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CHAPTER ONE

1. Introduction
Physical distribution is a distinct but integralripaf business logistic, involving all those
activities relating to the physical movement of gedrom the physical movement of good

from the factory to the consumers (Satish et.a0320

Physical distribution, the second of the two mapmmponents of distribution strategy,
involves the actual movement of goods from the peed to the user. This covers a broad
range of activities, including customer serviceansiportation, warehousing, materials
handling, inventory control, and order processRagbinovich. E. and Bailey, J.P(2004).
Physical distribution activities account for, oneeage, one-fifth the cost of a manufactured
good. In the past, businesses only focused on wpgdhe efficiency of production to lower
product costs. In recent years, however, managere begun to realize that reducing the
costs of physical distribution activities is anatlkey to improving productivity and gaining
significant competitive advantages (Parker, 2008).

The distribution function is vital to the economwvell-being of society because it provides the
goods and services desired by the consumer. Fom#rketer contributes to the product's
value by getting it to the right place at the tithe consumer wants to buy it and by providing
the mechanism for transferring ownership. Firmg tmanot perform the distribution function
effectively usually fail. Distribution also provideemployment opportunities. Salespeople,
warehouse managers, truck drivers, stevedores,faktift operators are all involved in
distribution(Russell and Kevin,1987).



1.1. Background of the Study

Physical distribution is a distinct but integralrpaf business logistics; it involves all those
activities relating to the physical moment of goddsm factory to the consumer. ( Satish
et.al.2003).

Awash Winery Share Company (SC) established in 984y foreigners who used the
winery experience from home country as their stgrground then established the factory. It
was established at cottage industry level; thusail no capable workforce and efficient
production machineries like the one today. Howef@lpwing the exemplary of the pioneer,
two factories found their way to Addis Ababa in abt955 and 1958. The production and its
consumption are on the rise since then. All thedhfactories were nationalized through

proclamation; and their privet ownership gave wagavernment administration.

It was for a long time state-owned as a sole wmader in Ethiopia. However,in November,
2013 transferred to private companies namely Blie Mvestment PLC. Now days the
company has three factories in Addis Ababa locatdddeta , Addis ketema andMekenissa
branch factories. In addition, it has about 588 in MertiJirsu and 4i2a plot in Zeway.At this
time, the winery can produce seven million litefsvine annually, under 12 brands, including
the well-known;Axumite,Guder and Awash(Company profile directory, 2008 and FORTUNE
newspaper March 3, 2013).

With regard to its domestic markets, the organtrats conducting its sales in Addis Ababa
and in Regional States, distributing door-to-doalivery to retailers who are shops,
restaurants, hotels, liquor cornets. by using its own vehicles; and it is distributirigein to
distant towns through agents. Besides this, didinl to customers through shop located at

head quatrter.

Though it had been unchallenged since it was ashedal in 1944, competition for Awash is
now coming from the Castel Winery, sister compahy@nch based brewery BGI. Castel
had its first harvest in 2011, getting 759l of Chiawly grapes from 12ha of it farmland. This
was enough to produce 250,000 bottles of wine. d&ssias stated on the paper above

imported wines are the other competitors to theofgc Therefore; there are many things



remaining to be done to achievement and fulfill doenpany’s products sale goal. Among
them efficient, cost effective and costumer- omenproduct distribution systems are the main
one (CSA,2008)

In case of this research paper the physical digiab of various kinds of wine products,
which produced and distributed by Awash Winery 8h@ompany was assessed based on
the company past and existing products distribupicactices, especially about transportation

and order processing practices, by using descepégearch method.

1.2. Statement of the Problem

The effective management of physical distributioncgess within the demand chain has been
long recognized as a key element for gaining anstaguing competitive advantage and
enhancing firm performance (Cho et al.,, 2008; Mentand Williams, 2000). Physical
distribution service quality is concerned with tignand reliable flow of goods from the receipt
of an order until the goods are made availableheodustomer (Rabinovich and Bailey, 2004;
Rabinovich et al, 2006). It requires optimizatidnlagistics elements; production planning and
demand forecasting, information management, routamgl tracking, transportation, order

processing, material control and warehousing (Agoelz 2007; Krauth et al, 2003).

In case of, Awash Winery Share Company (AWSC) basedhe result of preliminary
investigation showed that the factory still has edimitations towards physical distribution
practices. Lack of proper handling ordered recayditack of delivering its products timely,
shortage of warehousing are the main limitatiorie hain causes of dalliance of delivery are
shortage of transportation and lack of proper oréeording. These limitations also create
gaps between the general physical distributiortesifas concepts and the company existing
physical distribution activities. To this end, th@s paper has tried to assess the overall
distribution practices by giving more focus omBportation and order processing practices

and the following research equations had set tet the research objectives



1.3. Basic Research questions

Therefore, this study has tried to answer the Valg research questions may be considered as
problems that affect the performance of physicatriiution practices in Awash Share

Company.
1. What are the physical distribution practice®afash Winery SC. look like?

2. What factors are affecting the existing physidatribution activities in the

company?

3. What are the main problems of affecting in orgeycessing practices to deliver

products on the right time?
4. What are causes of product delivering delliance?

1.4. Objective of the study

General objective

The general objective of the study is to assessvbeall physical distribution practices of the

Awash Winery Share Company.
Specific objectives

1.To evaluate the ongoing physical distributioncgicees in the company
2.To identify factors that affecting the physicatdbution activities of Awash Wine SC.

3. To identify the main problems that affectingensiprocessing activities in the company.

4. To investigate the main causes of product delidalliance.

1.5. Significance of the Study

It is very important for Awash Winery S.C. to knalae problems with the existence company’s

physical distribution practices. The researchegested or proposes some recommendations to



the company on how it delivers the products efietyi and efficiently. After analysis of the

research findings so that helps to enhance thenmafgon capacity.

It is also creating good opportunity for the studessearcher to get knowledge about the
physical distribution activities more practicallyg. addition, it would also serve as an input for
other researchers who are interested to make fusthdy on the area.

1.6. Scope of the Study

The study focused on an assessment of physicalibdigbon practices by giving more
emphasis to transportation and order processingipea of Awash Winery S.C. Although the
company has three branches in Addis Ababa, thisarel is bounded in head office and
business customers (retailers) which are locatedddis ketema and Kirkose sub-cities.
Concerning data period, the researcher covereddhed from 2010 to 2013.lam particularly
focus on Addis ketema and Kirkose because of etieia lot of hotel, restaurant, bar and

liquor corner which sell the product of the company

1.7. Research Design and Methodology
1.7.1. Research Method

Since descriptive research provides simple summboyt the sample and about the observation
that have been made (Barreiro and Albandoz,20019, type of research method used to
describe physical distribution practices with endocusing on the transportation and order

processing practices of Awash Winery Share Company.

1.7.2. Population Sample size and Sampling Technigs

In this study, staffs who were working in distritaut department of the company and business
retailers located at different part of Addis Abafare considered as a unit of analysis of the
population. Then, the student researcher did uspopive sampling techniques to select
sample respondents. On sample size, determinafiOrethilerswhowere located at two sub-
cities (Addis ketema and Kirkose)in Addis Ababa were selected as sample respondents.
Totally, about 300 busy retailers found in these tsub-cities. The criteria of selecting

samples because of them are buying and retaillagga volume of wine products. In addition



to this in both sub-cites there is a lot of botcheuse’s. After people eat meat they usually

drink wine. This makes both sub-cites to be largle@me business customers of the company.

1.7.3. Type of DataCollected

This study used primary data and secondary data.pfimary data was collected by using

guestionnaires and interviews. And, secondary dais also obtained from books, company
reports, census data(readymade data) and goverrsonantes, which had been studied on
physical distribution previously. The questionare used for business customers and the

interview is for senior staffs of the concerned pamy.
1.7.4. Data Analysis Method

The data was analyzed by using qualitative and tgatme data analysis approaches.
Quantitative data analysis technique was usedrorarize the findings; percentage compute to
get the total picture of the data collected frormgke respondents. Then, the summarized data
was presented in the form of tables. Qualitativea @analysis particularly narrative an analysis
was employed to analyze the responses obtainedthioterview, which is accommodated by
open-ended questions.

1.8. Limitation of the Study

While conducting the research there were some fathat hindered the study not to be carried
out. Among many factors lack of money, time and &agms expected from which questionnaires
may not fully returned for analysis, company’s ngera and seals persons were not easily

accessible for interviewing.

1.9. Organization of the Study paper

This study paper is organized into four chaptehe first chapter presented as background of
the study associated with background of the compstagement of the problem, objective of
the study, significance of the study, scope of shealy, research design, and methodology,
limitation of the study and organization of thedtuThe second chapter is the review of
related literatures. The third chapter discussda daalysis and interpretation. The fourth

chapter also is dealt with summary, conclusiond,rasommendations.



CHAPTER TWO
2. REVIEW OF RELATED LITERATURE

This research paper reviews some relevant litezaturitten by different authors on physical
distribution. This is because of enabling to conddetail analysis and discussion on each

element that found in physical distribution actest

2.1. Overview of physical distribution management
The role of distribution is to provide to a compahg accomplishment of the task of
delivering the product at a right time, place, apntity at a minimum cost (Bucklin, 1966).
Although the distribution problem was one of thestfiissues analyzed by the marketing
researchers in the beginning of the 20th centugrtés, 1965), the distribution problem has an
enormous importance in the marketing literature amshagerial contexts today. Empirical
research in this area must be set up to develop wayompanies to reach the market more
profitably.

According to Khanna, (2002) physical distributios subject of study, is relatively new field,
although the various elementary functions carrietlabways by various other departments. The
discipline aims at integrated management. It reizagnrelated activities that were previously
scattered amongst various units within the firms. l#te development is evidenced by the fact
that the first textbook on the subject appearegt onlL961 in the United States.

Furthermore, Bowersox, (2005) revealed that thesiélay Distribution, it concern movement of
finished product to customers. In physical disttidi, the customer is the final destination of a
marketing channel. The availability of the prodigct vital part of each channel participants’
marketing effort. Even a manufacture’s agent, whighically does not own inventory, must
depend on inventory availability to perform expéatearketing responsibilities, Unless a proper
assortment of products is efficiently delivered wlaad where needed, a great deal of the overall
marketing effort can be jeopardized. It is throdlgé physical distribution process that the time
and space of customer service become an integrtabpanarketing. Thus physical distribution

links marketing channel with its customers.



To support the wide variety of marketing systena #xist in a highly commercialized nation,
many different physical distribution systems ugliz All physical distribution systems have one
common feature: they link manufacturers, wholesaland retailers into marketing channels that
provide product availability as an integral aspddhe overall marketing process (Rabinovic and
Bailey, 2004).

Physical distribution costs are often interrelatadchange in one element may affect other
elements. Low inventory levels may reduce warehmmusosts, but they can result in increases in
transportation and order-processing costs. Therrel&ionship of these costs should be

emphasized in any physical distribution strategynhfacturers, processors, wholesalers, and
retailers have reduced the costs of physical Higfion and improved customer service by

applying computer-based electronics and automa@oemputer linkups that enable channel

members to share information speed up order primgeasd delivery and help reduce inventory

on hand (Russell and Kevin, 1987)

Also, Sheleker, (2004) explained physical distiidntas the process delivering the product to
the user or consumers promptly, safely and in tiRteysical definition involves management

(planning action and control) of the physical flofvrow materials and finished goods from the

point of use consumption to meet the customer need.

Morever, Agrawal (2003) also in the early 1980s levitiied to indicate that there had been a
shift in the positioning of physical distributiomd material management functions to an
integrated logistics management, which combinedridigion manufacturing and material
management functions in order to have a synchrdngystem, which would ensure a smooth
flow of all kinds of goods.

The effective management of physical distributioncess within the demand chain has been
long recognized as a key element for gaining anstaguing competitive advantage and
enhancing firm performance. Physical distributienvge quality is concerned with timely and
reliable flow of goods from the receipt of an ordettil the goods are made available to the
customer. It requires optimization of logistics reénts; production planning and demand
forecasting, information management, routing aratking, transportation, order processing,
material control and warehousing (Aguezzoul, 2003Auth et al, 2003) to ensure availability of

products in a timely and reliable manner, (Rabiobvand Bailey, 2004). The overarching goal



of the physical distribution function is effectiyehnd efficiently movement of products to end
customers by eliminating the time, effort, and meey waste within the manufacturing-
distribution system (Mentzer et al., 2004).

By considering and analyzing all schools of thougdut the physical distribution, my research
paper will tying to point out and investigating tpaysical distribution practices of Awash

Winery Share Company.

This definition views the movement of goods in terof flow and physical distribution activities

seen as those that performed to ensure a smoatiterapted flow.

2.2. Element of Physical distribution
According to Bowersox, (2003) who defined the eletmaf physical distribution Operational
requirements the second aspect of information rements is concerned with directing
operations to receive, process, and ship invergarequired to support customer an purchase
orders, Operational information requirement deahwOrder management, Order processing,

Distribution operations, Inventory management arah$portion, shipping and Procurement.

The study of physical distribution should includefactors involved in moving goods rather
than concentrating on individual aspects of thecgss. Because the objective of physical
distribution is to provide a specified level of tarmer service at the lowest possible overall
costs, total costs should be considered. Sub gmtron can occur if individual rather than total

costs are considered.

Physical distribution costs are often interrelatadchange in one element may affect other
elements. Low inventory levels may reduce warehmusosts, but they can result in increases in
transportation and order-processing costs. Therrel&ionship of these costs should be
emphasized in any physical distribution strategyhuf@cturers, processors, wholesalers, and
retailers have reduced the costs of physical Higfion and improved customer service by

applying computer-based electronics and automation.



2.3. Transportation

According to Encarta, (2009) transportation is aement of people and goods from one
location to another. Throughout history, the ecoitonealth and military power of a people or a

nation closely tied to efficient methods of trandggton. Transportation provides access to
natural resources and promotes trade, allowing tomdo accumulate wealth and power.

Transportation also allows the movement of soldieggipment, and supplies so that a nation
can wage war. The rapid movement of troops, equipnand supplies can be a deciding factor
in winning a battle or a war. Just as mobilizingadion’s military strength is critical to success,

disabling an enemy’s transportation system is Wgw@a early strategic objective of any armed
conflict.

Transportation is usually classified by the meditmwhich the movement occurs, such as by
land, air, water, or pipeline. Within each of thestf three media, many different methods are
used to move people and goods from place to pRipelines used mainly to transport liquids or

gases over long distances.

Agrawal, (2003) also articulated about transpastatit is the main artery of logistics and supply
chain management refers to the movement of goaas éme location to another. In the other
words row materials can be transported from supplie production, facilities finished goods
their customers. Transportation placed a significeole in supply chain process because
products readily produced and consumed in the daoagion the very mission of logistics and
supply chain management to make available the gghntity of the right quality goods at the
right time placed at least cost. This achieved imper planning of the movement of goods and

appropriate use transportation resource.

In addition to these, Bowersox, (2003) also exmessbout the Transportation functionality, it

has two major Functions such as product movemehpesduct storage.

Product movement Whether the products are in the form of materiaenponents assemblies,
work-in-process or finished goods, transportat®mecessary to move it to the next stages of
the manufacturing process or physically closeh&ultimate customer, a primary transportation

function is product movement up and down the vathain, Since transportation utilizes



temporal, financial, and environmental resourdess, important that items be moved only when

it truly enhances product value.

Transportation involves the use of temporal ressaitoecause product inaccessible during the
transportation process, Such product, commonlynedeo as in-transit inventory, is becoming a
significant consideration as a variety of suppliohstrategies such as just in time and quick-

response practices reduce manufacturing and distiibcenter inventories.

Transportation uses financial resources becausenaltexpenditures are necessary for private
fleets or external expenditures are required fanmercial or public transportation. Expenses
result from driver labor, vehicle operation cosidasome allocation for general and

administrative costs, In addition, consideratioheotexpenses resulting from product loss or

damage made.

The major objective of transportation is to movedurct from an origin location to prescribed
destination while minimizing temporal, financiahdaenvironmental resource costs. Loss and
damage expenses must also minimize. At the sanmes tim movement must take place in a
manner the meets customer demands regarding defpegformance and shipment information

availability. Bowersox, (2003)

Function of transportation

It Encourages Large-Scale ProductionConversion of row materials into finished produit

known as the production of goods. For large or bstlle production of good movement of raw
material is essential. Then finished products niiéstransported. Transportation of good takes
place from the abundant area to the scarce dmaasport is necessary at every stage of
production of good. Transportation existing maretl created new market. It increases the
demand for  goods. It leads to increase in tloelyction level, thus large-scale production is
possible. Movement of products from one place tattzar place created place utility. Transport

moves the products in the required form to the iregwplace. It equalizes the supply.

It Increases the Mobility of Factors of Production Growth of industries depends on the
transport system. The four factors of producti@w(materials, labor, capital, and entrepreneur)
are essential for development of industries. thnfy/ through transportation the mobilization of

factors made possible from one place to the othedsfrom one country to other countries. It



encouraged migration of people and movement ofrlaind capital. Quick a reliable means of
transport are essential for the industries, whiabdpce perishable commodities like products,

fruits, meat, poultry etc. Thus, it creates timiditut

It Encourages Specialization and Division of Labar transport facilitates regional and
geographical concentration. It helps the regiorther country, which may concentrate on the
production of that commodity for which it is mosftited. It will rely on other countries for those
goods, which it cannot produce. Thus, it helpsemnitorial division of labor. Exploitation of

local resources is also possible. Location of ities is also decided by the cost of
transportation. Thus, transportation helps everyamethe world to reap the benefits of

specialization.

It Provides Employment Opportunities: Transportation provides employment opportunitees t
skilled and unskilled workers. Millions of peopleeded to perform the function of transport
throughout the world. There are three modes ofspart-land, water and air. Thus, transport

lends a helping hand to employment

It strengthens the Deface of a Nationtransport is the most important element for stiieiging
the defiance of a nation. Men and materials totfighrs are moved by the transport system. The
National defiance force consists of Air force, Naayd Army and these three categories of

transport are essential.

It has reduced the Dangerous of Shortagdn this world, everything is in short supply réthat

to its demand. The danger of shortage can be atadiavith the help of transport. Transport
creates place utility. American wheat, Russian Kene, Burmese rice etc. bought by us. We are
in shortage of these commodities. Due to shortdgme® commodity in one place, the price will
be high. But that commodity may be in abundant Buppother places at low price. Transport

helps the shortage area by bringing the goods thenabundant area.

Transforms Social and Cultural Structures Social and cultural contacts between one country
and another country increased through transpodiaSleomogeneity and unity created Religious
ideas known. Standard for living Education and ttaglay life known a society stagnant; it can

never enjoy the benefit of a modern and progressivaety. National unity and integrity



prompted by transport. Increase the knowledge ef people. It spreads the culture and

civilization all over the world. Now all the natismave closer social and cultural contacts.

It Increases the demand for GoodsToday markets have become national or internationly
because of transport. It widens the market. Bothsaemers and producers benefited by the
extension of the market. Newcomers in newer plaaeseasily be contacted and thus demand is

created. It helps the product to be distributethexminimum possible time.Bowersox, (2003)

Economics Significance of Transport
Altekar,(2005) explained Transportation and Product Transportation has considerably
production and particularly large-scale productiamjch is impossible without it. Large-scale
production requires huge quantity of raw materisge number of workers, wider markets etc.
Transport ensures regular supply of raw materiats\workers to keep the factory running and

distributes finished products over markets.

According to khannan (2002).define Transport anchgbDmption: Consumers use articles
produced in different parts of the world. We can gatches of Switzerland, handicrafts of
Japan, industrial goods of USA, milk product of Demk etc. This is because of modern

transportation.

Transportation and Exchange: As different compmetjtithe world market economy is not
merely, a territorial expansion of commodity exafpamelations, but a whole transformation

brought about in these exchange relations by thdenmomeans of transport.

Transport and Distribution : Transport has a great bearing on distributiore Triternational
flow of labor and capital is due to transport. Epteneurs can also find new opportunities to

start various trade and industries where profitaopmities are greater.

Transportation and Utility: Transportation enhantresisformation, place, and time utilities of
the commodities. Transport helps in the processrasfsformation i.e. transformation of raw
material by capital, labor and organization int@mdavhich have the ability to satisfy human

wants.



Transport and Industries: Industrial developmentildaot have taken place if there were no
transport. Both go hand in hand. Industries depgpah transport and transport creates new
industries. They are the cause and effect of dewedmt for each other.

Transportation and Employment: Transport providapleyment to millions of people. Millions

of people all over the world are directly or inditly employed in this sphere of transportation.

Transportation Types
The form of transportation used to ship productsedes primarily on the kind of product, the
distance, and the cost. The five major modes afsjportation are railroads, trucks water
carriers, pipelines, and air freight. The cost sihg each mode is usually related to the speed at

which it operates. Faster modes typically cost ntloa@ slower ones.

Railroads: Railroad transportation system is the most efficierode for transporting bulk

commodities like coal and iron ore over long dis&s Some trains of this type never stop; they
use continuous loading and unloading equipmenanimeffort to improve service standards and
to capture more of the market, railroads are affggervices such as run-through trains, which
bypass congested terminals, and unit trains, wéiiehused exclusively by a single customer that

pays lower rates for each shipment.

Truck: Roadways are the most common means of transpartdtids something that connects
all the paces. Motor carriers have the flexibiliggcause they are able to operate in all kinds of
roadways. The principal advantage of highway trartsion over other modes is flexibility. A
truck carrier can operate wherever there is a redule trains depend on rails and aircraft on
airports large enough to accommodate them. A nurobdranscontinental highway carriers
move freight coast to coast. However, highway easriare most efficient for distances up to
300/400 miles. Products most often handled by mzdaaiers are clothing, furniture and fixtures,

food, leather, and leather products, and machinery.

Airway: airway is the newest but least utilized mode afigportations airfreight. Its significant
advantage lies in the speed with which shipmentbsmantransported. A coast-to coast shipment
via air require only a few hours as against dayh wiher modes. However, there is an aspect of
high cost that could be prohibitive.



Waterway: waterways are his oldest mode transportation. Dtmesater transportation

involves the lakes, canals, and navigable riveh& hain advantage of waterways involves the
lakes, canals, and navigable rivers. The main adgenof waterways is the capacity to move
extremely is shipments. Water transport employs types of vessels, namely the deep-water
vessels, which are generally designed for oceams,déesel | towed barges, which generally

operate on rivers and canals and have considenadlg flexibility.

Pipelines: Pipeline plays a significant part in the transpiota of crude and petroleum. In

addition to petroleum, the other important prodtreinsported by pipeline is natural gas.
Pipelines are also utilized for transport of mantdeang chemicals pulverized dry bulk

materials. The basic nature of a pipeline is unigueomparison to all other modes of transport.
Pipelines operate on twenty-four hour basis, sedays per week and are limited only by
commodity changeover and maintenance. Unlike othedes, there is no empty container or
vehicle that must be returned. Dr. Jean-Paul RbdrigDr.Brian Slack and Dr.Claude

Comtois.(2005)

2.4. Ordering Processing
Agrawal (2003) explained a customer order is thesage that sets the supply chain process in
motion. Order processing activity starts with regceg of customer order and ends with final
delivery of goods along with transfer of title. égbn and Wood defined order processing as In
general terms, the phrase means how a firm hamittesing orders, More specifically, order
processing is the activities that take place inpleod between the time a firm receives an order

and the time a warehouse is notified to ship tradgdo fill that order

In other words, order processing is a set of a@wifor receiving, recording, assembling of
products for dispatch to fill the customer orderd€ cycle is a related term having several
meanings, depending upon one’s perspective. Fremnsaher’s point of view, it is the time from

when an order is received form a customer to whengbods are delivered to the customer’s
end. From buyer’s standpoint, the order cycle asnfiwhen the order is sent out to when goods

are received (also known as the replenishment dgclgoods needed on a regular basis.

According to Havaldar and Cavale (2007) defineeoqmrocessing as getting orders in time from

customers, checking on the status of executiordatidery.



By supporting the above idea Reeder, R other (2664¢ribe that an efficient order processing
system is the essential aspect of logistical coatthn system. Physical distribution starts with
the receipt of a customer order and ends whenubl®mer receives shipments. Because of the
dynamic change in the needs and wants of customedgr processing plays vital role in

creating time based competition

companies which one now a days operating in anrgndeessing manner become more
successful. Since they create mutual benefitthey are not only operating for the sake of their
benefit, rather they attempt to give equal bereftheir target customers to) As a result they can
have more customers and as the number of custdneesme more and more their benefits

increase. That is why these companies are becosnirgessful on their business areas.

According to, Bowersox (2003) order processinggassor allocates available inventory to open
customer and replenishment orders. Allocation nake tplace on a real time (i.e. immediate)
basis as orders are received or in a batch modehBaode means that orders are grouped for
periodic processing, such as by day or shift, wirekd-time allocation is more responsive, such
as by day or shift, While real-time allocation i®n@ responsive, a batch process provides the
firm with more control over stations when inventasylow. For example, in a batch process,
order processing can be designed to assigns stook ¢urrent inventory only, or for from
scheduled production capacity. An LIS is more respe if it allows inventory assignment from
scheduled production capacity. However, there tsade-off since assigning form scheduled
production capacity. Reduce the firm’s ability teschedule production. The “best” order
processing application operates interactively inj@oction with order management to generate
an order solution that satisfies both customerireqents and enterprise resource constraints. In
this type of operational environment, the custorservice representative and the customer
interact to determine the combination of produgtsntities, and perform acne-cycle length that
is acceptable to both parties, when there is adrifiiorder processing, possible solutions include

delivery date adjustments, product substitutionshgpment form an alternative source.

The functions of order processing can also be dssil more systematically in five steps,
namely order planning, order transmittal, orderdtiag , order picking and assembly, and order

delivery.



Order planning

Order planning refers to designing an efficientavrdandling systems. This means it determines
how a customer order is received and by whom, wdatnique should be adopted (centralized
or decentralized) Orders are generally placed bstotoners to visiting sales people of the
company or by telephone, fax mail order, e-mail,E®I directly to the dispatching point/
controlling office/head office. Nowadays, most bé&tbig companies prefer to have computer-to

—computer order receiving and entry system to sjeclistomer response.
Order transmittal

Order transmittal refers to a series of events tlcauir between the time a customer places an
order or sends an order and the time the selléves\the order. In the present day’s era of real-

time customer responsiveness, this aspect hasreasamely:

A, Unreasonably long order transmittal time is dtlbaeck in the firm’s capability to ensure

better customer service, and

B, Fixed and smaller replenishment cycle time ie tieed of the hour for both seller and

customer

That is why companies are making huge investmeninfarmation, and communication

technologies for speedier transmission of infororgtfax, e-mails, and other modern media.
Order Handling

After the receipt of the order by the seller ortb@ndling process that include the following
activities. The checking for completeness and aguof the order, credit check by the credit
department, recording of transaction by the acangndepartment, allocation of products by
inventory department and advices it to pick thepstant and updates the firm’s master inventory

file, and Transportation shipment from warehouséraffic department
Order picking and assembly

Order picking and assembly function of order presesinvolves giving instruction to specific

where house to assemble a given order a customethér words, it is a written document given



to a warehouse and its employee indicating thestémbe assembled as per the list of the

customer order.
Order delivery

The last function of order processing is orderwgl. The time from when a carrier picks the
shipment until it is delivered to the customer’seaiging dock i.e. in transit time. This transit

time has a direct and major impact on sellers totdér cycle time or customer’s replenishment
cycle time. Hence, proper load planning and fleeahagement are essential functions of total

order processing system failing which transportatiost per unit goes up.

About Order processing functionality also expresbgdBowersox (2005) which includes
inventory assignment, back-order creation and [@%ing, order selection document generation,
and order verification, Order selection documeimtgaper or electronic form, direct distribution
operations to select an order form the distributienter or warehouse and pack it for shipment.
The customer or replenishment order, with its @ted inventory and corresponding order

selection material, links order processing withréhsition center physical operations.

2.5. Warehousing

Warehousing is the physical distribution activibyat involves the storage of products. The two
types of warehouses are storage and distributiorstokage warehouse keeps products for
relatively long periods and is used most oftenpi@ducts that are seasonal in supply or demand,
such as farm products. Tri-Valley growers’ procasd stores canned fruits for distribution to
retail outlets. A distribution warehouse is usedy&her and redistribute products. Distribution
warehouses try to keep products for as short a isg@ossible. They are mainly used by
manufacturers that have several small customekaiious, distant locations or by firms that

have several suppliers in one area.

The physical distribution activity of moving itenwithin plants, warehouses, transportation
terminals, and stores is referred to as materialsdling. Equipment used to handle goods
includes forklift trucks, conveyor belts, and trackUnitization and containerization have
improved materials handling in many firms. Unitibas—combining as many packages as

possible into one load that can be handled by Hifiotruck—are sometimes done with steel
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bands or shrink packaging. Containerization—puttpagkages, usually made up of several
unitized loads, into a form that is relatively eaky transfer—has significantly reduced
transportation costs for many products by cuttirjamnals handling time, theft, insurance costs,
damage, and scheduling problems. Containerizatigmifisantly improved handling for rail,

steamships and trucking. In case of Awash Sharep@og it is using centralized warehouse

distribution system. Most of the products are dhstied from had office warehouse.

Generally, order processing and the other physisfibution activities performed by channel
members ensure that customers receive goods awidesent the right time and in the right

place.



CHAPTER THREE

3. DATA PRESENTATION, ANALYSIS AND INTERPRETATION

This chapter deals with the presentation, analgsi interpretation of the data gathered from

interviewed questions which were forwarded to cewned staff in head officethé marketing

manager of Awash Winery Share Company) and through questionnaire responses that flam t

customers of the company found in kirkose and A#@itema sub cities in Addis Ababa.

The questionnaires were distributed to 150 Awashani Share Company’s business customers
in the above-mentioned areas (75 questionnaireadb area). Among distributed questionnaires

about 140 of copies were filled by the customesraturned back to the student researcher.

Table 1 below shows the general characteristicshefrespondents, which include type of

communicate, for how long they have been the bssirmistomer of Awash Winery Share

Company.

Table 1: General Characteristic of Respondents

3.1. General Characteristics of the Respondents

_ _ Respondents
Item Subject of items
No. Percentage

1. What is your relationship with Awash Winery share|

company?

A, Wholesaler 15 10.7%

B, Retailer 125 89.3%

TOTAL 140 100%
2. For how many years have you been with the

company?

A, 1-3 years 20 14.3%

B, 4-6 years 38 27.1%

C, 7-10 years 61 43.6%

D, Above 10 years 21 15 %

TOTAL 140 100%




As it can be seen on table 1 item 1 of above, 883300) of the respondents were retailers and
the rest 15 (10.7%) of them were whole sellers.ofdding to the finding from these data, most of
the respondent customers are retailers. Thus, ppssible to say that most of the company’s
products distributed by these retailers.

On Table 1 item 2, regarding respondent custonaasionship with the company as shown on
Table 1 item 2, 61 (43.6%), 38 (27.1%) and 203%) replied that they have been undergoing
as customers for 7-10 years, 4-6 years and 143 ydth the company, respectively. In addition,

21(15%) of them also replied have been relating wie company above 10 years.

This situation showed that most of the companysamers have customer relationship with the
company for almost more than five years. That meam<an say that this business customers
have close relationship with the company.

3.2. Analysis of the Findings of the Study

3.2.1. Customer’s response on capacity of physiadiktribution of Awash
Winery Share Company

In this section, the responses from interviewedstjoes and questionnaires are summarized and
analyzed results presented as follows:

Table 2: Customer’s response on capacity of the ghical distribution of AWSC

Respondents
ltem Subject of items
No. percentage

1. How do you evaluate the company’s performance

towards product distribution service giving to its

business customers?

A, Very High 11 7.9%

B, High 13 9.3%

C, Medium 43 30.7%

D, Low 68 48.5%

E, Very Low 5 3.6%




TOTAL 140 100%
2. How do you measure the availability of produstth
desired level of customers?
A, Very High 5 3.6%
B, High 15 10.7%
C, Medium 41 29.2%
D, Low 70 50%
E, Very Low 9 6.5%
Total 140 100%
3. Are you happy with overall performance in dothg
physical distribution of AWSC?
A, YES 50 35.7%
B, NO 90 64.3%
TOTAL 140 100%

As indicated above on table 2 in item 1,customeesevasked that how do they evaluate the
performance of the company, 68 (48.5%) and 43(3pa®them replied that they evaluated as
low and medium rate. Only 11(7.9%), 13(9.3%) oimthesponded the company performance is
very high and high. In addition, 5 (3.6%) also reglits effort is very low. It implies that the

product distribution of the company performancét &s not good enough to satisfy the business

customers.

Again, here on Table 2 in item 2, question regaydhe availability of factory’s products with
customers’ desire,70 (50%) from total respondemrfslied the product availability of the
company is low as compare with their request. O&lY3.6%) of the respondents said the
availability is very high and 41(29.2%) said thia supply is at medium level when compare to
the amount of their demand. With regard to the alaata, high percent of the respondents have
not been satisfied by company’s products availgbhiand overall performance of the company
transportation and order processing activities.



In item 3 on this table 2 again, in terms of tiverall performance of the company in physical
distribution activities about 90 (64.3%) of thealotespondents claimed that they are not happy
about it, but the rest of 50 (35.7%) believed thatover all performance of the factory physical

distribution activities was in good condition.

3.3. Business customer complain on delaying the gacts

Table 3:company customers’ response on delivery

ltem Subject of items Respondents
No. Percentage
1. Based on your experience, do you want to bestomer of
the company in the future?
A, Yes 120 85.7%
B, No 20 14.3%
Total 140 100%
2. How often do you receive defected products dufing
delivery?
A, very often 0 0%
B, often 10 7.1%
C, sometimes 34 24.3%
D, rarely 40 28.5%
E, very rarely 56 40%
Total 140 100%

As for item 1on table3, the respondent gave tresponse regarding their interest to keep their
relationship with the factory as customer in theufe, majorly respondents 120(85.7%) gave a

positive answer and only 20(14.3%) gave negative’‘NThis showed that still majority of the
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company customers still has positive attitude talwahe company’s products. This may be they

have no another alternative products from otherpeiitive factories except an export products.

Again on table 3, in item 2, respondents were asiad did they assess defected products,
around 56(40%) and 40 (28.5%) responded they camss defected products very rarely and
rarely, respectively. Thus, most of the time thenpany products have good standard, the
remaining respondents34(24.3%) still have beennfpadefected products sometimes. Only
10(7.1%) of respondent assessed it as “often’. &fbeg, from this data, it is possible to say that
the factory has been producing and distributingliyua products with little defect to its

customers.

3.4. Customers response towards on the overall ondprocessing

capability
Table 4: Customer response on order processirmgigea
Item Subject of items Respanse
No. Percentage
1. Have you ever tried to informing about the daiw,
problems you face to the company?
A, Yes 30 21.4%
B, sometimes 20 14.3%
C, medium 20 14.3%
E, NO 70 50%
TOTAL 140 100%
2. How do you assess the delay of during ordergasing?,
A, Very high 30 21.4%
B, High 50 35.7%
C, Medium 40 28.5%
D, Low 15 10.7%
E, Very Low 5 3.5%
TOTAL 140 100%




3 Do you agree you get prompt solutions for ypur
problems?
A, Very agree 0 0%
B, agree 10 7.1%
C, medium 70 50%
D, Disagree 45 32.1%
E, Very disagree 15 10.7%
TOTAL 140 100%
Item Subject of items Respanse
No. Percent
4 How do you evaluate the cost of order processisgdha
on your specification?
A, very good 20 14.8%
B, good 15 10.7%
C, medium 45 32.1%
D, poor 30 21.4%
E, very poor 30 21.4%
TOTAL 140 100%

Another important point, which was assessed, watter processing practices of the factory;
hence in this section the data collected on ordecqssing practices have been summarized as

three items as shown on above table 4.

In other hand, again on table 4 in item 1, quesioowarded to respondents is whether they ever
tried to informing about the delivery problems thHegve faced to the company. 70 (50 %) of
them respondents replied that they have not infdrrabout the delivery problem to the
company, 30(31.3%) and 20(14.3%) them of resposder@sponded “ YES” and
“SOMETIMES” therefore, majority of the respondehtsse a limitation in this regard.

In item 2 on table 4, the respondent asked to hate, do they have assessed the delay of order
processing, 50 (35.7%), 40 (28.5%), 15 (10.7%) 3(8b%) respondent rated the delay as high



, medium, low and very low, respectiveljherefore, from this data we can realize that the

delaying orders have limitation to address the cmyjs customers

Regarding whether the customers have got any preoiptions for their problems on table 4 in
item 3, most of the respondents 70 (50%) are nietatigive an answer, and the rest 45 (32.1%)
and 15 (10.7%) replied, “disagree” and very disagreespectively. the rest of 10 (7.1%)
answered by saying they agreed they got suitablgices. Thus, from this data one could
confirm that most of respondents were not willioggive an answer to this question, however;
totally about 60 (43%) claimed the factory has raithtion on giving solutions for business

customers.

In item 4 on table 4 the respondent customers \@sked about the cost of order processing
based on specifications and 45(32.1%) respondsdnitedium level, and 30(21.4%) replied its
cost is poor and very poor. 20(14.2%) said it is/\regh. So poor and very poor is signified for
meant least and very least respectively.

3.5. General view of customers to company transpation capacity
Table 5: Customers’ response on transportationoitypaf AWSCo

; ; Response
Item Subject of items
No. Percentage

1. How do you assess the transportation system afdhgpany

towards distribution the on the right time?

A, Very good 14 10%

B, good 10 7.1%

C, medium 11 7.9%

C. poor 50 35.7%

D, very poor 54 38.6%

TOTAL 140 100%




5 How do you assess on time delivery of the compahy’s
' products?
A, Very good 4 2.8
B, good 6 4.4%
C, medium 40 28.5%
D, poor 30 21.5%
E, Very poor 60 42.8%
TOTAL 140 100%
_ i Responses
Item Subject of items
No. Percentage

3 Do you agree that the company has enough traclsliver
its products?
A, Strongly agree 5 3.6%
B, Agree 16 11.4%
C, Neutral 45 32.1%
D, Disagree 57 40.7%
E, Strongly disagree 17 12.1%
TOTAL 140 100%

As shown on table 5 in items 1, respondents wekedato assess company’s transport system
with desired physical distribution activities , 838.6%) ,54 (35.7%) and 14 (10%) of the total
respondents replied, very poor ,poor and very gomspectively, whereas only,10(7.1%) and
11(7.9%) also evaluated as that it is good , gaadl medium. This finding suggested that the
company have not a good transportation capacityctirapare with customers’ desire.

Again, on table 5 in item2, the respondents asked did they assess on time delivery,
60(42.8%) of them replied that the delivery senaéehe company is very poor.30(21.5%)and



6(4.4%) respondents also replied also they gotstreices in poor and in good conditions,
consequently, this figure indicated that the comyplaas given delivery the services is not as
such very good.

On this table 5 in item3, there spondents asked¢ctimpany has enough trucks so as to delivers
its products, 57(40.7%) of them replied that theyernot agreed that the company has not
enough transport trucks to fulfill the customeemand . 45 (32.1%) also preferred to be
medium to give any comments on this regard. Nbaed&ss, only 5(3.6%) respondents are very
agree with that the company has enough transpetémsyto deliver its products to customers.
Currently, the factory to transport products isrfdwat lower level. Moreover, this data suggested

us the company have not enough transportationlieed¢he products on time

In No. 4 on this table 5 again, in terms of therallegperformance of the company in physical
distribution activities about 90 (64.3%) of theatlotespondents claimed that they are not happy
about it, but the rest of 50 (35.7%) believed that overall performance of the factory physical
distribution activities was in good condition. Sois better for the company, if the company
focuses on in all physical distrbutation elememd make satisfy the majority of the company

business customers.

3.6. Finding of the Qualitative Data
The participant in the detail interview was thetmisition manager of AWSCo. he was selected
as key respondent because he is the main decisai&arrm the factory regarding transportation
and ordering process. The following questions foded to the distribution manager and the
replies summarized and presented below

1.The interviewer asked question about the factonmgin objective towards physical
distribution?.The answer given by the manager Wwas the main objective of the company
towards physical distribution is to place produofsthe company at the hands business
partners and consumers at right time at the rigdategd Another objective is to carefully

handling and taking processing of orders.

2.The interviewer again asked about how he measheesansportation system performance of

the company? The interviewee said that the tratejan issues have been under logistic



department in general services, however; most eftittne this department and marketing

department are working together to facilitate tpamtation activities.

3. The interviewer asked question about how isspartation issues handled by the company?
The interviewee replied that by doing periodic ass@nt against the established criteria and

plan, which makes standardize.

4. The other question also, regarding the currbgsipal distribution strategies of the company?.
The interviewee said that the factory has a styaéegl targets for physical distribution. . For
instance, the factory has about 8 routs in Addisldbso that each rout has got product

distribution one day in week time.

6. The interviewer asked the interviewee how treeoprocessing and how handle the orders
take place? The interviewee replied that the compeaceives orders directly from customers
who are coming to the factory and by phone. Howestaring from recent past, the company
has developed a dynamic web site to run order peieg and in the future customers can use

this communication system for putting their order

7. When the interviewee was asked about major fa¢hat effect on time delivery performance
of the company?. He said that these days the fattas limitation market segmentation to
distribute the products at the right place. In &ddj the shortage of transport vehicles has

exacerbated the problems of delivering at the riighé.

8. The interviewer asked the interviewee abouttihmdrethe company has enough vehicles to
fulfill the customer satisfaction or not? He redlidat there is actually shortage of vehicles to
do the job perfectly especially, modern trucks @@t accommodated by technological facility

that are in use to distribute the products througliize country.

9. Again the interviewee was asked about the mesblpms faced the company during order
processing? He said that sometimes orders comhbetdattory lately comparatively with

delivery time or customers need the delivery timbéé with in short time.

10. The other question forwarded to the interviewmes “does the company has given equal
attention to all elements of the physical distnbutactivities? The interviewee replied “Yes”

we give equal attention to components of physigstibution as much as possible.



11. The last question about the company have ya@u giwe training awareness creation to
customers on ordering system and stock managemidet?eplied that the company so far
not give training awareness about how use the ag&em, and the stock management. In

near future the company is ready to give this ingrior selected business customers.



CHAPTER FOUR

4. Summary, Conclusions and Recommendation

4.1. Summary

From the analysis and interpretation in previougptér the following conclusions and
recommendations are drown: As summarized from sesm@spondents, 125 (89.3%) customers
of AWSCo are retailers while bout 15 (10.7%) areolgbalers. More than 50% of the
respondents have long (>6 years) relationship stomers with AWSCo.

In relation to customer evaluation of the perforgwmf the Factory, more than 50%% and
37.1% of the respondents measured it from very tow performances and medium,
respectively.

Regarding the availability of factory products qmare to the amount of customer demand 50%
and 29.2% rated it is at low and medium level, eeigely. The remaining 10.7% and 3.6% of

total respondents measured it as high and very low.

Concerning about the customer satisfaction by #otofy physical distribution performance

64.3% answered that they were not happy, the f&8.3% said that they were happy with it.

The other question forwarded to respondents is kowthey often get the distribution of
products, 50%, 12% and 11.4% of respondents egpiiat they got sometimes, rarely and very
rarely, respectively. Whereas, only 16% and 10%heftotal respondents rated it as often and
very often time.

In relation with customer evaluation about the ries¢ of customer to keep their relationship,
most of the respondent customers 85.7% of repled positive answer the means they are
willing to precede the relationship. The rest 1408%eem not intended to continue their

relationship.

Regarding how do they assess come across of defguteducts by the company due
distribution.96% of answered “very rarely/ rarelyput the rest 24.3% and only 7.1% of

respondents they said that graded as sometimesfi@md respectively.



Concerning how do they assess the delay of duridgroprocessing and they ever tried to
informing about the problems you face to the comypaimost 60% and 50% of the respondents
measured it as medium and "NO” respectivéyly about 42% and 50% of rated as very low
and low. Besides this, regarding the second quesitimost 50% informing about their problems
sometimes or most of the time. In addition to #i®ut whether they got the proper solution to
their problem, 50% of prefer to be neutral and 4#%lso claimed they do not get any solutions.
Lastly, in this section the respondents’ custormose than 50% of replied they could not get

the company products as their promised schedules.

Lastly, the respondent customers asked to evalhaie assess ton time delivery of products
indistribution activities. More than 60% of the pesdents measured as the performance is low
or very low. Only about 35% of the respondentsiegpihe transportation system is medium and
above good. In addition to this the respondentevasked about whether they agree or not that
the company has enough trucks to delivers its mtsdmore than 60% are disagree with its

transportation capability.



4.2. Conclusions

The following conclusions are drawn from the study:

The company’s’ majority customers are retailers enogdt of them have stayed as
customers for many years.

The AWSCo'’s supply performance capacity is very.l&wom this, we can be concluded
that if the company will face high competitive deabes from similar companies, it may
not be successful as he proposed goal.

Concerning the availability of AWSCo’s productsertd is shortage comparing with its
customers’ demand ;From this condition the we canclude that many customers
could not get the right amount and on time of thepany’s products.

Regarding, the satisfaction of customers more tra@hof sampled respondents are not
happy or are happy at medium level. However, somthem still are pleased by its
services .Therefore, the company has to work imtehsto satisfy those of are not
happy.

The frequency of distribution of products to cusérs is sometimes or rarely so we can
conclude that still there are many distributionestiies tasks to be done in the future.
Regarding the future interest of the customers,thdrehey are keeping their relation or
not with company, most of them have still intendedontinue their interaction with the
company. However, the researcher understand tisastmay be because of they have no
other options so far. Therefore, this condition rhbaychanged if they have to do so.
Although there are some claim about the compangdyxct quality, still is products have
not defected at delivery time so it is highly appaéed.

From study analysis, it was found that AWSCo hasdequate transportation facility.
Moreover, in relation customer’s reflection towauistribution activity, the customers
are dissatisfied due to the delay in the servié¢éseoAWSCo.

On the other hand, the company has some limitatiorproper handling and giving
services according to it order proper order prdogssBesides, this there is also
limitation on time proper solutions for problem whimany customers claimed.



4.3.Recommendation

Depending on the findings of the study, the follogvirecommendations are drawn to improve

the performance of AWSCo.

The factory needs to undertake periodic assessagaist established order processing
and transportation standard criteria. This helgsf#ictory to identify the main problems

to deliver at the right time and take remedial mees.

AWSCo should increase the availability of its prody the company should increase the
product line with new packaging. Otherwise its oustrs may divert to other
competitive companies in the future.

The factory has to give more attention to evaldhtecustomers’ satisfaction regarding
its service giving of product distribution. Thengpany can make it this by preparing
checklist, interview, and questionnaires to evauhe satisfaction of its customers about
the product distribution.

Since the demand for the AWSCo products is verit i gVSCo has to set up customers
based order processing strategies and distribinbredules. The company can use an
accounting system of FFO( first come first out) driD.( last come first out) If one
business customer order first, The company shoeltvat the product first for this
customer.( FFO) Inversely If the business Custowmreler the product lastly, The
company should deliver the product at last ( LAD)s makes for the company to

distribute the product easily and effectively.

Physical distribution service quality of the compahould be concerned with timely and
reliable flow of goods from the factory until theafls are made available to the
customers. The company should know as the bustustsmer’s get the product on time

and at right quantity. The company can know thigéling to the business customer.



 AWSCo needs to acquire additional vehicles by pasoty or by renting for increased
transportation of its products to target custonesiand. It enable the company to
deliver the products on time

* AWSCO should give due consideration to standangizadf the products about quality,
packaging and handling of the products at a tim&afsportation. The standardization
also can be using electro system, like computeedeive order and deliver the product

according to their requirement.

Lastly, AWSCo has to organize some discussion mgetvith selected customers. This will
help the company to know the existing order praogsand transportation conditions and

understand about its loyal customers.
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St. MARY’S UNIVERSITY
BUSINESS FACULTY
DEPARTMENT OF MARKETING MANAGEMENT

Questionnaires to be filled by the Business Custan

The questionnaires are prepared by the student arketing management to assess the physical
distribution activities with more focusing on trgostation and order processing on Awash Winery &har
Company. The purpose of the questionnaire is etunzdtand the put come meant to support graduation
of bachelor degree in marketing as the partiallfumiént. The research report will be presentedSar

Mary University.

Thus, the respondents supposed to be expectdtittefguestioner in genuinely and responsibly ttken

the research paper to be good one.

Thank you very much for your willingness to rephythe questionnaires!

General Instruction

» Itis not necessary to write the company’s name.

» Please mark “X” in box for you answer

» If a question has an alternative answer, give on thspaces provided beside your answer

» If you have and additional suggestionplease writeé shortly on underline blow the respected
guestions.

* (AWSCQC) interpreted as Awash Winery Share Company

Part l:General characteristics of the respondents

1. How do you communicated with Awash Winery Share @any?

A. As Whole seller I:I

B. As Retailer I:I C. Agent I:I

2. How many year have you been with the company?

A. 1- 3years I:I B. 4- 6 years I:I
[ ]

C. 7- 10years|:| D, Aboveyg@ars



Questions directly related to the study topic

1. How do you evaluate the company’s performance tdsvproduct distribution service giving to its
business customers?

A. Very higt‘1:| B. High|:|
B. Medium |:|D. Low |:| E. Very low |:|

2. How do you evaluatethe availability of product witbsired level of customers?

A. Very good |:| B. good |:|
B. Medium I:I D. poor I:I E. Vaagor I:I

3. How do you evaluate the factory in follow up of gloal distribution activities?

A. Very often |:| B. often |:| C. sometsn |:|

4. Are you happy with overall performance in doing gesical distribution of AWSC?

A Yes [ ] B. No|[ |

5. How often you get the distribution of produof the company?

A. Very often |:| B. OfteD C. sometimesl:l D. rarE

How do you get the company order processing wieenoyder the product?

A. v. good |:| B. gooc|:| C. Medium|:| D. poor|:|

7. Based on your experience, do you want to beseomer of the company in the future?

A. Yes |:| B. No |:|

8. How do you assess the delay of during orderqmsing?

A. Very high I:I B Higl'l:|
C. Medium |:| D. Low|:| E.VeryIOV\D

9. How do you assess the return of defected pre@duct

A. very often |:| B. @ftl:l C. sometimel:l C. rarely1:|



E. Very rarely I:I

10. Have you ever tried to informing about the {eois you face to the company?

A, Yes |:| B, Sometin1:| C, NeutrD D, No |:|

11. Do you agree you to get proper solutions farymoblems?

A.V .agree I:I B. AgreD C. neutral I:I D. disagrei:I
E.V. disagreel:l

11. How do you evaluate the company’s capabifitgroducing products according to the customer
need?

A. Very high |:| B. Highl:l
C. Medium |:| Dow |:| E. Very |OVD

12. Do you agree that you receive orders on ethdelivery schedules?

A. very agrees |:| B. Agree I:I C. Neutral to agreei:|
D, Disagree I:I E Very disagreel:l

13. How do you assess the delivery on time?

A. Very Fastl:l B. Fay | Oadiuml:l D.slo| | Eryslow |:|

14. How do you access the transportation systetheotompany towards distribution the on the right

time?

A, Very good I:I B, good I:I C, MediunEI
D, Low |:| E, very low |:|

15. Does the AWSC provide transport service tovdelwholesale products to customers?

A, Yes |:| B, No |:| D, Neutral|:|
C, Low |:| E, veronvD



16. Do you agree that the company has enough ttodakslivers its products?

A. Strongly agree |:| B. ag||:| C. NeutrD D. disag]

E. Strongly disagrel:l

17. Have you ever seen the AWSC giving awarenessustomers ordering system and stock
management?

A, Yes [ ] B, No [ |
c. I do not knowl:l

18. What should be done to improve the timely aeliv performance? Please specify them

20. What should be done to improve the transporiatipacitysystem?

21, do you agree that you get the company prodraits warehouses near by your area? If your anssver i
“YES”, please specify the area where the warehdosated?

22. If you have any further suggestions, pleaseifptem below




. Interview questions papered to answer by AWSC Mrketing department staffs.

What is the factory main objective towards physdiatribution?

How do you measure the transportation system padgnce of the company?
How is transportation issues handled by the company

What is current physical distribution strategyloé company?

How does order processing handled by the company?

What problem do you ever faced during order prang8s

N o ok~ w0bdRE

What do you think the major factors, which affechd delivery performance of the
company?
8. Do you believe that you have enough vehicles tavelelthe products to your target

customers on time?

9. Does the company give an equal attention to alhetds with the physical distribution

activity?

10.Does the company consider to changing the exigimgsical distribution strategy in the

future?
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