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ABSTRACT

This study examined the effect of risk management process on the performance of drug distributors in Uganda a case of Joint Medical Store (JMS). The study was prompted by failure to adhere to the risk management process at JMS. The study specifically sought to examine the effect of risk identification, risk analysis, risk response planning and risk monitoring and control on the performance of JMS. Data was collected from 110 respondents using questionnaires, interviews and document reviews. The study found out that risk identification has a statistically significant effect on performance. The study also found out that risk analysis exhibited a statistically significant effect on performance. Furthermore, risk response planning showed a statistically significant effect on performance. It was further established that risk monitoring and control also has a significant effect on performance of drug distributors. The study concludes that risk management process enhances performance of drug distributors. The study recommends that management at JMS should enhance risk management process in order to improve performance.
CHAPTER ONE
INTRODUCTION

1.1 Introduction

As the pharmaceutical industry continues to face significant changes and challenges, the implications for the enterprise risks in the sector have broadened and deepened. Other than the significant strategic risks associated with business planning and senior-level decision making, pharmaceutical companies also subject to complex regulations and related compliance risks within increasing uncertainties punctuated by financial threats and opportunities. All these are driven by the disruptive was of change in the 21st century. 

The study sought to investigate the effects of risk management process on the performance levels of Uganda’s drug supply chain with Joint Medical Store as a case study. Risk management process was conceived as the interdependent variable and performance was the dependent variable. This chapter presents the background to the study, problem statement, purpose of the study, specific objectives, research questions, hypotheses and conceptual framework. The chapter also presents the significance of the study, justification, study scope and operational definition of terms and concepts.

. 
1.2 Background to the study
The study background is presented under the historical, theoretical, conceptual and contextual perspectives.

1.2.1 Historical background

Risk management process as a term dates as far back as the early 1950’s when insurance managers began to identify themselves as risk managers and began practicing what they called risk management activities (Simister, 2003). The term overtime became the latest buzzword gaining immense popularity. Soon risk management activities were being widely utilized largely by insurance underwriting and broking disciplines to deal primarily with any associated financial risks. Indeed, disciplines, including drug supply, began to realize the benefits of applying various risk management practices to their day-to-day activities. This saw the expansion of risk management process into a formally accepted and renowned discipline of its own. Since risk management process is no longer used purely in the financial sense, it is necessary to define what this process generally entails, as many disciplines may have their own understanding of what it actually means to them. This is most definitely the case according to (Simister, 2003).
Risk Management process can be viewed as a strategic management activity in firms given that it can affect operational, market and financial performance of firms. Organizational efficiency and performance are enhanced when strategy to reduce uncertainty takes into account the context and the environmental realities (Duncan, 1972). In the case of risk management process, context can be interpreted to refer to sources of risk, magnitude of risk and its relationship to business objectives, and threat of disruption in supply chains. Environmental realities can be interpreted to mean the degree of exposure to adverse events, scope of extended supply chains and supplier management practices. The essence of risk management process therefore, is to make decisions that optimally align organizational processes and decisions to exploit opportunities while at the same time simultaneously minimizing risk (Miles & Snow, 1978; Venkatraman & Camillus, 1984). According to Lubka (2002), keeping high competitiveness requires the organizations to start initiatives that may have different possible outputs. 
1.2.2 Theoretical background
This study was guided by Widerman’s Risk theory (1992). The theory postulates that the scope of risk lies between two extremes of total certainty and total uncertainty. In this postulation, the unknown about the future may turn out to be favorable or not. Lack of knowledge of future events constitutes uncertainty so that uncertainty is simply the set of all outcomes. The theoretical illustrations are done in the figure below 





Source: Perspectives in Supply Chain Risk Management, Tang, 2005
Figure 1.1: Four basic approaches for managing supply chain risks.

The figure above shows how to manage supply chain risks.  There are four major risk forces affecting the supply chain namely product management risk, supply management risk, demand management risks and information management risks. The product risks refer to challenges that are faced by the product on the market for example the substitutes, look-alike goods, semi-legal goods and duplicate/fake goods which all eat into the market of our product. The supply management risks refer to challenges faced by our suppliers and their suppliers. For example failure to deliver on time, price fluctuations of raw materials. The demand risks refer to challenges faced by our customers hindering them to create sufficient demand for the product for example economic recession, price fluctuations, cheaper products on the market, and failure to meet the high demands of the customers timely. Accordingly, the information management risks are challenges associated with the way we manage information pertaining to the product like copyrights, formulae and patents. Failure to protect information may lead to duplication of our product or passing off. Information risks also involve protecting the organizational image in the event of any eventualities. 
1.2.3 Conceptual Background
The key concepts in the study were risk management process and performance of JMS.
According to Dorfman (2007), risk management process is defined as the process of identifying, analyzing and responding to risk. For purposes of this study, risk management process was defined as the process of assessing, managing and also mitigating losses. Risk management has many process. However, for purposes of this study, risk management process was considered to include risk identification, risk analysis, risk response planning, and risk monitoring and control.
On the other hand, performance is defined as the accomplishment of a given task measured against preset standards of accuracy, completeness, cost, and speed. In a contract, performance is deemed to be the fulfillment of an obligation, in a manner that releases the performer from all liabilities under the contract. For purposes of this study performance described how well a person or machine does a piece of work or an activity. Performance was operationalized as reliability, responsiveness and empathy 
1.2.4
Contextual Background

JMS has put in place risk management process to ensure effective performance. Such measures include separation of duties which has led to the separation of the Directorate of Customer Services (DCS) and Directorate of Technical Services (DTS). The two directorates are each headed by a director who happens to be a senior pharmacist. The DTS has got a unit of Quality Assurance (Q.A) officers who are also pharmacist who are charged with inspection of JMS’ drug distributors’ premises to ensure that they follow the World Health Organization’s pharmaceutical Good Storage Practices (GSP) to ensure that the medicines under their custody do not deteriorate during storage. They also carry out routine pharma-co-vigilance as well as laboratory tests on all medicines received in order to ensure that they comply with the stipulated ingredients as indicated on the packaging. 

The DTS has also got a unit of Bio-Medical Technicians (BMT) who are tasked with examining all the medical equipment that are received at JMS to ensure that they comply to WHO and International Standards Organisation (ISO) standards. For example, microscopes, centrifuge machines, sterilizer machines, ultra sound scanners and many others. These BMT and QA officers are subjected to routine exams, by the Director Technical Services, to ensure that they are still alert and have not relaxed on the compliance with the standards. More to that, JMS frequently organizes travels abroad for inspection teams to the manufactures of the medicines all over the world for example in France, Belgium, India, Germany, Kenya and China. These usually include staff from the Directorate of Business Development and Procurement (BD&P) and DTS.

JMS further subjects all of its imports including medicines, medical supplies and equipment to the inspection by the National Drug Authority (NDA) for approval before being allowed into its warehouse.JMS also carries out frequent in-house trainings to staff at all levels. These usually include consultants who train in customer relationship management, cultural change management and motivation speakers. .

Despite these measures, JMS still experiences drug stock outs, drug expiries, drug theft, increasing customer complaints and declining sales. (Report, 2014/2015).
1.3 
Statement of the problem

Recent events have vividly demonstrated that a disruption affecting an entity anywhere in the supply chain can have a direct effect on a corporation’s ability to continue operations, get finished goods to market or provide critical services to customers. To manage this, JMS has made tremendous investments in the modifications and upgrading of its risk control system ranging from installation of inventory management software, employment of professional staff, construction of world-class ware houses, continuous training and establishment of a customer relationship management section to exclusively reduce the risks of unsatisfied customers (Report, 2014/2015). In essence, JMS has a well thought out risk management process which identifies, analyzes, plans and monitors risks.
In spite of all those initiatives undertaken and resources committed to improve the performance, the performance of JMS is still far below expectation.  The organization for example, continues to register high numbers of complaints from its customers including increased customer waiting time, unavailability of stock, shortages in dispatched consignments (Report, 2014/2015). The study therefore investigated how risk management processes affect performance of drug distribution companies in Uganda taking a case of JMS. 
1.4 Purpose of the study
The purpose of this study was to investigate the effect of risk management process on the performance of drug distributors in Uganda, taking a case of Joint Medical Store.
1.5 Specific objective of the study

i. To examine the effect of risk identification on performance of JMS.
ii. To establish the effect of risk analysis on performance at JMS.
iii. To assess the effect of risk response planning on performance at JMS.
iv. To explore the effect of risk monitoring and control on performance at JMS.
1.6 Research questions
i. What is the effect of risk identification on performance of JMS?
ii. What is the effect of risk analysis on performance at JMS?
iii. How does risk response planning affect performance at JMS?
iv. How does risk monitoring and control affect performance at JMS?

1.7 Research hypothesis
i. Risk identification  has a strong positive effect  on performance of drug distributors in Uganda.
ii. There is a positive effect of risk analysis on performance of drug distributors in Uganda.

iii. Risk response planning has a positive effect on performance of drug distributors in Uganda.

iv. Risk monitoring and control significantly affect the performance of drug distributors in Uganda.
1.8 The conceptual framework 
The figure below represents a conceptual framework illustrating the interrelationship between the independent and dependent variables.

Independent Variable
(I.V)



Dependent Variable (D.V)









Source: ISO/IEC 27005 Risk Management Process, (2011)
Figure 1.2: Conceptual Framework showing the effect of Risk Management Process on Performance

The model above depicts a relationship between risk management process and performance. Factors including personnel competences and supervision are recognized to influence performance but were not considered for this study. In the study, it is conceptualized that the way JMS manages its risks contributes the performance of its staff. The dependent variable is performance of JMS staff in which the variance shall be explained by four independent variable of risk identification, risk analysis, risk response planning and risk monitoring and control which are all related to the dependent variable. The independent variable of risk identification relates to performance in that it gives an opportunity to the staff to understand the type and sources of risks and prepare for them in terms of offering reliable, responsive and empathetic solutions to customer demands which are core aspects of repeat purchases.  Risk analysis is another independent variable through which potential risk frequencies and severities can be evaluated hence providing information on which the organization can base to prioritize risks and therefore budget accordingly in relation to the core function and objectives of JMS, to improve staff performance. Risk response planning and analysis limit the possibility of occurrence and severity which would have otherwise affected the performance in terms of reliability, responsiveness and empathy.
Risk response planning encompasses risk strategies and risk techniques.  Proper risk response planning increases performance of the staff. This is so because the staff will not be caught off guard when a risk occurs. Each risk must have a risk plan so that the effect to the staff, organization and customer is minimized. When risks are responded to fast, corrections and reconstruction could be done, alternative means of attaining an organization’s objectives substituted to retain, reduce, transfer or eve avoid risks hence increasing reliability, responsiveness and empathy. Risk monitoring and control has the tenets of risk mitigation and contingency plans. Risk monitoring and control ensures that the organization is shielded from risks from which it cannot recover or those with very devastating effects for example, through the use of insurance thus ensuring long-term economic survival of the organization. 
1.9 Significance of the study

The study findings may be generating information that may be used by policy makers and advocates to inform policy formulation and review. The study findings may be used by the management of JMS in understanding improving how risk identification, risk analysis, risk response planning and risk monitoring and control affect performance. The study is also expected to contribute greatly to the academia by enriching the body of knowledge on risk management process and organization performance 
1.10 Justification for the study

The medical supply chain is infested with a plethora of risks occasioned with poor management. (Report, 2014/2015). JMS is a leading supplier of medicines and medical supplies including equipment in Uganda and the east and central Africa region and would like to become a World Class Organization in the medical supply chain. JMS also strives to fulfill 100 percent customer orders. There is need therefore to carry out continuous improvement in the field of quality assurance, overcoming drug expiry, stock-outs, shortening lead times and creating customer experience and supplier development. This research could not have come at a better time.
1.11 Scope of the study
The section presents coverage of the study in terms of content scope, time and geographical scope.
1.11.1 Content Scope

This study endeavored to investigate the effect of risk management process on performance of Joint Medical Store. Whereas risk management  process was measured by risk identification, risk assessment, risk response planning and risk monitoring and control, organizational performance was observed by reliability, responsiveness and empathy.

1.11.2
Geographical Scope

This study was conducted at the Joint Medical Store Head Office at Plot 1828 Gogonya Road. 
1.11.3
Time Scope

The study covered the period 2014-2015 because supply chain risk problems at JMS continued to exist around that period despite the numerous efforts made to improve performance 
1.12
Operational Definition of Terms and Concepts
This section presents definition of key terms used throughout the study.
Risk: is an uncertain event which may cause a possibility of loss, injury, disadvantage, or anything that has a negative impact on a program. 

Risk Management: Risk management is defined as making sure that there is a specific process of identifying, analyzing and responding to risk. 
Risk Identification: Risk identification is a process that reveals and determines the possible organizational risks as well as conditions and arising risks 
Performance: The measure of how efficient and effective an organization is and how well it achieves appropriate objectives. 
Responsiveness: Responsiveness is the willingness to help customers and provide prompt service (Servqual methodology, 1988). This dimension emphasizes attentiveness and promptness in dealing with customer requests, complaints, questions and problems. Responsiveness is communicated by the length of time they have to wait for assistance, answers to questions, or attention to problems.

Empathy: Empathy is the care and individualized attention that the firm gives to its customers 

CHAPTER TWO

LITERATURE REVIEW

2.1 Introduction

The study investigated the effect of risk management process on the performance of drug distributors in Uganda, taking a case of Joint Medical Store. This chapter presents a review of theoretical and related objective by objective. The major sources of literature that was used include text books, journals, approved proposals and dissertations, and materials presented in workshops relevant to the topic. In particular, the chapter presents the theoretical review, the actual literature review and summary of the literature review.

2.2 Theoretical review of Risk Management process
The theoretical framework for this study included Wideman’s (1992) Risk Theory; Jorion’s (1997) General Risk Theory” as well as Hilllman and Webster’s (2005) Critical Success Factors” Theory. In Widerman’s (1992) risk theory, it is posited that the scope of risk lies between two extremes of total certainty and total uncertainty. In this postulation, the unknown about the future may turn out to be favorable or not. Lack of knowledge of future events constitutes uncertainty so that uncertainty is simply the set of all outcomes. This theory is graphically showed hereunder:-



Source: Wilderman (1992)
Figure 2.1: Widerman Risk Theory 
In this theory, the relevancy is therefore that management should invest in predicting and knowing the unknown as it systematically builds information on uncertainties to solve future problems. The theory contends that for risk management process to be able to solve all the risks, it must read events, interpret events and plan accordingly to mitigate. The major failing of this risk theory however is that predicting the future with accuracy is a difficult task. Similarly, the problem with the future is that more things might happen than will happen. The theory assumes that managers should be extraordinarily talented to be able to predict the future and mitigate accordingly, which is extraordinarily difficult. 

Jorion’s risk theory (1997), describes that different risks have different causes. The categorization of financial risks is broad and includes: market, credit, liquidity, operational, technological as well as “externality” risks. Market risks arise out of changes in prices of financial assets and liabilities that weaken the posture of the firm or corporation. On the other hand, credit risks emerge when there is failure of counterparts to meet contractual obligations say in terms of amortizing a loan facility or supplying goods and services resulting into a firm incurring loss. Liquidity risks are due to insufficiency of market activity so that the firm does not recoup whatever it invested. 
Further still, operation risks denote potential loss resulting from inadequate systems, management failure, faulty controls, fraud, and human error among others. Technological risks emerge where there is inadequacy or failure to protest systems from unauthorized access and tampering. Lastly, “externalities” are when an institution’s failure in the external environment affects other firms. In view of this typology of risks that the theory advances, is a set of mitigation measures that firms should pursue, “standard” and “internal” interventions. As mitigation, the “standard” model is based on building a block of approaches using specific guidelines to offset the unusual exposure and diversification across markets.
The “internal” model is to their own risk management process  model, determining their capital change to create around impetus. Although the theory is relevant in view of building block of risk mitigation approaches and levying risk fees to offset risk damage, it has innate weaknesses. First, although it draws a distinct typology of risks that face firms distinctly, when it comes to mitigation, it treats all these risks as an aggregate phenomenon that must be addressed singly using a “block” of approaches; yet, by nature, each risk is diverse and potentially, with an “externality” effect. 
The Risk theory also assumes the existence of both work group factors and organizational factors in place. In reality however, work group factors such as interpersonal issues, leadership styles, hierarchical power, communication approach, co-ordination, supervision, empowerment, task focus, competences may be inadequate or missing. The same applies to organizational factors such as: corporate ethos, policies, standards, previous experience, market positioning, senior management style, systems and procedures. “Internally”, although it suggests financial levies on customers to meet risk costs, it doesn’t recognize the sensitivity of such a measure. 

The broad goal and broad vision of any entity is to enter market, curve out its market niche and maintain it in the immediate and medium phases as well as expand it in the long-term perspective plan. Antagonizing customers with more levies and surcharges may result into customer exodus. Similarly, the theory puts emphasis on “financial resources” as the only “mitigate” action. In broader terms however, there are other approaches that can be used such as broadly and systematically assessing risks at hand and drawing strategies for each. Levies and surcharges are therefore narrower in scope; although they are equally relevant. 

Hilson and Webster (2005) also advanced the Critical success factors” (CSF) Theory. This theory runs on the premise of the Critical Success Factors that have to be in place in order to have effective and efficient risk management process architecture. These are: tools, techniques, training, attitudes and how the risk management process model and philosophy is implemented. In this thought system, the crisis in risk management process arises when there is lack of an appropriate and mature risk culture. The attitude of individuals, groups and organizations towards risk has a significant influence on whether risk management process delivers what it promises or not. The theory indicates that risk management process is undertaken by people, acting individually and, in various groups. Each group exercises greater or lesser degree of influence over others with varying levels of overlap creating complex hierarchical set of memberships and influence as summarized below. Figure IV below presents the critical success factors as promoted by Hilson and Webster (2005).



Source: Hilson & Webster (2005)
Figure 2.2: Critical Success Factors

For risk management process therefore to deliver synergies, individuals and groups must work together, influence each other and create supervisory overlaps. Fundamentally, the “critical success factors” must also be in place. The central theme thrusting through this theory, however, is presence of an appropriate, mature risk culture. This theory is to some extent as revealed above, relevant but has some inherent flaws. One of such is its tendency to offer a uni-dimensioned risk strategy; that is, a risk culture. It fails to diversify its strategy especially in view of the fact that risk in integral.
Although individual factors such as competencies, capacity, skills, knowledge, stress levels, motivation, emotional health and cultural background are relevant as well as work group factors and organizational factors, they may not be entirely adequate in the following phases: initiation of details required for the risk management process; identification of action plans; assessment and appraisal of risks; risk response planning; implementation; and the entire process of risk management. It doesn’t take “externalities” largely into context and the need for cross- corporation collaborative frameworks and synergies. 
2.3 Risk identification and performance
Risk identification is the basic stage in the risk management process (ISO/DIS 31000, 2009). The importance of risk identification is determined by the necessity of knowing risks facing the organization. The literature on this aspect of risk identification is not extensive (Juttner, 2005; Paulson, 2004). The Value-Focused Process Engineering (VFPE) methodology seeks to fill this gap in the literature. VFPE is based on the’ ‘extended-Event-Driven Process Chain (e-EPC) representation of business activities and processes (Scheer, 1999).VFPE methodology integrates Value-Focused Thinking (VFT) developed by Keeney (1992) and e-EPC (Scheer, 2000). Nieger, Rotaru and Churilov (year), in their article, define a five-step process for risk identification in supply chains. These are: (1) Activity driven identification of risk objectives; (2) Objective driven identification of risk objectives; (3) Synchronized decomposition; (4) e-EPC taxonomy of risk sources, and (5) combining events structure to the objective structure. The authors illustrate these five steps of the VFPE methodology by considering a generic supply chain from Scheer (1999). After explicating the five steps of the VFPE process, the authors identify how the proposed methodology conforms to the ‘‘properties’’ of supply chain risk identification process. They argue that the suggested approach conforms to the following properties: objective driven identification and assessment of risk, risks included as part of objective structure, risks linked to supply chain activities, risks linked to individual sources, risks quantified, cross-organizational risk visibility enabled and decomposition of risk according to process flow enabled. The key advantage of the proposed methodology is that it integrates conceptual views of risk and decision sciences approach to risk analysis. The validation of the efficacy and usefulness of the proposed methodology can be pursued through action research or participant observation approach.
2.4 Risk analysis and performance
Once risks have been identified, they must then be assessed as to their potential severity of impact (generally a negative impact, such as damage or loss) and to the probability of occurrence. These quantities can be either simple to measure, in the case of a lost building, or impossible to know for sure in the case of an unlikely event occurring. Therefore in the assessment process it is critical to make the best educated decisions in order to properly prioritize the implementation of the plan (Hubbard, 2009).
The fundamental difficulty in risk assessment is determining the rate of occurrence since statistical information is not available on all kinds of past incidents (Altemayer, 2006). Furthermore, evaluating the severity of the consequences (impact) is often quite difficult for intangible assets. Asset valuation is another question that needs to be addressed hence best educated opinions and available statistics are the primary source of information. Nevertheless, risk assessment should produce such information for the management of the organization that the primary risks are easy to understand and that the risk management process decisions may be prioritized (Institute of Risk Management, 2002).
Assessment of risk should be structured, evidence-based and as consistent as possible across settings and service providers (Borodzicz, 2005). According to Covello and Allen (1988), risk assessment per se has a very limited and short-term, predictive power in ascertaining a person’s future risk.
Intangible risk management process identifies a new type of risk that has a 100% probability of occurring but is ignored by the organization due to lack of identification ability. For example, when deficient knowledge is applied to a situation, a knowledge risk materializes. Relationship risk appears when ineffective collaboration occurs and process-engagement risk may be an issue when ineffective open rational procedures are applied (Lynn, 2004). These risks directly reduce the productivity of knowledge workers, decrease cost effectiveness, profitability, performance, management and create immediate value from the identification and reduction of risks that reduce productivity (Borodzicz, 2005)
From the perspective of performance, risk analysis involves identifying and managing potential problems that could undermine customer satisfaction. From the above studies, the researcher identified a gap which required the need to support JMS by training about the importance of customer performance.
2.5 Risk response planning and performance
According to Dorfman (2007), risk is inherent in everything that we do and risk management process is simply helping us to take better decisions. In plain terms risk response planning is helping us run projects in the ‘real’ world. Too often plans are formulated on the basis of an ideal situation where everything goes according to plan. This may be a result of naivety, optimism or what we term ‘Macho Management’. By this we mean a push for what a manager sees as the ideal without taking account of the risks involved. This manifests itself in pressure to prepare and ‘freeze’ plans too quickly and pressure to deliver too early. This usually means skimping on the analysis and planning phases of the project (Hubbard, 2009).

Risk response planning as applied to performance entails developing options and determining actions to enhance opportunities and reduce threats to the customer satisfaction. It includes the identification and assignment of individuals or parties to take responsibility for each agreed risk response.
From the above literature reviewed, the researcher identified a gap that required JMS to integrate their risk management process activity by regularly reviewing customer records or feedback.

2.6 Risk monitoring and control and performance
In risk monitoring and control there is need for organizations to differentiate between the main types of monitoring and control. First, there are risks which must be managed by regulatory bodies or government demands this of operators in a particular field, and most often the quality of management is also externally assessed. Second, there are the classic risks of internal and external fraud, mismanagement and theft inherent in any organization dealing with the sale of medicines. Risks are inherent in drug distributors thus necessitating the internal audit department to develop and form systems to manage them. The third type of risks are those where there is no clear external body forcing compliance and there is also no evident self-preservation reason for the organization to try and manage them. These are optional risks which an organization can choose either to manage or not and to what degree, along with their risk profile. It is these kind of risks that the risk management models target and against which background this study will investigate further whether risk monitoring and control have an effect on performance.
There are many models for monitoring and controlling risk but most are based on the original pioneering work undertaken in Australia and New Zealand (AUNZ). The AUNZ standard framework is taken as the primary model in this research and gives a wide range of possibilities ranging from “do nothing at all” to attempting to nullify the effect of each and every controlled risk to clients and employees. Once the risks have been monitored, and then there is need to control the risk so that they can be managed in an appropriate manner.

From the above reviewed literature, JMS internal audit is required to promote reporting by sharing customer complaints with the management committee so that learning can be disseminated across the organization. 

2.7 Summary of literature review

Whereas there is consensus among scholars on the effect of risk management process on performance, there is a knowledge gap on the direct effect of risk management process on performance among drug distributors. Organizations need to define their objectives and balance the importance of those objectives, specific risk management process policies and practices in order to develop and implement in accordance with best practices considered.
Studies reviewed also showed that risk management process considerations are different for every company, and individual companies like JMS are in the best position to make the key choices. This can be achieved by careful identification of the risks of concern, analysis of how monitoring would help manage those risks, and clear communication of expectations and consequences.

Limitations of the studies reviewed identified gaps such as; some of the studies were done in the bigger setting such as drug manufacturers and not drug distributors. Other studies were done outside Uganda and so cannot be generalized for Uganda. The results of these studies could be biased if the methodologies used are not consistent to the exact need of the population studied.
The key gap to be filled includes identification of risks which have been a big problem in JMS. The study attempted to fill the gaps by making recommendations to the management of JMS about how to overcome the strategic bottlenecks identified for example through use of a risk register, trainings and benchmarking. Above all most literature reviewed is from Europe and little has been said about Uganda.
CHAPTER THREE

METHODOLOGY

3.1 Introduction

The study investigated the effect of risk management process on the performance of drug distributors in Uganda, taking a case of Joint Medical Store. This chapter presents the research design, study population, sample size and selection, sampling techniques, data collection instruments and procedure of data collection, data analysis and measurement of variables.

3.2 Research design
A case study design was used in the study to enable an in-depth investigation of the study problem (Kisilu, 2006). A case study design helped to investigate the problem more precisely. The study employed both qualitative and quantitative approaches because the use of both approaches enriches the study methods.
Whereas the quantitative approach was used to generate the empirical statistical data, the qualitative approach was used to explore deeper the feelings and understanding of the respondents on risk management  process and performance of Uganda’s drug distributors taking a case study of JMS.
3.3 Study population

The study population was 190, composed of Pharmacists (3); JMS Executive (5); JMS management (7), JMS operational staff (115) as per the JMS staff list, including; JMS Customers (50) and JMS Board of Directors (10).
3.4 Sampling size and selection strategies
	No.
	Population Category 
	Accessible population (N)
	Sample size (S)
	Sampling Methods

	1. 
	Pharmacists (Quality Assurance Officers)
	3
	3
	Purposive

	2. 
	JMS Executive
	5
	5
	Purposive

	3. 
	JMS Management
	7
	7
	Purposive 

	4. 
	JMS operational staff
	115
	86
	Simple random sampling

	5. 
	JMS Customers
	50
	44
	Convenient

	6. 
	JMS Board of Directors
	10

	10
	Purposive

	
	Total
	190
	155
	


The sample size is 155 reached using the sampling table guide for sample size decisions provided by Krejcie and Morgan (1970) as cited in Amin (2005). The population and sample size framework is shown below.
Source: Report, 2014/2015.
Table 3.1 The Population and sample size framework

3.4.1 Sampling techniques and procedures

Purposive sampling was used to select 3 pharmacists, 5 JMS Executive, 7 JMS management and 10 JMS Board of Directors for interviews. The reason why this technique was used is because the respondents under these categories were considered to be knowledgeable and have a long working experience at JMS. The sampling technique therefore enabled the researcher use his judgment to handpick respondents who were likely to have more relevant information, JMS has so many customers, however for purposes of this study convenient sampling was used to select only 44 JMS customers to participate in the research since targeted were chance customers on a day and thus taking an average appearance. The researcher also used this sampling technique because it enabled the researcher to meet the respondents at their own convenience (Amin, 2005). JMS operational staff members were selected using the simple random sampling technique, which allows equal chances of selection.
3.5 Data collection methods
The study applied primary and secondary methods to effect data sources. Primary data was collected from respondents through the use of close ended questionnaires and interviews, while secondary data was collected through a review of JMS documents including operations manuals.
3.5.1 Questionnaire Survey
This approach was guided by the consideration that the questionnaire survey method of collecting data makes use of questions/items to which a respondent is expected to react  The self-administered questionnaires enabled respondents to answer without bias of the researcher  and were also reached easily and conveniently. The choice was further justified by the fact that this is the best single tool for collecting data from large samples and useful for repeated studies, easy to quantify and summarize results, quickest and least costly way of collecting data (Kane, 1995). Questionnaires were administered to JMS customers and JMS operational staff.
3.5.2 Interview
This method comprised of interviews with individuals believed to hold important and crucial information relevant to the objective of the study. This approach was guided by the consideration that interview method of generating data can be used to suggest assertions and as a means of following up of some interesting and unexpected behavior (Silverman, 2001). Interviews also provided an opportunity to the researcher to probe the respondents in case of any ambiguities in the responses. It further enabled the researcher to observe the body language of the respondents. Using this interview method qualitative data was generated from key informants who included the JMS Board of Directors, JMS Pharmacists or Quality Assurance Officers and JMS executive and management.
3.5.3 Document review

Secondary data was obtained from the organization’s minutes of meetings, Procurement and Disposal manual, Human Resource manual, Risk Profile, audited accounts, financial reports, and register of all incoming and outgoing orders. This method generated more information about the research subject (Sekaran, 2003).
3.6 Data Collection Instruments

The data collection instruments for this study were questionnaire; document review checklist and interview guide.

3.6.1 Self-administered and Researcher administered Questionnaire
Self-administered questionnaires were used because they are less expensive to administer, eliminate potential interviewer bias, and respondents express their views freely with less pressure. Self-administered questionnaires helped the researcher to standardise responses and time was saved and they made it easy to present data by way of categorisation and tabulating. They are considered the most appropriate instruments in collecting data because of the large number of respondents. The questionnaire utilised closed-ended questions about demographic information and participants’ views and attitudes concerning the objective of the study. Structured questionnaires were also used in order to compare among different groups of respondents and according to Amin (2005), the response rates are expected to be high. The questionnaire used a 5-point Likert scale ranging from 1 - Strongly Disagree, to 5 - Strongly Agree, in order to provide consistent responses. The Researcher-administered-questionnaire used were closed ended questions which covered demographic information and customers views and concerns about risk management process at JMS. These were administered by the researcher in person.
3.6.2 Interview guide

The instrument used for carrying out interview was the interview guide. Interview guides make it possible for the researcher to get the required date to meet the study objectives and should be arranged to the set objectives (Kabanza, 2001). Semi structured interview guides were used by researcher while engaging the JMS Board of Directors, Pharmacists, JMS executive and management. The semi structured interview guide contains both closed and open ended questions (Mugenda &Mugenda, 1999; Kothari, 2004: Amin, 2005). This allowed the researcher to probe the respondents further and to get more information about the research topic.
3.6.3 Document Review Checklist
A document review is a systematic process in which a researcher analyses the available literature in form of reports and files for the purposes of retrieving the necessary information relating to the subject matter (Kakinda, 1990). Documents may be hard copy or electronic and may include reports, program logs, performance ratings, funding proposals, meeting minutes, newsletters, and marketing materials. 
The researcher used a matrix document review checklist. This included a list of  documents which were expected to be reviewed, collaborating with the custodians  of the documents who included the Records Assistant, Monitoring and Evaluation Officer, Financial Accountant, Communication Officer and Human Resources Officer.  Secondary data helped to corroborate the findings from the primary data.
3.7 Data quality
Data quality was maintained through carrying out validity and reliability test.

3.7.1 Validity

According to Leary, (2004) validity refers to the extent to which a measurement procedure actually measures what it is intended to measure rather than measuring something else, or nothing at all. This study utilized triangulation to ensure validity of research findings prior to the administration of the research instruments. The instruments were checked by 3 experts who work as Supervisors and based in UMI. The results were reviewed and a Coefficient of Validity Index (CVI) was computed using the formula:
CVI
=
Total number of items rated relevant by all judges


Total number of items in the instrument

A content validity index of 0.7 and above according to Amin, (2005) qualifies the instrument for the study. For this study the CVI was 0.81 which indicated that it was very valid as presented in figure 4.1 below.
Table 4.1 Content Validity Index results

	Questionnaire Section
	No. of Items
	No. of Relevant Items (average of 3 experts)
	C.V.I

	Risk identification
	5
	4
	0.80

	Risk analysis
	5
	4
	0.80

	Risk response planning 
	5
	4
	0.80

	Risk monitoring and control
	7
	6
	0.71

	Total
	22
	18
	0.81

	Interview Guide
	25
	20
	0.80

	All items
	47
	38
	0.81


Source: Primary data
3.7.2 Reliability

Reliability refers to the consistency or dependability of a measuring instrument (Leary, 2004). A study was conducted with an item analysis to evaluate the inter-item consistency of the risk management process and performance questionnaire. Reliability measures the consistence of the instrument in measuring what it is supposed to measure (Amin, 2005). According to Amin (2005), a minimum Cronbach Alpha coefficient of 0.7 is required for an instrument to be reliable. The study instruments were pretested for its reliability on a sample of 10 respondents. In this study a Cronbach alpha coefficient was computed to show how reliable the data is using Statistical Package for Social Scientists (SPSS) taking only variables scoring above 0.70 as per the findings presented below. 

Reliability of Study Instruments

 Table 4.2: Reliability Results
	Variable 
	Total No of items 
	Cronbach alpha 

	Risk Identification
	10
	0.72

	Risk analysis
	10
	0.75

	Risk Response planning
	10
	0.73

	Risk monitoring and control
	14
	0.81

	Reliability
	10
	0.74

	Responsiveness
	12
	0.79

	Empathy
	12
	0.76

	Average
	8.25
	0.75


Source: Primary data  

All the variables were reliable since Cronbach alpha was more than 0.7 and therefore this showed that they have a positive effect on the performance of the organisation.
3.8 Procedure of data collection

At the onset of data collection, the researcher sought permission from the Executive Director of JMS to enable him access the staff in their respective offices. Each questionnaire contained an opening introductory letter requesting for the respondents cooperation in providing the required information for the study. The respondents were also assured of the confidentiality of the information that they will provide and that it will only be used for academic purposes. 
3.9 Data management and analysis

Data was analyzed using both qualitative and quantitative analysis methods

3.9.1 Qualitative data analysis

The qualitative data was analyzed for content and language used, a technique called content analysis. The researcher carried out a thorough review of the scripts looking for similarities and differences to identify themes and develop categories according to the study objectives. The findings from the qualitative data on variables were used to reinforce information gathered using the questionnaires and to draw meaningful conclusions and subsequently recommendations.

3.9.2 Quantitative data analysis

. Quantitative data collected from the questionnaire were edited with the view of checking for accuracy and completeness during collection and then entered into a Statistical Package for Social Scientists (SPSS) program that generated statistics such as frequencies and percentages in form of tables and charts. The main purpose for this was to explore hitches that might have arisen during the course of the research process.
A procedure in form of a frequency distribution analysis was applied to describe the study variables and the associated indicator items related to the study objectives. The frequencies were converted into tables and charts. 
Relational statistics were used to draw conclusions about the reliability and generalisability of the findings. According to Leary (2004), relational statistics are used to assist in answering questions such as “how likely is it that my findings are due to random extraneous factors rather than to the variables of central interest in the study?”, “how representative are the findings of the larger population from which the sample was taken?” Thus primary statistical data was analysed and correlated using the Pearson Product Moment Correlation Coefficient, to establish the relationship between risk management process and performance of Uganda’s drug distributors. This is a statistic that indicates the degree to which two variables are related (Amin, 2005). The sign of correlation coefficient (+ or -) indicates the direction of the relationship between -1.00 and +1.00. There may be positive relationships between two variables. While on the other hand a negative correlation indicates an inverse negative relationship between two variables (Leary, 2004) as cited in Tuhaise (2008). 
Regression analysis were identified through three distinct types namely standard, stepwise and hierarchical multiple regression. For this study, multiple regression was used to determine the extent to which risk management  process explains the variance in performance.

3.10 Measurement of variable

The variables were operationalized by looking at their behavioral dimensions and indicators. Risk control and employee rewards were measured by the respondents’ perception and experience. The researcher used the Likert scale in order to measure the respondents’ perceptions of situations about the variables investigated. The use of a Likert scale is recommended by Diener, Diener and Diener (1995) as the best way to rate response especially in the study that seeks people’s opinion on issues. The scale ranged from 5 - Strongly Agree, 4 - Agree, 3 - Uncertain, 2 - Disagree and 1 - Strongly Disagree.

3.11
Ethical Considerations

The researcher obtained consent of the respondents by giving them the necessary information regarding the objectives, purpose and related benefits of the study before proceeding with the study. The information provided was treated as highly confidential. The researcher guaranteed to the respondents the destruction of the acquired information by shredding of the data after analyzing the data. Respect of culture of the study population was highly maintained in order to get meaningful data such as the type of language used was kept in mind. The researcher also sought permission from the relevant authorities who introduced him to the potential participants and respondents.

CHAPTER FOUR

PRESENTATION, ANALYSIS AND INTERPRETATION OF THE FINDINGS

4.1 Introduction

The study investigated the effect of risk management process on the performance of drug distributors in Uganda, taking a case of Joint Medical Store.
This chapter presents, analyses and interprets the results. The chapter begins with the response rate, description of characteristics of respondents and the empirical results
4.2 Response Rate

The response rate for the study is presented in table 4.3 below:-
Table 4.3 Response Rate 
	Instrument 
	Target Response
	Actual Response
	Response Rate (%)

	Questionnaire 
	140
	100
	71

	Interview 
	15
	10
	67

	Total 
	155
	110
	71


Source: Primary data 
From table 4.1 above, out of 140 questionnaires administered to the respondents, only 100 were returned completed giving a response rate of 71%.  Accordingly, out of the 15 respondents scheduled for interviews, only 10 were actually carried out implying a response rate of 67%. The total number of responses were 110 out of the 155 targeted by the study. The overall response rate therefore, was 71%. Such a response rate was assumed good enough to validate the study as it was over and above the 50% provided by Mugenda & Mugenda (2005)
4.3 Demographic Characteristics of the Respondents
The demographic characteristics of the respondents were also observed in the study. The demographic  considered included gender, age, years worked with JMS or years being a JMS customer, the position held at JMS (for staff), length of service, designation held and educational levels. The results are presented in the tables below.
4.3.1 Age Distribution of Respondents 
The findings on age distribution of respondents is summarized in table 4.4 below.
Table 4.4 (a): Age Distribution of Respondents (JMS Staff).

	Category
	Frequency (f)
	Percentage (%)

	Below 25 years
	8
	11

	25 – 35 years 
	39
	52

	Above 35
	28
	37

	Total
	75
	100


Source: Primary data 
4.3.2 Respondents by Gender
Table 4.5 below shows the gender distribution of respondents. 
Table 4.5 Gender of respondents (JMS Staff). 

	Gender
	Frequency (f)
	Percentage (%)

	Male
	47
	63

	Female
	28
	37

	Total
	75
	100


Source: Primary data 
The results in table 4.5 show that 47 (63%) of the respondents were male and only 28 (37%) female. This findings may be so given the nature of the work at JMS that favours males than females. The implication from this finding is that although there were gender disparities among respondents in favour of males, the study was gender representative since both males and females were part of the study sample. 
4.3.3 Respondents by Education Levels

The table below presents findings on the education level of respondents in JMS. The findings are summarized in table 4.6 below.

Table 4.6: Education level of respondents by Qualifications. (JMS Staff)
	Category
	Frequency (f)
	Percentage (%)

	Secondary
	4
	5

	Tertiary
	21
	28

	University
	38
	51

	Post Graduate
	12
	16

	Total
	75
	100


Source: Primary data 
Table 4.6 above shows that the biggest number of respondents 38 (51%) had bachelor’s degree, 21 (28%) had tertiary qualification with only 12 (16%) and 4 (5%) having post graduate and master degrees respectively. The findings therefore, that all respondents were educated enough to understand the study and provide reliable information to the study 
4.3.4 Respondents by length of service

Table 4.7 below shows the duration the respondents had served in JMS. The findings are summarized in the table below.
Table 4.7: Respondents by Length of Service (JMS Staff).
	Category
	Frequency (f)
	Percentage (%)

	Less than 1 year
	5
	7

	1 year
	12
	16

	More than 1 year
	58
	77

	Total
	75
	100


Source: Primary data 
The results show that the biggest number 58 (77%) were in the organization for more than one year, 12 (16%) for one year and 5 (7%) for less than one year. Since 93% of the respondents had at least one year’s experience working at JMS, they were knowledgeable about the operations of JMS and therefore, expect to provide relevant information to the study,. 
4.3.5 Respondents by designation 

Table 4.8 shows the respondents designation at JMS. 
Table 4.8: Respondents by designation (JMS Staff).
	Category
	Frequency (f)
	Percentage (%)

	Management
	6
	8

	Supervisor
	27
	36

	Operational Staff
	42
	56

	Total
	75
	100


Source: Primary data 
In table 4.8 above, the majority of the respondents 42 (56%) were operational staff, 27 (36%) were supervisors and 6 (8%) were management of JMS.  The implication of this is that all categories of the staff in JMS were considered making the study representative. 
4.4 Empirical Findings 
This section presents the empirical findings of the study according to the objectives. The empirical findings are analysed using descriptive statistics, qualitative analysis and testing hypotheses for the respective findings. 
4.4.1 The effect of risk identification on performance of JMS
The first objective of the study was to ascertain the effect of risk identification on the performance of JMS. The respondents were provided with a number of items pertaining to risk identification for them to indicate the extent to which they agreed or disagreed with the statements on a five Likert scale: (1)-Strongly Disagree (SD), (2)-Disagree (D),   (3)-Not sure (N), (4)-Agree (A), and (5)-Strongly Agree (SA). The findings are summarized in Table 4.9 below;

Table 4.9 Staff Responses on Risk Identification and Performance of JMS 
	Statement
	Response

	
	SD
	D
	Uncertain
	A
	SA

	Risk identification helps to discover the root cause of the risk
	0(0%)
	2(3%)
	3(4%)
	31(41%)
	39(52%)

	Risk identification is carried out by both the organization and the suppliers
	5(7%)
	8(11%)
	10(13%)
	42(56%)
	10(13%)

	A risk identified is a risk half solved
	2(3%)
	3(4%)
	15(20%)
	40(53%)
	15(20%)

	Risk identification should be everyone’s responsibility not just top management 
	0(0%)
	0(0%)
	0(0%)
	50(67%)
	25(33%)

	My organization empowers me to carry out risk identification
	5(7%)
	5(7%)
	8(11%)
	32(43%)
	25(33%)


Source: Primary Data 
Both sets of respondents place high performance ratings on parameters under risk identification. 
The staff respondents are in high agreement regarding the role of risk identification in identifying the cause of the risk. 52% of the staff respondents strongly agree that risk identification helps to discover the root cause of the risk, 41% agree, 4% are uncertain and 3% disagree. This is supported by a participant who confirmed, “All our employees are given prophylaxis training in risk identification.” 
On the other hand, 57% of the customer respondents agree that at JMS risk identification helps to discover the root cause of the risk, 26% strongly agree, 14% are uncertain while 3% strongly disagree.

Both the respondents hold the same perception on the fact that risk identification is carried out by the organization, the customers and suppliers. 56% of the staff respondents agree that risk identification is carried out by both the organization and the suppliers, an equal number of respondents both strongly agree and are uncertain (13%), 11% disagree whereas 7% strongly disagree.
On the same matter, 57% of the customer respondents strongly agree that at JMS risk identification is carried out by the organization, the customers and suppliers; 29% agree and 9% strongly agree. Additionally, 53% of the staff respondents agree that a risk identified is a risk half solved. Similar findings are seen with the customer respondents; 57% of the customer respondents as well agree that a risk identified is a risk half solved.
Further, 33% of the staff respondents strongly agree that risk identification should be everyone’s responsibility not just top management and 67% are in agreement. However, for customer respondents, there is a sharp contrast as 57% are uncertain if at JMS risk identification should be everyone’s responsibility not just top management; 29% of the customer respondents though agree that risk identification at JMS is everyone’s responsibility.
On empowering employees to carry out risk identification, 33% and 43% of staff respondents strongly agree and agree respectively that JMS empowers them to carry out risk identification; 11% are uncertain while an equal number both disagree and strongly disagree (7%). 
The customer respondents are in support of this with 43% and 29% strongly agree and agree respectively that JMS empowers them to carry out risk identification.
4.4.2 Risk Analysis on the performance of JMS
The second objective of the study was to assess the effect of risk analysis on the performance of JMS. A number of measurement parameters were considered for the staff and customer respondents and the findings are as summarized in tables 4.6 and 4.7 below;

Table 4.10 Responses on Risk Analysis and Performance of JMS
	Statement
	Response

	
	SD
	D
	Uncertain
	A
	SA

	Risk analysis prevents a risk from reoccurring
	0(0%)
	5(7%)
	2(3%)
	50(67%)
	18(24%)

	All employees are involved in analyzing risk faced in the supply chain
	5(7%)
	7(9%)
	10(13%)
	30(40%)
	23(31%)

	Risk analysis is a waste of time
	30(40%)
	35(46%)
	5(7%)
	5(7%)
	0(0%)

	Risk analysis helps in improving performance
	6(8%)
	7(9%)
	15(20%)
	32(43%)
	15(20%)

	Risk analysis is difficult due to lack of information
	10(13%)
	8(11%)
	12(16%)
	23(31%)
	22(29%)


Key: SD- Strongly Disagree, D- Disagree, U-Uncertain, A-Agree, SA- Strongly Agree

Source: Primary data

The findings point to the importance of risk analysis; 67% and 24% agree and strongly agree respectively that risk analysis prevents a risk from reoccurring whereas 3% are uncertain and 7% are in disagreement. This is in consonance with the customer respondents with 29% and 57% who strongly agree and agree respectively that at JMS risk analysis prevents a risk from reoccurring. This is evidenced by a participant who affirmed, “At JMS, we have a system of risk management  process which ensures that risk analysis is done in order to understand the severity and frequency of the risk.”
Further findings reveal that 31% of the staff respondents strongly agree that all employees are involved in analyzing risk faced in the supply chain with an added 40% in agreement. This was followed by 13% of the respondents who were uncertain, 9% disagreeing and 7% strongly disagreeing.
With the customer respondents on the other hand, 37% strongly agree, 29% agree, 20% were uncertain, 9% disagree and 6% strongly disagree that at JMS all customers and suppliers are involved in analyzing risk faced in the supply chain.

A lot of importance is attached to risk analysis as show by the findings. 46% and 40% of the staff respondents disagree and strongly disagree respectively that risk analysis is a waste of time. On the customers’ side; 23% strongly disagree and 54% disagree that at JMS risk analysis is a waste of time. An additional 20% of the customer respondents were uncertain.
Further findings reveal that 43% of the staff respondents agree that risk analysis helps in improving performance. This was followed by 20% who strongly agreed and 20% who are uncertain, 9% who disagree and 8% who strongly disagree. The perception of the staff respondents does not differ from the customers respondents. 31% of the customer respondents strongly agree that at JMS risk analysis helps in improving performance. This was followed by 43% who agree and 17% who were uncertain that risk analysis helps in improving performance.
On the impediment to risk analysis, 29% of the staff respondents strongly agree as 31% agree that risk analysis is difficult due to lack of information. This is followed by 16% who are uncertain, 13% who strongly agreed and 11% who agreed. In comparison with the customer respondents, 29% agree followed by 23% who strongly disagree that risk analysis is difficult due to lack of information. This is followed by an equal number of respondents who both strongly agree and are uncertain at 17% while 14% disagree. 
4.4.3 Risk Response Planning and Performance of JMS
The third objective of the research was to assess the effect of risk response planning on the performance of JMS. A number of statements on risk response planning were put to the respondents and the findings are summarized in tables 4.9 and 4.10 below;
Table 4.11 Responses on Risk Response Planning and Performance of JMS

	Statement
	Response

	
	SD
	D
	Uncertain
	A
	SA

	At JMS top management supports risk response planning
	0(0%)
	0(0%)
	10(13%)
	43(57%)
	22(30%)

	JMS rewards creative risk response plans from  customers and suppliers
	2(3%)
	12(16%)
	10(13%)
	25(33%)
	26(35%)

	At JMS there are risk procedures to be followed for risks identified
	0(0%)
	0(0%)
	17(23%)
	28(37%)
	30(40%)

	JMS is engaged in “fire-fighting” for most risks faced
	30(40%)
	26(35%)
	12(16%)
	7(9%)
	0(0%)

	At JMS risk response plans are publicized to all customers and suppliers
	25(33%)
	29(39%)
	16(21%)
	5(7%)
	0(0%)


Key: SD- Strongly Disagree, D- Disagree, U-Uncertain, A-Agree, SA- Strongly Agree
Source: Primary data

The findings show that 57% of the staff respondents agree that at JMS top management supports risk response planning followed by 30% who strongly agree and 13% who are uncertain. On the contrary 51% of the customer respondents are uncertain that at JMS top management supports risk response planning, an equal number of respondents (20%) strongly agree and disagree while 9% strongly disagree.
Further, 35% of the staff respondents strongly agree that JMS rewards creative risk response plans from customers and suppliers. This is followed by 33% who agree, 16% who disagree, 13% uncertain and 3% who strongly disagree. For the customers on the other hand, 34% agree that creative risk response plans from customers and suppliers are rewarded followed by 31% who strongly agree and 26% who disagree. As one participant clearly put it, “Risk response is of key importance at JMS because we must demonstrate that we are determined to eliminate all supply chain risks.”
On risk procedures, 40% of the staff respondents strongly agree that there are risk procedures to be followed for risks identified followed by 37% who agree and 23% who were uncertain. With the customer respondents, 34% agree that there are risk procedures at JMS to be followed for risks identified. A further 29% were uncertain while 20% strongly agree.
The customer respondents further disagree that JMS is engaged in fire fighting for most risks faced with 40% and 35% strongly disagreeing and disagreeing respectively. As regards the customer respondents, 57% and 43% strongly disagree and disagree respectively that JMS is engaged in fire fighting for most risks faced.
More findings reveal that 33% and 39% of the staff respondents strongly disagree and disagree that at JMS risk response plans are publicized to all customers and suppliers. A further 21% are uncertain while 7% are in agreement. For the customer respondents 57% agree that risk response plans are publicized to all customers and suppliers followed by 31% who strongly agree.
4.4.4 Risk Monitoring and Control on Performance of JMS
The fourth objective of the study investigated the effect of risk monitoring and control on performance of JMS. The findings are as summarized in tables below;

Table 4.12 Responses on Risk Monitoring and Control 

	Statement
	Response

	
	SD
	D
	Uncertain
	A
	SA

	The organization has alternative suppliers for every item
	10(13%)
	8(11%)
	12(16%)
	15(20%)
	30(40%)

	The organization maintains buffer stock to avoid stock outs
	2(3%)
	1(1%)
	6(8%)
	40(53%)
	26(35%)

	The lead time for every product is well known
	3(4%)
	6(8%)
	15(20%)
	26(35%)
	25(33%)

	The organization engages suppliers in contractual commitments to avoid failure to supply 
	0(0%)
	0(0%)
	0(0%)
	40(53%)
	35(47%)

	The organization avoids monopolistic/repetitive tendencies while awarding contracts/ orders (over dependency)
	6(8%)
	8(11%)
	11(15%)
	22(29%)
	28(37%)

	The organization carries out constructive supplier performance evaluation
	0(0%)
	0(0%)
	10(13%)
	29(39%)
	36(48%)

	The organization is risk averse
	0(0%)
	3(4%)
	17(23%)
	30(40%)
	25(33%)


Key: SD- Strongly Disagree, D- Disagree, U-Uncertain, A-Agree, SA- Strongly Agree

Source: Primary data

On alternative suppliers, 40% and 20% of the staff respondents strongly agree and agree respectively that JMS has alternative suppliers for every item; 16% are however uncertain as 11% disagree and 13%strongly disagree. With respect to the customer respondents, 34% agree, 29% were uncertain, 17% strongly agree and 14% disagree.
More findings reveal that 53% of the staff respondents agree that JMS maintains buffer stock to avoid stock outs. This was followed by 35% who strongly agreed and 8% who were uncertain. On the customer side, 37% are uncertain as a further 34% strongly agree and 17% agree.
Furthermore, 35% of the staff respondents agree that the lead time for every product is well known followed by 33% who strongly agree and 20% who were uncertain. The customer respondents espouse similar views; 40% strongly agree, 29% agree and 17% were uncertain that the lead time for every product is well known.
The staff respondents are wholly in agreement that the organization engages suppliers in contractual commitments to avoid failure to supply; 47% strongly agree while 53% agree. This is a similar view shared by the customer respondents with 43% who strongly agree and 57% who agree. Risk monitoring and control was emphasized by a participant who elucidated, “Risk mitigation at JMS is done through a vigorous exercise of risk monitoring, evaluation and control. Every department has got a risk register and a risk champion who keep abreast of all likely risks.”
JMS exercises care when awarding contracts and the findings show that 37% of the staff respondents strongly agree that JMS avoids monopolistic/repetitive tendencies while awarding contracts. Similarly, 60% of the customer respondents agree and 20% strongly agree.
On supplier performance evaluation, 48% strongly agree and 39% agree that the JMS carries out constructive supplier performance evaluation. The customer respondents are wholly in agreement with the findings from staff respondents. 51% strongly agree while the remaining 49% are in agreement.
Finally on risk, 40% of the staff respondents agree that JMS is risk averse followed by 33% who strongly agree and 23% who are uncertain. On the customer side, 49% strongly agree, 34% agree and 17% are uncertain.
Table 4.12 Customers’ Responses on Risk Monitoring and Control
	Statement
	Response

	
	SD
	D
	Uncertain
	A
	SA

	JMS has alternative suppliers for every item
	2(6%)
	5(14%)
	10(29%)
	12(34%)
	6(17%)

	JMS maintains buffer stock to avoid stock outs
	3(9%)
	1(3%)
	13(37%)
	6(17%)
	12(34%)

	At JMS  the lead time for every product is well known
	3(9%)
	2(6%)
	6(17%)
	10(29%)
	14(40%)

	JMS engages suppliers in contractual commitments to avoid failure to supply 
	0(0%)
	0(0%)
	0(0%)
	20(57%)
	15(43%)

	JMS avoids monopolistic/repetitive tendencies while awarding contracts/ orders (over dependency)
	0(0%)
	3(9%)
	4(11%)
	21(60%)
	7(20%)

	JMS carries out constructive supplier performance evaluation
	0(0%)
	0(0%)
	0(0%)
	17(49%)
	18(51%)

	JMS is a risk averse organization
	0(0%)
	0(0%)
	6(17%)
	12(34%)
	17(49%)


Key: SD- Strongly Disagree, D- Disagree, U-Uncertain, A-Agree, SA- Strongly Agree

Source: Primary data
4.8 Performance
In assessing performance the researcher considered reliability, responsiveness and empathy. The results are as discussed below;
4.8.1 Reliability
Reliability refers to the consistency or dependability of a measuring instrument (Leary, 2004). Customers value reliability when it comes to delivering products or services. Invariably customers will consider that an organisation meets expectations if service is delivered within the time, cost and speed promised. Regardless of how customer services satisfaction is measured, reliability comes in first. Table 4.13 shows Staff responses on Reliability 
Table 4.13 Staff responses on Reliability
	Statement
	Response

	
	SD
	D
	Uncertain
	A
	SA

	When response is promised in a certain time, it is given
	0(0%)
	0(0%)
	17(23%)
	18(24%)
	40(53%)

	Exact specifications of the client are followed
	0(0%)
	0(0%)
	6(8%)
	14(19%)
	55(73%)

	Statements or reports are free of error
	3(4%)
	8(11%)
	19(25%)
	17(23%)
	28(37%)

	The service is performed right the first time
	0(0%)
	0(0%)
	12(16%)
	30(40%)
	33(44%)

	The level of service is the same at all times of the day and for all members of staff
	21(28%)
	8(11%)
	2(3%)
	18(24%)
	26(35%)


Key: SD- Strongly Disagree, D- Disagree, U-Uncertain, A-Agree, SA- Strongly Agree

Source: Primary data
Response is vital for any organization. The findings show that 53% of the staff respondents strongly agree that when response is needed in a certain time, it is given. This is followed by 24% who agree and 17% who were uncertain. The customers on the other hand are in agreement with the perceptions of the staff. The findings show that 57% agree, 23% were uncertain while 20% strongly agree. This is evidenced by a participant who stated, “Customer response time is very critical to the survival of our business because we sometimes deal with emergency situations. Timely response is a must in this business.”
Further, 73% of the staff respondents strongly agree that exact specifications of the client are followed by 19% who agree with 8% uncertain. This is in agreement with the perception of the customer respondents with 66% in agreement and 34% strongly agreeing
Additionally 37% of the staff respondents strongly agree that statements or reports are free from error. This was followed by 25% who were uncertain, 23% who agree and 11% who disagree. The perception of the customer respondents is not very different from that of staff. The findings show that 34% strongly agree, 26% were uncertain and 20% were in agreement.
On service, 44% of the staff respondents strongly agree that service is performed right the first time followed by 40% who agree and 16% who were uncertain. In comparison with the customer respondents, 51% agree with 26% strongly in agreement while 11% were uncertain.
Findings further reveal that 35% of the staff respondents strongly agree that the level of service is the same at all times of the day and for all members of staff. This was followed by 28% who strongly disagreed and 24% who agree.  With the customer respondents, 46% agree and 31% strongly agree that the level of service is the same at all times of the day for all members of staff.   
Table 4.14 Customers’ Responses on Reliability
	Statement
	Response

	
	SD
	D
	Uncertain
	A
	SA

	At JMS when response is promised in a certain time, it is given
	0(0%)
	0(0%)
	8(23%)
	20(57%)
	7(20%)

	At JMS the exact specifications of the client are followed
	0(0%)
	0(0%)
	0(0%)
	23(66%)
	12(34%)

	JMS statements or reports are free of error
	5(14%)
	9(26%)
	2(6%)
	7(20%)
	12(34%)

	JMS service is performed right the first time
	1(3%)
	3(9%)
	4(11%)
	18(51%)
	9(26%)

	At JMS the level of service is the same at all times of the day and for all members of staff
	3(9%)
	3(9%)
	2(6%)
	16(46%)
	11(31%)


Key: SD- Strongly Disagree, D- Disagree, U-Uncertain, A-Agree, SA- Strongly Agree

Source: Primary data
4.8.2 Responsiveness
 Keeping clients/customers happy is the key to ensuring that current clients don’t become former clients. When customer responsiveness is a priority, opportunities to serve the clients increase, while problems and service issues decrease. The staff and the customers were asked different facets concerning responsiveness and the results are as summarized below;
Table 4.15 Staff Responses on Responsiveness

	Statement
	Response

	
	SD
	D
	Uncertain
	A
	SA

	Customers with a  service problem always complain to me
	5(7%)
	7(9%)
	16(21%)
	23(31%)
	24(32%)

	When there is a problem, the organization responds quickly
	3(4%)
	2(3%)
	13(17%)
	36(48%)
	21(28%)

	Staff are willing to answer client questions
	0(0%)
	0(0%)
	0(0%)
	36(48%)
	39(52%)

	Specific times for service accomplishments are given to clients
	7(9%)
	6(8%)
	4(5%)
	29(39%)
	29(39%)

	Emergency situations are treated with care and seriousness
	0(0%)
	3(4%)
	13(17%)
	24(32%)
	22(29%)

	Customer satisfaction is extremely important in JMS
	0(0%)
	0(0%)
	0(0%)
	22(29%)
	53(71%)


Key: SD- Strongly Disagree, D- Disagree, U-Uncertain, A-Agree, SA- Strongly Agree

Source: Primary data

On responsiveness, 32% of the staff respondents strongly agree that customers with service problems always complain to them. This is followed by 31% who agree, 21% were uncertain, 9% disagree and 7% strongly disagree. On the customer side, 80% strongly agree as 20% agree that customers with a service problem have avenues for complaining. One participant affirmed this, “Our customers are aware of their value to us. They always mention to us any issue that is not satisfactory to them which in turn helps us to improve our performance.” 
With problem resolution, 48% of the staff respondents agree that when there is a problem the organization responds quickly. This is followed by 28% who strongly agree, 17% who were uncertain and 4% who strongly disagreed. Indeed 60% of the customer respondents agree that there is quick response by JMS, a further 26% strongly agree and 14% who were uncertain.
More findings reveal that 52% of the staff respondents strongly agree that staff are willing to answer client questions while 48% agree.  The customer respondents seem to be in agreement with 69% in agreement and 31% who strongly agreed. 
On times for service accomplishments, an equal number of staff respondents (39% each) strongly agree and agree that there are specific times for service accomplishments are given to clients. This was followed by 9% who strongly disagreed, 8% who disagreed and 5% who were uncertain.
Regarding emergency situations, 32% agree that emergency situations are treated with care and seriousness with 29% strongly agreeing, 17% uncertain and 4% disagreed. This is in agreement with the customer respondents; 54% agree and 46% strongly agree that at JMS emergency situations are treated with care and seriousness.
On customer satisfaction, 71% of the staff respondents strongly agree and 29% agree that customer satisfaction is extremely important in JMS. The customer respondents on the other hand are in support. The findings show that 43% strongly agree, 34%agree while 23% were uncertain. 
Table 4.16 Customers’ Responses on Responsiveness 
	Statement
	Response

	
	SD
	D
	Uncertain
	A
	SA

	Customers with a  service problem have avenues for complaining
	0(0%)
	0(0%)
	0(0%)
	7(20%)
	28(80%)

	When there is a problem, the organization responds quickly
	0(0%)
	0(0%)
	5(14%)
	21(60%)
	9(26%)

	At JMS staff are willing to answer clients’ questions
	0(0%)
	0(0%)
	0(0%)
	24(69%)
	11(31%)

	At JMS specific times for service accomplishments are given to clients
	2(6%)
	6(17%)
	0(0%)
	13(37%)
	14(40%)

	At JMS emergency situations are treated with care and seriousness
	0(0%)
	0(0%)
	0(0%)
	19(54%)
	16(46%)

	Customer satisfaction is extremely important in JMS
	0(0%)
	0(0%)
	8(23%)
	12(34%)
	15(43%)


Key: SD- Strongly Disagree, D- Disagree, U-Uncertain, A-Agree, SA- Strongly Agree
Source: Primary data
4.8.3 Empathy
 It is important to take the time to talk with customers and employees and understand their view of the business. Employees are generally at the front line of a business, and customers are the source of profits, so understanding their experience is vital. The responses of the staff and customized are as summarized below;
Table 4.17 Staff Responses on Empathy
	Statement
	Response

	
	SD
	D
	Uncertain
	A
	SA

	Staff members have a pleasant behavior
	0(0%)
	0(0%)
	0(0%)
	46(61%)
	29(39%)

	Staff refrain from acting being busy or being rude when clients ask questions
	0(0%)
	0(0%)
	5(7%)
	39(52%)
	31(41%)

	Those who answer the telephone are considerate and polite
	0(0%)
	0(0%)
	12(16%)
	33(44%)
	30(40%)

	Staff observe consideration of the property and values of clients
	0(0%)
	0(0%)
	0(0%)
	48(64%)
	27(36%)

	Employees try very hard to fix customer problems when they know about them
	2(3%)
	3(4%)
	8(11%)
	37(49%)
	25(33%)

	Employees feel a strong sense of accountability and ownership for performance
	0(0%)
	0(0%)
	0(0%)
	31(41%)
	44(59%)


Key: SD- Strongly Disagree, D- Disagree, U-Uncertain, A-Agree, SA- Strongly Agree

Source: Primary data
On the behavior of staff, 61% of the staff respondents agreed that staff members have a pleasant behavior and the rest, 39% strongly agreed. On the part of the customer respondents, 60% strongly agree, 23% agree and 17% were uncertain.
Further, 52% agree that staff refrain from acting being busy or being rude when clients ask questions. This was followed by 41% who strongly agreed and 7% who were uncertain. With the customer respondents; 46% strongly agree, 29% agree, 20% uncertain and 2% strongly disagree.
Additionally, 44% of the staff respondents agree that the staff who answer the telephone are considerate and polite. This was followed by 40% who strongly agree and 16% who were uncertain. With the customer respondents, 66% are in strong agreement and the remaining 34% are in agreement. This is corroborated by one participant who said, “we understand the challenges faced by our customers and as such we ensure that we put ourselves in their shoes. Sometimes the customers are desperate as a result of emergencies and given that our business is to save lives, we always are polite, kind and considerate.”
The findings further show that 64% of the staff respondents agree that staff observe consideration of the property and values of clients while the rest, 36% strongly agreed. This view does not differ much from the customer respondents with 60% in agreement, 31% strongly agreeing and 9% who were uncertain.
On customer problems, 49% of the staff respondents agreed that employees try very hard to fix customer problems when they know about them followed by 33% in strong agreement, 11% who were uncertain, 4% disagreed and 3% strongly disagreed. On the customer side, 51% agree and 49% strongly agree.
Finally, 59% strongly agree that employees feel a strong sense of accountability and ownership for performance and the remaining 41% agree. This view is shared with the customers, 63% strongly agree and 37% are in agreement.
Table 4.18 Customers’ Responses on Empathy
	Statement
	Response

	
	SD
	D
	Uncertain
	A
	SA

	JMS Staff members have  pleasant behavior
	0(0%)
	0(0%)
	6(17%)
	8(23%)
	21(60%)

	JMS staff refrain from acting being busy or being rude when clients ask questions
	2(6%)
	0(0%)
	7(20%)
	10(29%)
	16(46%)

	Those who answer the telephone are considerate and polite
	0(0%)
	0(0%)
	0(0%)
	12(34%)
	23(66%)

	JMS staff observe consideration of the property and values of clients
	0(0%)
	0(0%)
	3(9%)
	21(60%)
	11(31%)

	At JMS employees try very hard to fix customer problems when they know about them
	0(0%)
	0(0%)
	0(0%)
	18(51%)
	17(49%)

	JMS employees feel a strong sense of accountability and ownership for performance
	0(0%)
	0(0%)
	0(0%)
	13(37%)
	22(63%)


Key: SD- Strongly Disagree, D- Disagree, U-Uncertain, A-Agree, SA- Strongly Agree

Source: Primary data
4.10 Regression Analysis
A regression analysis was carried out to find the effect of the study variables namely risk identification, risk analysis, risk response planning and risk monitoring and control on performance. The results are as shown in Table 4.20 below;
Table 4.19 Summary of regression analysis
	
	Model
	R
	R Square
	Adjusted R
Square
	Std. Error of the
Estimate

	
	
	
	
	
	

	
	
	
	
	
	

	1
	.996
	.993
	.967
	.09188


Source: Primary Data
The results in Table 4.20 show that the variables had a high effect on performance (R = 0.996). The model accounted for 99.3% of the variance in performance as shown by the R2 value. The adjusted R2 of 0.967 implies that 96.7% of the performance can be explained by/attributed to the risk management process.
4.11 Testing for the Hypotheses

Multiple regression analysis was conducted to test the hypotheses and to determine the /effect between performance of drug distributors and the four independent variables that is risk identification, risk analysis, risk response planning and risk monitoring and control. The results are as shown in the Table 4.21 below;

Table 4.20 Coefficient of Determination

	
	
	Unstandardized
	Standardized
	

	
	Model
	Coefficients
	Coefficients
	t

	
	
	Beta
	Std Error
	Beta
	

	
	Constant
	1.145
	0.2235
	
	5.132

	
	Risk Identification
	0.586
	0.1102
	0.1032
	7.287

	
	Risk Analysis
	0.348
	0.1828
	0.0937
	4.685

	
	Risk Response Planning
	0.445
	0.2156
	0.1178
	4.626

	
	Risk Monitoring and Control
	0.389
	0.3164
	0.1425
	3.418


Source: Primary Data

As per the SPSS generated table above, regression equation;
(Y = β0 + β1X1 + β2 X2 + β3 X3 + β4 X4 + ε) becomes:
(Y= 1.145+ 0.586X1 + 0.348X2 + 0.445X3 + 0.389X4 + ε)
According to the regression equation established, taking all factors into account (risk identification, risk analysis, risk response planning and risk monitoring and control) constant at zero, the performance of drug distributors will be 1.145. The data findings analyzed also show that taking all other independent variables at zero, a unit increase in risk identification will lead to a 0.586 increase in performance, a unit increase in risk analysis will lead to a 0.348 increase in performance, a unit increase in risk response planning will lead to a 0.445 increase in performance while a unit increase in risk monitoring and control will lead to a 0.398 increase in performance of drug distributors. This implies that risk identification contributes the most to the performance of drug distributors followed by risk response planning, risk monitoring and control and risk analysis in that order. 
At 5% level of significance and 95% level of confidence, risk identification, risk analysis, risk response planning and risk monitoring and control all significantly influenced the performance of drug distributors in Uganda. The research concludes that the alternative hypotheses are accepted thus all the independent variables have a significant effect on the dependent variable (performance).
CHAPTER FIVE

SUMMARY, DISCUSSIONS, CONCLUSIONS AND RECOMMENDATIONS
5.1 Introduction

The study investigated the effect of risk management process on the performance of drug distributors in Uganda, taking a case of Joint Medical Store. In this chapter the results described in chapter four are summarized, discussed with conclusions  and recommendations drawn.. The limitations of the study and the implications for future research are also addressed. 

5.2 Summary of findings
From the study findings indicated that there existed statistically significant effect between risk identification and performance of drug distributors. The findings show that risk identification helps to discover the root cause of the risk and that risk identification is carried out by both the organization and the suppliers.
Risk analysis also exhibited a statistically significant effect on performance. Major tenets of risk analysis scored highly amongst both the customers and staff.  The study found out that risk analysis prevents a risk from reoccurring and helps in improving performance.
On the other hand risk response planning showed a statistically significant effect on performance and when the correlation analysis was done it also showed a statistically significant correlation.  The organization has prioritized risk response planning as evidenced by the fact that both customer and staff respondents revealed that JMS top management supports risk response planning.

Finally, risk monitoring and control showed a statistically significant effect on performance. It is worth noting that JMS has put in place safeguards to avert any risks. The study found out that there are alternative suppliers for every item; buffer stocks are maintained to avoid stock outs, JMS has engaged suppliers in contractual commitments to avoid failure to supply and there is constructive supplier performance evaluation.

5.3 Discussion 
The section presents a discussion of findings according to the study objectives 
5.3.1
Risk Identification and Performance of JMS
The study revealed that there existed statistically significant effect between risk identification and performance of drug distributors. It is the opinion of the researcher that significant risk identification was not being carried out by JMS and so risks were affecting the performance of the organization. This is evidenced by the communication from a manager who said that sometimes goods with short shelf life are received into the warehouse without any letter of commitment to return them shortly before expiry. From the study findings it was apparent that risk identification bares a statistically significant positive effect on performance of drug distributors. The correlation between risk identification and performance was positive at 0.1102. Regression results on the other hand show that when all other independent variables are at zero, a unit increase in risk identification will lead to a 0.586 increase in performance. The findings show that risk identification helps to discover the root cause of the risk and that risk identification is carried out by both the organization and the suppliers. 

5.3.2
Risk Analysis to the Performance of Drug Distributors

The study results indicated that risk analysis had a significant and positive effect on performance. Major tenets of risk analysis scored highly amongst both the customers and staff.  Risk analysis and performance had a positive correlation/association of 0.189. Regression results show that when other independent variables are at zero, a unit increase in risk analysis will lead to a 0.348 increase in performance. The study found out that risk analysis prevents a risk from reoccurring and helps in improving performance. It is the opinion of the researcher that at JMS limited risk analysis was being carried out on staff and this was affecting performance. This is evidenced by an executive member who asserted that there was a high staff turnover in the warehousing section of the organization as a result of high exposure to health and safety dangers as well as fatigue caused by working long hours. 
Kerzner, (1998) supports the findings and contends that, risk analysis discovers the causes, effects and magnitude of risks perceived, and develops and examines alternative options. He adds that, a prioritization process should be followed whereby the risks with the greatest probability of occurring are handled first, and risks with lower probability of occurrence are handled later. Tasks at the bottom of the lists may be ignored if resources are lacking while those at the top of the list must receive close attention. 
The researcher notes however, that for the case of JMS, this in practice could be very difficult due to the fact that medicines are medical supplies and equipment could equally have similar importance and urgency all if not handled expeditiously could cause loss of life. 
5.3.3
Risk Response Planning and the Performance of Drug Distributors

The results indicate that response planning had a significant and positive effect on performance and when the correlation analysis was done it also showed a statistically significant correlation.  This finding is corroborated by Oldfield, (1997), who states that, risk response is the process of defining and enhancing steps for it includes techniques and methods developed to reduce or control risks. Risk response has facets to it namely; avoidance, acceptance, reduction and transfer. 
Lock (1987), in addition presents the basic approaches to management of risks as through; physical loss control (reduce the probability of loss) and financial loss control (taking measures to finance the losses that do occur) so that the cost of losses which could cause severe financial strains are spread over a longer period, thereby smoothing out the profit performance of the firm. The measures may be either ex ante, ex post or concurrent with the time of the loss. They may also either involve the firm absolving the loss itself or transferring the risk to another party. 
Furthermore, Oldfield and Santomero, (1997) argue that, risk response eliminates risks that face entities, and in so doing, improve business survivability. Risk response enables building a block of approaching to offset unusual exposure, susceptibilities and vulnerabilities; such as diversification (Jorion, 1997). It is the opinion of the researcher that risk response ensures that financial institutions are run in a manner that is consistent with financial markets best practices. 
5.3.4
Risk Monitoring and Control to the Performance of Drug Distributors

Finally, risk monitoring and control showed a statistically significant effect on performance of JMS. This is evidenced by a manager who confessed that JMS does not have an updated supplier performance evaluation database. From the study findings it was apparent that risk monitoring and control bares a statistically significant positive effect on performance of drug distributors. The correlation between risk monitoring and control and performance was positive at 0.3164. Regression results on the other hand show that when all other independent variables are at zero, a unit increase in risk monitoring and control will lead to a 0.389 increase in performance. The findings show that risk monitoring and control helps JMS to avoid monopolistic tendencies while awarding contracts. 
5.4 Conclusions

From the fore mentioned discussion, the following conclusions are made:
5.4.1 Risk Identification and the Performance of Drug Distributors
The study reveals that risk identification helps an organization to discover the root cause of the risk and also to understand that risk identification should be everyone’s responsibility not just top management. In addition, risk identification helps an organization to understand that a risk identified is a risk half solved. However, managers at JMS often hardly examined a situation among the staff and customers at a particular time which would have otherwise helped them determine and classify areas of potential risk likely to affect the institution and hence document the characteristics of the risk. The study therefore concluded that risk identification has a positive significant influence on the performance drug distributors in Uganda
5.4.2
 Risk Analysis and Performance of Drug Distributors
The study showed a positive correlation coefficient..  The systematic mechanisms available for undertaking a risk analysis i.e. measuring the severity and probability of occurrence of the risks, establishing the scores and ranking of the risks, determining the range of possible outcomes and estimating the costs for the risk evaluation were not being practiced. Risks were instead being assessed as they occurred. The study therefore concluded that risk analysis ha a positive significant effect on the performance of drug distributors in Uganda. 
5.4.3 Risk response planning and performance of drug distributors
The study revealed that JMS rewards creative risk response plans from customers and suppliers. It also revealed that good risk response plans are publicized to all customers and suppliers. However, there was no systematic risk response mechanism in place at JMS. Tools had not yet been developed and risks were being handled usually after they had occurred. The study therefore concluded that risk response planning significantly affects performance of drug distributors in Uganda 
5.4.4
Risk monitoring and control and performance of drug distributors
The study revealed that JMS carries out constructive supplier performance. JMS also maintains buffer stock to avoid stock outs and that the organization engages suppliers in contractual commitments to avoid failure to supply. Risk monitoring and control were also concluded to have a positive effect on the performance of JMS 
5.5 Recommendations  

The study suggests the following recommendations according to the objectives
5.5.1 Risk identification and performance of drug distributors
· All drug distributors should put in place and strengthen measures to identify the risks sources and types of risks that are likely to occur which affect reliability, responsiveness and empathy of the staff which in turn affect the overall performance of the organization. 
· Continuous training should be carried out to ensure that all employees are conversant with risks and their implications on the organization. 
5.5.2
Risk analysis and performance of drug distributors
· The management of drug distributors as a matter of urgency should decide on the relationship between the likelihood (probability of frequency) and the severity of occurrence (impacts) of the identified risks respectively. This is because no risk is too small or too large to have an impact. This could be done by systematically establishing the scores and ranking of the risks to enable management estimate the cost of risk evaluation. The guidelines below could be embraced and built on by JMS:.

5.5.3
Risk response planning to the performance of drug distributors
· The distributing organization should carry out a systematic risk response strategy to be able to treat the risk. Many organizations depend largely on on-job training without a systematic out-door training component. This implies that the staff is acquainted with adequate theoretical knowledge and tool components.  
· With the increasing financial, liquidity and technological risks that call for more steadfastness at work, all staff should be trained both internally and externally by a multi-faceted team of risk management process consultants to get a better acquaintance with also the practical tool components of risk management process. 
These consultants should also do topical briefings and debriefings occasionally to staff on the emerging trends of risks associated with pharmaceuticals business so that the staff is kept abreast with new developments and systems of mitigation. 

Lastly, the risk management process team should not only be pre-occupied with risk mitigation, but also continuous learning and research on the emerging new dimensions of risk and how they can be addressed. This will give the JMS staff the scalability to respond to changing risks; evolution of new software for effective governance, risk management process, compliance, monitoring and reporting.
5.5.4 Risk monitoring and control to the performance of drug distributors
· The drug distributing organization should strengthen their risk monitoring and control strategy. Risk registers should be deployed in every department and section. Furthermore, there should be risk champions for every department and section of the organization.
· Training should be rolled out to all the operational staff, supervisors and managers, executives and pharmacists. 

· Continuous assessment should be done for all the staff above, and this could include written tests, practical drills like fire drills, financial assessment, employee satisfaction surveys, job rotation, monthly appraisals and more.  
5.6
Implications of the Study
The study may contribute to the body of knowledge on the effect of risk management process mostly on drug distributors more specifically in Private-Not-For-Profit Non-Governmental Organisation entity setting. 
5.7
Limitations of the Study

The study faced a problem of bias and response errors. This was due to potential respondents who refused to answer questions and those who answered were very careful on what they said leading to a number of response errors. The study used a lot of cajoling and assuring respondents that the information given was for academic purposes only. Further the researcher avoided response errors by selecting knowledgeable respondents. The study faced a problem of some people who did not return the questionnaires for one reason or the other but the researcher solved this by making sure that he took the questionnaires himself and waited for the feedback. 
5.8
Areas for Further Research

The research findings analyzed risk management process dimensions using a case study research. The interested future researcher could formulate hypotheses basing on the findings of this study

Further researcher could explore the effect of risk management process on the performance of drug distributors in other organizations.
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APPENDICES
Appendix 1: Staff Questionnaire
QUESTIONNAIRE
RISK MANAGEMENT PROCESS AND PERFORMANCE OF UGANDA’S DRUG DISTRIBUTORS
QUESTIONNAIRE ADMINISTERED TO JMS STAFF

Dear participant,

This is a research leading to the award of a Master’s degree in Public Procurement of Uganda Management Institute. The purpose of this study is to establish a relationship between Risk Management Process and Performance of drug distributors, citing a case of JMS. The study specifically looks at how risk identification, risk analysis risk, response planning, and risk monitoring and control affect performance at JMS.
As a key stakeholder in JMS, and given your unique knowledge, experience and skills about the study area and variables, you have been selected as a respondent for the study. The information you will provide will be treated with utmost confidentiality and under no circumstances will it be personalized. There is no need for you to disclose your name.

Kindly provide your opinion on each issue as objectively as possible. In each section of the questionnaire please follow the given instructions.

Yours truly,

Ssali John Paul – (Masters Student at UMI)

For any enquiries please contact:

Ssali John Paul

Masters of Public Procurement (MPP)
Department of Management

Mob: +256 775 254 466

Email: ssalijp@gmail.com

SECTION A: SOCIAL DEMOGRAPHIC CHARACTERISTICS

In this part of the questionnaire, please tick the response you feel is most appropriate.

1. What is your gender?

Female






 Male
2. Which age bracket do you belong?
Below 25 




26-35 



Above 35

3. How long have you been a JMS employee?
Less Than 1 Year

1 Year



More Than 1 Year
4. Which Position do you currently hold?
Management



Supervisor



Staff
5. Highest level of education

Secondary

Tertiary

University    

Post Graduate
SECTION B: RISK MANAGEMENT PROCESS
Below is a list of aspects concerning Risk Management Process. Please evaluate each statement using the following scale (tick appropriate response)

1. Strongly disagree, 2.Disagree, 3.Uncertain 4.Agree 5.Strongly agree

Risk Identification
	6. Risk identification helps to discover the root cause of the risk
	1
	2
	3
	4
	5

	7. Risk identification is carried out by both the organization and the suppliers
	1
	2
	3
	4
	5

	8. A risk identified is a risk half solved
	1
	2
	3
	4
	5

	9. Risk identification should be everyone’s responsibility not just top management 
	1
	2
	3
	4
	5

	10. My organization empowers me to carry out risk identification
	1
	2
	3
	4
	5


Risk Analysis

	11. Risk analysis prevents a risk from reoccurring
	1
	2
	3
	4
	5

	12. All employees are involved in analyzing risk faced in the supply chain
	1
	2
	3
	4
	5

	13. Risk analysis is a waste of time
	1
	2
	3
	4
	5

	14. Risk analysis helps in improving performance
	1
	2
	3
	4
	5

	15. Risk analysis is difficult due to lack of information
	1
	2
	3
	4
	5


Risk Response Planning

	16. Top management supports risk response planning
	1
	2
	3
	4
	5

	17. The organization rewards creative risk response plans from staff
	1
	2
	3
	4
	5

	18. There are risk procedures to be followed for risks identified
	1
	2
	3
	4
	5

	19. The organization is engaged in “fire-fighting” for most risks faced
	1
	2
	3
	4
	5

	20. Risk response plans are publicized to all staff 
	1
	2
	3
	4
	5


Risk Monitoring and Control

	21. The organization has alternative suppliers for every item
	1
	2
	3
	4
	5

	22. The organization maintains buffer stock to avoid stock outs
	1
	2
	3
	4
	5

	23. The lead time for every product is well known
	1
	2
	3
	4
	5

	24. The organization engages suppliers in contractual commitments to avoid failure to supply 
	1
	2
	3
	4
	5

	25. The organization avoids monopolistic/repetitive tendencies while awarding contracts/ orders (over dependency)
	1
	2
	3
	4
	5

	26. The organization carries out constructive supplier performance evaluation
	1
	2
	3
	4
	5

	27. The organization is risk averse
	1
	2
	3
	4
	5


SECTION C: PERFORMANCE
Use the following scale to answer the questions (Tick appropriate responses)

1. Strongly disagree, 
2.Disagree, 
3.Uncertain 
4.Agree 
5.Strongly agree
Reliability 
	28. When response is promised in a certain time, it is given
	1
	2
	3
	4
	5

	29. Exact specifications of the client are followed
	1
	2
	3
	4
	5

	30. Statements or reports are free of error
	1
	2
	3
	4
	5

	31. The service is performed right the first time
	1
	2
	3
	4
	5

	32. The level of service is the same at all times of the day and for all members of staff
	1
	2
	3
	4
	5


Responsiveness
	33. Customers with a  service problem always complain to me
	1
	2
	3
	4
	5

	34. When there is a problem, the organization responds quickly
	1
	2
	3
	4
	5

	35. Staff are willing to answer client questions
	1
	2
	3
	4
	5

	36. Specific times for service accomplishments are given to clients
	1
	2
	3
	4
	5

	37. Emergency situations are treated with care and seriousness
	1
	2
	3
	4
	5

	38. Customer satisfaction is extremely important in JMS
	1
	2
	3
	4
	5


Empathy 
	39. Staff members have a pleasant behaviour
	1
	2
	3
	4
	5

	40. Staff refrain from acting being busy or being rude when clients ask questions
	1
	2
	3
	4
	5

	41. Those who answer the telephone are considerate and polite
	1
	2
	3
	4
	5

	42. Staff observe consideration of the property and values of clients
	1
	2
	3
	4
	5

	43. Employees try very hard to fix customer problems when they know about them
	1
	2
	3
	4
	5

	44. Employees feel a strong sense of accountability and ownership for performance
	1
	2
	3
	4
	5


Thank you so much for your cooperation and success in all your endeavours.
Appendix 2: JMS Customers Questionnaire
RISK MANAGEMENT PROCESS AND PERFORMANCE OF UGANDA’S DRUG DISTRIBUTORS
QUESTIONNAIRE ADMINISTERED TO JMS CUSTOMERS

Dear participant,

This is a research leading to the award of a Master’s degree in Public Procurement of Uganda Management Institute. The purpose of this study is to establish a relationship between Risk Management Process and Performance at JMS. The study specifically looks at how risk identification, risk analysis risk, response planning, and risk monitoring and control affect performance at JMS.
As a key stakeholder in JMS, and given your unique knowledge, experience and skills about the study area and variables, you have been selected as a respondent for the study. The information you will provide will be treated with utmost confidentiality and under no circumstances will it be personalized. There is no need for you to disclose your name.

Kindly provide your opinion on each issue as objectively as possible. In each section of the questionnaire please follow the given instructions.

Yours truly,

Ssali John Paul – (Masters Student at UMI)

For any enquiries please contact:

Ssali John Paul

Masters of Public Procurement (MPP)

Department of Management

Mob: +256 775 254 466

Email: ssalijp@gmail.com

SECTION A: SOCIAL DEMOGRAPHIC CHARACTERISTICS

In this part of the questionnaire, please tick the response you feel is most appropriate.

1. What is your gender?

Female






 Male

2. Which age bracket do you belong?

Below 25 




26-35 



Above 35

3. How long have has your organisation been a JMS customer?

Less Than 1 Year

1 Year



More Than 1 Year

4. Which category does your organization fall?
Accredited Unit 

Private 

Government  

  NGO





SECTION B: RISK MANAGEMENT PROCESS
Below is a list of aspects concerning Risk Management Process. Please evaluate each statement using the following scale (tick appropriate response)

1. Strongly disagree, 2.Disagree, 3.Uncertain 4.Agree 5.Strongly agree

Risk Identification
	5. At JMS risk identification helps to discover the root cause of the risk
	1
	2
	3
	4
	5

	6. At JMS risk identification is carried out by both the organization and the customers and suppliers
	1
	2
	3
	4
	5

	7. At JMS a risk identified is a risk half solved
	1
	2
	3
	4
	5

	8. At JMS Risk identification is everyone’s responsibility not just top management 
	1
	2
	3
	4
	5

	9. JMS empowers me to carry out risk identification
	1
	2
	3
	4
	5


Risk Analysis

	10. At JMS risk analysis prevents a risk from reoccurring
	1
	2
	3
	4
	5

	11. At JMS All customers and suppliers are involved in analyzing risk faced in the supply chain
	1
	2
	3
	4
	5

	12. At JMS risk analysis is a waste of time
	1
	2
	3
	4
	5

	13. At JMS risk analysis helps in improving performance
	1
	2
	3
	4
	5

	14. At JMS  risk analysis is difficult due to lack of information
	1
	2
	3
	4
	5


Risk Response Planning

	15. At JMS top management supports risk response planning
	1
	2
	3
	4
	5

	16. JMS rewards creative risk response plans from  customers and suppliers
	1
	2
	3
	4
	5

	17. At JMS there are risk procedures to be followed for risks identified
	1
	2
	3
	4
	5

	18. JMS is engaged in “fire-fighting” for most risks faced
	1
	2
	3
	4
	5

	19. At JMS risk response plans are publicized to all customers and suppliers
	1
	2
	3
	4
	5


Risk Monitoring and Control

	20. JMS has alternative suppliers for every item
	1
	2
	3
	4
	5

	21. JMS maintains buffer stock to avoid stock outs
	1
	2
	3
	4
	5

	22. At JMS  the lead time for every product is well known
	1
	2
	3
	4
	5

	23. JMS engages suppliers in contractual commitments to avoid failure to supply 
	1
	2
	3
	4
	5

	24. JMS avoids monopolistic/repetitive tendencies while awarding contracts/ orders (over dependency)
	1
	2
	3
	4
	5

	25. JMS carries out constructive supplier performance evaluation
	1
	2
	3
	4
	5

	26. JMS is a risk averse organization
	1
	2
	3
	4
	5


SECTION C: PERFORMANCE
Use the following scale to answer the questions (Tick appropriate responses)

1. Strongly disagree, 
2.Disagree, 
3.Uncertain 
4.Agree 
5.Strongly agree
Reliability 
	27. At JMS when response is promised in a certain time, it is given
	1
	2
	3
	4
	5

	28. At JMS the exact specifications of the client are followed
	1
	2
	3
	4
	5

	29. JMS statements or reports are free of error
	1
	2
	3
	4
	5

	30. JMS service is performed right the first time
	1
	2
	3
	4
	5

	31. At JMS the level of service is the same at all times of the day and for all members of staff
	1
	2
	3
	4
	5


Responsiveness
	32. Customers with a  service problem have avenues for complaining
	1
	2
	3
	4
	5

	33. When there is a problem, the organization responds quickly
	1
	2
	3
	4
	5

	34. At JMS staff are willing to answer clients’ questions
	1
	2
	3
	4
	5

	35. At JMS specific times for service accomplishments are given to clients
	1
	2
	3
	4
	5

	36. At JMS emergency situations are treated with care and seriousness
	1
	2
	3
	4
	5

	37. Customer satisfaction is extremely important in JMS
	1
	2
	3
	4
	5


Empathy 

	38. JMS Staff members have  pleasant behaviour
	1
	2
	3
	4
	5

	39. JMS staff refrain from acting being busy or being rude when clients ask questions
	1
	2
	3
	4
	5

	40. Those who answer the telephone are considerate and polite
	1
	2
	3
	4
	5

	41. JMS staff observe consideration of the property and values of clients
	1
	2
	3
	4
	5

	42. At JMS employees try very hard to fix customer problems when they know about them
	1
	2
	3
	4
	5

	43. JMS employees feel a strong sense of accountability and ownership for performance
	1
	2
	3
	4
	5


Thank you so much for your cooperation and success in all your endeavours.
Appendix 3: Interview Guide
INTERVIEW GUIDE
SECTION A: RISK MANAGEMENT PROCESS
1. Does your organization have a system for a risk management process?
…………………………………………………………………………………………..
…………………………………………………………………………………………..
2. Does the organization carry out routine risk training to staff?
…………………………………………………………………………………………..

…………………………………………………………………………………………..

3. Do the suppliers know about the organisation’s risk mitigation strategy?
…………………………………………………………………………………………..

…………………………………………………………………………………………..

4. Does the organization have a risk advisor?
…………………………………………………………………………………………..

…………………………………………………………………………………………..

5. Does the organization have risk champions?

…………………………………………………………………………………………..

…………………………………………………………………………………………..

6. Are employees given a chance to identify risks within the organization?
…………………………………………………………………………………………..

…………………………………………………………………………………………..

SECTIONB: PERFORMANCE
Reliability

7. How do you respond to promises to customers in terms of timing and accuracy?
…………………………………………………………………………………………..

…………………………………………………………………………………………..

8. How do you ensure that exact specifications of the client are followed?
…………………………………………………………………………………………..

…………………………………………………………………………………………..

9. How does the system ensure that statements or reports are free from error?
…………………………………………………………………………………………..

…………………………………………………………………………………………..

10. What processes are there to ensure that services are performed right the first time?

…………………………………………………………………………………………..

…………………………………………………………………………………………..

11. How do you ensure that the level of service is the same at all times of the day and for all members of staff.

…………………………………………………………………………………………..

…………………………………………………………………………………………..

Responsiveness

12. Customers with a service problem always complain to me
…………………………………………………………………………………………..

…………………………………………………………………………………………..

13. When there is a problem, how does the organization respond?
…………………………………………………………………………………………..

…………………………………………………………………………………………..

14. Are the clients satisfied with staff’s answers to their questions?
………………………………………………………………………………………

………………………………………………………………………………………

15. Are staff members knowledgeable?
………………………………………………………………………………………

…………………………………………………………………………………………..

16. What processes are in place to ensure customer satisfaction?
……………………………………………………………………………………….

…………………………………………………………………………………………..

17. Are JMS performance priorities always clear to employees? ………………………………………………………………………………………

……………………………………………………………………………………….

18. Are there well defined standards for performance?

………………………………………………………………………………………

………………………………………………………………………………………

19. How do you get to know about service problems?
………………………………………………………………………………………

…………………………………………………………………………………………..

20. How has customer feedback helped you to regularly improve your performance?
………………………………………………………………………………………

…………………………………………………………………………………………..

21. What evidence is there to show that performance has improved over the past years based on customer complaint information?
………………………………………………………………………………………

………………………………………………………………………………………

Empathy
22. Do staff understand the challenges faced by the suppliers?
…………………………………………………………………………………………..

…………………………………………………………………………………………..

23. Do suppliers feel the need to deliver on time?
…………………………………………………………………………………………..

…………………………………………………………………………………………..

24. Are supplier concerns handed expeditiously?
…………………………………………………………………………………………..

…………………………………………………………………………………………..

25. Is there a dedicated officer to handle supplier complaints?
…………………………………………………………………………………………..

…………………………………………………………………………………………..

Appendix 4: Documentary Review Checklist
DOCUMENT REVIEW CHECKLIST
The following may be sought from the available documents.

1. Review of reports to identify risk in JMS to reveal triggers to such risks and possible strategies put into place to manage such risks.

1. Supplier evaluation forms to identify the common supply bottlenecks and possible ways of their management

2. Inventory/stock record management systems to help identify documented information about risks and thereby identify gaps.
3. The risk profile to identify the major risks to JMS and the risk mitigation measures put in place to avoid or control them.

4. Contractual obligations entered into between JMS and suppliers to analyse the strength of the terms and conditions.
Appendix 5: Sample Size Determination Table
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Appendix 6: JMS RISK REGISTER
	RISK REGISTER
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	Process
	Nature of the risk/Inherent risk
	Causes
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Source: Secondary Data
Appendix 7: FIELD RESEARCH INTRODUCTION LETTER FROM UMI

Appendix 8: REQUEST LETTER TO CARRY OUT FIELD RESEARCH AT JMS FROM RESEARCHER

Appendix 9: ACCEPTANCE LETTER TO CARRY OUT FIELD RESEARCH BY JMS
APPENDIX 10: ANTI-PLAGIARISM REPORT 

APPENDIX 11: COMPLIANCE REPORT 
Product Management 





Demand Management





Supply Management 





Supply Chain Risks





Information Management 





PERFORMANCE


Reliability


Stock availability


Accuracy in order processing


Responsiveness


Waiting time


Empathy 


Customer care








RISK MANAGEMENT PROCESS





Risk Identification


Source of risks


Type of risks





Risk Analysis


Severity


Frequency occurrence





Risk Response Planning


Risk techniques


Risk strategy

















Risk Monitoring and Control


Risk mitigation


Contingency planning





No information


(unknown unknown)





Partial information (known unknown)





Complete information (known)





Total certainty 





Specific uncertainty





General uncertainty 





Total uncertainty





Work organization 





Family 





Work group 





Local community





Individual 
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