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ABSTRACT 
This research study investigated the role of Third Party Logistics and customer satisfaction at World Food Programme – Uganda. The research objectives of the study were; to assess the the influence of 3PL capacity on customer satisfaction, influence of logistics services on customer satisfaction, influence of 3PL resources on customer satisfaction and to assess the relationship between change management and customer satisfaction at World Food Programme – Uganda. The literatures reviewed generally revealed that 3PL has significant role in supply chain integration and has greater impact on customer satisfaction.
The study employed both cross-sectional and descriptive designs in nature based on both and quantitative and qualitative approaches with a sample size of 113 respondents from World Food Programme – Uganda and Bolloré Africa Logistics respectively. The main instrument used for data collection was a questionnaire that was self-administered to the respondents. Personal interviews were conducted for senior managers and managers of Bolloré Africa Logistics using interview guide. Data collected was analyzed using SPSS package and inferences made from the descriptive statistics and a detailed analysis was done using correlation and regression analysis. Both quantitative and qualitative findings of this study revealed that role of Third Party Logistics had significant positive influence on customer satisfaction at World Food Programme – Uganda, with quantitative findings showing 71.2% Third Party Logistics capacity, 54.4%  logistics services, 86.6% Third Party Logistics resources and 67.2% change management; these results also suggest that there could be other factors other than those examined that may influence the role of 3PL in improving customer satisfaction at World Food Programme – Uganda. Thus recommend more effort is needed to improve on Third Party Logistics resources and Third Party Logistics capacity to realize better client’s customer satisfaction. 
CHAPTER ONE

INTRODUCTION

1.1
Introduction

This study examines the role of Third Party Logistics (3PL) and customer satisfaction at World Food Programme – Uganda. The study conceptualizes Third Party Logistics capacity, logistics services, and Third Party Logistics resources as independent variables. The dependent variable is customer satisfaction while change management is conceptualized as a moderating variable. This chapter presents the background to the study, statement of the problem, purpose of the study, objectives, research questions, hypotheses, conceptual framework, scope of the study, significance of the study, justification of study and operational key definitions as used in the study. 
1.2 
Background to the study 

1.2.1
 Historical background

Improving customer satisfaction is a must concern for every organization in the supply chain business and with that desire to meet customer expectations many organizations have made frequent changes in their organizational structures and business processes to remain competitive and one of the tools used to achieve customer satisfaction is Third Party Logistics (3PL). In last few years there has been considerable interest in the growth of Third Party Logistics providers all over the world and there was a continuous increase of the importance of the Third Party Logistics (3PL) or contract logistics in company’s performance. 3PL history has shown that as the companies continue to source for logistical services in other companies, the management of the distribution channels was a very complicated task for the companies to manage. 
In Uganda, the relevant estimates of the 3PL penetration rate have shown a growth from 2.7% in 1992 to 6% by the end of the millennium. At the same time, the market for Third Party Logistics is expected to continue increasing as they satisfy customers’ expectations (Muller, 1993). 
This is motivated by the Porters five forces of industry competition, in addition to the internal driver that is the extent of different functional involvement in business operations that would ultimately bring satisfaction of customers through high service delivery. Typically these firms (3PLs) provide some services like warehousing operations, freight payments and auditing, carrier selection and rate negotiation (Regan and Song, 2000). In addition to these services Third Party Logistics providers may develop information system, manage inventory and also provide customer order fulfillment services (Boyson et al., 2001). 3PL has become a rapidly expanding source of competitive advantage and logistics cost savings (Lieb, 2002). Third Party Logistics service providers can help to integrate supply chain i.e. from supplies of raw materials and products/services to end consumer and they can perform this job much better than that of company’s own transport. 3PL’s prime objective is to deliver the products Full and On Time (FOT) and today’s customer requires that all the products should be delivered on time. 

1.2.2 
Theoretical background

A number of theoretical approaches have been utilized to explain the relationship between 3PL and customer satisfaction but this study will be guided by expectancy satisfaction theory which suggests that consumers form satisfaction judgments by evaluating actual product/services provided by the Third Party Logistics (Mattila & O’Neill, 2003). The theory further asserts that, customers form expectations prior to purchasing a product or service, consumption of or experience with the product or service, produces a level of perceived quality that is influenced by expectations. If perceived performance is only slightly less than expected performance of a 3PL, a shortfall in customer satisfaction will occur. If perceived performance of a Third Party Logistics is equal to the expectations of customer judgment, customer satisfaction occurs.  As Third Party Logistics (3PL) performance exceeds expectations, satisfaction increases and falls short when perceived performance expectations decline (Ekinci et al., 2004).
1.2.3 
Conceptual background

Conceptually, Third Party Logistics has many interpretations and according to Berglund et al. (2000), activities consisting of at least execution of transportation and management, and warehousing on behalf of the shipper are carried out by 3PL. Out sourcing of the logistics services enables companies to control its resources, spread its risks and focus on issues that are very much crucial to its existence and future growth (Laarhoven et al., 2000).   
Kotler (2005) pointed out that satisfaction means one person’s sense of disappointment or sense of joyfulness by comparing his perceptive effect to the service or product with his expectation. In any business management strategy, customer satisfaction is accepted as one of the most important element. In an economically challenging environment understanding customers, providing outstanding value and satisfaction even to the point of above expectations, is essential because survival is increasingly difficult across a whole range of businesses (Ryding, 2010). 

1.2.4 
Contextual background

Bolloré Africa Logistics in this study is the Third Party Logistics company providing transportation services for World Food Programme – Uganda. Bolloré Africa Logistics is a subsidiary of Bolloré group in France and leading logistics network in Africa, with 250 subsidiaries in 55 countries. In Uganda, Bolloré Africa Logistics employs over 407 local permanent staff. The Group’s focus is to provide comprehensive logistics services to clients professionally and efficiently. Bolloré Africa Logistics has been present in Uganda for over the past 44 years. The company was founded in 1968 as creation of Transintra Uganda Limited, in 1984, Transitra merged with AMI to form Transami Uganda Limited. 
It is clear that the success of the company depends on the business performance that is determined by the level of customer satisfaction. It is therefore in the interest of the company to keep its customers both internally and externally pleasant for mutual benefits through providing efficient service to customers, Bolloré Africa Logistics has not yet achieved this set objective, which has created a negative perception and dissatisfaction with its customers” (Ddamulira, 2012).  Complaints from the clients over its logistics services have risen as evidenced by paper presented in 18th ORSEA international conference 2012 about use of Third Party logistics providers on logistics performance and customer satisfaction in Ugandan firms and this led to clients’ cargo losses as shown in table below.
Table 1:  Bolloré Africa Logistics cargo transportation losses 2010-2012

	Year
	Commodity
	Loss (MT)
	CIF Kampala value (Ugshs) per MT
	Total Loss (Ugshs)

	2012
	Maize
	3.012
	                      1,222,245.00 
	                           3,681,401.940 

	 
	Sorghum
	7.55
	                      1,896,945.00 
	                         14,321,934.750 

	 
	Vegetable Oil
	0.351
	                      5,401,648.20 
	                           1,895,978.518 

	 
	Sub-total;
	 
	 
	                         19,899,315.208 

	2011
	Maize 
	1.75
	                      1,222,245.00 
	                           2,138,928.750 

	 
	Maize Meal
	1.425
	                      2,260,245.00 
	                           3,220,849.125 

	 
	Corn Soya Blend
	0.475
	                      2,623,545.00 
	                           1,246,183.875 

	 
	High Energy Biscuits
	0.003
	                      5,483,235.00 
	                                16,449.705 

	 
	Vegetable Oil
	0.321
	                      5,401,648.20 
	                           1,733,929.072 

	 
	Peas
	0.561
	                      2,986,845.00 
	                           1,675,620.045 

	 
	Sub-total;
	 
	 
	                         10,031,960.572 

	2010
	Maize Meal
	1.15
	                      2,260,245.00 
	                           2,599,281.750 

	 
	Vegetable Oil
	0.344
	                      5,401,648.20 
	                           1,858,166.981 

	 
	Sub-total;
	 
	 
	                           4,457,448.731 

	 
	Grand-Total;
	 
	 
	                         34,388,724.511 


Source: WFP Commodity Tracking System, 2013

Above table shows cargo losses incurred by Bolloré Africa Logistics in transporting WFP food items based on recent data for past three years (2010-2012). It shows lost cargo in terms of metric tonnage & monetary value.  
1.3 
Statement of the problem

Third Party Logistics companies provide transportation services and other logistical services, these services provided by 3PL go beyond logistics and include value-added services related to the production or procurement of goods, i.e., services that integrate parts of the supply chain. However, 3PL capacity constraints, lack of enough logistics services and poor change management make Third Party Logistics (3PL) underperform and live to their standard performance of customizing customers’ needs in Uganda. This is manifested in complaints to Bolloré Africa Logistics from World Food Programme – Uganda (WFP) their client over delayed delivery of services and cargo transportation losses over UGX Thirty (30) million where by cargo transportation losses for 2010-2012 were 12.96%, 29.17% and 57.87% respectively. Source: WFP Commodity Tracking System, 2013. Despite Landslide Transport Instruction database to monitor transporter performance and deduction of lost cargo value from Bolloré Africa Logistics invoice payments, cargo transportation losses are on the rise and this has questioned effectiveness and efficiency of the Third Party Logistics (3PL) management. For these reasons, the aim of this research was to assess the role of 3PL in improving customer satisfaction.
1.4
 General objective of the study

The general objective of the study was to assess the role of Third Party Logistics in improving customer satisfaction at World Food Programme – Uganda.
1.5 
Specific objectives of the study

The following specific objectives guided the study;

i. To assess the influence of 3PL capacity on customer satisfaction at World Food Programme – Uganda.

ii. To assess the influence of logistics services on customer satisfaction at World Food Programme – Uganda.

iii. To assess the influence of 3PL resources on customer satisfaction at World Food Programme – Uganda.
iv. To assess the relationship between change management and customer satisfaction at World Food Programme – Uganda.

1.6
 Research questions 

i. How does 3PL capacity influence customer satisfaction at World Food Programme – Uganda?

ii. To what extent do logistics services influence customer satisfaction at World Food Programme – Uganda?

iii. What is the influence of 3PL resources on customer satisfaction at World Food Programme – Uganda?

iv. Is there a relationship between change management and customer satisfaction at World Food Programme – Uganda?

1.7      Hypotheses of the study

i. Third Party Logistics capacity positively influences customer satisfaction at World Food Programme – Uganda.

ii. Logistics services will have a positive influence on customer satisfaction at World Food Programme – Uganda.

iii. Third Party Logistics resources have a significant influence on customer satisfaction at World Food Programme – Uganda.

iv. There is a positive relationship between change management and customer satisfaction at World Food Programme – Uganda.
1.8 
Conceptual framework 
The conceptual framework model encompasses Third Party Logistics components that determine customer satisfaction. It is argued that with this framework, the phenomenon can be adequately explained and managerial implications within 3PL be assessed in relation to improving customer satisfaction. The rest is devoted to the proposed conceptual framework starting with an overview of the model. Each of the constructs was defined and the hypothetical relationship between them and customer satisfaction are explained in details.








Figure; 1 Conceptual framework 

Source: Adopted from 3PL (2009), modified by researcher on attributes.

The above conceptual frame work was adopted with modifications from the expectancy satisfaction theory which stipulates that consumers form satisfaction judgments by evaluating actual product/services provided by the Third Party Logistics. The model assumes that when the dependent variables such as 3PL capacity, logistics services/products and 3PL resources are put into consideration customer satisfaction is attained. On the other hand when 3PL capacity, logistics service and resources are not taken serious in providing logistics services, customer satisfaction is bound to fail. Therefore, for effective and efficiency service delivery, there must be a favorable environment created by change management since it has a significant moderating effect on the relationship between Third Party logistics and customer satisfaction.  
1.9      Significance of the study
This study may be useful in the following ways;

The policy makers may use it in designing effective policies towards improving customer satisfaction. It will be an important document to Third Party Logistics companies in improving service delivery.   

Bolloré Africa Logistics authorities may use the findings of this study in championing the implementation and design of policies intended to improve and upgrade logistics management through efficient service delivery and act as a detection tool for performance improvement.

The researchers may use study findings as a point of reference in other research work, especially on logistics services and planning to the logistics service providers through being an additional archive/literature on the 3PL management.

The student used it as a requirement for the partial fulfillment for the award of Masters in Management Studies (Logistics and Transport Management). 

1.10 
Justification of the study

Third Party Logistics is popular in all business sectors, however, a significant number of alliances fail (Lee & Cavusgil, 2006). Besides the inherent risk, one of the most often cited reasons is the incompatibility of partners for alliance failure and delivery of service to the required standards of a client. The choice of the right partner can yield important competitive benefits, whereas the failure to establish compatible objectives or communicate effectively can lead to insurmountable problems. Hence, the 3PL capacity and logistics services of a suitable partner for strategic alliance are an important factor, affecting alliance performance in logistics value chain (Lee & Cavusgil, 2006). 

1.11 
Scope of the study 

1.11.1 
Geographical scope

Geographically, the area of study was World Food Programme – Uganda. The study also covered Bolloré Africa Logistics – Uganda office, as the 3PL. Bolloré Africa Logistics was selected among logistics companies because of its wide scope in logistics transportation. 

1.11.2 Content scope

This study was limited to the role of Third Party Logistics and customer satisfaction at World Food Programme – Uganda. It focused on 3PL capacity, logistics services, 3PL resources and change management.

1.11.3 Time scope

The study covered the period of three years (2010-2012). This period was considered to come up with current indicators of Third Party Logistics in improving customer satisfaction. 

1.12   Operational definitions 

1.12.1 Logistics 

Logistics deals with the flow and storage of goods and related information, as defined by the Council of Logistics Management. All the processes of planning, implementing and controlling the efficient, cost-effective flow and storage of raw materials, in-process inventory, finished goods, and related information from point-of-origin to point-of-consumption for the purpose of conforming to customer requirements.

 1.12.2 Change management

The process, tools and techniques to manage the people-side of change to achieve a required business outcome (Nickols, 2004). Change management theory is based on experience gained from the results of change processes in both public and private sector companies. 
1.12.3 Customer satisfaction

Customer satisfaction according to Kotler (2005) can be broadly characterized as a post-purchase evaluation of product quality given pre-purchase expectation. He gave a more current approach by defining customer satisfaction as a state of mind in which the customer’s needs, wants, and expectations throughout the product or service life have been met or exceeded, resulting in future repurchase and loyalty.
In conclusion therefore, Third Party logistics plays an important role in improving customer satisfaction but sometimes they underperform and not live to their standard performance of customizing customers’ needs. Customer satisfaction can be achieved by giving more emphasis on variables like 3PL capacity, 3PL logistics services and continuous improvement on 3PL resources as this chapter stipulates. 
CHAPTER TWO
LITERATURE REVIEW

2.1 
Introduction 

The researcher extensively and intensively reviewed the existing literature relevant to the role of Third Party Logistics on customer satisfaction.  Recently published journals, conference papers, books and other relevant sources during literature review were assessed. The literature review is discussed in four sections namely: Third Party Logistics capacity, logistics services, Third Party resources and change management on customer satisfaction. 

2.2    Influence of Third Party Logistics capacity on customer satisfaction

Kumar and Ramani (2006) point out that, a superior interaction response capacity and consistent customer empowerment practices are likely to result in greater customer satisfaction. For instance, studies have shown that empowering individual customers to develop their own unique experiences enhances their satisfaction (Prahalad and Ramaswamy, 2004). Zablah et al. (2004) pointed out that interaction management is very signiﬁcant, in that the concept of consumer relationship stresses value exchange on both sides.
In an economically challenging environment, understanding customers and providing outstanding value and satisfaction, even to the point of above expectations, is essential because survival is increasingly difficult across a whole range of businesses (Ryding, 2010). High customer satisfaction indicates insulation of current customers from competitive efforts, lower costs of attracting new customers, lower costs of future transactions, increased loyalty from the customers, enhanced goodwill for the firm and reduced failure costs (Ryding, 2010).

Customer satisfaction is done by knowing the customer expectation. It should be completed with all aspects and full in quantity and should reach at customer place timely. The special benefit of advanced information technology is to make real time data extensively available through such tools as Enterprise Resource Planning (ERP),

Customer satisfaction can also be done by efficient customer services by Third Party Logistics service providers on behalf of the company by providing reverse logistics services. 3PL can also have online feedback and complaint system for their customers. How much 3PL can satisfy the customer? This can be measured with the help of two factors; service level and service ability of the company. If 3PL service provider has good service level and ability to serve the customer by giving good customer services actually to both of its customers, client and consumer of product. If they are performing well giving on time and full delivery, good customer services, IT system, after sales service, feedback system, goods tracking system, efficient logistics with all aspects according to the research by Regan and Song (2000) then they can really satisfy the customers, not only satisfy they can enhance the customer satisfaction. 

2.3 
Influence of logistics services on customer satisfaction

Logistics enterprises should have the ability to provide the owner with systematic and professional services, as well as logistics activities. Logistics services are the fundamental provision of logistics enterprises; their good service quality is an important advantage in the modern competition (Wang, 2006).

In 3PL-industry, customer loyalty stands for the commitment of the customer to maintain the relationship and if necessary to renew the contract. In a broader sense loyalty points out the mutual relatedness between the provider and the customer. Therefore, loyalty reﬂects the commitment of both partners. Consequently, provider’s loyalty covers the commitment of the provider to continue and support the business relationship to the customer (Regan and Song, 2000).
Typically the following are the services provided by 3PL providers according to Regan and Song (2000); Firstly, he discussed about Transportation / Distribution sector of 3PL that they are providing general trucking services, inter model transportation services (rail, ocean, air freight), specialized services (bulk, tank, hazardous material, refrigerated goods etc.), time constrained services (JIT, overnight, same day etc.), and shipment tracking and tracing. 
As a lot of research articles are saying that by adopting the services of 3PL’s company can focus on other important issues by outsourcing this activity. This activity is easy to outsource instead of outsourcing the production process or company marketing campaigns. 3PL provides many services which include shipment consolidation, order fulfillment, warehouse management, fleet management, product returns, rate negotiation, carrier selection, logistics information systems, inventory management, product assembly and order processing (Bhatnagar et al., 2000). 3PL’s prime objective is to deliver the products Full and On Time (FOT) and today’s customer requires that all the products should be delivered on time. When it comes to supplies of raw material for plant, the production house also require every material on time because they can’t bear a delay of even single minute to optimize its production level up to maximum level. Because if the production unit will deliver the finished goods on time that will be supplied to warehouses on time by 3PL service providers, then equally it will be supplied to end customers to achieve customer satisfaction. If customer satisfaction would not be there obviously company will have to bear lose in sales. It will also affect some other factors like goodwill of the company and this may affect customer satisfaction (Sink and Langley, 2000).
Again, according to Theodore et al. (2001), service quality level should be routinely and formally measured to ensure customer relationship satisfaction. As a consequence, suppliers also need to understand how they can create and deliver value in business-to-business relationships beyond merely selling products or services. This means employees in such positions should therefore have the skills to respond effectively and efficiently to customer needs. So generally speaking, customer’s satisfaction is positive proportional with the service provided by the Third Party Logistics company. 
2.4 
Influence of 3PL resources on customer satisfaction

With the growth of 3PL services, many trucking and warehousing companies that are competent only in a particular sub-segment are quickly rebranding themselves as overall logistics service providers. Customer satisfaction needs manpower to handle the entire supply chain, and training of personnel will be key to the satisfaction of customers (Knemeyer et al., 2005).

Information Technology (IT) plays a key role in supporting the Transportation, Logistics, Warehousing and Packaging Sector. Some of the areas of logistics industry where IT plays an important role include, Transportation Management System, Track and Trace, Enterprise Resource Planning, and communication.  Technology helps organized logistics companies score over the unorganized ones, and will be key to their operations going ahead given the competition through delivery of high quality logistic services that satisfy customers’ needs (Kumar et al., 2006).
Rapport is a customer’s perception of having an enjoyable interaction with a service provider employee (Gremler and Gwinner, 2000). There have been frequent discussions in the marketing literature suggesting that personal relationships can influence the evaluation of goods and services. This is thought to be particularly true for services where a high amount of customer-employee interaction is required in the delivery of the service. Based on all the above elements, customer relationship satisfaction in the business-to-business sector should positively correlate with employee rapport.
2.5 
Relationship between change management and customer satisfaction

Rigby et al. (2002) change management aligns business processes with customer strategies to build customer relationship satisfaction, loyalty and increase profits over time. Prior work on 3PL has focused on selection criteria or the gap between 3PL services offered and those used by customers (Murphy and Poist, 2000).
In a more general vein, firms think that they already know what their clients want. Moreover, Parvatiyar and Sheth (2001,5) continue by explaining that change management involves the integration of customer service and the supply chain functions of the organization to achieve greater efficiencies and effectiveness in delivering value and satisfaction.

According to Rigby et al. (2002) customer management aligns business processes with customer strategies to build customer relationship satisfaction.

In building customer relationship satisfaction, there are factors to investigate. There is a lack of empirical research that examines the antecedents and consequences of customer relationship satisfaction in the business-to-business setting especially focusing on Third Party Logistics companies. Prior work on 3PL has focused on selection criteria or the gap between 3PL services offered and those used by customers (Murphy and Poist, 2000). As pointed out by Kotler and Keller (2009) less attention has been given to the ‘soft’ concept such as customer relationship satisfaction and customer loyalty.
2.6
Summary 
Following literature review search, the researcher identified some gaps for example there is a scarcity of academic work that examined in detail customer satisfaction emanating from the 3PL service provision. Murphy and Poist (2000) support this view and indicate the need for further investigation of the end user satisfaction.

According to Wilding and Juriado (2004) who cited the key reasons for companies renewing their contracts with 3PL firms, hence, their reasons for customer satisfaction. These include (given in a ranking order): service and quality issues, cost issues, trust and communication with the 3PL firm, ability of the 3PL firm to adapt with changes and good management. 

Another gap in the literature is the very limited examination of 3PL firms servicing capacity of food companies. Wilding and Juriado (2004) note that most similar studies examine normally a wide spectrum of sectors. These aforementioned gaps will be addressed in the empirical work which will be based on cross sectional methodology in analyzing 3PL role on customer satisfaction. 

In conclusion, Third Party Logistics providers have an important position in any company. Third Party Logistics providers are really helpful to enhance the customer satisfaction and to integrate the different processes of supply chain by using advanced tools of information technology. Third Party Logistics operations can be outsourced to reduce the capital investments and to concentrate on other important issues of the company. 3PL has significant role in supply chain integration and has greater impact on customer satisfaction.

CHAPTER THREE

METHODOLOGY

3.1 
Introduction 

The chapter presents methodological techniques that were used in collection and analysis of data during the study. It gives the background against which data was collected, interpreted and analyzed. It presents research design, study population, determination of the sample size, sampling techniques and procedure, data collection methods, data collection instruments, validity and reliability, procedure of data collection, data analysis and measurement of variables. 
3.2 
Research design 

The study employed both cross-sectional and descriptive designs in nature based on both qualitative and quantitative approaches. According to Sekaran (2003) a cross-sectional study is where data is gathered just once over a period of time which may range from days, to a month in order to answer a research question.  A cross sectional survey strategy was used because data was collected once over a specific period of time on the events that had been happening for some time to answer the research questions. It gives a detailed description of events as they were at the time as reported by a cross section of people involved in and /or with informed opinions about customer satisfaction focusing on 3PL capacity, logistics services, 3PL resources and change management. 

3.3 
Study population

The study population comprised of staff of World Food Programme – Uganda as well as their agent. For the purpose of this research the study aimed at assessing WFP, mostly targeting Logistics and Procurement units. A population size of 160 staff was studied. Source: Bolloré Africa Logistics/WFP, 2013        
3.4 
Determination of the sample size 
The ultimate sample size of 113 respondents was derived from the target population of 160 respondents using sample table developed by Krejcie and Morgan (1970) (as cited in Amin, 2005) that a population of 160 yields a sample size of 113 (Reference appendix V ). The elements within the sample were determined by the stratified subset of the random sampling technique. According to Amin (2005), in stratified sampling, the population is divided into sub-populations such that elements within each sub-population are homogeneous. Simple random samples were then selected independently from each sub population. Mugenda & Mugenda (2003) argues that the goal of stratified random sampling is to achieve desired representation from various sub groups. Subjects were selected in such a way that existing sub groups in the population were more or less reproduced in the sample. 

Table 2: Number of participants per category

	Category
	Population
	Sample size
	Technique

	Bolloré senior managers 
	4
	4
	Purposive sampling

	Bolloré  managers 
	6
	6
	Purposive sampling

	Bolloré employees  
	22
	15
	Simple random sampling

	Clients 
	128
	88
	Simple random sampling 

	Total respondents 
	160
	113
	


Source: Bolloré Africa Logistics/WFP, 2013        
3.5 
Sampling techniques and procedure 

3.5.1
 Purposive sampling

The study adopted purposive sampling technique to select senior managers as well as managers since they are specific and known by their positions. According to Sekaran (2003) purposive sampling is confined to specific types of people who can provide the desired information either because they are the only ones who possess it or confirm to some criteria set by the researcher.

3.5.2 Simple random sampling

In this study, simple random sampling was employed to select WFP and Bolloré Africa Logistics employees respectively. This aimed at according each individual in the target population an equal chance of being selected in the sample (Amin, 2005). Eighty eight (88) WFP and fifteen (15)  Bolloré Africa Logistics employees were randomly selected as it takes on the most easily accessible members being chosen as respondents and the fact that it’s sampling method is quick, convenient, and less expensive (Sekaran, 2003). 
3.6 
Data collection methods 

There are several data collection methods used in data collection; however for the purpose of this study the methods used were; Questionnaire Survey, Interviewing and Documentary Review as discussed below:

3.6.1    Questionnaire survey

A questionnaire survey was structured into closed ended in a likert scale format (the Likert Scale is a five point scale with options 1, 2, 3, 4, 5 that represented answers such as; 1 = Strongly Disagree, 2 = Disagree, 3 = Not Sure, 4 = Agree, 5 = Strongly Agree   which is used to allow the individual to express how much they agree or disagree with a particular statement) to collect data from employees and clients (Mugenda & Mugenda, 2003).  A questionnaire was purposely chosen for use because of its flexibility in collection of information. It was also easy to administer to a large population and information could easily be required within a limited time. The weakness of the use of questionnaire was that it could not divulge full information compared to interviews.
3.6.2    Interviewing

Structured face to face interviews were conducted to gather qualitative data from 4 senior managers and 6 managers to provide a deeper understanding of the issues being researched on, and to complement and provide deeper insights into the findings of the qualitative analysis. The questions were posed to the respondents using an interview guide during a face to face interview session (Sekeran and Bougie, 2010). 
Interviews were purposely used because of the ease at which they allow the collection of information regarding, facts, people’s beliefs, feelings, motives, present and past behaviour as well as standards of  behavior but there were tiresome and expensive in terms of time and money to conduct.
3.6.3    Documentary review   

Document analysis involved reviewing existing published and unpublished information relating to 3PL and customer satisfaction. The researcher made use of journals, magazines, reports, internet, newspapers and conference proceedings and abstracts related to the subject under study. The advantages of using documents in research were; relatively low cost, easily accessible and already located in workplace and the internet. The weakness of documentary review was time consuming and could be viewed as too subjective. 
3.7
Data collection instruments

3.7.1
Questionnaire

A self-administered closed ended questionnaire (Appendix I) using a likert rating scale of measurement was used to collect data from the respondents. The scale ranging from 5 for strongly agree to 1 for strongly disagree. Each section in the questionnaire was developed to address specific variables in the study. The questionnaire was pre-tested on a similar sample of 10 target respondents after which adjustments were made to enhance its validity and reliability. The researcher provided 88 and 15 self-administered closed ended questionnaires to World Food Programme – Uganda and Bolloré Africa Logistics employees respectively.

3.7.2 
Interview guide 

Structured face to face interviews were conducted and an interview guide (Appendix II) with clear research structured questions were developed and used to collect in-depth information pertaining to the study from 4 senior managers and 6 managers of Bolloré Africa Logistics. It was administered to the respondents face to face.

3.7.3 
Documentary review checklist 

The study commenced with carrying out of library research where secondary sources about the research questions were reviewed. This included related literature in reports, journals, textbooks, magazines, newspapers, internet, circulars; and unpublished thesis and any relevant material to the study that was deemed useful. Documentary checklist of the documents was viewed and used to look at relevant information. This helped to crosscheck and validate primary data and provided basis for explaining certain concepts.  
This method was important since it revealed previous information that critiqued and supported the current findings of the study but its weakness was that; most of the secondary information is subjective.
3.8 
Validity and reliability 

3.8.1 
Validity 

Validity is the degree to which results obtained from analysis of the data actually represents the phenomenon under study. The validity of the questionnaires was determined by pre-testing the instruments. According to Mugenda and Mugenda (2003) pre-testing ensures clarity and accuracy of results, so that data collected gives meaningful, reliable results, representing variables in the study. Pre-testing helped the researcher to estimate the time taken to fill the questionnaires and be returned.
Pre-testing was done by administering questionnaires to ten (10) respondents within the study population but outside the sample, who filled them and gave comments on their accuracy and clarity. 

Questionnaires were also scrutinized by five colleagues at the institute for their peer opinion on content and accuracy. Results from the field and opinion of colleagues helped to identify gaps and make modifications to the instrument. The supervisors were accordingly notified and accented to the same. The validity of the interview guide was determined by pre-testing the instrument through peer review and member checking by colleagues at the institute and supervisors. 
Table 3: CVI results  

	Variable 
	CVI Value 

	3PL capacity  
	0.81

	Logistic services  
	0.76

	3PL resources  
	0.74

	Change management  
	0.73


Source: Primary data, 2013
Table 3 above shows that all variables had a Validity Index (CVI) > 0.7 meaning the instrument was valid. 
3.8.2 
Reliability 

Reliability is the measure of the degree to a research instrument yields consistent results or data after repeated trails (Mugenda & Mugenda, 2003). The reliability of the questionnaires and interview guide in relation to consistency of the respondents’ answers was tested. An estimate of the internal consistency of the scales used in the study was obtained by means of Cronbach Coefficient Alpha as shown below;
Table 4: Cronbach’s alpha coefficient results
	Variable 
	Alpha coefficients

	3PL capacity  
	.764

	Logistic services  
	.786

	3PL resources  
	.721

	Change management  
	.679


Source: Primary data, 2013
Table 4 above shows that three variables had a Cronbach Coefficient Alpha coefficient reliability > 0.7 and one variable had a Cronbach Coefficient Alpha reliability of 0.7 meaning that the instrument is reliable.
3.9 
Procedure of data collection

The researcher obtained a letter from Uganda Management Institute (UMI) which he presented to the management of World Food Programme – Uganda and Bolloré Africa Logistics. He told them the purpose of the study and why it was important to Bolloré Africa Logistics. Thereafter, the researcher provided 103 self-administered closed ended questionnaires to World Food Programme – Uganda and Bolloré Africa Logistics employees respectively. Thereafter, data was entered in the computer and analyzed with Package for Social Scientists (SPSS). A report was written and submitted to UMI.

3.10 
Data analysis 

3.10.1 
Quantitative data analysis 

The study was largely quantitative supported in some instances with some qualitative information. Data from the field was raw for proper interpretation. It was important to order and structure it so as to derive meaning and information from it. The raw data obtained from questionnaires was cleaned, sorted and coded. 

The coded data was entered into the computer, checked and statistically analyzed with SPSS software to generate descriptive and inferential statistics. Descriptive analysis was applied to describe the primary variables and associated indicator items related to the study objectives. Pearson product correlation coefficient analysis was used to test the relationship among the variables and regression coefficient models to determine the extent to which the independent variables impacted on the dependent variable. The results were presented in form of tables and discussed in relation to existing literature; conclusions and recommendations were drawn in relation to the objectives of the study. 

3.10.2 
Qualitative data analysis 

Qualitative data was collected during key informants’ interview using an interview guide and documentary reviews were collected, analyzed and categorized based on patterns, repetitions and commonalities into themes based on the study variables. The data was used to reinforce information got from questionnaires to draw meaningful conclusions and recommendations. 

3.11 
Measurement of variables

The categorical variables were measured using Nominal scale, with numbers being assigned to each category to identify similar objects within a category from elements in another category that are different. The non-categorical was studied and the narrative was made so as to fit in the objectives of the study. The researcher used the ordinal measurement scale composing of discrete variables. The categories were ranked in terms of the variables. A correlation matrix was employed to find out how moderating variables affect independent and dependent variables.
In conclusion with the above described procedure, the researcher focused on the described methodology and the methods deduced the recommendations and conclusions about the hypothesis made.

CHAPTER FOUR
PRESENTATION, ANALYSIS AND INTERPRETATION OF RESULTS

4.1 Introduction 

This chapter is devoted to the presentation, analysis and interpretation of results on the role of Third Party Logistics (3PL) and customer satisfaction focusing on World Food Programme – Uganda and Bolloré Africa Logistics as its agent. In this section, the extracted items for each of objectives in relation to variables are presented and discussed in the context of the specific objectives aimed at answering the formulated research questions stated at the beginning of the study. In this study all the responses from the study were analyzed and are hereby presented objective per objective of the study using qualitative and quantitative approaches.
4.2 Response rate

The response rate of the study was determined to assess the exact number of respondents who participated in the study from target sample size of 113 and the results are presented in the table below;

Table 1: Response rate

	Respondents 
	Targeted
	Received
	Response rate

	Bolloré senior managers 
	4
	4
	3.5%

	Bolloré  managers 
	6
	6
	5.3%

	Bolloré employees  
	15
	12
	10.6%

	Clients 
	88
	84
	74.3%

	Total 
	113
	106
	93.8%


Source: Primary data, 2013
The response rate from the field for both questionnaires and interviews was high as shown in the table with the response rate of 93.8%.  According to Amin (2005) reveals that a response rate that is 70% and above is highly recommended in the study.
4.3 Demographic characteristics of the respondents 
Findings discussed in this section are based on the responses obtained from the field findings on demographic characteristics on age range, gender, period worked with the organization, current position and highest qualifications participants had at the time of research. 
4.3.1 Age range of the respondents

The study set out to look on the age range among the respondents to examine how it impacted the study of the role  of 3PL and customer satisfaction and the results after the analysis are presented in the table below;

Table 2: Age range 

	
	Frequency
	Valid Percentage

	Valid
	Below 25
	2
	2.1

	
	25-30
	12
	12.5

	
	31-35
	22
	22.9

	
	36-40
	23
	24.0

	
	41-46
	25
	26.0

	
	46- above
	12
	12.5

	
	Total
	96
	100.0


Source: Primary data, 2013 
Table 2 shows that 12.5% of the respondents were in age range of 46-above, 26% of the respondents were between the age range of 41-46 and 24% were 36-40, 22.9% also were in the age bracket 31-35 where as 12.5% were in the age bracket 25-30 as well as 2.1% was below 25. The analysis on the age group was generated to enhance understanding of respondents characteristics and it was found that majority of the respondents were 41-46 age bracket simply because majority of the respondents contacted were in that age group. Therefore, the results got were more representative and true based on the age limit of the respondents and the implication was that the age range that scored high is more critical about bias and this did not affect the study as employees of WFP and Bolloré Africa Logistics respectively were mature enough and understanding in answering the questionnaires critically.
4.3.2 Gender of the respondents 

The study further was set to find out the gender difference among respondents to capture how it could influence the study findings and the results of the analysis are presented in the table below;

Table 3: Gender 

	Gender 
	Frequency
	Valid Percentage

	Valid
	Male
	68
	70.8

	
	Female
	28
	29.2

	
	Total
	96
	100.0


Source: Primary data, 2013
From the table 3 above, it can be observed that females constitute the lowest number of respondents comprising 29.2% while males constitute 70.8%. This is may be as the result of the number of respondents contacted during the study. This implies that women had significantly less positive contribution on the study conducted on the role of 3PL and customer satisfaction at World Food Programme – Uganda.
4.3.3 Period worked with the organization 

The study investigated the period taken by each participant working with WFP and Bolloré Africa Logistics with the purpose to validate experience of the respondents in providing the factual information related to the role of 3PL and customer satisfaction and the results generated from the findings are presented in the table below.
Table 4: Period worked with the organisation

	Period Worked
	Frequency
	Valid Percentage

	Valid
	1-5years
	18
	18.8

	
	5-9years 
	42
	43.8

	
	10-15years 
	30
	31.3

	
	16 years and above
	6
	6.3

	
	Total
	96
	100.0


Source: Primary data, 2013 
According to the results in table 4 above, it is observed that 43.8% of the respondents had worked for a period range of 5-9 years, some had worked for 10-15 years totaling to 31.3% while 18.8% had worked for a period range of 1-5 years and the lowest number comprising of 6.3% of respondents had worked for 16 years and above. This implies that majority of the respondents of the study had experience about the study and the responses given were true on the role 3PL and customer satisfaction at World Food Programme – Uganda.  

4.3.4 Current position 

The study also assessed the current position of each participant of the study to validate the findings collected and the results are presented in the table below;

Table 5: Current position 
	
	Frequency
	Valid Percentage

	Valid
	Officer
	47
	49.0

	
	Middle manager
	40
	41.7

	
	Senior manager
	9
	9.4

	
	Total
	96
	100.0


Source: Primary data, 2013 
Results in table 5 show that a good number of respondents 49% were officers compared to 41.7% who were middle managers and less percentage of 9.4% were senior managers in both organizations. This implies that information collected during the study was given by respondents who had substantial knowledge of the study conducted since they are more involved in operations of WFP and Bolloré Africa Logistics.
4.3.5 Highest academic qualification 

The study also looked at academic qualifications of respondents to validate the kind of data collected and the results are presented in the table below;

Table 6: Highest academic qualification 

	
	Frequency
	Valid Percentage

	Valid
	Diploma
	19
	19.8

	
	Degree
	46
	47.9

	
	Post Graduate
	31
	32.3

	
	Total
	96
	100.0


Source: Primary data, 2013 
On the level of education, respondents totaling to 47.9% indicated to have reached university having a bachelor’s degree while 32.3% of the respondents were found to be having post graduate and 19.8% of the respondents had diplomas. This implies that majority of the participants sampled during data collection, at least had their level of education at minimum of university degree. This could have happened probably due to the elite class employed and presumably indicating that majority of the participants were trained in logistics and procurement. The implication of this to the study findings was that respondents could provide factual information on Bolloré Africa Logistics since they were educated and knowledgeable about Third Party Logistics services.
4.4 EMPIRICAL FINDINGS 

4.4.1 Findings on objective one: Influence of 3PL capacity on customer satisfaction
The study hypothesized that influence of 3PL capacity on customer satisfaction will have a positive effect on customer satisfaction. Findings were obtained through administering questionnaires and conducting interviews from all the categories of respondents involved in the study. Data was corrected using questionnaires administered to both employees and clients (WFP). The questionnaires had different questions designed on a five point likert scale of 1 = Strongly Disagree, 2 = Disagree, 3 = Not Sure, 4 = Agree, 5 = Strongly Agree. Therefore the descriptive analysis of the results obtained is presented in the table below;

Table 7: Responses for 3PL capacity on customer satisfaction 

	Statement 
	SA
	A
	NS
	D
	SD

	
	F 
	%
	F 
	%
	F 
	%
	F 
	%
	F 
	%

	The company has enough vehicles to deliver our goods in time
	10
	10.4
	15
	15.6
	7
	7.3
	48
	50.0
	16
	16.7

	Low response to our loading requests
	4
	4.2
	46
	47.9
	19
	19.8
	17
	17.7
	10
	10.4

	Easy to deal with the employees of Bolloré Africa Logistics in delivering to our satisfaction
	4
	4.2
	18
	18.8
	10
	10.4
	55
	57.3
	9
	9.4

	Delivery time has never been behind our schedule
	6
	6.3
	30
	31.3
	19
	19.8
	33
	34.4
	8
	8.3

	Cargo recipient ware house is enough to keep our goods
	4
	4.2
	10
	10.4
	17
	17.7
	51
	53.1
	14
	14.6

	The system of delivery is appreciated
	8
	8.3
	16
	16.7
	9
	9.4
	51
	53.1
	12
	12.5

	Loading time is excellent to our expectations
	11
	11.5
	20
	20.8
	14
	14.6
	45
	46.9
	6
	6.3

	Increasing ability to deliver order in time
	6
	6.3
	21
	21.9
	20
	20.8
	45
	46.9
	4
	4.2

	Loading time of Bolloré Africa Logistics is convenient
	10
	10.4
	27
	28.1
	17
	17.7
	42
	43.8
	0
	0.0

	Offer short delivery lead time to clients
	15
	15.6
	20
	20.8
	21
	21.9
	36
	37.5
	4
	4.2


Source: Primary data, 2013 
According to the findings in table 7 above, 25 (26%) of the respondents agreed that the company has enough vehicles to deliver our goods in time compared to 64 (66.7%) who disagreed that the company has enough vehicles to deliver our goods in time as well as 7 (7.3%) who were neutral about the statement. This implies that majority of the participants indicated that Bolloré Africa Logistics company has no enough vehicles to deliver the procured goods in time as many cases of complaints were found as expressed in interviews.

This is followed by the majority of the participants who indicated that there was low response by Bolloré Africa Logistics to loading requests with 50 (52.1%) of the majority respondents on the agreement side compared to 27 (28.1%) of the respondents on the disagreement while 19 (19.8%) were not sure about low response to the loading requests of  clients. This implies that the company does not satisfy its customers as the response indicates with a strong agreement that the company is slow in responding to clients requests. 
Results further report that   22 (23%) of the respondents agreed that it’s easy to deal with the employees of Bolloré Africa Logistics in delivering to their satisfaction while 64 (66.7%) disagreed and 10 (10.4%) were not sure. This implies that it’s not easy to deal with employees of Bolloré Africa Logistics in delivering to the satisfaction of a client and it further means that no improvement in customer satisfaction as the capacity is indicated to be low. 

It is also indicated that a total of 36 (37.6%) of the respondents agreed that delivery time has never been behind our schedule compared to 19 (19.8%) who were neutral and 41 (42.7%) who disagreed with the statement implying that Bolloré Africa Logistics has ever been behind the delivery time.

Results also indicate 14 (14.6%) of the respondents agreed that cargo recipient ware house is enough to keep our goods, 17 (17.7%) were not sure while 65 (67.7%) of the majority respondents were on disagreement that cargo recipient ware house is enough to keep our goods implying that the warehouses of Bolloré Africa Logistics are not enough to accommodate the cargo. 

More to the results in the table, it is revealed that majority of the respondents 63 (65.6%) disagreed that the system of delivery is appreciated compared to the number of respondents 24 (25%) who agreed while 9 (9.4%) were not sure. This implies that the Bolloré African Logistics system of delivery is not appreciated by WFP in satisfying the organization needs.

It is also clearly indicated that a total of 31 (32.3%) of the respondents were on the agreement side that loading time is excellent to their expectations compared to 51 (53.2%) of the respondents who disagreed and 14 (14.6%) who were not sure that loading time is excellent to customers’ expectations implying that loading time is not excellent to the customer’s expectations and this has lowered their satisfaction. 

It is also clearly indicated that 49 (51.1%) of the respondents disagreed that there is increasing ability to deliver order in time compared to 27 (28.2%) who disagreed implying that Bolloré African Logistics and 20 (20.8%) of the respondents were not sure. This means sometimes delivers are late and lowers the expectations of customers.

It is further indicated in the table that 37 (38.5%) of the respondents agreed that loading time of Bolloré African Logistics is convenient, 17 (17.7%) of the respondents were not sure compared to 42 (43.8%) who disagreed that loading time of Bolloré Africa Logistics is convenient implying that loading time of Bolloré Africa Logistics is not convenient for the delivery of clients goods to intended destinations. 
It was also indicated that 35 (36.4%) of the respondents agreed that Bolloré Africa Logistics capacity offers short delivery lead time to clients compared to 40 (41.7%) of the respondents who disagreed that Bolloré Africa Logistics offers short delivery lead time to clients while 21 (21.9%) were not sure implying that the company provides clients with long delivery time which does not meet customers’ needs.
4.4.1.1 Qualitative results
In an interview with one of Bolloré Africa Logistics senior managers, he revealed that; 
The company provides efficient customer services by providing reverse logistics services. Providing after sales services at door step of customer within no time on customer’s single phone or single email should be sufficient enough to respond back to customer immediately only that the problem we always have is lack of proper managerial skills among our most employees but the company does all what it takes to satisfy the customers’ needs.
The company sometimes is challenged by vagaries of weather that sometimes delay our agreed delivery time but we mostly try to rectify that and our customers are aware about most of the challenges we find while delivering goods to their premises. All in all we inform our clients about any technical problem that most of the time hinders us not to meet our delivery times.
A procurement manager interviewed had this to say on the capacity of the company;

He stressed that the capacity of the company is enough to meet customers’ expectations. He revealed that they have over three warehouses in Uganda where they keep customers goods until delivery time and they have a fleet of vehicles totaling to 62 and other types of refrigerated vehicles.
4.4.1.2 Documentary review results
The interviewer/ the researcher through documentary checklist accessed;

 Complaint tracking documents which had a total of 60 complaints with no reply appended and the complete deliveries the interviewer found were higher than non-complete deliveries. Cargo vehicles were more than 62 but some of them were old with mechanical problems at the time of data collection. Most of the respondents interviewed appeared unhappy with the services provided.
4.4.1.3 Testing Hypothesis for objective one: 
Statistical analysis was further conducted on influence of 3PL capacity on customer satisfaction using Pearson correlation coefficient and the results are presented in the table below;

Table 8: Correlation results for 3PL capacity on customer satisfaction

	
	3PL capacity
	Customer satisfaction

	3PL capacity
	Pearson Correlation
	1
	.845(**)

	
	Sig. (2-tailed)
	.
	.000

	
	N
	96
	96

	Customer satisfaction
	Pearson Correlation
	.845(**)
	1

	
	Sig. (2-tailed)
	.000
	.

	
	N
	96
	96

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


Source: Primary data, 2013 

Table 8 shows Pearson’s correlation coefficient whereby the null (ho) was rejected and alternative (h1) that ‘‘Third Party Logistics capacity positively influences customer satisfaction at World Food Programme – Uganda.’’ was accepted at 95% confidence level with r= 0.845 generated from the statistical analysis and the p-value = 0.000<0.01 implying that there is a significant positive correlation between 3PL capacity and customer satisfaction (r= 0.845(**), p=0.000<0.01). This implies a linear relationship between the two variables. This means that if 3PL capacity is enough to support the needs of customers, it leads to their satisfaction and this is based on the number of cargo vehicles it has, warehouses, technology and number of employees in the logistics transportation system. Therefore the relationship between 3PL capacity and customer satisfaction is significant since 0.000 is less than 0.01 which is the accepted level. 
4.4.1.4 Regression analysis 

Linear regression analysis results on the 3PL capacity and customer satisfaction are presented in the table below;

Table 9: Regression analysis results 

	Model 
	Unstandardized coefficients
	R2
	Adjusted R2
	
	Standardized coefficients
	t
	Sig.



	
	B
	
	
	Std. Error
	Beta
	
	

	1       (Constant)

3PL Capacity
	3.256

.845
	0.714
	0.712
	.135

.031
	.887
	24.117

4.201
	.000

.000


a. Dependent Variable: Customer satisfaction
The adjusted value in the table above was found to predict 71.2% unit variation in customer satisfaction. The adjusted R2 = 0.712, beta 0.845, t = 4.201, and significance 0.000 suggests that 3PL is a strong predictor of customer satisfaction. Therefore a unit change in 3PL capacity will lead to a bigger change in customer satisfaction as reflected by 71.2% variation. 
4.4.2 Findings on objective two: Influence of logistics services on customer satisfaction
This study further hypothesized that logistics services will have a positive influence on customer satisfaction at World Food Programme – Uganda. Findings on this objective were obtained from the questionnaires, interviews and documentary reviews and the results generated from the data findings are presented below.

Table 10: Responses for logistics services on customer satisfaction 

	Statement 
	SA
	A
	NS
	D
	SD

	
	F 
	%
	F 
	%
	F 
	%
	F 
	%
	F 
	%

	Our partner provides quick services in time
	8
	8.3
	21
	21.9
	8
	8.3
	51
	53.1
	8
	8.3

	The company provides a wide range of services to our satisfaction
	1
	1.0
	26
	27.1
	18
	18.8
	41
	42.7
	10
	10.4

	We have ever complained about Bolloré Africa Logistics delivery services
	14
	14.6
	32
	33.3
	23
	24.0
	19
	19.8
	8
	8.3

	Our due dates are met by this company in terms of delivery
	8
	8.3
	22
	22.9
	14
	14.6
	51
	53.1
	1
	1.0

	Provision of reliable and consistent services to the customers
	10
	10.4
	15
	15.6
	22
	22.9
	41
	42.7
	8
	8.3

	Our specifications/special requests are meet by the company
	62
	64.6
	14
	14.6
	9
	9.4
	8
	8.3
	3
	3.1

	We get good services in terms of design and performance
	10
	10.4
	29
	30.2
	16
	16.7
	33
	34.4
	8
	8.3

	We are satisfied with their services
	10
	10.4
	21
	21.9
	16
	16.7
	42
	43.8
	7
	7.3

	We appreciate the safety of goods provided by the company
	6
	6.3
	20
	20.8
	12
	12.5
	48
	50.0
	10
	10.4

	We appreciate their excellent packaging and delivery service
	6
	6.3
	14
	14.6
	16
	16.7
	57
	59.4
	3
	3.1

	There is faster delivery of clients goods
	25
	26.0
	5
	5.2
	6
	6.3
	40
	41.7
	20
	20.8

	The company has reliable and efficient transport for goods
	5
	5.2
	17
	17.7
	14
	14.6
	51
	53.1
	9
	9.4

	We are happy with the way the service is extended to us
	11
	11.5
	15
	15.6
	9
	9.4
	54
	56.3
	7
	7.3


Source: Primary data, 2013
Results in table 10 indicate that majority of the respondents 59 (61.4%) disagreed that their partner provides quick service in time while 29 (30.2%) of the respondents agreed that their partner provides quick service in time whereas 8 (8.3%) were not sure implying that Bolloré Africa Logistics did not provide quick services to its customers in time and this has negatively affected clients satisfaction. 
 On the other hand respondents revealed that 51 (53.1%) of the respondents disagreed that the company provides a wide range of services to their satisfaction compared to a total of 27 (28.1%) on agreement with the statement while 18 (18.8%) were not sure whether the company provides a wide range of services to their satisfaction. 

Clearly it is indicated in the table that a good number of the respondents 46 (47.9%) agreed that they have never complained about Bolloré Africa Logistics delivery services while 27 (28.1%) of the respondents disagreed that they have never complained about Bolloré Africa Logistics delivery services as well as 23 (24%) were not sure whether WFP has ever complained to Bolloré Africa Logistics over poor delivery service. This implies that there is poor service delivery to clients and low client satisfaction as exhibited by the complaints.
Results further indicate that a total of 52 (54.1%) were on disagreement side over due dates met by the company in terms of delivery compared to 30 (31.2%) who agreed and 14 (14.6%) were not sure implying that Bolloré Africa Logistics always delivers goods and services late to its customers and it has been found to affect clients delivery schedules.
Again, 49 (51%) of the respondents who disagreed about provision of reliable and consistent services to the customers compared to 25 (26%) who agreed about provision of reliable and consistent services to the customers whereas 22 (22.9%) were not sure whether the service provided by Bolloré Africa Logistics is reliable and consistent in satisfying customers. The implication of the results is that Bolloré Africa Logistics service is not reliable and consistent since majority of the respondents agreed with the statement. 

It is clear that 76 (79.2%) of the majority respondents agreed that WFP specifications/special requests are met by the company while a total of 11 (11.4%) of the respondents disagreed with the statement and 9 (9.4%) were not sure whether specifications of WFP are met by Bolloré Africa Logistics. This means the company is good in provision of other services.
Results further in table ten reveal that 41 (42.7%) of the respondents disagreed  about getting good services in terms of design and performance compared 39 (40.6%) who agreed that they get good services in terms of design and performance as well as 16 (16.7%) who were not sure in getting good services. This implies that WFP is not getting good services in terms of design and performance and this has affected its performance.

A reasonable number of respondents totalling to 31 (32.3%) agreed that they are satisfied with Bolloré Africa Logistics services compared to 49 (51.1%) who disagreed that they are satisfied with Bolloré Africa Logistics services provided to clients while 16 (16.7%) were not sure whether the organisation is satisfied or not. The implication of the results is that WFP is not satisfied with the services provided by the company.

 Clearly indicated in the table that 58 (60.4%) of the respondents disagreed about appreciation of the safety of goods provided by the company compared to 26 (27.1%) who agreed that they appreciate the safety of goods provided by the company as well as 12 (12.5%) were not sure, implying that the client does not appreciate the services offered by Bolloré Africa Logistics as a 3PL provider.
The results also show that majority of the respondents 60 (62.5%) disagreed that there is faster delivery of client’s goods where as 30 (31.2%) agreed with the statement while 6 (6.3%) were not sure about faster delivery of clients goods. This means the company is slow in service delivery.
A total of 22 (22.9%) of the respondents agreed that the company has reliable and efficient transport for goods compared to 60 (62.5%) of those who disagreed that the company has reliable and efficient transport for goods while 14 (14.6%) were not sure, implying that the company transportation of client’s goods is not efficient as customers expect.
Results further show that 61 (63.6%) of the majority respondents disagreed about being happy with the way the service is extended to them whereas 26 (27.1%) agreed that they are happy with the way the service is extended to them and 9 (9.4%) were not sure regarding the statement. The implication of the results is that WFP has never been happy over the logistics services extended to them by 3PL and this is supported by qualitative findings generated during interviews as shown below.
4.4.2.1 Qualitative results

Interview findings from a senior logistics manager indicate that;

 Bolloré Africa Logistics has generally adopted a reactive approach to service recovery, a situation where it is the customer’s responsibility to contact the 3PL if they have concerns about delivery. They have instituted online track and trace capabilities to improve the capacity of the company in providing quick service delivery to customers. He also revealed that they are proactive and sometimes take responsibility for notifying the customer of likely delays for example, through mechanisms that identify parcels that are late and proactively contact customers to advise them of the reason for the delay. The general picture here is that we lack enough space for warehousing and most of the time we find ourselves in a dilemma of outsourcing ware houses where we would keep customers goods.
More to that, a logistics operation manager that was encountered during data collection was asked on the logistics services provided and had this to say, 
Bolloré Africa Logistics has more than 60 (sixty) vehicles in the country for transportation of goods from warehouses to clients destinations. Packaging services provided are of high quality and in line with customers’ expectations. The company has never experienced shortage of vehicle to transport clients’ goods. It may experience cargo vehicle breakdown which delays supply duration but Bolloré Africa Logistics usually have standby cargo vehicles to solve the problem.
4.4.2.2 Testing hypothesis for objective two: 
Correlation results were further generated to measure the influence of logistics services on customer satisfaction and the results are presented in the table below;
Table 11: Correlation results for logistics services on customer satisfaction

	
	Logistics services
	Customer satisfaction

	Logistics services
	Pearson Correlation
	1
	.739(**)

	
	Sig. (2-tailed)
	.
	.000

	
	N
	96
	96

	Customer satisfaction
	Pearson Correlation
	.739(**)
	1

	
	Sig. (2-tailed)
	.000
	.

	
	N
	96
	96

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


 Source: Primary data, 2013 
Findings indicate that the null (ho) hypothesis was rejected and the alternative hypothesis that ‘‘Logistics services will have a positive influence on customer satisfaction at World Food Programme – Uganda’’ was accepted at 95% confidence level with r= 0.739 generated from the statistical analysis and the p-value = 0.000<0.01 implying that there is a significant positive correlation between logistics service and customer satisfaction with (r=0.739(**), p= 0.000<0.01). This implies a linear relationship between the two variables. Therefore the relationship between logistics service and customer satisfaction is significant since 0.000 is less than 0.01 which is the accepted level.
4.4.2.3 Regression analysis 

A linear regression was also done to measure the level of the impact variation between two variables that is influence of logistics services on customer satisfaction and the results are presented in the table below;
Table 12: Regression analysis results
	Model 
	Unstandardized coefficients
	R2
	Adjusted R2
	
	Standardized coefficients
	t
	Sig.



	
	B
	
	
	Std. Error
	Beta
	
	

	1       (Constant)

Logistic services
	3.450

.739
	0.546
	0.544
	.131

.032
	.739
	24.315
2.636
	.000

.000


a. Dependent Variable: Customer satisfaction
The Adjusted R square results in the table reveal that logistics service predicts 54.4% of the variance in the dependent variable customer satisfaction. The adjusted R2 = 0.544, beta 0.739, t = 2.636, and significance 0.000 implying that logistics services contribute 54.4% improvement in customer satisfaction compared with other variables under the study. 
4.4.3 Findings on objective three: Influence of 3PL resources on customer satisfaction
The findings were obtained from the questionnaires, interviews and documentary reviews. The study conceptualized 3PL resources have a significant influence on customer satisfaction. Therefore, descriptive results are presented below.

Table 13: Responses for 3PL resources on customer satisfaction 

	Statement 
	SA
	A
	NS
	D
	SD

	
	F 
	%
	F 
	%
	F 
	%
	F 
	%
	F 
	%

	There is increasing operational efficiency
	4
	4.2
	17
	17.7
	18
	18.8
	49
	51.0
	8
	8.3

	Employees service attitude to clients is good
	6
	6.3
	12
	12.5
	13
	13.5
	49
	51.0
	16
	16.7

	There is flexibility in accommodation changes by the client
	4
	4.2
	21
	21.9
	15
	15.6
	50
	52.1
	6
	6.3

	The human resource is excellent in satisfying our needs
	4
	4.2
	13
	13.5
	28
	29.2
	38
	39.6
	13
	13.5

	Financially the company is capable
	1
	1.0
	6
	6.3
	22
	22.9
	44
	45.8
	23
	24.0

	The company has never failed to supply due to lack of finances
	0
	0.0
	26
	27.1
	16
	16.7
	48
	50.0
	6
	6.3

	Our communication with the company is good
	0
	0.0
	20
	20.8
	6
	6.3
	55
	57.3
	15
	15.6

	We have never complained of their man power
	14
	14.6
	29
	30.2
	14
	14.6
	30
	31.3
	9
	9.4

	We are satisfied with their financial performance
	0
	0.0
	8
	8.3
	30
	31.3
	48
	50.0
	10
	10.4


Source: Primary data, 2013 

Results in the table 13 indicate that 21 (21.9%) of the respondents were in agreement that there is increasing operational efficiency whereas 57 (59.3%) of the respondents disagreed about increasing operational efficiency while 18 (18.8%) were not sure about the statement.  This implies that Bolloré Africa Logistics operational efficiency has been found to be low to meet customers’ satisfaction. 
It is also clear that a small percentage of 18 (18.8%) of the respondents agreed that employees service attitude to clients is good while 65 (67.7%) disagreed with the findings that employees service attitude to clients is good and 13 (13.5%). The implication was that employees of Bolloré Africa Logistics towards service attitude towards clients’ delivery are not positive and this has been found affecting customer satisfaction.

Majority of the respondents totaling to 25 (26.1%) agreed that there is flexibility in accommodation changes by the client while 56 (58.4%) of the respondents were on disagreement that there is flexibility in accommodation changes by the client as well as 15 (15.6%) were not sure whether there is flexibility in accommodation changes by the clients. This implies that Bolloré Africa Logistics in its service provision is not flexible to the clients in accommodating changes.

Also, 17 (17.7%) of the respondents were on the agreement that the human resource is excellent in satisfying customers’ needs compared to 51 (53.1%) who disagreed that the human resource is excellent in satisfying customers’ needs and 28 (29.2%) of the respondents were not sure whether human resource is excellent in satisfying customers’ needs. This meant the company’s resource is satisfying.
Furthermore findings in the table fourteen reveal that 7 (7.3%) of the respondents were in agreement that financially the company is capable while 67 (69.8%) of the respondents disagreed that financially the company is capable as well as 22 (22.9%) of the respondents were not sure whether the company is financially stable. This meant the company is sometimes financially stretched.
More to that it is indicated in the table that 26 (27.1%) of the respondents were in agreement that the company has never failed to supply due to lack of finances whereas 54 (56.3%) of the respondents disagreed that the company has never failed to supply due to lack of finances and 16 (16.7%) were not sure. This implies that sometimes the company fails to deliver goods in time to the expectations of the client leading the customers’ complaints. 

It is also indicated in the table that 70 (72.9%) of the majority respondents disagreed that communication with the company is good compared to 20 (20.8%) of the respondents who agreed that communication between companies is good while 6 (6.3%) were not sure. This shows that the company relationship with its key customers is declining due to poor communication and this in the end affects customer satisfaction.

A good number of the respondents 43 (44.8%) agreed that they have never complained of company’s manpower whereas 39 (40.7%) of the respondents disagreed with the statement while 14 (14.6%) of the respondents were not sure. This implies Bolloré Africa Logistics has enough manpower to support their client. The problem of failure to delivery efficiently could be attributed to other factors.

Lastly, respondents totaling to 8 (8.3%) indicated that they are satisfied with Bolloré Africa Logistics financial performance compared to 58 (60.4%) who disagreed that they are satisfied with company’s financial performance and 30 (31.3%) were not sure. This shows that WFP is not satisfied, an indication of low customer satisfaction.
4.4.3.1 Qualitative results 

According to the interviews with one of the managers revealed that;

Bolloré Africa Logistics financial performance is mostly frustrating and that’s why it was SDV Transami but later changed to Bolloré Africa Logistics and this was done to improve efficiency and effectiveness of the company towards providing good logistics services to our clients. This shows that it was never performing well to meet the targets of the shareholders and had to give it away.
4.4.3.2 Testing hypothesis for objective three: 

To back the descriptive results, statistical results were generated using Pearson correlation coefficient on influence of 3PL resources on customer satisfaction and the results generated are presented in table 14.
Table 14: Correlation results for 3PL resources on customer satisfaction

	
	3PL resources
	Customer satisfaction

	3PL resources
	Pearson Correlation
	1
	.932(**)

	
	Sig. (2-tailed)
	.
	.000

	
	N
	96
	96

	Customer satisfaction
	Pearson Correlation
	.932(**)
	1

	
	Sig. (2-tailed)
	.000
	.

	
	N
	96
	96

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


Source: Primary data, 2013 
Findings indicate that null (ho) hypothesis was rejected and alternative hypothesis that ‘‘Third Party Logistics resources have a significant influence on customer satisfaction at World Food Programme – Uganda’’ was accepted at 95% confidence level with r = 0.932 and the P- value 0.000< 0.01 level of significance implying that there is a positive correlation between 3PL resources and customer satisfaction with (r=0.932(**), p= 0.000<0.01). Therefore the relationship between 3PL resources and customer satisfaction is significant since 0.000 is since 0.000 is less than 0.01 which is the accepted level.

4.4.3.3 Regression analysis  
Regression results were further analyzed to measure the impact of 3PL resources on customer satisfaction and the results are presented in the table below;

Table 15:  Regression analysis results
	Model 
	Unstandardized coefficients
	R2
	Adjusted R2
	
	Standardized coefficients
	t
	Sig.



	
	B
	
	
	Std. Error
	Beta
	
	

	1       (Constant)

3PL resources
	3.005

.932
	0.869
	0.866
	.147

.040
	.932
	20.286
5.437
	.000

.000


a. Dependent Variable: Customer satisfaction
The Adjusted R squared results (0.866) in the table 15 reveal that 3PL resources predict 86.6% of the variance in the customer satisfaction as it is indicated by the responses captured by the researcher during the study. The R2 = 0.866, beta 0.932, t = 5.337, and significance 0.000 implying that 3PL resources is a strong predictor of customer satisfaction leading to a higher variation in customer satisfaction.  

4.4.4 Findings on objective three: Relationship between change management and customer satisfaction
Table 16: Responses for relationship between change management and customer satisfaction 

	Statement 
	SA
	A
	NS
	D
	SD

	
	F 
	%
	F 
	%
	F 
	%
	F 
	%
	F 
	%

	Employees of Bolloré Africa Logistics are committed to our service satisfaction
	2
	2.1
	17
	17.7
	9
	9.4
	49
	51.0
	19
	19.8

	We get excellent service quality due to change in management
	3
	3.1
	15
	15.6
	25
	26.0
	40
	41.7
	13
	13.5

	Due to change management there is high customer care
	5
	5.2
	15
	15.6
	18
	18.8
	47
	49.0
	11
	11.5

	There is application of skill upgrading/training of workers
	2
	2.1
	7
	7.3
	7
	7.3
	33
	34.4
	47
	49.0

	Induction has improved service delivery
	4
	4.2
	7
	7.3
	10
	10.4
	48
	50.0
	27
	28.1

	We are satisfied with our 3PL management of goods
	6
	6.3
	15
	15.6
	9
	9.4
	55
	57.3
	11
	11.5

	We resist change in the management
	10
	10.4
	8
	8.3
	24
	25.0
	17
	17.7
	37
	38.5

	3PL management is efficient in delivery of our goods
	6
	6.3
	15
	15.6
	8
	8.3
	57
	59.4
	10
	10.4


Source: Primary data, 2013 
Results in the table in 16 indicate that 19 (19.8%) of the respondents agreed that employees of Bolloré Africa Logistics are committed to our service satisfaction compared to 68 (70.8%) who agreed that employees of Bolloré Africa Logistics are committed to our service satisfaction as well as 9 (9.4%) of the respondents who were not sure. This implies that the commitment of employees towards realization of client’s needs is low despite proper procedures used in logistical service provision. 
More to that, 18 (18.7%) of the respondents agreed that they get excellent service quality due to change in management compared to 53 (55.2%) who disagreed that they get excellent service quality due to change in management while 25 (26%) of the respondents were not sure. 
Again, 20 (20.8%) of the respondents agreed that due to change management there is high customer care compared to 58 (60.5%) of the majority respondents who disagreed that due to change management there is high customer care as well as 18 (18.8%) of the respondents who were not sure. This means there change management has not been fully embraced by 3PL in service delivery.
It is also shown in the table seventeen that 9 (9.4%) of the respondents agreed that there is application of skill upgrading/training of workers compared to 80 (83.4%) who disagreed that there is application of skill upgrading/training of workers as well as 7 (7.3%) of the respondents who were not sure. This could mean that there is less training offered to 3PL employees.
More still, 11 (11.5%) of the respondents agreed that induction has improved service delivery compared to 75 (78.1%) who disagreed that induction has improved service delivery while 10 (10.4%) of the respondents were not sure. 
It was further indicated that 21 (21.9%) of the respondents agreed that they are satisfied with 3PL management of goods compared to 66 (68.8%) who disagreed about being satisfied about being satisfied with 3PL management of goods while 9 (9.4%) were not sure. This implies WFP goods are not being handled well; this could be a result of losses being incurred by Bolloré Africa Logistics in cargo transportation.
Results also indicate that 18 (18.7%) of the respondents agreed that they resist change in the management whereas 54 (56.2%) of the respondents disagreed that they resist change in the management and 24 (25%) were not sure about the statement. This implies that WFP does not resist change in the management. They revealed to support the change in management as long as it brings customer satisfaction.
Lastly, it is clear that 21 (21.9%) of the respondents agreed that 3PL management is efficient in delivery of our goods compared to 67 (69.8%) who disagreed that 3PL management is efficient in delivery of our goods as well as 8 (8.3%) of the respondents were not sure about the statement. The implication of the statement is that 3PL is not yet efficient in delivering to the client’s satisfaction as it is hoped by WFP.
4.4.4.1 Qualitative results

Interviews with the one of the managers revealed that; 

Bolloré Africa Logistics has gone into organizational change whereby employees are empowered and organizational culture is changed. The changes that have taken place in the company for example e-service and establishment of inbound call centres to address customer complaints have attracted change management. As a company we have established internal controls in place to accommodate change in the company. For example communication has improved and checkpoint stopovers to assess the conditions of the clients’ goods have been put in place.
4.4.4.2 Testing hypothesis for objective four:
Statistical results were generated using Pearson correlation coefficient test  during the study to assess the relationship between change management and customer satisfaction and the results generated are presented in table 17 below;

Table 17: Correlation results for relationship between change management and customer satisfaction

	
	Change management
	Customer satisfaction

	Change management
	Pearson Correlation
	1
	.823(**)

	
	Sig. (2-tailed)
	.
	.000

	
	N
	96
	96

	Customer satisfaction
	Pearson Correlation
	.823(**)
	1

	
	Sig. (2-tailed)
	.000
	.

	
	N
	96
	96

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


Source: Primary data, 2013
It is further indicated by the results that null (ho) hypothesis was rejected and alternative hypothesis that ‘‘There is a positive relationship between change management and customer satisfaction at World Food Programme – Uganda’’ was accepted at 95% confidence level with r = 0.823 and the p = 0.000< 0.01 level of significance implying that change management has a significant relationship with customer satisfaction. Therefore the relationship between change management and customer satisfaction is significant since 0.000 is less than 0.01 which is the accepted level.
4.4.4.3 Regression analysis 
A regression analysis was conducted to measure the relationship between change management and customer satisfaction using the adjusted R2 values, standardized beta values, t values and the significance measured at 0.01 level and the results are presented in the table below; 
Table 18: Regression analysis results
	Model 
	Unstandardized coefficients
	R2
	Adjusted R2
	
	Standardized coefficients
	t
	Sig.



	
	B
	
	
	Std. Error
	Beta
	
	

	1       (Constant)

Change management
	2.241

.823
	0.677
	0.672
	.140

.034
	.823
	16.040

11.352
	.000

.000


a. Dependent Variable: Customer satisfaction
The regression model in table 18 above shows adjusted R2 value of 0.672 between change management and customer satisfaction suggesting that change management predicted 67.2% of the variance in customer satisfaction. The R2 = 0.672, beta 0.823, t = 11.352, and significance 0.000 suggested that change management is a predictor of customer satisfaction in Bolloré Africa Logistics. Every effort directed to change management will influence customer satisfaction by 67.2%.
4.4.5 Pearson correlation matrix (Multivariate)

The Pearson correlation matrix test was used to test and determine the degree of relationship between variables that include 3PL capacity, Logistics services, 3PL resources, change management and customer satisfaction. The results generated are presented in the table below;
Table 19: Pearson correlations between constructs 

	1
	3PL Capacity
	Logistics services
	3PL resources
	Change management
	Customer satisfaction

	
	
	
	
	
	

	3PL Capacity
	 1
	.645**
	.781**
	.816**
	.845 **

	
	
	
	
	
	

	Logistic services
	.403** 
	1
	.775**
	.614**
	.739**

	
	
	
	
	
	

	3PL resources
	.922**
	.779**
	1
	.646**
	.932**

	
	
	
	
	
	

	Change management
	.492**
	.686**
	.865**
	1
	.823**

	
	
	
	
	
	

	Customer satisfaction
	.845**
	.739**
	. 932**
	.823**
	1

	
	
	
	
	
	


Source: Primary data, 2013
Note: Correlation is significant at 0.01 (2-tailed).
From the correlation matrix in table 19, preliminary tests of the hypotheses were implicitly performed. All the variables are positively correlated to each other at 0.01 level indicating that they all affect customer satisfaction leading to the acceptance of the hypotheses of this study. Meanwhile, the correlations between 3PL resources and other variables are stronger if we look at the scale of correlation more closely, ranging from (0.775 to 0.932), correlations of 3PL capacity and other variables are also stronger ranging (0.403 to 0.922) compared to change management that ranges from (0.614 to 0.823) and logistics services ranges from (0.645 to 0.779) respectively. This reveals that 3PL resources and 3PL capacity have a higher influence compared to logistics services and change management. 
4.4.6 Summary of regression analysis 

Regression analysis was used to determine the predictability of 3PL capacity, logistics services, 3PL resources and change management on customer satisfaction. The impact variation of the variables was determined as below: 

Table 20: Multiple regression analysis results on constructs
	Dependent Variable 
	Parameter 
	B
	Std. Error
	t
	Sig.

	Customer satisfaction 
	Intercept 
	.912
	.254
	1.873
	.000

	
	3PL capacity
	.845
	.079
	1.645
	.000

	
	Logistics services
	 .739
	.143
	1.346
	.000

	
	3PL resources
	.932
	.102
	1.434
	.000

	
	Change management
	.823
	.064
	1.328
	.000


Source: Primary data, 2013
 In table 20, the statistics of multivariate tests provide the information that the regression of customer satisfaction, none of the independent variables have coefficients significantly at 0.000 (significance level (0.000< 0.01)) indicating that the four variables shown above in the table affect customer satisfaction. However, the greatest predictor of variation in line with the magnitude of the beta co- efficient is 3PL resources (Beta= 0.932).
4.4.7 Customer satisfaction
Data was corrected using questionnaires administered to respondents who were employees of WFP. The questionnaire had different questions designed in a five point likert scale of 1= Strongly Disagree, 2 = Disagree, 3 = Not Sure, 4 = Agree and 5 = Strongly Agree. Therefore the descriptive analysis of the results obtained is presented in the table below;

Table 21: Responses on customer satisfaction
	Statement 
	SA
	A
	NS
	D
	SD

	
	F 
	%
	F 
	%
	F 
	%
	F 
	%
	F 
	%

	Customers are happy the way they are treated
	12
	12.5
	8
	8.3
	3
	3.1
	46 
	47.9
	27
	28.1

	The company treats all its customers the same way
	6 
	6.3
	13 
	13.5
	8 
	8.3
	37 
	38.5
	32 
	33.3

	Customers receive equal quality services
	3 
	3.1
	6 
	6.3
	10 
	10.4
	39 
	40.6
	38 
	39.6

	I receive fast services at the company
	9 
	9.4
	11 
	11.4
	3 
	3.1
	46 
	47.9
	27 
	28.1

	I receive excellent customer care  
	4
	4.2
	6 
	6.3
	5 
	5.2
	38 
	39.6
	43 
	44.8

	I am satisfied with the way they transport our goods
	-
	
	6
	6.3
	4 
	4.2
	26 
	27.1
	60 
	62.5

	Bolloré Africa Logistics addresses our complaints in time
	9 
	9.4
	7 
	7.3
	4 
	4.2
	39 
	40.6
	37 
	38.5

	Delivery time is always met by the company
	5 
	5.2
	6 
	6.3
	3 
	3.1
	46 
	47.9
	36 
	37.5


Source: Primary data, 2013

SA = Strongly Agree, A = Agree, NS = Not Sure, D = Disagree and SD = Strongly Disagree

Results in the table 21 indicate that 20 (20.8%) of the respondents agreed that customers are happy the way they are treated compared to majority of the respondents 73 (76%)  who disagreed that customers are happy the way they are treated and 3 (3.1%) of the respondents were not sure whether the customers are happy the way they are treated. This implies that Bolloré Africa Logistics customers were not found satisfied as majority of them did not agree to be happy with the services of the company.
It is further indicated that 19 (19.8%) of the respondents agreed that the company treats all its customers the same way whereas 69 (71.8%) of the respondents disagreed and 8 (8.3%) were not sure. This implies that customers of Bolloré Africa Logistics are not treated equally through service provision and this has left most of the customers unsatisfied with the services rendered to them.  
 Also, findings indicate that 9 (9.4%) of the respondents agreed that customers receive equal quality services compared to 77 (80.2%) of the majority respondents disagreed with the statement and 10 (10.4%) of the respondents were not sure whether customers receive equal quality services. The implication of the findings is that client of Bolloré Africa Logistics does not get quality services since most of the time delivery of goods is not met by the company.
Clearly, it was indicated in table twenty two that 20 (20.8%) of the respondents agreed that they receive fast services at the company whereas 73 (76%) of the majority respondents disagreed as well as 3 (3.1%) of the respondents were not sure whether they receive fast services at the company implying that Bolloré Africa Logistics does not provide fast services to its customers as it is required by client.
Again, it is revealed that 10 (10.5%) of the respondents agreed that they receive excellent customer care where as 81 (84.4%) of the majority respondents disagreed with the statement and 5 (5.2%) were not sure whether the customers receive excellent customer care. This could mean the company provides less care to the client.
Also, 6 (6.3%) of the respondents agreed that they are satisfied with the way they transport their goods whereas 86 (89.6%) of the majority respondents disagreed that they are satisfied with the way they transport their goods whereas 4 (4.2%) were not sure about the statement. The implication of the findings is that transportation of customers’ goods does not meet customers’ requirements and expectations and this has left customers (WFP) unsatisfied with Bolloré Africa Logistics deliveries. 
Further to the findings, a small number of the respondents 16 (16.7%) agreed that Bolloré Africa Logistics addresses their complaints in time whereas 76 (79.1%) of the majority respondents disagreed and 4 (4.2%) were not sure about the statement. 
Lastly, it is indicated that 11 (11.5%) of the respondents agreed that delivery time is always met by the company compared to 82 (85.4%) of the majority respondents disagreed with the statement that delivery time is always met by the company and 3 (3.1%) were not sure about the statement. This implies that the company does not deliver client’s goods in time as per schedules.
4.4.7.1 Qualitative results 
According to the interviews with one of Logistics managers revealed that;
In the way to improve company’s quality service and customer satisfaction, the company has recently launched a new customer satisfaction tracking system which the company hopes that it will enable the company to monitor customer satisfaction and loyalty amongst different customer groups and, by linking in to existing syndicated work, to compare satisfaction received by our customers. 
CHAPTER FIVE

SUMMARY, DISCUSSION, CONCLUSION AND RECOMMENDATIONS

5.1 Introduction

This chapter presents summary, discussion of the results, draws conclusions from the research findings and gives recommendations based on the findings of the study. Sections are presented systematically in line with the objectives of the study which include; influence of 3PL capacity on customer satisfaction at World Food Programme – Uganda, influence of logistics services on customer satisfaction at World Food Programme – Uganda, influence of 3PL resources on customer satisfaction at World Food Programme – Uganda and relationship between change management and customer satisfaction at World Food Programme – Uganda.

5.2 Summary of findings 
This section summarizes the findings of the study in line with the objectives of the study as indicated below;

5.2.1 Influence of 3PL capacity on customer satisfaction
Findings in table 8 revealed that there was a significant positive correlation between 3PL capacity and customer satisfaction at 95% confidence level. Regression results showed that 3PL capacity predicted 71.2% unit variation in customer satisfaction, implying it is a strong predictor of customer satisfaction (reference table 9). Descriptive findings revealed that Bolloré Africa Logistics’ capacity in terms of number of vehicles, ware houses for keeping customers goods are not enough and this has affected its logistics services in delivering goods in time to the final consumer and this has increased customer complaints as majority of the respondents revealed in table 7. 
Results also found that majority of the respondents agreed with Bolloré Africa Logistics capacity as an inconvenience to key customers as transportation of goods to the required time is delayed and this has increased customer complaints leading to low customer satisfaction. Therefore the correlation was found to be significantly positive with customer satisfaction. This implies that low 3PL capacity leads to low customer satisfaction and vice-versa. 

5.2.2 Influence of logistics services on customer satisfaction 
Correlation results in table 11 showed that there was a significant relationship between logistics services and customer satisfaction at 95% confidence level. It is clearly indicated in table 12 that logistics services contributed 54.4% in customer satisfaction improvement. Descriptive findings revealed that logistics services provided by Bolloré Africa Logistics to its customers are still low and this has not met customers’ needs as reflected in table 10. 
More to that findings revealed that majority of respondents showed that Bolloré Africa Logistics is not reliable, consistent with its service, delivery dates of the clients are not meet, and complaints are not attended often to meet customers’ needs (reference table 10) and this has not only showed inefficiency of the company but it has also not satisfied its customers as customers experience poor service performance and poor delivery of service/goods that have left customers unhappy with the logistics services extended to them.
Also the study found that Third Party Logistics service really help in improving the company’s logistics efficiency to enhance the customer satisfaction. Customer satisfaction can also be done by efficient customer services by Third Party Logistics on behalf of the company by providing reverse logistics services. Findings reveal that the company has poor service level and ability to serve the customer by giving good customer services to its clients, which has not sufficiently been achieved. If Bolloré Africa Logistics is performing well giving on time and full delivery, good customer services, feedback system, goods tracking system, efficient logistics with all aspects then they can really satisfy the customers, not only satisfy they can enhance the customer satisfaction.

5.2.3 Influence of 3PL resources on customer satisfaction 
Third Party Logistics resources have been found to influence customer satisfaction as the correlation was found to be significant positive at 95% confidence level as revealed in table 14.  Regression results in table 15 revealed that 3PL resources predicted 86.6% of the variance in customer satisfaction. Descriptive findings found that majority of the respondents totaling to 59.3% disagreed about increasing operational efficiency and 67.7% also disagreed with the findings that employees’ service attitude to clients is good. This shows that the human resource of Bolloré Africa Logistics has not met customers’ need and this has not transformed into customer satisfaction.
Findings further in table 13 show that majority of the respondents disagreed that the human resource is excellent in satisfying customers’ needs an implication that the 3PL resources available to Bolloré Africa Logistics company has not  supported the operation efficiency in delivering customers goods in time and this has led to customer complaints as well as dissatisfaction. All in all if resources are available that is financial, human and other resources that would work hand in hand, customer satisfaction may be achieved but what is surprising, findings have shown that the company resources are not enough to meet customer needs as respondents from WFP showed a total dissatisfaction with Bolloré Africa Logistics service delivery.
5.2.4 Relationship between change management and customer satisfaction
Findings in table 17 showed that there is a relationship between change management and customer satisfaction since p-value corresponding to the correlation coefficient was 0.000 and is less than 0.0.1 and regression results in table 18 revealed that change management predicted 67.7% of the variance in customer satisfaction, the implication of the findings is that Bolloré Africa Logistics can satisfy its customers if it bases on change management to improve customer satisfaction. If change management is not considered as important the possibility of the company to satisfy its customers may be further jeopardized because 68.8% of the majority respondents disagreed about being satisfied with their 3PL management and 69.8% disagreed that 3PL management is efficient in delivery of goods (reference table 16).
5.3 Discussion of findings

5.3.1 Influence of 3PL capacity on customer satisfaction
Findings of the study on the influence of 3PL capacity on customer satisfaction indicate that capacity of Bolloré Africa Logistics in satisfying its customers’ needs is still low since majority of the participants revealed that the company has no enough vehicles to deliver customers’ goods in time, delivery time is ever behind schedule and cargo recipient warehouse is not enough to keep customers’ goods. This is in agreement with the findings of Motwani et al. (2000) who assert that the number of vehicles in logistics service determine the extent of the service provided by the logistics service providers. In their findings, they agreed that the more the transportation vehicles, the higher the service delivery and the higher the satisfaction.
Findings revealed that Bolloré Africa Logistics service quality has not improved its service delivery and the attitude of the clients towards services provided has been found poor. Quality and customer satisfaction have long been recognized as playing a crucial role for success and survival in today’s competitive market. Surprisingly, World Food Programme – Uganda as a main client shown low satisfaction with the capacity of Bolloré Africa Logistics in meeting its demands. Respondents indicated that the company lacks enough vehicles to transport client’s logistics in the stipulated time. Results indicated that loading time of Bolloré Africa Logistics is not convenient as majority of the vehicles that would transport logistics are hired from other private companies. Notably, the quality and satisfaction concepts have been linked to customer behavioral intentions like purchase and loyalty intention, willingness to spread positive word of mouth, referral, and complaint intention. This is supported by the findings of Vaidyanathan (2005)  who revealed that 3PL’s prime concern is to deliver customers products Full and On Time (FOT) and today’s customer require that all the products be delivered on time because they can’t bear a delay of even single minute which will make the business stuck. If 3PL delivers the finished goods on time that will be supplied to warehouses on time by third party logistics service providers, then equally it will be supplied to end customers to achieve customer satisfaction. If customer satisfaction would not be there obviously company will have to bear lose in sales. It will also affect some other factors like goodwill of the company.
The company provides efficient customer services by providing reverse logistics services. Providing after sales services at door step of customer within no time on customer’s single phone or single email should be sufficient enough to respond back to customer immediately only that the problem that they experience is lack of proper managerial skills among our most employees but the company does all what it takes to satisfy the customers’ needs. One of Bolloré Africa Logistics manager revealed that the company sometimes is challenged by vagaries of weather that sometimes delay our agreed delivery time but we mostly try to rectify that and our customers are aware about most of the challenges we find while delivering goods to their premises. All in all we inform our clients about any technical problem that most of the time hinders us not to meet our delivery time.
Through documentary review, complaint tracking documents which had a total of 60 complaints with no reply appended and the complete deliveries the interviewer found were higher than non-complete deliveries. Cargo vehicles were almost 62 but majority of the cargo vehicles were old and some had mechanical problem at the time of data collection. Most of the respondents interviewed appeared unhappy with the services performed. There were complaints, and the respondents commented that their company is unable to resolve them. 

The correlation results on 3PL capacity and customer satisfaction was found significantly positive with customer satisfaction an implication that if 3PL capacity is improved customers satisfaction improves also.
5.3.2 Influence of logistics services on customer satisfaction
Findings on logistics service reveal that a good number of the respondents agreed with Bolloré Africa Logistics in providing them with good services but majority indicated that they experience poor services from the company. As indicated in table 10, respondents revealed that the company does not provide a wide range of services to their satisfaction as the capacity to provide such excellent services is still low. The client has ever complained about the poor services provided and poor delivery time schedule which is not always met by the company. These findings are in line with Regan and Song (2000) who revealed that customer satisfaction can be done by efficient customer services by Third Party Logistics service providers on behalf of the company by providing reverse logistics services which may reduce on customer complaints. Findings revealed that majority of customers of 3PL in the world over complain of poor service delivery which sometimes leads to distrust. These researchers added that providing after sales services at door step of customer within no time on customer’s single phone or single email should be sufficient enough to respond back to customer immediately and this will lead to their satisfaction.

Other findings revealed that the company does not meet the due date for the delivery and this has left WFP as a client not satisfied with Bolloré Africa Logistics services. Therefore majority of the respondents indicated that they are not satisfied with the company logistics services since there is no safety of clients’ goods and no reliability on their services provided to clients. These findings are supported by  Keller et al. (2002) who pointed that less attention has been given to the satisfaction of customers by the Third Party logistics through provision of ‘soft’ logistics services that do not meet customer satisfaction.

Results also revealed in table 10 that clients are not happy with Bolloré Africa Logistics because of poor services provided to the clients. WFP employees revealed that the company has never supplied in time and most of the time our specifications/special requests are not met by the company. This was found to be in agreement with the findings of Stank et al. (2003) who investigated the level of satisfaction with the current logistics provider. In part, this is because the overall satisfaction with the services offered is thought to be an antecedent to increased market share and profitability (Anderson, Fornell and Lehman, 1994). For example, Stank et al. (2003) show that a good “relational performance” by a 3PL (measured by knowing a customer’s needs, cooperating with the customer and making recommendations for improvement) has beneficial effects on customer satisfaction measures.

The logistics services that Bolloré Africa Logistics provide include freight payment, shipment consolidation, direct transportation services, customs brokerage, warehouse management, order fulfillment, re-labeling and repackaging, just to name a few.

5.3.3 Influence of 3PL resources on customer satisfaction 
Results in this section of the study revealed that employees of the company were not accommodative to changes by the clients. This has made customers complaints to accumulate and the reduction in the reliability.

Table 13 further revealed that majority of the WFP employees are not satisfied with Bolloré Africa Logistics communication system excellence. The communication between the company and WFP employees has been noticed to be poor in regards to services provided to client. Results are in line with the findings of Tukamuhabwa (2009) who conducted research on logistics capabilities and SME supply chain resilience in Uganda who assert that most of the outsourced companies do not delivery the service that is needed by their customer and at times these companies leave their customers unsatisfied. Further revealed that in Uganda what makes 3PL companies inefficient is poor communication between the 3PL and the customer which creates tension and distrust between parties.
It was also revealed that the human resource is not excellent as the majority of the respondents disagreed with the statement. This means that employees of Bolloré Africa Logistics were found not to be good managers and the good service begins with the human resource therefore when the human resource is poor the service delivery to clients also becomes poor. Respondents revealed that the company has ever failed to supply due to lack of finances. This delays delivery of service leading to low customer satisfaction. This was supported by Maltz (2004) who asserts that the importance of the human resource in 3PL also should not be undermined. The firm must involve the people currently providing the logistics service since their expertise enables them to facilitate the transition from in-house logistics to Third Party Logistics. He further said that they must be given an opportunity to exercise their expertise and be empowered by management to improve service delivery.
5.3.4 Relationship between change management and customer satisfaction
Findings in this section reveal that change management influences customer satisfaction in the company but Bolloré Africa Logistics employees were found not to embrace change management in improving service quality that would lead to customer satisfaction. WFP respondents revealed that they are unsatisfied with management the way it handles transportation of goods. This is supported by the findings of Tukamuhebwa (2009) who revealed that customers are unsatisfied in developing countries because outsourced companies do not consider change management as the most important issue in providing service to their clients. 
The results therefore found a positive relationship between change management and customer satisfaction. This means that failing change management will push down the level of customer satisfaction. It is implies that change management is of significance for the firm’s customers to derive customer satisfaction from services provided. This finding is in line with Parvatiyar and Sheth (2001) who asserted that change management involves the integration of customer service and the supply chain functions of the organization to achieve greater efficiencies and effectiveness in delivering value and satisfaction. In his general view, firms think that they already know what their clients want but change management makes companies to become more effective and efficient in achieving the objective of satisfying customers. 
5.4 Conclusion of the findings 
5.4.1 Influence of 3PL capacity on customer satisfaction
Based on this research, the researcher found out that having substantial 3PL capacity at Bolloré Africa Logistics enables the company to influence customers’ perception of service quality positively and gives a high expectation due to the control over the service delivery process, which leads to customers’ satisfaction. Bolloré Africa Logistics lacks enough capacity in terms of number of vehicles and loading time that would transform its service to the improvement of customer satisfaction.
5.4.2 Influence of logistics services on customer satisfaction
From the analysis the researcher found out that poor logistics services provided by Bolloré Africa Logistics have led to increased client complaints, and has created dissatisfaction among their customers. If the logistics services provided by the company are not re-examined and streamlined towards meeting customers’ needs; customers may end up not hiring the company’s services.
5.4.3 Influence of 3PL resources on customer satisfaction
Moreover, Bolloré Africa Logistics extensively practices customer service through the actions and practices of human resource management and top management but the services rendered to WFP are still poor as evidenced by the findings of 3PL resources. Therefore, a satisfied customer makes a repeat visit and inspires others to take the same service from the same organization. If the customer care given to the clients is not appealing, the possibility of customers remaining unsatisfied is high.
5.4.4 Relationship between change management and customer satisfaction
The researcher also observed that the company’s strength in customer care depends entirely on change management which will subsequently influence the service quality perception of customers and bring about customer satisfaction.
5.5 Recommendations of the findings

In line with the literature reviewed, findings, analysis and interpretation, the following recommendations can be made on the study;
5.5.1 Influence of 3PL capacity on customer satisfaction
Findings revealed that the company lacks enough cargo vehicles that should transport clients’ goods to their destinations and delivery in time. Therefore Bolloré Africa Logistics management should take the initiative and buy enough vehicles that would cover the scope of their clients. They should also reduce on subcontracting of other transporters that have often under performed.
Therefore, the capacity of the company should be boosted through having enough number of cargo vehicles, recipient warehouses, improved delivery time and high attention to customers’ requests should be given the first priority.

5.5.2 Influence of logistics services on customer satisfaction
It was noticed in the study findings that the Bolloré Africa Logistics service provision has some loop holes especially in delivery and reliability. This implies that more effort is needed to improve the service quality level of the company. The frontline staff may well be trained to be more responsive and sensitive to customer needs, thus providing services that are more efficient and effective. 
Customer satisfaction is also very crucial for company survival since satisfaction does influence customers’ intention to repurchase products/services from the company in future. Hence, employees should look into the factors that would affect customer satisfaction level. In addition, as customer expectations are changing over time, practitioners are advised to measure their customer expectation and satisfaction regularly and handle complaints timely and effectively.

There should be use of accurate reporting of customer service requests as key performance indicators for the company.

Satisfaction of customers’ needs and meeting their requirements by providing better quality, joined up and accessible services should be a priority in the company when services are provided.
5.5.3 Influence of 3PL resources on customer satisfaction
According to study findings, Bolloré Africa Logistics resources were found not to be enough to meet the needs of the customers therefore the management should work hand in hand to recruit more competent and experienced employees who are ready to deliver the services. Company’s management should ensure continuous staff training in the areas of concern as expressed in client’s complaints. There should be timely information flow with clients and follow-ups made through trace & track customer systems.
Findings also revealed that financial resources of the company were found to be low to support increasing customer base. There is also a need to look for funds to finance the operations of the company for better service delivery.

5.5.4 Relationship between change management and customer satisfaction
According to the findings, management needs to embrace change in company’s strategies. Staff should be trained in change management, its effect and how it is beneficial for company and group performance in services delivery to their customers.  

5.6 Limitations of the study
This study was limited to the role of Third Party Logistics in improving customer satisfaction at Bolloré Africa Logistics within the last three years. Cross-sectional and descriptive designs in nature were used, whereby data was collected at one point in time. The study used questions that restricted the respondents to given potions in the questionnaires therefore opinions of the respondents were not widely sought.
There was also poor attitude of respondents towards questionnaires. The researcher solved this problem through making follow ups.
5.7 Contribution of the study 

The study brought in knowledge on food aid organizations in terms of understanding on how customer satisfaction is a core pillar of 3PL companies in satisfying customers’ needs. This has opened the eyes of managers in Third Party Logistics to provide excellent services through Full and On Time (FOT) and today’s customer requires that all the products should be delivered on time with efficient communication. 
Through this, increased knowledge on provision of excellent logistics services to food aid organization by Third Party Logistics companies has been excellently attained. 
It contributed to a better conceptual and operational understanding of how logistics firms in Uganda could utilize their capacity and resources to develop capabilities and competencies in satisfying their clients. 
The study has also contributed an additional archive/literature on the 3PL management for other scholars.
5.8 Areas for future research
Highlighting study limitations opens up avenues for further studies as well as enabling the findings to be generalized within the context of those limitations. The researcher recommends a study on the impact of the use of Third Party Logistics providers on logistics performance of Ugandan firms. While the generalization of research findings to other contexts remains to be ascertained, a different research design can be used on the same theme. Also other factors like topography, axle load limitations and intermodal transport can be researched on.
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Appendix I:


UGANDA MANAGEMENT INSTITUTE (UMI)

Questionnaire for respondents
I am a Masters student of Uganda Management Institute carrying out research on the role of Third Party Logistics (3PL) and customer satisfaction at World Food Programme – Uganda. The purpose of this questionnaire is to solicit your views on the above topic. You are kindly requested to assist in answering the questions/statements below. The information given will be used for academic work only and will be treated with strict confidentiality. Fill in the space or put a tick where appropriate. 

Looking forward to your cooperation.
Charles Bitaka Mugisha

Section A: Respondents particulars

Please answer the following questions by ticking the box with the most appropriate option:

1. What is your age?   Below 25    [   ]      25-30 [ ]       31-36 [   ]        37- 42 [   ]     43- 48   [   ] 48- above [   ]

2. What is your gender?                  Male       [   ]                              Female     [   ]

3. How long have you worked with this organization?   1-5 yrs   [   ]        5-9   [   ]    10 - 14 [   ]     15 and above    [   ]

4. In what category does your current position fit?   Officer [   ]         Middle Manager [   ]

    Senior Manager [   ]

5. What is your highest academic qualification attained?              Diploma [   ]         Degree [   ]       Post Graduate [   ]   others     specify ………..

Section B: INFLUENCE OF 3PL CAPACITY ON CUSTOMER SATISFACTION
Please state the extent to which you agree, disagree with the following statements (Tick as appropriate)
1 = Strongly Disagree 2 = Disagree 3 = Not Sure 4 = Agree 5 = Strongly Agree   
	No 
	Statements 
	5
	4
	3
	2
	1

	6.
	The company has enough vehicles to deliver our goods in time 
	
	
	
	
	

	7.
	Low response to our loading requests 
	
	
	
	
	

	8.
	Easy to deal with the employees of Bolloré Africa Logistics in delivering to our satisfaction 
	
	
	
	
	

	9.
	Delivery time has never been behind our schedule 
	
	
	
	
	

	10.
	Cargo recipient ware house is enough to keep our goods 
	
	
	
	
	

	11.
	The system of delivery is appreciated 
	
	
	
	
	

	12
	Loading time is excellent to our expectations 
	
	
	
	
	

	13.
	Increasing ability to deliver order in time
	
	
	
	
	

	14.
	Loading time of Bolloré Africa Logistics is convenient 
	
	
	
	
	

	15.
	Offer short delivery lead time to clients 
	
	
	
	
	


Section C: INFLUENCE OF LOGISTICS SERVICES ON CUSTOMER SATISFACTION

 1 = Strongly Disagree 2 = Disagree 3 = Not Sure 4 = Agree 5 = Strongly Agree
	No 
	Statements
	5
	4
	3
	2
	1

	16.
	Our partner provides quality services in time 
	
	
	
	
	

	17.
	The company provides a wide range of services to our satisfaction 
	
	
	
	
	

	18.
	We have never complained about Bolloré Africa Logistics delivery services
	
	
	
	
	

	19.
	Our due dates are met by this company in terms of delivery 
	
	
	
	
	

	20.
	Provision of reliable and consistent services to the customers 
	
	
	
	
	

	21.
	Our specifications/special requests are met by the company 
	
	
	
	
	

	22.
	We get good services in terms of design and performance
	
	
	
	
	

	23.
	We are satisfied with their services 
	
	
	
	
	

	24.
	We appreciate the safety of goods provided by the company 
	
	
	
	
	

	25.
	We appreciate their excellent packaging and delivery service 
	
	
	
	
	

	26.
	There is faster delivery of clients goods 
	
	
	
	
	

	27.
	The company has reliable and efficient transport for goods
	
	
	
	
	

	28.
	We are happy with the way the service is extended to us 
	
	
	
	
	


Section D: INFLUENCE OF 3PL RESOURCES ON CUSTOMER SATISFACTION
1 = Strongly Disagree, 2 = Disagree, 3 = Not Sure, 4 = Agree and 5 = Strongly Agree   
	No 

	Statements
	5
	4
	3
	2
	1

	29.
	There is increasing operational efficiency 
	
	
	
	
	

	30.
	Employees service attitude to clients is good 
	
	
	
	
	

	31.
	There is flexibility in accommodating changes by the client 
	
	
	
	
	

	32.
	The human resource is excellent in satisfying our needs
	
	
	
	
	

	33.
	Financially the company is capable  
	
	
	
	
	

	34.
	The company has never failed to supply due to lack of finances
	
	
	
	
	

	35.
	Our communication with the company is good 
	
	
	
	
	

	36.
	We have never complained of their man power 
	
	
	
	
	

	37.
	We are satisfied with their financial performance 
	
	
	
	
	


Section E: RELATIONSHIP BETWEEN CHANGE MANAGEMENT AND CUSTOMER SATISFACTION 

1 = Strongly Disagree, 2 = Disagree, 3 = Not Sure, 4 = Agree and 5 = Strongly Agree   
	
	Statements 
	5
	4
	3
	2
	1

	38.
	Employees of Bolloré Africa Logistics are committed to our service satisfaction
	
	
	
	
	

	39.
	We get excellent service quality due to change in management 
	
	
	
	
	

	40.
	Due to change management there is high customer care 
	
	
	
	
	

	41.
	There is application of skill upgrading/training of workers 
	
	
	
	
	

	42.
	Induction has improved service delivery 
	
	
	
	
	

	43.
	We are satisfied with our 3PL management of goods 
	
	
	
	
	

	44.
	We resist change in the management 
	
	
	
	
	

	45.
	3PL management is efficient in delivery of our goods
	
	
	
	
	


Section F: CUSTOMER SATISFACTION 

1 = Strongly Disagree, 2 = Disagree, 3 = Not Sure, 4 = Agree and 5 = Strongly Agree 
	
	Statements 
	5
	4
	3
	2
	1

	46.
	Customers are happy the way they are treated 
	
	
	
	
	

	47.
	The company treats all its customers the same way
	
	
	
	
	

	48.
	Customers receive equal quality services
	
	
	
	
	

	49.
	I receive fast services at the company
	
	
	
	
	

	50.
	I receive excellent customer care  
	
	
	
	
	

	51.
	I am satisfied with the way they transport our goods
	
	
	
	
	

	52.
	Bolloré Africa Logistics addresses our complaints in time
	
	
	
	
	

	53.
	Delivery time is always met by the company
	
	
	
	
	


Thank you for your valuable time
Appendix II:
Interview guide
This interview guide is designed to enable the researcher collect primary data. Questions to be asked key informants are related to the role of 3PL in improving customer satisfaction as shown below;

1. How efficient do you provide your services?

2. What kind of logistics services do you provide to your clients?

3. Do your clients appreciate your services?

4. What kind of complaints do you get from your clients?

5. How many clients have refused to renew contracts with your company and why?

6. How satisfied are your customers?

7. What do you think you have contributed to your clients?

8. What roles do you play in satisfying your clients?

9. Have you ever delayed in your delivery? If yes/no why?

10. How efficient is your human resource?

11. Do you offer after sales services to your clients?

12. Do you communicate and inform your clients about any change in the company?

13. How long do you take to communicate with your clients?

14. How have you handled a delivery problem experienced by your client?
Appendix III:

Documentary review checklist

1. Number of  vehicles and trucks 

2. Logistics services provided

3. Complaint tracking documents

4. Complete deliveries and non-complete deliveries 

5. Cargo recipients

6. Number of storage/warehouses

7. Delivery time schedules 

Appendix IV:
Table for determining sample size from a given population

	N
	S
	N
	S
	N
	S
	N
	S
	N
	S

	10
	10
	100
	80
	280
	162
	800
	260
	2800
	338

	15
	14
	110
	86
	290
	165
	850
	265
	3000
	341

	20
	19
	120
	92
	300
	169
	900
	269
	3500
	246

	25
	24
	130
	97
	320
	175
	950
	274
	4000
	351

	30
	28
	140
	103
	340
	181
	1000
	278
	4500
	351

	35
	32
	150
	108
	360
	186
	1100
	285
	5000
	357

	40
	36
	160
	113
	380
	181
	1200
	291
	6000
	361

	45
	40
	180
	118
	400
	196
	1300
	297
	7000
	364

	50
	44
	190
	123
	420
	201
	1400
	302
	8000
	367

	55
	48
	200
	127
	440
	205
	1500
	306
	9000
	368

	60
	52
	210
	132
	460
	210
	1600
	310
	10000
	373

	65
	56
	220
	136
	480
	214
	1700
	313
	15000
	375

	70
	59
	230
	140
	500
	217
	1800
	317
	20000
	377

	75
	63
	240
	144
	550
	225
	1900
	320
	30000
	379

	80
	66
	250
	148
	600
	234
	2000
	322
	40000
	380

	85
	70
	260
	152
	650
	242
	2200
	327
	50000
	381

	90
	73
	270
	155
	700
	248
	2400
	331
	75000
	382

	95
	76
	270
	159
	750
	256
	2600
	335
	100000
	384


Note:
“N” is population size


“S” is sample size.

Krejcie, Robert V., Morgan, Daryle W., “Determining Sample Size for Research Activities”, Educational and Psychological Measurement, 1970.






Independent Variable





Dependent Variable











Customer Satisfaction


Timely delivery of goods


High quality service


Reduced cost








3PL Capacity


- Number of vehicles


- Cargo recipient warehouse


- Loading time








Logistics Services 


- Storage/inventory control


- Packaging


- Transport














3PL Resources


- Human resources


- Financial resources


- Communication resources











Moderating Variable





Change management 


Employees of 3PL


Induction  of 3PL


Change resistance 
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