers”. The third interviewee said, “To distributors it does not happen. However for UTL as a company, it does so. This is evidenced by J-M, which is a 3rd party logistics provider to UTL on freight services. Sometimes transport service providers provide freight/transport services to UTL”.
The fourth interviewee was of the view that there is no freight/transport management at UTL because it is usually not available to distributors whenever required. As for the fifth interviewee, the response was that there is freight/transport management by UTL and the company delivers to its customers. The sixth interviewee said the transport manager makes a budget for the transport section, which is approved and monitored by management. Staff members are well trained on what is required. 
The seventh interviewee responded that freight/transport management is practiced because goods are readily available on time. UTL books best costs, exports, plans for taxes and clearance. The eighth interviewee said that there is no freight/transport management at UTL. This is because it does not deliver to customers. These findings show that in most instances, UTL’s freight/transport management is not efficient and effective.
4.4.2
Testing hypothesis two: Influence of Freight Management on Customer Satisfaction in Uganda Telecom Limited
The second null hypothesis states, “Freight Management does not influence customer satisfaction”. Findings are presented in the following table accompanied with an analysis and interpretation.

Table 7: Influence of freight/transport management on customer satisfaction
	
	Freight/transport management
	Freight/transport management while controlling for human and financial resources

	Customer satisfaction
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** Correlation is significant at the 0.01 level (2-tailed).

Findings show that without controlling the moderating variables (human and financial resources), there was a very strong positive correlation (r = .862) between freight/transport management and customer satisfaction. Since the correlation does not indicate cause effect in terms of the percentage variance in the dependent variable caused by the independent variable, a coefficient of determination (rho2 = .743), which is a square of the correlation coefficient was computed. The coefficient of determination was expressed into percentage to determine the effect of freight/transport management on customer satisfaction. This revealed that freight/transport management accounted for 74.3% of variance in customer satisfaction. These findings were subjected to a test of significance (p) and it is shown that the significance of the correlation (p = .000) is less than the recommended critical significance at 0.05. Thus, then the relationship was significant. Because of this, the null hypothesis “Freight/transport management does not influence customer satisfaction” was rejected. This implies that freight/transport management influenced customer satisfaction. The very strong correlation implied that a change in freight/transport management was related to a very big change in customer satisfaction. The positive nature of the correlation implied that the change in freight/transport management and customer satisfaction was in the same direction whereby better freight/transport management was related to more customer satisfaction and vice versa. 

After controlling the moderating variables (human and financial resources), the strength of relationship between freight/transport management and customer satisfaction reduced (r = .798) but remained significant (p = .000). The coefficient of determination (rho2 = .637) shows that this time, freight/transport management accounted for 63.7% of variance in customer satisfaction, which is a lower percentage compared to when moderating variables (human and financial resources) are not controlled.
Interview findings shade some light on effect of freight/transport management on customer satisfaction at UTL. For example, the first interviewee said it has sometimes negatively affected customer satisfaction. This is because sometimes there is stock in the warehouse but staff are not aware about it contributing to loss of customers.
A second interviewee responded that it has positively affected customer satisfaction. This is because of shortened time and efficiency in transporting the goods. The third interviewee was of the view that it contributed to dissatisfaction due to delays in delivery. The company fails to plan for 3 months in advance. The fourth interviewee said occasionally when a distributor is stranded and production does not have a standby vehicle, stocks are delayed to move to their next destination.

As for the fifth interviewee, the response was that it has been positive. This is because it has helped save on transport costs. In response, the sixth interviewee said that at times there are delays, which negatively affect customer satisfaction. The seventh interviewee responded that it has contributed to so many challenges in terms of time and feedback to customers. The eighth interviewee said, “It has positively affected customer satisfaction. This is because customers get products/items needed”.
4.5
Influence of Warehouse Management on Customer Satisfaction in Uganda Telecom Limited
4.5.1
Descriptive results related to warehouse management
Staff members and customers were requested to respond to 13 items related to warehouse management as shown in Table 8. They were requested to indicate their response using the following five-point Likert scale: “Strongly disagree”, “Disagree”, “Not sure”, “Agree”, and “Strongly agree”. To analyze the findings, staff members and customers who strongly disagreed and those who disagreed were combined into one category of respondents who “opposed” the items. In addition, staff members and customers who strongly agreed and those who agreed were combined into another category of respondents who “concurred” with the items. Thus, three categories of respondents were compared, that is “staff members and customers who opposed the items”, “staff members and customers who were not sure about the items” and “staff members and customers who concurred with the items”. Interpretation was then drawn from the comparisons of the three categories. The analysis and interpretation of the findings about warehouse management follows the presentation of findings in Table 8 as extracted from appendix 8.
Table 8: Findings about warehouse management from staff members and customers
	Items about warehouse management
	Opposed
	Not sure
	Concurred

	1. UTL’s warehouse management in logistics management is effective
	82
(53%)
	8
(5%)
	63
(41%)

	2. The space in UTL’s warehouse is used efficiently
	79
(52%)
	4
(3%)
	70
(46%)

	3. There is adequate labor to facilitate UTL’s warehouse management
	73
(48%)
	19
(12%)
	61
(40%)

	4. There is adequate equipment to facilitate UTL’s warehouse management
	90
(59%)
	18
(12%)
	45
(30%)

	5. The tasks in UTL’s warehouse management are well handled
	71
(46%)
	17
(11%)
	65
(43%)

	6. Material flows in UTL’s warehouse management is satisfactory
	73
(47%)
	31
(20%)
	49
(32%)

	7. There is a reliable system to track the movement of materials flow in the UTL’s warehouse
	79
(51%)
	28
(18%)
	46
(30%)

	8. UTL's storage of goods for its clients is satisfactory
	82
(54%)
	15
(10%)
	56
(36%)

	9. The physical condition in UTL’s storage of goods for its clients is satisfactory
	91
(60%)
	15
(10%)
	47
(31%)

	10. Material handling procedures in UTL’s storage of goods for its clients are excellent
	73
(48%)
	29
(19%)
	51
(34%)

	11. Most of the time there are sufficient stocked goods for UTL’s customers
	101
(66%)
	22
(14%)
	30
(20%)

	12. UTL has effective policies for monitoring levels of goods/services
	73
(48%)
	25
(16%)
	55
(36%)

	13. UTL has effective controls for monitoring levels of goods/services
	77
(51%)
	23
(15%)
	53
(34%)


Source: Field
Findings show that more staff members and customers (46% to 66%) were opposed to all items about UTL’s warehouse management. This shows that most times in UTL, warehouse management in logistics is not effective, the warehouse space is not used efficiently, there is no adequate labor to facilitate warehouse management. In addition, findings show that there is no adequate equipment to facilitate warehouse management, the tasks in warehouse management are not well handled, material flows in warehouse management is not satisfactory, and there is no reliable system to track the movement of materials flow in the warehouse. Further, findings show that storage of goods for its clients is not satisfactory, the physical condition in storage of goods for its clients is not satisfactory, material handling procedures in storage of goods for its clients are not excellent, there are insufficient stocked goods for customers. Lastly, it is shown that UTL does not have effective policies and controls for monitoring levels of goods/services. Therefore, the findings imply that warehouse management at UTL is not effective. 
Interviews about warehouse management revealed the following: For example, the first interviewee said, “it not good because floods destroy inventory and staff members are informed late and there is no automated system, which contributes to delays in service delivery”. The second interviewee responded, “warehouse management is practiced at UTL. However, services are not taken closer to customers”. The third interviewee said that the warehouses have good locations and more so at telephone house where supplies are picked. The fourth interviewee was of the view that warehouse management is fair but not exactly satisfactory and that store keepers claim they have run out of particular items but months later you discover the items are in stock.

The fifth interviewee said, “There is too much paper work. This is because there is no automated system”. The sixth interviewee was satisfied with warehouse management at UTL as he explained that there are some internal control measures, which are being practiced by the staff and monitored by the audit team. In case of any improvement, advice is given and implemented. The seventh interviewee responded that he was satisfied with UTL’s warehouse management because there is accountability but with a few flaws. In addition he said that there are proper systems for inventory location. The eighth interviewee said that he was not satisfied with warehouse management at UTL because stores lay out is not good.
4.5.2
Testing hypothesis three: Influence of Warehouse Management on Customer Satisfaction in Uganda Telecom Limited
The third null hypothesis states, “Warehouse Management does not influence customer satisfaction”. Findings are presented in the following table accompanied with an analysis and interpretation.
Table 9: Influence of warehouse management on customer satisfaction
	
	Warehouse management
	Warehouse management while controlling for human and financial resources

	Customer satisfaction
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Source: Field
Findings show that without controlling the moderating variables (human and financial resources), there was a very strong positive correlation (r = .852) between warehouse management and customer satisfaction. Since the correlation does not indicate cause effect in terms of the percentage variance in the dependent variable caused by the independent variable, a coefficient of determination (rho2 = .726), which is a square of the correlation coefficient was computed. The coefficient of determination was expressed into percentage to determine the effect of warehouse management on customer satisfaction. This revealed that warehouse management accounted for 72.6% of variance in customer satisfaction. These findings were subjected to a test of significance (p) and it is shown that the significance of the correlation (p = .000) is less than the recommended critical significance at 0.05. Thus, then the relationship was significant. Because of this, the null hypothesis “Warehouse management does not influence customer satisfaction” was rejected. This implies that warehouse management influenced customer satisfaction. The very strong correlation implied that a change in warehouse management was related to a very big change in customer satisfaction. The positive nature of the correlation implied that the change in warehouse management and customer satisfaction was in the same direction whereby better warehouse management was related to more customer satisfaction and vice versa. 

After controlling the moderating variables (human and financial resources), the strength of relationship between warehouse management and customer satisfaction reduced (r = .780) but remained significant (p = .000). The coefficient of determination (rho2 = .608) shows that this time, warehouse management accounted for 60.8% of variance in customer satisfaction, which is a lower percentage compared to when moderating variables (human and financial resources) are not controlled.
CHAPTER FIVE

SUMMARY, DISCUSSION, CONCLUSIONS AND RECOMMENDATIONS

5.1
Introduction

This chapter presents the summary, discussion, conclusions and recommendations. It is divided into four major sections. The first section presents the summary. The second section presents the discussion according to the objectives of the study. The third section presents the conclusions. The fourth section presents the recommendations.
5.2
Summary

The study established that logistics planning influenced customer satisfaction whereby logistics planning accounted for 64.3% of variance in customer satisfaction. In other words, logistics planning accounted for a very big change in customer satisfaction whereby better logistics planning was related to more customer satisfaction and vice versa. After controlling the moderating variables (human and financial resources), logistics planning accounted for 50.1% of variance in customer satisfaction, which was a lower percentage compared to when moderating variables (human and financial resources) were not controlled.
The study established freight/transport management influenced customer satisfaction whereby freight/transport management accounted for 74.3% of variance in customer satisfaction. This implied that freight/transport management accounted for a very big change in customer satisfaction whereby better freight/transport management was related to more customer satisfaction and vice versa. After controlling the moderating variables (human and financial resources), freight/transport management accounted for 63.7% of variance in customer satisfaction, which is a lower percentage compared to when moderating variables (human and financial resources) are not controlled.
Findings revealed that warehouse management influenced customer satisfaction whereby warehouse management accounted for 72.6% of variance in customer satisfaction. This implied that the change in warehouse management accounted for a very big change in customer whereby better warehouse management was related to more customer satisfaction and vice versa. After controlling the moderating variables (human and financial resources), warehouse management accounted for 60.8% of variance in customer satisfaction, which is a lower percentage compared to when moderating variables (human and financial resources) are not controlled.
5.3
Discussion

5.3.1
Influence of logistics planning on customer satisfaction
Findings that UTL developed a logistics plan showed that the company adhered to Jaecques’ (2002) suggestion that developing an efficient and effective logistics plan involves best-practice solutions. However, given the logistics plan was not effective because there was no proper policy for logistics planning, there is too much organizational politics including personal interests by top management and basing on Casey and Morrow (2007), it is argued in this study that the plan cannot be used to achieve its intended objectives.

This explains why UTL’s logistics system did not satisfactorily meet some clients’ needs and create value for the clients’ needs as it was established in this study. This was because UTL’s product/service quality did not meet customers’ expectations and thus customers developed a negative perception towards the product/service quality. These run contrary to Korpela, Tuominen and Valoaho’s (1998) suggestion that the keys to provide effective customer service are determining the customer needs accurately and meeting and exceeding the needs in a consistent manner. Therefore, from the positive relationship that this study established, it can then be deduced that UTL’s ineffective logistics plan lowered customer satisfaction.

Given that forecasts in UTL’s logistics management were most of the times accurate, then it is argued that UTL had a sound supply chain. This argument is based on Owusu et al’s (2009) observation that accurate forecasting is the key driver of the organization’s supply chain anticipating demand opportunities. In addition, from Jaecques’ (2002) observation, it is deduced that because UTL forecasts were most of the time accurate, they helped improve customer service and thus, increased customer satisfaction. Furthermore, basing on Owusu, Shah and Voudouris (2009) observation, it is further argued in this study that UTL’s accurate forecasts ensured that the company had the visibility of customer requests.
This study also established that in most cases management of inventory was done at UTL. This is in line with Tompkins and Harmelink’s (2004) recommendation and it is argued that UTL’s inventory is used to efficiently plan orders within its supply chain. The reason why UTL’s inventory management was satisfactory is because the company used a distribution requirement planning as it was established in this study. This argument is derived from Tompkins and Harmelink (2004) who observed that distribution requirements planning (DRP) is a technique to ensure that inventories, both incoming and outgoing are managed effectively.

5.3.2
Influence of Freight Management on Customer Satisfaction in Uganda Telecom Limited
In this study, freight/transport management influenced customer satisfaction. The findings showed that if freight/transport management was poor, it would result into reduced customer satisfaction. Thus, better freight/transport management increases customer satisfaction. This study’s findings support Bue Bjørner (2000) who observed that by means of a well-handled transport system, goods could be sent to the right place at the right time in order to satisfy customers’ demands. It brings efficacy and it builds a bridge between producers/service providers and consumers. Therefore, transportation is the base of efficiency and economy in business logistics and expands other functions of logistics system.

The findings of this study support Liechti (2002) who emphasized that lower efficiency in freight management would impact on the service quality of the system and hence reduce the satisfaction level of consumers. In addition, findings of this study are similar to Akridge (2009) study findings where he established that organizations that implemented effective freight management practices reported increasing customer satisfaction. 

This study established some aspects of UTL's freight/transport management that were satisfactory. These included having freight/transport as part of logistics management hence supporting observations by Regan (2010) about the increasing importance of freight management among various organizations; reduction in overall UTL transportation and logistics costs and thus in support of Akridge’s (2009) findings; having resources for the internal processes to manage freight/transport, which was in line with Hamilton’s (2009) advice. Thus, given the positive nature of the relationship between freight/transport management and customer satisfaction that this study established, these aspects of UTL's freight/transport management that were satisfactory positively influenced customer satisfaction.

However, this study also established some aspects of UTL's freight/transport management that were unsatisfactory and these were quite many in number compared to those that were satisfactory. For example it established that at UTL, freight/transport management was not guided by effective policy. This is contrary to Regan (2010) who observed that for organizations to maintain or increase their customers satisfaction, freight management has to be informed by policy. In addition, the findings of this study revealed that freight/transport management was not efficient at UTL. Thus, it is argued that this resulted in a reduction in efficiency in the delivery of service to the satisfaction of the UTL’s customers. This is because Bue Bjørner (2000) emphasized that efficient and effective transport allows essential services to reach more people.

It was established that UTL's freight information flow was not effective, efficient and accurate. This is contrary to Singh’s (1996) discussion related to the importance of effective information flow in freight management towards customer satisfaction. He observed that lack of or ineffective, inefficient, and inaccurate information flow in freight management can contribute to increased difficult in freight management and thus decreased customer satisfaction.

This study established that UTL's distribution process was not efficient and the management of distribution process was not satisfactory. Yet Regan (2010) argued that an efficient and well managed distribution process can help organizations avoid extra costs on their goods/services. This in turn helps the organizations increase customer satisfaction by offering services/goods efficiently and of low prices. Thus, basing on this observation, it is argued that the mentioned problems in UTL's distribution process contributed negatively to customer satisfaction.

5.3.3
Influence of Warehouse Management on Customer Satisfaction in Uganda Telecom Limited
The findings of this study support Ganczarski (2009) who stressed the importance of warehouse management in customer satisfaction. He observed that finding a warehouse management solution that fits the ever-changing distribution needs is critical to the supply chain success and thus, customer satisfaction.
In this study, it was established that UTL’s warehouse management was compromised due to factors that will be discussed in the rest of this section. First, it was established in this study that UTL’s warehouse logistics management was ineffectiveness. Effective warehouse logistics management is central to services/goods delivery, which affect customer satisfaction (Kimball & Margy, 2002). Secondly, at UTL, warehouse space was inefficiently utilized, there is inadequate labor and equipment to facilitate warehouse management.  Yet according to Jaecques (2002), labor and equipment determine how efficient and effective goods and services are delivered and thus affect customer satisfaction. According to Bailey (2003), applying inventory management principals to storage capacity management and free space should be central in any organization’s operations because it provides important insight into a storage facility's efficiency.
In addition, this study established that at UTL, tasks in warehouse management were not well handled, warehouse management material flows were not satisfactory, and a reliable system to track the movement of materials flow in the warehouse was lacking. These underscores the importance of managing an efficient distribution center to satisfy customers (Jaecques, 2002). Furthermore, it was established that at UTL, storage of goods, the physical condition in storage of goods, material handling procedures in storage of goods were not satisfactory and stocked goods for customers were insufficient. Yet the primary objective of inventory storage is to protect the quality of the product/service, have enough merchandise/service on hand, and prevent loss through spoilage and theft to satisfy customer needs (Bailey, 2003). The reason why UTL’s warehouse management was compromised can be attributed to the findings of this study related to lack of effective policies and controls for monitoring levels of goods.  

5.4
Conclusions

5.4.1
Influence of logistics planning on customer satisfaction
Logistics planning influenced customer satisfaction. Thus, this shows that logistics planning provides organizations with a way of improving customer satisfaction. If organizations put in place a sound logistics planning management system, it would help in improving goods/services delivery, which would increase customer satisfaction.
5.4.2
Influence of freight/transport management on customer satisfaction
Freight/transport management influenced customer satisfaction. This study’s findings show that effective and efficient freight/transport management plays an important role in customer satisfaction. Findings show that if all aspects of freight/transport management are taken into consideration, services/goods would be efficiently and effectively delivered to customers and thus increasing their satisfaction. 

5.4.3
Influence of warehouse management on customer satisfaction
Warehouse management influenced customer satisfaction. Findings of this study show that it is important for organizations to manage their warehouse to increase customer satisfaction. Particularly, it is important for organizations to manage warehouse resources such as space, labor, equipment, tasks, and material flows. The study shows that the role of warehouse management in the supply chain of organizations makes it possible for a company to achieve business objectives.

5.5
Recommendations

5.5.1
Influence of logistics planning on customer satisfaction
UTL should improve its logistics planning to improve customer satisfaction. This can be achieved by having a proper policy for logistics planning, reducing organizational politics, avoiding personal interests. To achieve this, management should put in place policies and guidelines and ensure that employees adhere to them. Furthermore, it should encourage teamwork, open communication, and increase transparency. In addition, UTL management should endeavor to meet its clients' needs and create value for these needs. This can be achieved by carrying out a survey on clients’ needs and receive feedback through establishing a help desk or helpline or company website. UTL should effectively manage incoming and outgoing inventories and make accurate forecasts in logistics management. This can be achieved through proper forecasting and having a system to monitor the inventories. Lastly, in order to streamline the distribution process, UTL should involve distributors in planning for inventory and their contributions should be incorporated into the UTL policy guidelines.
5.5.2
Influence of freight/transport management on customer satisfaction
UTL should also improve its freight/transport management to improve customer satisfaction. This can be achieved by investing in a Transportation Management System (TMS). With the use of the TMS UTL will be able to track both incoming and out going inventory. A TMS that incorporates global positioning technology will enable fleet managers to dispatch and monitor vehicles hence increase efficiency in the transport operations. UTL should also ensure transparency into its freight/transport. This can be achieved by putting in place a policy to guide freight/transport and to which all stakeholders should adhere to and failure of any stakeholder to do so would be penalized. Furthermore, UTL should reduce transportation and logistics costs. Lastly, more resources for the internal processes to manage freight/transport should be made available. Partnerships with other companies can help in achieving this.
5.5.2
Influence of warehouse management on customer satisfaction
Lastly, UTL should improve its warehouse management to improve customer satisfaction. This can be achieved by putting in place warehouse management best practices. These can include improving the warehouse layout and slotting in order to cut down on travel time within the warehouse, putting in place effective policies for monitoring levels of inventory. UTL managers should also improve on the handling of inventory by investing into a warehouse management system, improve the physical condition in the storage of goods, improve materials handling procedures in the warehouse, and avoid tendencies of overstocking and understocking. Furthermore, UTL can invest in an Enterprise Resource Planning system (ERP), which helps to integrate all the departments with management and bridge the communication gap between the user department and warehouse. For example, user departments could get to know the inventory at the warehouse by using the system without physically moving to the warehouse.
5.6
Contributions to the study

In addition to achieving the primary objectives, this study has in the process made a humble contribution to the body of knowledge in the field of logistics management and its influence on customer satisfaction within the telecommunication sector of Uganda. This will therefore be a reference material for future research. This is when academicians will use the study findings to enrich their academic work.
5.7
Areas for further research

Further research could be carried out on other dimensions of logistics management or supply chain management that the researcher did not pay attention to such as sourcing, procurement, supplier relationship management, outsourcing, customer service management, manufacturing flow management, order fulfillment, benchmarking, contract management, returns management and product development.
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APPENDICES

Appendix 1: Questionnaire for UTL Staff and Customers
Dear respondent,

I am a postgraduate student from Uganda Management Institute carrying out a research on “Logistics Management and Customer Satisfaction in the Telecommunication Sector in Uganda: A Case Study Of Uganda Telecom Ltd”. The purpose of the study is to examine the influence of logistics management on customer satisfaction in the telecommunication sector. Your response will be helpful in the completion of my postgraduate studies by writing a dissertation as a partial fulfilment for the requirements for the award of the degree in Masters of Management Studies (Procurement and Supply Chain Management) of Uganda Management Institute. I request your participation by providing information as per the instructions. All information given will be treated with confidentiality and will only be used for academic purposes. Thank you in advance for your valuable time and effort in answering this questionnaire.

Section 1: Logistics planning

For each item, please tick your answer in the box to indicate whether you: Strongly disagree, or Disagree, or Not sure, or Agree, or Strongly agree.

	Logistics planning
	Strongly disagree
	Disagree
	Not sure
	Agree
	Strongly agree

	1. A logistics plan has always been developed at UTL
	
	
	
	
	

	2. The logistic plan at UTL is effective
	
	
	
	
	

	3. The UTL logistics system satisfactorily meets its customers’ needs
	
	
	
	
	

	4. The UTL logistics system satisfactorily creates value for its customers’ needs
	
	
	
	
	

	Demand forecasting
	Strongly disagree
	Disagree
	Not sure
	Agree
	Strongly agree

	5. Forecasts are always conducted in UTL’s logistic management
	
	
	
	
	

	6. Forecasts  in UTL’s logistics management have always been underestimated
	
	
	
	
	

	7. Forecasts  in UTL’s logistics management have always been overestimated
	
	
	
	
	

	8. Forecasts in UTL’s logistic management are accurate
	
	
	
	
	

	Distribution requirement planning
	Strongly disagree
	Disagree
	Not sure
	Agree
	Strongly agree

	9. Management of inventories is always done in UTL’s logistics management
	
	
	
	
	

	10. UTL’s incoming inventories in logistics management are managed effectively
	
	
	
	
	

	11. UTL’s outgoing inventories in logistics management are managed effectively
	
	
	
	
	

	12. UTL uses a Distribution requirement planning system in its logistics management
	
	
	
	
	


Section 2: Freight/Transport management

For each item, tick your answer: Strongly disagree, or Disagree, or Not sure, or Agree, or Strongly agree.

	Freight/Transport management
	Strongly disagree
	Disagree
	Not sure
	Agree
	Strongly agree

	1. Freight/Transport management is part of UTL’s logistics management
	
	
	
	
	

	2. UTL’s freight management is effective
	
	
	
	
	

	3. Overall UTL transportation and logistics costs have been reduced
	
	
	
	
	

	4. There is transparency into UTL’s freight/transport costs
	
	
	
	
	

	5. UTL has the resources for the internal processes to manage freight/transport
	
	
	
	
	

	6. UTL’s freight/transport management is guided by effective policy
	
	
	
	
	

	7. UTL’s freight management is efficient 
	
	
	
	
	

	Freight/transport information flow
	Strongly disagree
	Disagree
	Not sure
	Agree
	Strongly agree

	8. UTL’s freight information flow is effective
	
	
	
	
	

	9. UTL’s freight information flow is efficient
	
	
	
	
	

	10. UTL’s freight information flow is accurate
	
	
	
	
	

	Distribution process
	Strongly disagree
	Disagree
	Not sure
	Agree
	Strongly agree

	11. UTL’s distribution process is effective
	
	
	
	
	

	12. UTL’s distribution process is efficient
	
	
	
	
	

	13. Management of UTL’s distribution process is satisfactory
	
	
	
	
	


Section 3: Warehouse management

For each item, tick your answer: Strongly disagree, or Disagree, or Not sure, or Agree, or Strongly agree.

	Warehouse management
	Strongly disagree
	Disagree
	Not sure
	Agree
	Strongly agree

	1. UTL’s warehouse management in logistics management is effective
	
	
	
	
	

	2. The space in UTL’s warehouse is used efficiently
	
	
	
	
	

	3. There is adequate labor to facilitate UTL’s warehouse management
	
	
	
	
	

	4. The is adequate equipment to facilitate UTL’s warehouse management
	
	
	
	
	

	5. The tasks in UTL’s warehouse management are well handled
	
	
	
	
	

	6. Material flows in UTL’s warehouse management is satisfactory
	
	
	
	
	

	7. There is a reliable system to track the movement of materials flow in the UTL’s warehouse
	
	
	
	
	

	Inventory storage
	Strongly disagree
	Disagree
	Not sure
	Agree
	Strongly agree

	8. UTL’s storage of goods/services for its clients is satisfactory 
	
	
	
	
	

	9. The physical conditions in UTL’s storage of goods/services for its clients is excellent
	
	
	
	
	

	10. Material handling procedures in UTL’s storage of goods/services for its clients are excellent
	
	
	
	
	

	Inventory handling
	Strongly disagree
	Disagree
	Not sure
	Agree
	Strongly agree

	11. Most of the time there are sufficient stocked goods for UTL’s customers
	
	
	
	
	

	12. UTL has effective policies for  monitoring levels of goods/services
	
	
	
	
	

	13. UTL has effective controls  for monitoring levels of goods/services
	
	
	
	
	


Section 4: Customer satisfaction

For each item, tick your answer: Strongly disagree, or Disagree, or Not sure, or agree, or Strongly agree.

	Customer satisfaction
	Strongly disagree
	Disagree
	Not sure
	Agree
	Strongly agree

	1. UTL’s product/service quality has satisfactorily met its customers’ expectations
	
	
	
	
	

	2. Customers’ experiences of UTL’s product/service quality have been satisfactory
	
	
	
	
	

	3. Perceptions of UTL’s product/service quality have been satisfactory
	
	
	
	
	


Section 5: Moderating variables

For each item, tick your answer: Strongly disagree, or Disagree, or Not sure, or Agree, or Strongly agree.

	Human resources
	Strongly disagree
	Disagree
	Not sure
	Agree
	Strongly agree

	1. The human resources/staff in UTL’s logistics management have skills to deliver
	
	
	
	
	

	2. The human resources/staff in UTL’s logistics management have competences to deliver
	
	
	
	
	

	3. The human resources in UTL’s logistics management have the abilities to deliver
	
	
	
	
	

	4. The human resources in UTL’s logistics management have the experience to deliver
	
	
	
	
	

	Financial resources
	
	
	
	
	

	5. There are sufficient financial resources for logistics management
	
	
	
	
	

	6. Financial resources are available at the right time for logistics management
	
	
	
	
	

	7. Financial resources are effectively utilized for logistics management
	
	
	
	
	


Thanks for your cooperation
Eunice K. Katto
Appendix 2: Interview Guide for UTL Managers and Distributors
Dear respondent,

I am a postgraduate student from Uganda Management Institute carrying out a research on “Logistics Management and Customer Satisfaction in the Telecommunication Sector in Uganda: A Case Study Of Uganda Telecom Ltd”. Thus, the purpose of the study is to examine the influence of logistics management on customer satisfaction in the telecommunication sector. Your response will be helpful in the completion of my postgraduate studies by writing a dissertation as a partial fulfillment for the requirements for the award of the degree in Masters of Management Studies (Procurement and Supply Chain Management) of Uganda Management Institute. I request your participation by providing information as per the instructions. All information given will be treated with confidentiality and will only be used for academic purposes.

1. How is logistics planning in this organization? Are you satisfied with the way logistics are planned? Please explain why you say so. 




2. How has logistics planning affected customer satisfaction in this organization?




3. Does the organization always practice freight management? 

4. If yes, what is involved? Are you satisfied with the freight management? Please explain why you say so.

5. If no, explain why freight management is not practised in this organization.

6. How has freight management affected customer satisfaction in this organization?

7. Are you satisfied with the warehouse management in this organization? Please explain why you say so.


8. How has warehouse management affected customer satisfaction in this organization?




Thanks for your cooperation

Appendix 3: Krejce and Morgan sample size table

	N
	S
	N
	S
	N
	S
	N
	S
	N
	S

	10
	10
	100
	80
	280
	162
	800
	260
	2800
	338

	15
	14
	110
	86
	290
	165
	850
	265
	3000
	341

	20
	19
	120
	92
	300
	169
	900
	269
	3500
	246

	25
	24
	130
	97
	320
	175
	950
	274
	4000
	351

	30
	28
	140
	103
	340
	181
	1000
	278
	4500
	351

	35
	32
	150
	108
	360
	186
	1100
	285
	5000
	357

	40
	36
	160
	113
	380
	181
	1200
	291
	6000
	361

	45
	40
	180
	118
	400
	196
	1300
	297
	7000
	364

	50
	44
	190
	123
	420
	201
	1400
	302
	8000
	367

	55
	48
	200
	127
	440
	205
	1500
	306
	9000
	368

	60
	52
	210
	132
	460
	210
	1600
	310
	10000
	373

	65
	56
	220
	136
	480
	214
	1700
	313
	15000
	375

	70
	59
	230
	140
	500
	217
	1800
	317
	20000
	377

	75
	63
	240
	144
	550
	225
	1900
	320
	30000
	379

	80
	66
	250
	148
	600
	234
	2000
	322
	40000
	380

	85
	70
	260
	152
	650
	242
	2200
	327
	50000
	381

	90
	73
	270
	155
	700
	248
	2400
	331
	75000
	382

	95
	76
	270
	159
	750
	256
	2600
	335
	100000
	384


 
Note:     “N” is population size

              “S” is sample size.

Appendix 4: Validity

	Raters
	Relevant items
	Not relevant items
	Total

	Rater 1
	30
	18
	48

	Rater 2
	35
	13
	48

	Total
	75
	31
	96


Validity = number of relevant items = 75/96 ≈ .78

     Total number of rated items

Appendix 5: Reliability of Questionnaire
Reliability for logistics planning variable

	Item Statistics

	 
	Mean
	Std. Deviation
	N

	1. A logistics plan has always been developed at UTL
	3.25
	1.12
	20

	2. The logistic plan at UTL is effective
	2.80
	0.95
	20

	3. The UTL logistics system satisfactorily meets its clients' needs
	3.05
	1.15
	20

	4. The UTL logistics system satisfactorily creates value for its clients' needs
	3.00
	1.17
	20

	5. Forecasts are always conducted in UTL's logistic management
	3.20
	1.11
	20

	6. Demand  in UTL's logistic management have always been underestimated
	2.75
	0.85
	20

	7. Demand  in UTL's logistic management have always been overestimated
	2.75
	0.55
	20

	8. Forecasts in UTL's logistic management are accurate
	2.80
	0.77
	20

	9. Management of inventories is always done in UTL's logistics management
	3.30
	1.22
	20

	10. UTL's incoming inventories in logistics management are managed effectively
	3.10
	1.17
	20

	11. UTL's outgoing inventories in logistics management are managed effectively
	2.95
	1.10
	20

	12. UTL uses a distribution requirement planning system in its logistics management
	2.75
	1.07
	20


	Scale Statistics

	Mean
	Variance
	Std. Deviation
	N of Items

	35.7
	81.06
	9.004
	12


	Item-Total Statistics

	 
	Scale Mean if Item Deleted
	Scale Variance if Item Deleted
	Corrected Item-Total Correlation
	Cronbach's Alpha if Item Deleted

	1. A logistics plan has always been developed at UTL
	32.450
	67.103
	0.694
	0.910

	2. The logistic plan at UTL is effective
	32.900
	65.884
	0.924
	0.900

	3. The UTL logistics system satisfactorily meets its clients' needs
	32.650
	62.766
	0.935
	0.897

	4. The UTL logistics system satisfactorily creates value for its clients' needs
	32.700
	63.168
	0.889
	0.900

	5. Forecasts are always conducted in UTL's logistic management
	32.500
	67.105
	0.704
	0.909

	6. Demand  in UTL's logistic management have always been underestimated
	32.950
	85.313
	-0.316
	0.943

	7. Demand  in UTL's logistic management have always been overestimated
	32.950
	79.313
	0.148
	0.926

	8. Forecasts in UTL's logistic management are accurate
	32.900
	75.147
	0.400
	0.920

	9. Management of inventories is always done in UTL's logistics management
	32.400
	63.726
	0.815
	0.903

	10. UTL's incoming inventories in logistics management are managed effectively
	32.600
	64.147
	0.833
	0.903

	11. UTL's outgoing inventories in logistics management are managed effectively
	32.750
	63.461
	0.936
	0.898

	12. UTL uses a distribution requirement planning system in its logistics management
	32.950
	66.366
	0.777
	0.906


	Reliability Statistics

	Cronbach's Alpha
	N of Items

	0.918
	12


Reliability for freight/transport management variable

	Item Statistics

	 
	Mean
	Std. Deviation
	N

	1. Freight/transport management is part of UTL's logistics management
	3.75
	0.91
	20

	2. UTL's freight/transport management is effective
	2.95
	1.05
	20

	3. Overall UTL transportation and logistics costs have been reduced
	3.30
	0.92
	20

	4. There is transparency into UTL's freight/transport costs
	2.85
	0.99
	20

	5. UTL has the resources for the internal processes to manage freight/transport
	3.20
	1.01
	20

	6. UTL's freight/transport management is guided by effective policy
	2.90
	1.02
	20

	7. UTL's freight/transport management is efficient
	2.85
	1.27
	20

	8. UTL's freight information flow is effective
	2.75
	0.97
	20

	9. UTL's freight information flow is efficient
	2.65
	0.93
	20

	10. UTL's freight information flow is accurate
	2.60
	0.88
	20

	11. UTL's distribution process is effective
	2.80
	1.20
	20

	12. UTL's distribution process is efficient
	2.80
	1.15
	20

	13. Management of UTL's distribution process is satisfactory
	2.85
	1.23
	20


	Scale Statistics

	Mean
	Variance
	Std. Deviation
	N of Items

	38.25
	125.88
	11.22
	13


	Item-Total Statistics

	 
	Scale Mean if Item Deleted
	Scale Variance if Item Deleted
	Corrected Item-Total Correlation
	Cronbach's Alpha if Item Deleted

	1. Freight/transport management is part of UTL's logistics management
	34.50
	115.53
	0.49
	0.96

	2. UTL's freight/transport management is effective
	35.30
	105.69
	0.88
	0.96

	3. Overall UTL transportation and logistics costs have been reduced
	34.95
	113.42
	0.59
	0.96

	4. There is transparency into UTL's freight/transport costs
	35.40
	108.46
	0.80
	0.96

	5. UTL has the resources for the internal processes to manage freight/transport
	35.05
	112.05
	0.60
	0.96

	6. UTL's freight/transport management is guided by effective policy
	35.35
	106.34
	0.88
	0.96

	7. UTL's freight/transport management is efficient
	35.40
	102.15
	0.86
	0.96

	8. UTL's freight information flow is effective
	35.50
	108.68
	0.81
	0.96

	9. UTL's freight information flow is efficient
	35.60
	108.57
	0.85
	0.96

	10. UTL's freight information flow is accurate
	35.65
	109.71
	0.83
	0.96

	11. UTL's distribution process is effective
	35.45
	103.31
	0.87
	0.96

	12. UTL's distribution process is efficient
	35.45
	103.42
	0.90
	0.95

	13. Management of UTL's distribution process is satisfactory
	35.40
	101.62
	0.92
	0.95


	Reliability Statistics

	Cronbach's Alpha
	N of Items

	0.961
	13


Reliability for warehouse management variable

	Item Statistics

	 
	Mean
	Std. Deviation
	N

	1. UTL's warehouse management in logistics management is effective
	2.90
	1.29
	20

	2. The space in UTL's warehouse is used efficiently
	3.05
	1.23
	20

	3. The is adequate labor to facilitate UTL's warehouse management
	3.00
	1.17
	20

	4. The is adequate equipment to facilitate UTL's warehouse management
	2.65
	1.14
	20

	5. The tasks in UTL's warehouse management are well handled
	3.15
	1.14
	20

	6. Material flows in UTL's warehouse management is satisfactory
	2.80
	1.06
	20

	7. There is a reliable system to track the movement of materials flow in the UTL's warehouse
	2.65
	1.14
	20

	8. UTL's storage of goods/services for its clients is satisfactory
	2.85
	1.14
	20

	9. The physical conditions in UTL's storage of goods/services for its clients is excellent
	2.75
	1.12
	20

	10. Material handling procedures in UTL's storage of goods/services for its clients are excellent
	2.75
	0.97
	20

	11. Most of the time there are sufficient stocked goods/services for UTL's customers
	2.30
	1.22
	20

	12. UTL has effective policies for monitoring levels of goods/services
	2.80
	1.15
	20

	13. UTL has effective controls  for monitoring levels of goods/services
	2.75
	1.07
	20


	Scale Statistics

	Mean
	Variance
	Std. Deviation
	N of Items

	36.4
	166.67
	12.91
	13


	Item-Total Statistics

	 
	Scale Mean if Item Deleted
	Scale Variance if Item Deleted
	Corrected Item-Total Correlation
	Cronbach's Alpha if Item Deleted

	1. UTL's warehouse management in logistics management is effective
	33.5
	137.526
	0.905
	0.969

	2. The space in UTL's warehouse is used efficiently
	33.35
	138.029
	0.935
	0.969

	3. The is adequate labor to facilitate UTL's warehouse management
	33.4
	141.095
	0.871
	0.970

	4. The is adequate equipment to facilitate UTL's warehouse management
	33.75
	143.355
	0.809
	0.971

	5. The tasks in UTL's warehouse management are well handled
	33.25
	147.355
	0.653
	0.975

	6. Material flows in UTL's warehouse management is satisfactory
	33.6
	142.568
	0.911
	0.969

	7. There is a reliable system to track the movement of materials flow in the UTL's warehouse
	33.75
	142.934
	0.826
	0.971

	8. UTL's storage of goods/services for its clients is satisfactory
	33.55
	140.997
	0.903
	0.969

	9. The physical conditions in UTL's storage of goods/services for its clients is excellent
	33.65
	144.871
	0.764
	0.972

	10. Material handling procedures in UTL's storage of goods/services for its clients are excellent
	33.65
	142.871
	0.990
	0.968

	11. Most of the time there are sufficient stocked goods/services for UTL's customers
	34.1
	145.253
	0.679
	0.974

	12. UTL has effective policies for monitoring levels of goods/services
	33.6
	141.095
	0.886
	0.970

	13. UTL has effective controls  for monitoring levels of goods/services
	33.65
	142.450
	0.904
	0.970


	Reliability Statistics

	Cronbach's Alpha
	N of Items

	0.973
	13


Reliability of customer satisfaction

	Item Statistics

	 
	Mean
	Std. Deviation
	N

	1. UTL's product/service quality has satisfactorily met its customers' expectations
	2.65
	1.39
	20

	2. Customers' experiences of UTL's product/service quality have been satisfactory
	2.5
	1.40
	20

	3. Perceptions of UTL's product/service quality have been satisfactory
	2.4
	1.23
	20


	Scale Statistics

	Mean
	Variance
	Std. Deviation
	N of Items

	7.55
	15.21
	3.90
	3


	Item-Total Statistics

	 
	Scale Mean if Item Deleted
	Scale Variance if Item Deleted
	Corrected Item-Total Correlation
	Cronbach's Alpha if Item Deleted

	1. UTL's product/service quality has satisfactorily met its customers' expectations
	4.9
	6.726
	0.912
	0.970

	2. Customers' experiences of UTL's product/service quality have been satisfactory
	5.05
	6.471
	0.956
	0.937

	3. Perceptions of UTL's product/service quality have been satisfactory
	5.15
	7.397
	0.940
	0.953


	Reliability Statistics

	Cronbach's Alpha
	N of Items

	0.969
	3


Reliability for human resources

	Item Statistics

	 
	Mean
	Std. Deviation
	N

	1. The human resources in UTL's logistics management have skills to deliver
	3.85
	0.67
	20

	2. The human resources in UTL's logistics management have competences to deliver
	4
	0.56
	20

	3. The human resources in UTL's logistics management have the abilities to deliver
	4.1
	0.45
	20

	4. The human resources in UTL's logistics management have the experience to deliver
	4.05
	0.51
	20


	Scale Statistics

	Mean
	Variance
	Std. Deviation
	N of Items

	16.00
	3.79
	1.95
	4


	Item-Total Statistics

	 
	Scale Mean if Item Deleted
	Scale Variance if Item Deleted
	Corrected Item-Total Correlation
	Cronbach's Alpha if Item Deleted

	1. The human resources in UTL's logistics management have skills to deliver
	12.150
	1.924
	0.761
	0.895

	2. The human resources in UTL's logistics management have competences to deliver
	12.000
	2.000
	0.927
	0.817

	3. The human resources in UTL's logistics management have the abilities to deliver
	11.900
	2.516
	0.757
	0.888

	4. The human resources in UTL's logistics management have the experience to deliver
	11.950
	2.366
	0.741
	0.888


	Reliability Statistics

	Cronbach's Alpha
	N of Items

	0.902
	4


Reliability for financial resources

	Item Statistics

	 
	Mean
	Std. Deviation
	N

	1. There are sufficient financial resources for logistics management
	2.60
	0.88
	20

	2. Financial resources are available are the right time for logistics management
	2.30
	0.80
	20

	3. Financial resources are effectively utilized for logistics management
	2.90
	1.02
	20


	Scale Statistics

	Mean
	Variance
	Std. Deviation
	N of Items

	7.8
	5.33
	2.31
	3


	Item-Total Statistics

	 
	Scale Mean if Item Deleted
	Scale Variance if Item Deleted
	Corrected Item-Total Correlation
	Cronbach's Alpha if Item Deleted

	1. There are sufficient financial resources for logistics management
	5.200
	2.695
	0.639
	0.750

	2. Financial resources are available are the right time for logistics management
	5.500
	2.684
	0.762
	0.643

	3. Financial resources are effectively utilized for logistics management
	4.900
	2.411
	0.591
	0.821


	Reliability Statistics

	Cronbach's Alpha
	N of Items

	0.806
	3


Appendix 6: Findings about logistics planning from staff members and customers

	Items about logistics planning
	Strongly disagree
	Disagree
	Not sure
	Agree
	Strongly agree
	Total

	13. A logistics plan has always been developed at UTL
	2

(1%)
	45

(29%)
	29

(19%)
	53

(35%)
	24

(16%)
	153

(100%)

	14. The logistic plan at UTL is effective
	6

(4%)
	58

(38%)
	44

(29%)
	39

(25%)
	6

(4%)
	153

(100%)

	15. The UTL logistics system satisfactorily meets its clients' needs
	6

(4%)
	72

(48%)
	13

(8%)
	57

(37%)
	5

(3%)
	153

(100%)

	16. The UTL logistics system satisfactorily creates value for its clients' needs
	8

(5%)
	60

(39%)
	26

(17%)
	50

(33%)
	9

(6%)
	153

(100%)

	17. Forecasts are always conducted in UTL's logistic management
	0

(0%)
	55

(36%)
	29

(19%)
	47

(31%)
	22

(14%)
	153

(100%)

	18. Demand in UTL's logistic management have always been underestimated
	13

(8%)
	49

(32%)
	50

(33%)
	41

(27%)
	0

(0%)
	153

(100%)

	19. Demand in UTL's logistic management have always been overestimated
	4

(3%)
	64

(42%)
	81

(53%)
	4

(3%)
	0

(0%)
	153

(100%)

	20. Forecasts in UTL's logistic management are accurate
	4

(3%)
	73

(48%)
	51

(33%)
	25

(16%)
	0

(0%)
	153

(100%)

	21. Management of inventories is always done in UTL's logistics management
	4

(3%)
	44

(29%)
	16

(10%)
	64

(42%)
	25

(16%)
	153

(100%)

	22. UTL's incoming inventories in logistics management are managed effectively
	4

(3%)
	58

(38%)
	19

(12%)
	52

(34%)
	20

(13%)
	153

(100%)

	23. UTL's outgoing inventories in logistics management are managed effectively
	4

(3%)
	56

(37%)
	19

(12%)
	58

(38%)
	16

(10%)
	153

(100%)

	24. UTL uses a distribution requirement planning system in its logistics management
	13

(8%)
	52

(34%)
	16

(10%)
	68

(44%)
	4

(3%)
	153

(100%)


Appendix 7: Findings about freight/transport management from staff members and customers

	Items about freight/transport management
	Strongly agree
	Disagree
	Not sure
	Agree
	Strongly agree
	Total

	14. Freight/transport management is part of UTL's logistics management
	0

(0%)
	34

(22%)
	22

(14%)
	84

(55%)
	13

(8%)
	153

(100%)

	15. UTL's freight/transport management is effective
	4

(3%)
	62

(41%)
	28

(18%)
	55

(36%)
	4

(3%)
	153

(100%)

	16. Overall UTL transportation and logistics costs have been reduced
	4

(3%)
	37

(24%)
	44

(29%)
	61

(40%)
	7

(5%)
	153

(100%)

	17. There is transparency into UTL's freight/transport costs
	0

(0%)
	66

(43%)
	56

(37%)
	22

(14%)
	9

(6%)
	153

(100%)

	18. UTL has the resources for the internal processes to manage freight/transport
	0

(0%)
	54

(35%)
	24

(16%)
	71

(46%)
	4

(3%)
	153

(100%)

	19. UTL's freight/transport management is guided by effective policy
	0

(0%)
	75

(49%)
	27

(18%)
	42

(27%)
	9

(6%)
	153

(100%)

	20. UTL's freight/transport management is efficient
	9

(6%)
	62

(41%)
	38

(25%)
	31

(20%)
	13

(8%)
	153

(100%)

	21. UTL's freight information flow is effective
	5

(3%)
	60

(39%)
	35

(23%)
	45

(29%)
	8

(5%)
	153

(100%)

	22. UTL's freight information flow is efficient
	5

(3%)
	75

(49%)
	31

(20%)
	38

(25%)
	4

(3%)
	153

(100%)

	23. UTL's freight information flow is accurate
	5

(3%)
	72

(47%)
	44

(29%)
	28

(18%)
	4

(3%)
	153

(100%)

	24. UTL's distribution process is effective
	9

(6%)
	65

(42%)
	13

(8%)
	58

(38%)
	8

(5%)
	153

(100%)

	25. UTL's distribution process is efficient
	9

(6%)
	70

(46%)
	22

(14%)
	47

(31%)
	5

(3%)
	153

(100%)

	26. Management of UTL's distribution process is satisfactory
	9

(6%)
	64

(42%)
	27

(18%)
	44

(29%)
	9

(6%)
	153

(100%)


Appendix 8: Findings about warehouse management from staff members and customers

	Items about warehouse management
	Strongly disagree
	Disagree
	Not sure
	Agree
	Strongly agree
	Total

	14. UTL’s warehouse management in logistics management is effective
	13

(8%)
	69

(45%)
	8

(5%)
	42

(27%)
	21

(14%)
	153

(100%)

	15. The space in UTL’s warehouse is used efficiently
	9

(6%)
	70

(46%)
	4

(3%)
	56

(37%)
	14

(9%)
	153

(100%)

	16. There is adequate labor to facilitate UTL’s warehouse management
	9

(6%)
	64

(42%)
	19

(12%)
	51

(33%)
	10

(7%)
	153

(100%)

	17. There is adequate equipment to facilitate UTL’s warehouse management
	7

(5%)
	83

(54%)
	18

(12%)
	36

(24%)
	9

(6%)
	153

(100%)

	18. The tasks in UTL’s warehouse management are well handled
	5

(3%)
	66

(43%)
	17

(11%)
	53

(35%)
	12

(8%)
	153

(100%)

	19. Material flows in UTL’s warehouse management is satisfactory
	5

(3%)
	68

(44%)
	31

(20%)
	35

(23%)
	14

(9%)
	153

(100%)

	20. There is a reliable system to track the movement of materials flow in the UTL’s warehouse
	11

(7%)
	68

(44%)
	28

(18%)
	33

(22%)
	13

(8%)
	153

(100%)

	21. UTL's storage of goods for its clients is satisfactory
	7

(5%)
	75

(49%)
	15

(10%)
	43

(28%)
	13

(8%)
	153

(100%)

	22. The physical condition in UTL’s storage of goods for its clients is satisfactory
	7

(5%)
	84

(55%)
	15

(10%)
	38

(25%)
	9

(6%)
	153

(100%)

	23. Material handling procedures in UTL’s storage of goods for its clients are excellent
	7

(5%)
	66

(43%)
	29

(19%)
	47

(31%)
	4

(3%)
	153

(100%)

	24. Most of the time there are sufficient stocked goods for UTL’s customers
	35

(23%)
	66

(43%)
	22

(14%)
	21

(14%)
	9

(6%)
	153

(100%)

	25. UTL has effective policies for monitoring levels of goods/services
	7

(5%)
	66

(43%)
	25

(16%)
	41

(27%)
	14

(9%)
	153

(100%)

	26. UTL has effective controls for monitoring levels of goods/services
	7

(5%)
	70

(46%)
	23

(15%)
	42

(27%)
	11

(7%)
	153

(100%)


Appendix 9: Findings about customer satisfaction from staff members and customers

	Items about customer satisfaction
	Strongly disagree
	Disagree
	Not sure
	Agree
	Strongly agree
	Total

	4. UTL's product/service quality has satisfactorily met its customers' expectations
	38

(25%)
	49

(32%)
	13

(8%)
	40

(26%)
	13

(8%)
	153

(100%)

	5. Customers' experiences of UTL's product/service quality have been satisfactory
	38

(25%)
	55

(36%)
	17

(11%)
	32

(21%)
	11

(7%)
	153

(100%)

	6. Perceptions of UTL's product/service quality have been satisfactory
	38

(25%)
	48

(31%)
	30

(20%)
	33

(22%)
	4

(3%)
	153

(100%)





Customer Satisfaction (DV)





Logistics management (IV)





Expectations of service quality


Experiences of service quality


Perception of service quality











Logistics planning 


Demand forecasting


Distribution requirements planning 


Freight management


Freight information flow


Distribution process


Warehouse Management 


Inventory storage 


Inventory handling 














Resources (MV)





Human resources


Financial resources 
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