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Abstract 

The aim of this research work was to assess the physical distribution practice of Ok bottling 

and beverage S.C (Fiker water). It was also aimed at ascertaining the performance of physical 

distribution of Fiker water. The objective of the researcher was to address the following: to 

evaluate the ongoing physical distribution practices of Ok bottling and beverage S.C, to 

identify the main problems that affecting orders processing activities in the company, To 

investigate the main causes of product delivery dalliance. To find out how often the consumer 

has been disappointed by unavailability of the product. The student researcher used non 

probability sampling to determine the respondent; from none probability sampling purposive 

sampling was used. These issues were addressed through theoretical and empirical help 

approach within help of secondary and primary data collection method, related literature were 

reviewed to ascertain what various authors have to say on the topic. The question is; how do 

you assess the physical distribution on the performance of Ok bottling and beverage S.C. The 

researcher made the following recommendations, The factory needs to undertake periodic 

assessment against established order processing and transportation standard criteria. This 

helps the factory to identify the main problems to deliver at the right time and take remedial 

measures. Ok bottling and beverage S.C should increase the availability of its products, the 

company should increase the product line with new packaging. Otherwise its customers might 

divert to other competitive companies in the future.  

 

 

 

 



CHAPTER ONE  

1. Introduction 

1.1. Background of the Study  

Physical distribution is a distinct but integral part of business logistic, involving all those 

activities relating to the physical movement of goods from the factory to the consumers (Satish 

et.al, 2003).  

Physical distribution, the second of the two major components of distribution strategy, involves 

the actual movement of goods from the producer to the user. This covers a broad range of 

activities, including customer service, transportation, warehousing, materials handling, inventory 

control, and order processing. Rabinovich. E. and Bailey, J.P(2004). 

Physical distribution activities account for, on average, one-fifth the cost of a manufactured 

good. In the past, businesses only focused on improving the efficiency of production to lower 

product costs. In recent years, however, managers have begun to realize that reducing the costs 

of physical distribution activities is another key to improving productivity and gaining significant 

competitive advantages (Parker, 2008). 

The distribution function is vital to the economic well-being of society because it provides the 

goods and services desired by the consumer. For the marketer contributes to the product's value 

by getting it to the right place at the time the consumer wants to buy it and by providing the 

mechanism for transferring ownership. Firms that do not perform the distribution function 

effectively usually fail. Distribution also provides employment opportunities. Salespeople, 

warehouse managers, truck drivers, stevedores, and forklift operators are all involved in 

distribution(Russell and Kevin,1987).  

1.2. Statement of the Problem  

The effective management of physical distribution process within the demand chain has been 

long recognized as a key element for gaining and sustaining competitive advantage and 

enhancing firm performance (Cho et al., 2008; Mentzer and Williams, 2000). Different scholars 

give almost identical description on physical distribution.  
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For instance, Khanna, (2005:15), states that physical distribution refers to the distribution of 

materials in line with such activities as freight transportation, warehousing, material handling, 

protective package, inventory control, plant and warehouse site selection, order processing, 

market forecasting and customer service. 

Physical distribution service quality is concerned with timely and reliable flow of goods from the 

receipt of an order until the goods are made available to the customer (Rabinovich and Bailey, 

2004; Rabinovich et al, 2006). It requires optimization of logistics elements; production planning 

and demand forecasting, information management, routing and tracking, transportation, order 

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

it must be noted that physical distribution has a great impact on the timeliness both in the 

processing and delivery of products. 

In this regard, when coming to the company under study- Ok bottling and beverage S.C (Fiker 

pure natural spring mineral water), the student researcher could have some information on the 

quality of physical distribution of the company through preliminary observation and informal 

discussion with customers. 

And from the preliminary observation and informal discussion with customers the student 

researcher could identify the lack consistency of punctuality in the case of both orders processing 

and delivering of products to customers. Therefore, it is the student researcher’s interest to make 

an assessment of transport in relation to physical distribution strategies, and order processing 

procedures of the company (personal observation).  

These limitations also create gaps between the general physical distribution strategies concepts 

and the company existing physical distribution activities. Therefore, it is the student researcher’s 

interest to make an assessment of transport in relation to physical distribution strategies, and 

order processing procedures of the company. Thus, the study would try to answer the following 

questions. 
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1.3. Basic Research questions  

Therefore, this study has tried to answer the following research questions may be considered as 

problems that affect the performance of physical distribution practices in Ok bottling and 

beverage S.C (Fiker pure natural spring water). 

1. What does the current physical distribution practices of the company look like? 

2. What factors were affecting the existing physical distribution activities in the company? 

3. What were the main problems of affecting in order processing practices to deliver products on 

the right time? 

4. What were the causes of product delivering dalliance?  

1.4. Objective of the study  

1.4.1. General objective  

The general objective of the study was to assess the physical distribution practices of the  

Ok bottling and beverage S.C (Fiker pure natural spring water) specifically in Wolkite town. 

1.4.2. Specific objectives  

1. To evaluate the ongoing physical distribution practices of Ok bottling and beverage S.C. 

2. To identify factors that affecting the physical distribution activities of Ok bottling and 

beverage S.C. 

3. To identify the main problems that affecting orders processing activities in the company. 

4. To investigate the main causes of product delivery dalliance.  

1.5. Significance of the Study  

It is very important for Ok bottling and beverage S.C to know the problems with the existence 

company’s physical distribution practices. The researcher suggested or proposes some 

recommendations to the company on how it delivers the products effectively and efficiently. 

After analysis of the research findings so that helps to enhance the organization capacity.  
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It is also creating good opportunity for the student researcher to get knowledge about the 

physical distribution activities more practically. In addition, it would also serve as an input for 

other researchers who are interested to make further study on the area.  

1.6. Scope of the Study  

The study focused on an assessment of physical distribution practices by giving more emphasis 

to transportation and order processing practices of Ok bottling and beverage S.C (Fiker pure 

natural spring water).  

Even though there were so many intermediaries and business retailers in Ethiopia which sells the 

company’s products, this research specifically concentrate on Wolkite town, due to constraints in 

finance, time, and material to conduct an overall research. I particularly focused on Wolkite town 

because of there is a lot of hotel, restaurant, bar and liquor corner which sell the product of the 

company. In this study descriptive research method was used. The sampling method was 

purposive sampling. The sample was assumed to be representative of the various types of 

consumers of the entire Cola product in Ethiopia.  The time scope of the study is limited to the 

year 2015 E.c. 

 1.7. Limitation of the Study  

While conducting the research there were some factors that hindered the study not to be carried 

out. Among many factors lack of money, time and as it was expected from which questionnaires 

may not fully returned for analysis. These all were the limitations that I face when conducting 

this study.  

1.8. Organization of the Study paper  

This study paper was organized into five chapters. The first chapter presented as background of 

the study, statement of the problem, objective of the study, significance of the study, scope of the 

study, limitation of the study and organization of the study. The second chapter was the review 

of related literatures. The third chapter was about research design and methodology. The fourth 

chapter discusses data analysis and interpretation. The fifth chapter also was dealt with summary, 

conclusions, and recommendations.   



5 | P a g e  
 

CHAPTER TWO  

2. REVIEW OF RELATED LITERATURE  

This research paper reviews some relevant literatures written by different authors on physical 

distribution. This is because of enabling to conduct detail analysis and discussion on each 

element that found in physical distribution activities.   

2.1. Overview of physical distribution management  

The role of distribution is to provide to a company the accomplishment of the task of delivering 

the product at a right time, place, and quantity at a minimum cost (Bucklin, 1966). Although the 

distribution problem was one of the first issues analyzed by the marketing researchers in the 

beginning of the 20th century (Bartels, 1965), the distribution problem has an enormous 

importance in the marketing literature and managerial contexts today. Empirical research in this 

area must be set up to develop ways to companies to reach the market more profitably.  

According to Khanna, (2002) physical distribution as subject of study, is relatively new field, 

although the various elementary functions carried out always by various other departments. The 

discipline aims at integrated management. It recognizes related activities that were previously 

scattered amongst various units within the firm. Its late development is evidenced by the fact that 

the first textbook on the subject appeared only in 1961 in the United States.   

Furthermore, Bowersox, (2005) revealed that the Physical Distribution, it concern movement of 

finished product to customers. In physical distribution, the customer is the final destination of a 

marketing channel. The availability of the product is a vital part of each channel participants’ 

marketing effort. Even a manufacture’s agent, which typically does not own inventory, must 

depend on inventory availability to perform expected marketing responsibilities, Unless  a proper 

assortment of products is efficiently delivered when and where needed, a great deal of the overall 

marketing effort can be jeopardized. It is through the physical distribution process that the time 

and space of customer service become an integral part of marketing. Thus physical distribution 

links marketing channel with its customers.   
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To support the wide variety of marketing systems that exist in a highly commercialized nation, 

many different physical distribution systems utilized. All physical distribution systems have one 

common feature: they link manufacturers, wholesalers, and retailers into marketing channels that 

provide product availability as an integral aspect of the overall marketing process (Rabinovic and 

Bailey, 2004).  

Physical distribution costs are often interrelated; a change in one element may affect other 

elements. Low inventory levels may reduce warehousing costs, but they can result in increases in 

transportation and order-processing costs. The interrelationship of these costs should be 

emphasized in any physical distribution strategy. Manufacturers, processors, wholesalers, and 

retailers have reduced the costs of physical distribution and improved customer service by 

applying computer-based electronics and automation. Computer linkups that enable channel 

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

on hand (Russell and Kevin, 1987)  

Also, Sheleker, (2004) explained physical distribution as the process delivering the product to 

the user or consumers promptly, safely and in time. Physical definition involves management 

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

point of use consumption to meet the customer need.  

Moreover, Agrawal (2003) also in the early 1980s while tried to indicate that there had been a 

shift in the positioning of physical distribution and material management functions to an 

integrated logistics management, which combined distribution manufacturing and material 

management functions in order to have a synchronized system, which would ensure a smooth 

flow of all kinds of goods.  

The effective management of physical distribution process within the demand chain has been 

long recognized as a key element for gaining and sustaining competitive advantage and 

enhancing firm performance. Physical distribution service quality is concerned with timely and 

reliable flow of goods from the receipt of an order until the goods are made available to the 

customer. It requires optimization of logistics elements; production planning and demand 

forecasting, information management, routing and tracking, transportation, order processing, 

material control and warehousing (Aguezzoul, 2007; Krauth et al, 2003) to ensure availability of 
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products in a timely and reliable manner, (Rabinovich and Bailey, 2004). The overarching goal 

of the physical distribution function is effectively and efficiently movement of products to end 

customers by eliminating the time, effort, and inventory waste within the manufacturing 

distribution system (Mentzer et al., 2004).  

By considering and analyzing all schools of thought about the physical distribution, my research 

paper will tying to point out and investigating the physical distribution practices Ok bottling and 

beverage S.C.  

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

seen as those that performed to ensure a smooth, uninterrupted flow.  

2.2. Element of Physical distribution  

According to Bowersox, (2003) who defined the element of physical distribution Operational 

requirements the second aspect of information requirements is concerned with directing 

operations to receive, process, and ship inventor as required to support customer an purchase 

orders, Operational information requirement deal with: Order management, Order processing, 

Distribution operations, Inventory management and Transportation, shipping and Procurement.  

The study of physical distribution should include all factors involved in moving goods rather 

than concentrating on individual aspects of the process. Because the objective of physical 

distribution is to provide a specified level of customer service at the lowest possible overall 

costs, total costs should be considered. Sub optimization can occur if individual rather than total 

costs are considered.   

Physical distribution costs are often interrelated; a change in one element may affect other 

elements. Low inventory levels may reduce warehousing costs, but they can result in increases in 

transportation and order-processing costs. The interrelationship of these costs should be 

emphasized in any physical distribution strategy manufacturers, processors, wholesalers, and 

retailers have reduced the costs of physical distribution and improved customer service by 

applying computer-based electronics and automation.   



8 | P a g e  
 

2.2.1 Transportation  

According to Encarta, (2009) transportation is a movement of people and goods from one 

location to another. Throughout history, the economic wealth and military power of a people or a 

nation closely tied to efficient methods of transportation. Transportation provides access to 

natural resources and promotes trade, allowing a nation to accumulate wealth and power. 

Transportation also allows the movement of soldiers, equipment, and supplies so that a nation 

can wage war. The rapid movement of troops, equipment, and supplies can be a deciding factor 

in winning a battle or a war. Just as mobilizing a nation’s military strength is critical to success, 

disabling an enemy’s transportation system is usually an early strategic objective of any armed 

conflict.  

Transportation is usually classified by the medium in which the movement occurs, such as by 

land, air, water, or pipeline. Within each of the first three media, many different methods are 

used to move people and goods from place to place. Pipelines used mainly to transport liquids or 

gases over long distances.  

Agrawal, (2003) also articulated about transportation. It is the main artery of logistics and supply 

chain management refers to the movement of goods from one location to another. In the other 

words row materials can be transported from suppliers to production, facilities finished goods 

their customers. Transportation placed a significant role in supply chain process because 

products readily produced and consumed in the same location the very mission of logistics and 

supply chain management to make available the right quantity of the right quality goods at the 

right time placed at least cost. This achieved by proper planning of the movement of goods and 

appropriate use transportation resource.  

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

has two major Functions such as product movement and product storage.  

Product movement: Whether the products are in the form of materials, components assemblies, 

work-in-process or finished goods, transportation is necessary to move it  to the next stages of 

the manufacturing process or physically closer to the ultimate customer, a primary transportation 

function is product movement up and down the value chain, Since transportation utilizes 
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temporal, financial, and environmental resources, it is important that items be moved only when 

it truly enhances product value.  

Transportation involves the use of temporal resources because product inaccessible during the 

transportation process, such product, commonly referred to as in-transit inventory, is becoming a 

significant consideration as a variety of supply chain strategies such as just in time and quick 

response practices reduce manufacturing and distribution center inventories.  

Transportation uses financial resources because internal expenditures are necessary for private 

fleets or external expenditures are required for commercial or public transportation. Expenses 

result from driver labour, vehicle operation cost, and some allocation for general and 

administrative costs, In addition, consideration other expenses resulting from product loss or 

damage made.  

The major objective of transportation is to move product from an origin location to prescribed 

destination while minimizing temporal, financial, and environmental resource costs. Loss and 

damage expenses must also minimize. At the same time, the movement must take place in a 

manner the meets customer demands regarding delivery performance and shipment information 

availability. Bowersox, (2003)  

Function of transportation  

It Encourages Large-Scale Production: Conversion of row materials into finished products in 

known as the production of goods. For large or small-scale production of good movement of raw 

material is essential. Then finished products must be transported. Transportation of good takes 

place from the   abundant area to the scarce area. Transport is necessary at every stage of 

production of good. Transportation existing market and created new market. It increases the 

demand for     goods. It leads to increase in the production level, thus large-scale production is 

possible. Movement of products from one place to another place created place utility. Transport 

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

It Increases the Mobility of Factors of Production:  Growth of industries depends on the 

transport system. The four factors of production (raw materials, labor, capital, and entrepreneur) 

are essential for development of industries. It is only through transportation the mobilization of 
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factors made possible from one place to the others and from one country to other countries. It 

encouraged migration of people and movement of labor and capital. Quick a reliable means of 

transport are essential for the industries, which produce perishable commodities like products, 

fruits, meat, poultry etc. Thus, it creates time utility.  

It Encourages Specialization and Division of Labor:  transport facilitates regional and 

geographical concentration. It helps the region or the country, which may concentrate on the 

production of that commodity for which it is most suited. It will rely on other countries for those 

goods, which it cannot produce. Thus, it helps in territorial division of labor. Exploitation of 

local resources is also possible. Location of industries is also decided by the cost of 

transportation. Thus, transportation helps everyone in the world to reap the benefits of 

specialization.  

It Provides Employment Opportunities: Transportation provides employment opportunities to 

skilled and unskilled workers. Millions of people needed to perform the function of transport 

throughout the world. There are three modes of transport-land, water and air. Thus, transport 

lends a helping hand to employment  

It strengthens the Deface of a Nation: transport is the most important element for strengthening 

the defiance of a nation. Men and materials to fight wars are moved by the transport system. The 

National defiance force consists of Air force, Navy and Army and these three categories of 

transport are essential.  

It has reduced the Dangerous of Shortage: In this world, everything is in short supply relating 

to its demand. The danger of shortage can be eradicated with the help of transport. Transport 

creates place utility. American wheat, Russian Kerosene, Burmese rice etc. bought by us. We are 

in shortage of these commodities. Due to shortage of one commodity in one place, the price will 

be high. But that commodity may be in abundant supply in other places at low price. Transport 

helps the shortage area by bringing the goods from the abundant area.  

Transforms Social and Cultural Structures:  Social and cultural contacts between one country 

and another country increased through transport. Social homogeneity and unity created Religious 

ideas known. Standard for living Education and day-to-day life known a society stagnant; it can 

never enjoy the benefit of a modern and progressive society. National unity and integrity 
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prompted by transport. Increase the knowledge of the people. It spreads the culture and 

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

It Increases the demand for Goods: Today markets have become national or international only 

because of transport. It widens the market. Both consumers and producers benefited by the 

extension of the market. Newcomers in newer places can easily be contacted and thus demand is 

created. It helps the product to be distributed in the minimum possible time. Bowersox, (2003)  

Economics Significance of Transport  

Altekar,(2005) explained Transportation and Production: Transportation has considerably 

production and particularly large-scale production, which is impossible without it. Large-scale 

production requires huge quantity of raw materials, large number of workers, wider markets etc. 

Transport ensures regular supply of raw materials and workers to keep the factory running and 

distributes finished products over markets.  

According to khannan (2002). Define Transport and Consumption: Consumers use articles 

produced in different parts of the world. We can get watches of Switzerland, handicrafts of 

Japan, industrial goods of USA, milk product of Denmark etc. This is because of modern 

transportation.  

Transportation and Exchange: As different competition, the world market economy is not 

merely, a territorial expansion of commodity exchange relations, but a whole transformation 

brought about in these exchange relations by the modern means of transport.  

Transport and Distribution: Transport has a great bearing on distribution. The international 

flow of labor and capital is due to transport. Entrepreneurs can also find new opportunities to 

start various trade and industries where profit opportunities are greater.  

Transportation and Utility: Transportation enhances transformation, place, and time utilities of 

the commodities. Transport helps in the process of transformation i.e. transformation of raw 

material by capital, labor and organization into good which have the ability to satisfy human 

wants.   
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Transport and Industries: Industrial development would not have taken place if there were no 

transport. Both go hand in hand. Industries depend upon transport and transport creates new 

industries. They are the cause and effect of development for each other.  

Transportation and Employment: Transport provides employment to millions of people. 

Millions of people all over the world are directly or indirectly employed in this sphere of 

transportation.  

Transportation Types  

The form of transportation used to ship products depends primarily on the kind of product, the 

distance, and the cost.  The five major modes of transportation are railroads, trucks water 

carriers, pipelines, and air freight. The cost of using each mode is usually related to the speed at 

which it operates. Faster modes typically cost more than slower ones.  

Railroads: Railroad transportation system is the most efficient mode for transporting bulk 

commodities like coal and iron ore over long distances. Some trains of this type never stop; they 

use continuous loading and unloading equipment. In an effort to improve service standards and 

to capture more of the market, railroads are offering services such as run-through trains, which 

bypass congested terminals, and unit trains, which are used exclusively by a single customer that 

pays lower rates for each shipment.  

Truck: Roadways are the most common means of transportation. In is something that connects 

all the paces. Motor carriers have the flexibility because they are able to operate in all kinds of 

roadways. The principal advantage of highway transportation over other modes is flexibility. A 

truck carrier can operate wherever there is a road, while trains depend on rails and aircraft on 

airports large enough to accommodate them. A number of transcontinental highway carriers 

move freight coast to coast. However, highway carriers are most efficient for distances up to 

300/400 miles. Products most often handled by motor carriers are clothing, furniture and fixtures, 

food, leather, and leather products, and machinery.  

Airway: airway is the newest but least utilized mode of transportations airfreight. Its significant 

advantage lies in the speed with which shipment can be transported. A coast-to coast shipment 
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via air require only a few hours as against days with other modes. However, there is an aspect of 

high cost that could be prohibitive.  

Waterway: waterways are his oldest mode transportation. Domestic eater transportation 

involves the lakes, canals, and navigable rivers. The main advantage of waterways involves the 

lakes, canals, and navigable rivers. The main advantage of waterways is the capacity to move 

extremely is shipments. Water transport employs two types of vessels, namely the deep-water 

vessels, which are generally designed for oceans, and diesel l towed barges, which generally 

operate on rivers and canals and have considerably more flexibility.   

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

addition to petroleum, the other important product transported by pipeline is natural gas. 

Pipelines are also utilized for transport of manufacturing chemicals pulverized dry bulk 

materials. The basic nature of a pipeline is unique in comparison to all other modes of transport. 

Pipelines operate on twenty-four hour basis, seven days per week and are limited only by 

commodity changeover and maintenance. Unlike other modes, there is no empty container or 

vehicle that must be returned. Dr. Jean-Paul Rodrighe, Dr.Brian Slack and Dr.Claude 

Comtois.(2005)  

2.2.2 Ordering Processing  

Agrawal (2003) explained a customer order is the message that sets the supply chain process in 

motion. Order processing activity starts with receiving of customer order and ends with final 

delivery of goods along with transfer of title. Johnson and Wood defined order processing as In 

general terms, the phrase means how a firm handles incoming orders, More specifically, order 

processing is the activities that take place in the period between the time a firm receives an order 

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

In other words, order processing is a set of activities for receiving, recording, assembling of 

products for dispatch to fill the customer order, Order cycle is a related term having several 

meanings, depending upon one’s perspective. From the seller’s point of view, it is the time from 

when an order is received form a customer to when the goods are delivered to the customer’s 

end. From buyer’s standpoint, the order cycle is from when the order is sent out to when goods 

are received (also known as the replenishment cycle for goods needed on a regular basis.  
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According to Havaldar and Cavale (2007) Define order processing as getting orders in time from 

customers, checking on the status of execution and delivery.  

By supporting the above idea Reeder, R other (2001) describe that an efficient order processing 

system is the essential aspect of logistical coordination system. Physical distribution starts with 

the receipt of a customer order and ends when the customer receives shipments. Because of the 

dynamic change in the needs and wants of customers, order processing plays vital role in 

creating time-based competition companies which one now a days operating in an order-

processing manner become more successful. Since they create mutual benefit (i.e. they are not 

only operating for the sake of their benefit, rather they attempt to give equal benefit to their 

target customers to) As a result they can have more customers and as the number of customers 

become more and more their benefits increase. That is why these companies are becoming 

successful on their business areas.  

According to, Bowersox (2003) order processing assigns or allocates available inventory to open 

customer and replenishment orders. Allocation may take place on a real time (i.e. immediate) 

basis as orders are received or in a batch mode. Batch mode means that orders are grouped for 

periodic processing, such as by day or shift, while real-time allocation is more responsive, such 

as by day or shift, While real-time allocation is more responsive, a batch process provides the 

firm with more control over stations when inventory is low. For example, in a batch process, 

order processing can be designed to assigns stock from current inventory only, or for from 

scheduled production capacity. A Logistics information system is more responsive if it allows 

inventory assignment from scheduled production capacity. However, there is a trade-off since 

assigning form scheduled production capacity. Reduce the firm’s ability to reschedule 

production. The “best” order processing application operates interactively in conjunction with 

order management to generate an order solution that satisfies both customer requirements and 

enterprise resource constraints. In this type of operational environment, the customer service 

representative and the customer interact to determine the combination of products, quantities, 

and perform acne-cycle length that is acceptable to both parties, when there is conflict in order 

processing, possible solutions include delivery date adjustments, product substitutions, or 

shipment form an alternative source.  
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The functions of order processing can also be discussed more systematically in five steps, 

namely order planning, order transmittal, order handling , order picking and assembly, and order 

delivery.  

Order planning  

Order planning refers to designing an efficient order handling systems. This means it determines 

how a customer order is received and by whom, what technique should be adopted (centralized 

or decentralized) Orders are generally placed by customers to visiting sales people of the 

company or by telephone, fax mail order, e-mail, or EDI directly to the dispatching point/ 

controlling office/head office. Nowadays, most of the big companies prefer to have computer-to 

–computer order receiving and entry system to speed-up customer response.  

Order transmittal  

Order transmittal refers to a series of events that occur between the time a customer places an 

order or sends an order and the time the seller revives the order. In the present day’s era of 

realtime customer responsiveness, this aspect has reasons, namely:  

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

better customer service, and   

B, Fixed and smaller replenishment cycle time is the need of the hour for both seller and 

customer  

That is why companies are making huge investment in information, and communication 

technologies for speedier transmission of information, fax, e-mails, and other modern media.   

Order Handling  

After the receipt of the order by the seller order handling process that include the following 

activities. The checking for completeness and accuracy of the order, credit check by the credit 

department, recording of transaction by the accounting department, allocation of products by 

inventory department and advices it to pick the shipment and updates the firm’s master inventory 

file, and Transportation shipment from warehouse by traffic department  
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Order picking and assembly  

Order picking and assembly function of order processing involves giving instruction to specific 

where house to assemble a given order a customer. In other words, it is a written document given 

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

customer order.   

Order delivery  

The last function of order processing is order delivery. The time from when a carrier picks the 

shipment until it is delivered to the customer’s receiving dock i.e. in transit time. This transit 

time has a direct and major impact on sellers total order cycle time or customer’s replenishment 

cycle time. Hence, proper load planning and fleet management are essential functions of total 

order processing system failing which transportation cost per unit goes up.  

About Order processing functionality also expressed by Bowersox  (2005) which includes 

inventory assignment, back-order creation and processing, order selection document generation, 

and order verification, Order selection documents, in paper or electronic form, direct distribution 

operations to select an order form the distribution center or warehouse and pack it for shipment. 

The customer or replenishment order, with its allocated inventory and corresponding order 

selection material, links order processing with distribution center physical operations.  

2.2.3 Warehousing  

Warehousing is the physical distribution activity that involves the storage of products. The two 

types of warehouses are storage and distribution. A storage warehouse keeps products for 

relatively long periods and is used most often for products that are seasonal in supply or demand, 

such as farm products. Tri-Valley growers’ process and stores canned fruits for distribution to 

retail outlets. A distribution warehouse is used to gather and redistribute products. Distribution 

warehouses try to keep products for as short a time as possible. They are mainly used by 

manufacturers that have several small customers in various, distant locations or by firms that 

have several suppliers in one area.  

The physical distribution activity of moving items within plants, warehouses, transportation 

terminals, and stores is referred to as materials handling. Equipment used to handle goods 
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includes forklift trucks, conveyor belts, and trucks. Unitization and containerization have 

improved materials handling in many firms. Unitizations—combining as many packages as 

possible into one load that can be handled by a forklift truck—are sometimes done with steel 

bands or shrink packaging. Containerization—putting packages, usually made up of several 

unitized loads, into a form that is relatively easy to transfer—has significantly reduced 

transportation costs for many products by cutting materials handling time, theft, insurance costs, 

damage, and scheduling problems. Containerization significantly improved handling for rail, 

steamships and trucking. In case of Awash Share Company, it is using centralized warehouse 

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

Generally, order processing and the other physical distribution activities performed by channel 

members ensure that customers receive goods and services at the right time and in the right 

place.  

2.3 Conceptual framework 

This research Study aimed at investigating the practice of physical distribution on performance 

of Ok bottling and beverage S.C (Fiker pure natural spring water). The general objective of the 

study was to assess the practice of physical distribution on performance o Ok bottling and 

beverage S.C (Fiker pure natural spring water). The specific objectives were; to evaluate the 

ongoing physical distribution practices of Ok bottling and beverage S.C, to identify factors that 

affecting the physical distribution activities of Ok bottling and beverage S.C, to identify the main 

problems that affecting orders processing activities in the company, and to investigate the main 

causes of product delivery dalliance. A conceptual framework was used to illustrate a 

diagrammatic relationship between dependent and independent variables. The dependent variable 

is Organization performance and customer service, transportation, material handling, and order 

processing included in independent variables.   
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Figure 2.1 Physical distribution practice conceptual framework 

                                Independent Variable                           Dependent variable 
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CHAPTER THREE  

3. RESEARCH DESIGN AND METHODOLOGY 

3.1 Description of the study area 

Wolkite is a town and separate woreda in south-western Ethiopia. The administrative centerof 

the gurage zone of the SNNP’s region, this town has a latitude and longitude of  8° 17’N 37° 

47’E and an elevation between 1910 and 1935 meters above sea level. It surrounded by cheha 

woreda. A town is at a distance of 158 km far away from the capital city of Ethiopia, Addis 

Ababa.  

 3.2 Research Design and Approach 

Since descriptive research provides simple summary about the sample and about the observation 

That have been made (Barreiro and Albandoz ,2001), this type of research method used to 

Describe physical distribution practices with more focusing on the transportation and order 

Processing practices of Ok bottling and beverage S.C (Fiker pure natural spring water). 

 3.3 Population Sample size and Sampling Techniques 

In this study, Business Retailers located at different part of Wolkite town were considered as a 

unit of analysis of the Population. Then, the student researcher would use purposive sampling 

techniques to select Sample respondents. In purposive sampling when the researcher want to 

access a particular subset of people, as all participants of a survey were selected because they fit 

a particular profile. 

In the town there were a number of busy retailers and wholesalers. Then, the student researcher 

did use purposive sampling techniques to select sample respondents. On sample size 

determination 133 retailers and wholesalers who were located in Wolkite Town were selected as 

sample respondents. Totally, about 200 busy retailers found in the Town. The criteria of 

selecting Samples because of they were buying and retailing a large volume of company’s 

product. In addition to this the town was near to the factory of the company and also in the town 

there was a lot of restaurants and hotels. After eating foods people usually drink water. This 

makes the town to be large volume business customers of the company. 



20 | P a g e  
 

Based on (Taro yemane,1997) sample size formula to determine the sample size from a given 

population. 

n= N/ (1+N (e)2)  

Where: 

n= signifies the sample size  

N= signifies the population under study  

e= signifies the margin error  

n= 200/ (1+200(0.05)2)  

n= 200/ (1+ 200(0.0025)  

n= 200/ (1+0.5)  

n= 200/1.5 

n= 133 

 3.4 Type of Data Collected 

This study would use primary data and secondary data. The primary data would collect by using 

close ended questionnaires. And, secondary data would also obtain from books, company 

reports, census data (readymade data) and government sources, which had been studied on 

physical distribution previously.  

 3.5 Data Analysis Method 

The data was analyzed by using qualitative and quantitative data analysis approaches. 

Quantitative data analysis technique was used to summarize the findings; percentage compute to 

get the total picture of the data collected from sample respondents. Then, the summarized data 

was presented in the form of tables. Qualitative data analysis particularly narrative an analysis 

was employed to analyze the responses obtained though interview, which was accommodated by 

open-ended questions. 
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3.6. Ethical Consideration 

In ethical consideration the researcher informed the participants about the aim of the study and 

they participated based on their own willingness. Privacy and confidentiality were maintained. In 

the beginning all legal permissions were secured. As per the work plan and schedule procedures 

are followed by effectively undertaking the research process. Confidentiality was ensured by 

making the questionnaires anonymous and avoiding personal identifications. The study 

participants have the right to discontinue filling questionnaires if they want. 
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CHAPTER FOUR 

4. DATA PRESENTATION, ANALYSIS AND INTERPRETATION  

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

respondents (retailers and wholesalers in Wolkite town) through questionnaires. 

The questionnaires were distributed to 133 Business customers of Ok bottling and beverage S.C 

(Fiker pure natural spring water) in the town. Among distributed questionnaires about 70 of 

copies were filled by the customers and returned back to the student researcher. 63 questionaries 

were not returned back to the student researcher.  

4.1. General Characteristics of the Respondents  

Table 1 below shows the general characteristics of the respondents, which included type of 

communicate, for how long they have been the business customer of Ok bottling and beverage   

Share Company.    

Table 4.1 General Characteristics of the Respondents 

Item  Subject of items  

Respondents  

No.  Percentage  

1.  What is your relationship with Ok bottling and 

beverage S.C (Fiker pure natural spring water)?  

    

  A, Wholesaler  

B, Retailer  

7 

63  

10%  

90%  

  TOTAL  70  100%  

2.  For how many years have you been with the 

company?  
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  A, <1 year  

B, 1-5 years  

C, 6-10 years  

D, Above 10 years  

10 

60 

0 

0 

14.28%  

85.71%  

0%  

0%  

  TOTAL  70 100%  

As it can be seen on table 1 item 1 of above, 63 (90%) of the respondents were retailers and the 

rest 7 (10%) of them were whole sellers. According to the finding from these data, most of the 

respondent customers are retailers. Thus, it is possible to say that most of the company’s 

products distributed by these retailers.  

On Table 4.1 item 2, regarding respondent customers relationship with the company as shown on 

Table 1 item 2, 10 (14.28%), and 60 (85.75%) replied that they have been undergoing as 

customers for <1 year, and 1-5 years with the company, respectively.  

This situation showed that most of the company’s customers have customer relationship with the 

company for almost more than two years. That means we can say that this business customers 

have close relationship with the company.  

4.2. Analysis of the Findings of the Study  

In this section, the responses from questionnaires are summarized and analysed results presented 

as follows:  

Table 4.2 Analysis of the Findings of the Study 

Item  Subject of items  

 Respondents  

 No.  percentage  
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1.  How do you evaluate the company’s performance 

towards product distribution service giving to its 

business customers?  

A, Very High  

B, High  

C, Medium  

D, Low  

E, Very Low  

   

  

6 

7 

21 

34 

2 

    

 

8.57% 

10% 

30% 

48.57% 

2.86% 

  TOTAL  70 100%  

2.  How do you measure the availability of products with 

desired level of customers?  

A, Very High  

B, High  

C, Medium  

D, Low  

E, Very Low  

  

 

3 

7 

20  

35  

5 

  

  

4.29% 

10% 

28.57% 

50% 

7.14% 

  Total  70  100%  

3.  Are you happy with overall performance in doing the 

physical distribution of Ok bottling and beverage S.C 

(Fiker pure natural spring water)?  

    

  A, YES  25  35.71% 
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B, NO  45 64.29% 

  TOTAL  70 100%  

  

As indicated above on table 4.2 in item 1, customers were asked that how do they evaluate the 

performance of the company, 34 (48.57%) and 21 (30%) of them replied that they evaluated as 

low and medium rate respectively. Only 6(8.57%), 7(10%) of them responded the company 

performance is very high and high. In addition, 2 (2.86%) also replied its effort is very low. It 

implies that the product distribution of the company performance as it is not good enough to 

satisfy the business customers.  

Again, here on Table 4.2 in item 2, question regarding the availability of factory’s products with 

customers’ desire,35 (50%) from total respondents replied the product availability of the 

company  is low as compare with their request. Only, 3 (4.29%) of the respondents said the 

availability is very high and 20 (28.57%) said that the supply is at medium level when compare 

to the amount of their demand. With regard to the above data, high percent of the respondents 

have not been satisfied by company’s products availability, and overall performance of the 

company transportation and order processing activities.  

 In item 3 on this table 4.2 again, in terms of the overall performance of the company in physical 

distribution activities about 45 (64.29%) of the total respondents claimed that they are not happy 

about it, but the rest of 25 (35.71%) believed that the over all performance of the factory physical 

distribution activities was in good condition.   

4.3. Business customer complain on delaying the products 

Table 4.3 Business customer complain on delaying the products 

Item  Subject of items  

Respondents  

No.  Percentage  
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1.  Based on your experience, do you want to be a customer of 

the company in the future?  

A, Yes  

B, No  

 

 

60 

10 

 

    

85.71%  

14.29%  

  Total  70 100%  

2.  

   

  

How often do you receive defected products during 

delivery?  

A, very often  

B, often  

C, sometimes  

D, rarely  

E, very rarely  

  

0 

5 

17 

20 

28 

   

0%  

7.14%  

24.29%  

28.57%  

40%  

  Total  70  100%  

  

As for item 1on table 4.3, the respondent gave their response regarding their interest to keep their 

relationship with the factory as customer in the future, majorly respondents 60 (85.71%) gave a 

positive answer and only 10 (14.29%) gave negative “No”.  This showed that still majority of the 

company customers still has positive attitude towards the company’s products. This may be they 

have no another alternative products from other competitive factories except an export products.  

Again on table 4.3, in item 2, respondents were asked how did they assess defected products, 

around 28(40%) and 20 (28.57%) responded they come across defected products very rarely and 

rarely, respectively. Thus, most of the time the company products have good standard, the 

remaining respondents 17 (24.29%) still have been facing defected products sometimes. Only 
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5(7.14%) of respondent assessed it as “often’. Therefore, from this data, it is possible to say that 

the factory has been producing and distributing quality products with little defect to its 

customers.   

4.4. Customers response towards on the overall order processing capability  

Table 4.4 Customers response towards on the overall order processing capability 

Item  Subject of items  

Response  

No.  Percentage  

1.  Have you ever tried to informing about the delivery 

problems you face to the company?  

A, Yes  

B, sometimes  

C, medium   

E, NO  

 

   

15 

10 

10 

35 

 

   

21.42%  

14.29%  

14.29%  

50%  

  TOTAL  70  100%  

2.  How do you assess the delay of during order 

processing?  

A, Very high  

B, High  

C, Medium  

D, Low  

E, Very Low  

  

15 

25 

20 

8 

2  

  

21.43%  

35.71%  

28.57%  

11.43%  

2.86%  
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  TOTAL  70  100%  

3  Do you agree you get prompt solutions for your 

problems?  

A, Very agree  

B, agree  

C, medium  

D, Disagree  

E, Very disagree  

   

0  

5 

35 

23 

7 

   

0%  

7.14%  

50%  

32.86%  

10%  

  TOTAL  70  100%  

Item  Subject of items  

Response  

No.  Percent  

4  How do you evaluate the cost of order processing based 

on your specification?  

A, very good  

B, good  

C, medium  

D, poor  

E, very poor  

   

10 

8 

 22 

15 

15  

   

14.29%  

10.42%  

32.43%  

21.43%  

21.43%  

  TOTAL  70  100%  
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Another important point, which was assessed, was the order processing practices of the factory; 

hence in this section the data collected on order processing practices have been summarized as 

three items as shown on above table 4.4.   

In other hand, again on table 4.4 in item 1, question forwarded to respondents was whether they 

ever tried to informing about the delivery problems they have faced to the company. 35 (50 %) 

of them respondents replied that they have not informed about the delivery problem to the 

company, 15 (21.42%) and 10 (14.29%) them of respondents responded “ YES” and 

“SOMETIMES” therefore, majority of the respondents have a limitation in this regard.   

In item 2 on table 4.4, the respondent asked to rate, how do they have  assessed the delay of 

order processing, 25 (35.71%), 20 (28.57%), 8 (11.43%) and 2 (2.86%) respondent  rated the 

delay as high , medium, low and very low, respectively. Therefore, from this data we can realize 

that the delaying orders have limitation to address the company’s customers.   

Regarding whether the customers have got any prompt solutions for their problems on table 4.4 

in item 3, most of the respondents 35 (50%) are neutral to give an   answer, and the rest 

23(32.86) and 7 (10%) replied, “disagree” and very disagree”, respectively. the rest of 5(7.14%) 

answered by saying they agreed they got suitable solutions. Thus, from this data one could 

confirm that most of respondents were not willing to give an answer to this question, however; 

totally about 30 (42.86%) claimed the factory has a limitation on giving solutions for business 

customers.  

In item 4 on table 4.4 the respondent customers were asked about the cost of order processing 

based on specifications and 22(32.43%) responded it is medium level, and 15(21.43%) replied its 

cost was poor and very poor. 10(14.29%) said it is very high. So poor and very poor was 

signified for meant least and very least respectively.  

4.5. General view of customers to company transportation capacity   

Table 5.5 General view of customers to company transportation capacity 

Item  Subject of items  Response  
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No.  Percentage  

  

1.  

  

How do you assess the transportation system of the 

company towards distribution the on the right time?   

A, Very good   

B, good  

C, medium   

C. poor  

D, very poor  

  

  

7 

5 

6 

25 

27 

  

  

10%  

7.14%  

8.57%  

35.71%  

38.57%  

  TOTAL  70  100%  

  

2.  

  

How do you assess on time delivery of the company’s 

products?  

A, Very good  

B, good  

C, medium  

D, poor  

E, Very poor  

  

2  

3 

20  

15 

30 

  

2.86%  

4.29%  

28.57%  

21.43%  

42.85%  

  TOTAL  70  100%  

Item  Subject of items  Responses  



31 | P a g e  
 

No.  Percentage  

 

3  

 

Do you agree that the company has enough trucks to deliver 

its products?  

 

A, strongly agree  

B, Agree  

C, Neutral  

D, Disagree  

E, strongly disagree  

  

  

  

  

 

 

3 

8  

22 

28 

9  

 

  

4.29%  

11.42%  

31.43%  

40%  

12.85%  

  TOTAL  70  100%  

  

As shown on table 4.5 in  items 1, respondents were asked to assess  company’s transport system 

with  desired physical distribution activities , 27 (38.57%), 25 (35.71%)  and 7(10%) of the total 

respondents replied, very poor ,poor and very good , respectively, whereas only, 5(7.14%) and 

6(8.57%)  also evaluated as  that it is good  and medium. This finding suggested that the 

company have not a good transportation capacity that compare with customers’ desire.   

Again, on table 4.5 in item2, the respondents asked how did they assess on time delivery,  

30(42.85%) of them replied that the delivery service of the company is very poor.15(21.43%)and 

3(4.29%) respondents also replied also they got the services in poor and in good conditions, 

consequently, this figure indicated that the company has given  delivery the services is not as 

such very good.   
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On this table 4.5 in item3, there respondents asked, the company has enough trucks so as to 

delivers its products, 28(40%) of them replied that they have not agreed that the company has not 

enough transport  trucks to fulfil   the customers demand . 22 (31.43%) also preferred to be 

medium to give any comments on this regard.  Nevertheless, only 3(4.29%) respondents are very 

agree with that the company has enough transport system to deliver its products to customers. 

Currently, the factory to transport products is found at lower level. Moreover, this data suggested 

us the company have not enough transportation to deliver the products on time  

In No. 4 on this table 4.5 again, in terms of the overall performance of the company in physical 

distribution activities about 52 (74.29%) of the total respondents claimed that they are not happy 

about it, but the rest of 18 (25.71%) believed that the overall performance of the factory physical 

distribution activities was in good condition. So it is better for the company, if the company 

focuses on in all physical distribution elements and make satisfy the majority of the company 

business customers.  
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CHAPTER FIVE 

5. Summary, Conclusions and Recommendation  

5.1. Summary  

From the analysis and interpretation in previous chapter the following summary, conclusions and 

recommendations were drown : As summarized from sampled respondents, 63 (90%) customers 

of Ok bottling and beverage S.C are retailers while bout 7 (10%) are wholesalers. More than 

60% of the respondents have relationship between 1-5years as customers with Ok bottling and 

beverage share Co.  

In relation to customer evaluation of the performance of the Factory, more than 50% and 30% of 

the respondents measured it from very low-to-low performances and medium, respectively.   

 Regarding the availability of factory products compare to the amount of customer demand 50% 

and 28.57% rated it is at low and medium level, respectively. The remaining 10% and 7.14% of 

total respondents measured it as high and very low.  

Concerning about the customer satisfaction by the factory physical distribution performance 

64.29% answered that they were not happy, the rest of 35.71% said that they were happy with it.  

In relation with customer evaluation about the interest of customer to keep their relationship, 

most of the respondent customers 85.71% of replied the positive answer the means they were 

willing to precede the relationship. The rest 14.29%of seem not intended to continue their 

relationship.  

Regarding how do they assess come across of defected products by the company due 

distribution. 68.57% of answered “very rarely/ rarely” but the rest 24.29% and only 7.14% of 

respondents they said that graded as sometimes and often, respectively.    

Concerning how do they assess the delay of during order processing and they ever tried to 

informing about the problems you face to the company, almost 28.75% and 50% of the 

respondents measured it as medium and ”NO” respectively. Only about 2.86% and 11.43% of 

rated as very low and low. Besides this, regarding the second question almost 50% informing 

about their problems sometimes or most of the time. In addition to this about whether they got 
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the proper solution to their problem, 50% of prefer to be neutral and 42.86% of also claimed they 

do not get any solutions. Lastly, in this section the respondents’ customers more than 50% of 

replied they could not get the company products as their promised schedules.  

Lastly, the respondent customers asked to evaluate their assess to on time delivery of products in 

distribution activities. About 65% of the respondents measured as the performance is low or very 

low. Only about 35% of the respondents replied the transportation system is medium and above 

good. In addition to this the respondents were asked about whether they agree or not that the 

company has enough trucks to delivers its products more than 50% are disagree with its 

transportation capability.   

 5.2. Conclusions  

The following conclusions are drawn from the study:  

The company’s’ majority customers were retailers and most of them have stayed as customers 

for many years.  

The Ok bottling and beverages SC’s supply performance capacity was very low. From this, we 

can be concluded that if the company will face high competitive challenges from similar 

companies, it may not be successful as its proposed goal.   

Concerning the availability of Ok bottling and beverage SC’s products, there is shortage 

comparing with its customers’ demand; From this condition , we can conclude that  many 

customers could not get the right amount and on time of the company’s products.  

Regarding, the satisfaction of customers more than half of sampled respondents were not happy 

or were happy at medium level.  However, some of them still were pleased by its services. 

Therefore, the company has to work intensively to satisfy those of were not happy.  

The frequency of distribution of products to customers was sometimes or rarely so we can 

conclude that still there are many distribution schedules tasks to be done in the future.   

Regarding the future interest of the customers, whether they were keeping their relation or not 

with company, most of them have still intended to continue their interaction with the company. 
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However, the researcher understand that this is may be because of they have no other options so 

far. Therefore, this condition may be changed if they have to do so.  

Although there are some claims about the company’s product quality, still is products have not 

defected at delivery time so it is highly appreciated.  

From study analysis, it was found that Ok bottling and beverage S.C has no adequate 

transportation facility.   

Moreover, in relation customer’s reflection towards distribution activity, the customers were 

dissatisfied due to the delay in the services of the Ok bottling and beverage S.C.  

On the other hand, the company has some limitation on proper handling and giving services 

according to it order proper order processing. Besides, this there was also limitation on time 

proper solutions for problem which many customers claimed.    

5.3. Recommendation  

Depending on the findings of the study, the following recommendations were drawn to improve 

the performance of Ok bottling and beverage S.C.  

The factory needs to undertake periodic assessment against established order processing and 

transportation standard criteria. This helps the factory to identify the main problems to deliver at 

the right time and take remedial measures.  

Ok bottling and beverage S.C should increase the availability of its products, the company 

should increase the product line with new packaging. Otherwise its customers may divert to 

other competitive companies in the future.  

The factory has to give more attention to evaluate the customers’ satisfaction regarding its 

service giving of product distribution.  The company can make it this by preparing checklist, 

interview, and questionnaires to evaluate the satisfaction of its customers about the product 

distribution.  

Since the demand for the Ok bottling and beverage S.C products was very high, Ok bottling and 

beverage S.C has to set up customer based order processing strategies and distribution schedules. 
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The company can use an accounting system of FFO( first come first out) and LFO.( last come 

first out) If  one business customer order first, The company should deliver the product first for 

this customer.( FFO)  Inversely If the business Customer order the product lastly, The company 

should  deliver the product at last ( LFO) This makes for the company to distribute the product 

easily and effectively.  

Physical distribution service quality of the company should be concerned with timely and 

reliable flow of goods from the factory until the goods were made available to the customers. 

The company should know as the business customer’s get the product on time and at right 

quantity. The company can know this by calling to the business customer.  

Ok bottling and beverage S.C needs to acquire additional vehicles by purchasing or by renting 

for increased transportation of its products to target customers demand. It enables the company 

to deliver the products on time  

Ok bottling and beverage S.C should give due consideration to standardization of the products 

about quality, packaging and handling of the products at a time of transportation. The 

standardization also can be using electro system, like computer to receive order and deliver the 

product according to their requirement.  

Lastly, Ok bottling and beverage S.C has to organize some discussion meetings with selected 

customers. This will help the company to know the existing order processing and transportation 

conditions and understand about its loyal customers.  
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Appendix 1 
WOLKITE UNIVERSITY 

COLLEGE OF BUSINESS AND ECONOMICS 

DEPARTMENT OF MARKETING MANAGEMENT 

 Questionnaires to be filled by the Business Customer  

The questionnaires are prepared by the student of marketing management to assess the physical 

distribution activities with more focusing on transportation and order processing on Ok bottling and 

beverage Share Company. The purpose of the questionnaire is educational and the put come meant to 

support graduation of bachelor degree in marketing as the partial fulfillment. The research report will be 

presented for Wolkite University.  

Thus, the respondents supposed to be expected to fill the questioner in genuinely and responsibly to make 

the research paper to be good one.   

Thank you very much for your willingness to reply to the questionnaires!  

General Instruction  

• It is 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 the spaces provided beside your 

answer  

• If you have and additional suggestion please write it shortly on underline blow the 

respected questions.  
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Part I: General characteristics of the respondents:  

1. How do you communicated with Ok bottling and beverage Share Company?  

  

A. As Whole seller  

  

B. As Retailer          C.  Agent  

  

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

  

A. 1- 3years                B.  4- 6 years  

C.   7- 10years                        D, Above 10 years    

Questions directly related to the study topic  

1. How do you evaluate the company’s performance towards product distribution service giving to its 

business customers?  

  

A. Very high    B. High  

  

B. Medium    D. Low   E. Very low   

  

2. How do you evaluate the availability of product with desired level of customers?  

  

A. Very good                    B. good  

 c.  Medium                    D. poor             E. Very poor  
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3. How do you evaluate the factory in follow up of physical distribution activities?  

  

A. Very often    B. often           c. sometimes   

  

4. Are you happy with overall performance in doing the physical distribution of Ok bottling and beverage 

SC?  

 B.    No   A. Yes   

 

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

           A. Very often   B.    Often                      C. sometimes                     D. rarely             

E. very rarely   

6.  How do you get the company order processing when you order the product?  

A. v. good                    B. good                    C. Medium                 D. poor                        

E. very poor   

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

A. Yes    B.  No   
8. How do you assess the delay of during order processing?  

 

A. Very high   B. high  

               C.      Medium                                 D. Low  E . Very low   

9. How do you assess the return of defected products?  

A. very often                                B. Often                       C. Sometimes                 D. rarely   

E. Very rarely    
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10. Have you ever tried to informing about the problems you face to the company?  

A, Yes                                 B, Sometimes                          C, Neutral                    D, No   

11. Do you agree you to get proper solutions for your problems?  

A. V .agree                       B. Agree                 C. neutral                     D. disagree                 

E. V. disagree  

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

A.  Very high               B.  High  

  E.  Very low  C.   Medium                                    D.  Low 

12. Do you agree that you receive orders on promised delivery schedules?   

 B.    Agree                          C. Neutral to agree  A. very agrees   

       D, Disagree                                         E Very disagree  

13. How do you assess the delivery on time?  

A. Very Fast  B.    Fast                  C, medium                 D. slow                 E. very slow               
14. How do you access the transportation system of the company towards distribution the on the right time?   

          A, Very good                                          B, good                      C, Medium   

          D,  Low                                                E, very low   

15. Does the Ok bottling and beverage SC provide transport service to deliver wholesale products to 

customers?  

      A, Yes                        B,    No                        D, Neutral                         

C,   Low                  E, very low   

16. Do you agree that the company has enough trucks to delivers its products?  
A. Strongly agree                   B. agree              C. Neutral                 D. disagree                                      

E. Strongly disagree   
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17. Have you ever seen the Ok bottling and beverage S.C giving awareness to customers ordering 

system and stock management?  

          A,   Yes                                               B,    No   

          c. I do not know   

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

_____________________________________________________________________  

19. What should be done to improve the transportation capacity system?     

________________________________________________________________  

20. do you agree that you get the company products from warehouses near by your area? If your 

answer is “YES”, please specify the area where the warehouses located?  

                        

21. If you have any further suggestions, please specify them below    

___________________________________________________________________  
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Appendix 2 
ወልቂጤ ዩኒቨርስቲ 

የገበያ አስተዳዳር ትምህርት ክፍል  

ለደንበኞች የቀረበ መጠይቅ  

ይህ መጠይቅ የቀረበው በዩኒቨርስቲው ትምህርቱን በገበያ አስተዳዳር ትምህርት ክፍል በሚከታተል  ተማሪ ሲሆን፤ 

መጠይቁ ለመጀመሪያ ዲግሪ መመረቂያ ማሟያ ለሚሆነው የምርምር ጽሁፍ ነው፡ ፡ የምርምሩ ዋና ጭብጥ በፍቅር 

የተፈጥሮ ምንጭ ውሃ ፋብሪካ በሚካሄደው የምርት ስርጭት  እና ትዕዛዝ የስራ መስክ ላይ ነው፡ ፡ 

ስለዚህ ይህን መጠይቅ በጥንቃቄና በትክክለኛ ግንዛቤ ለጥያቄዎቹ መልስ እንድትሰጡኝ በታላቅ አክብሮት እጠይቃለሁ። 

ለትብብሮም በቅድሚያ አመሰግናለሁ፡ ፡ 

አጠቃላይመመሪያ 

✦ መጠይቁን ሲሞሉ የድርጅትዎን ስምለመጥቀስ አይገደዱም  

✦ በምርጫ መልክ ለቀረቡት ጥያቄዎች በሳጥን ውስጥ ‘’X’’ በማድረግ ይመልሱ  

✦ ተጨማሪ መልሶች ለመመለሰ ካስፈለገ ከታችበሚገ ኙትባዶቦታዎች መጠቆም ይቻላል። 

 

ክፍል1.አጠቃላይ ደንበኞችን የሚመለከት  

1. ከ በፍቅር የተፈጥሮ ምንጭ ውሃ ፋብሪካ ጋርያሎ ትየገበያ ግንኙነት በምን መልኩ ነው?  

         ሀ. አከፋፋይ     ለ. ችርቻሮ  ሐ. ወኪል  

2. ከፋብሪካው ጋርለምንያክልዓመታትበደንበኝነ ትቆይተዋል?  

         ሀ. <1 ዓመታት        ለ. 1- 5 ዓመታት   ሐ. 6- 10 ዓመታት  

3. ምርቱን ከፋብሪካ የሚገ ዙት እንደገና ለመሸጥ ነ ው?  

         ሀ. አዎ   ለ. አይደለም   
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ከፍል2. 

የምርምር ጽሁፉን ርዕስ በሚመለከት  

1. የ ፈብሪካውንየ ምርቶችስርጭትአገ ልግሎትበምንመልኩይመዝኑታል?  

 ሀ. በጣምከፍተኛ  ለ. ከፍተኛ          ሐ. መካከለኛ  መ. ዝቅተኛ   

  ሠ. በጣምዝቅተኛ   

2. የ ፈብሪካውምርቶችአቅርቦትንከደንበኞችፍላጎ ትጋርበምንሁኔታያመዛዝኑታል?  

ለ. ጥሩ    ሐ.መካከለኛ     መ. አነ ስተኛ         ሀ. በጣምጥሩ        

   ሠ. 

በጣምአነስተኛ   

3. በምንያህልጊዚያትነ ውፋብሪካውየ ምርትስርጭትሂደቱንየ ሚከታተለው?  

   ሀ. በጣም ብዙውን ጊዚያት     ለ.ብዙጊዚያት    ሐ. አንዳንዴ   

4. ፈብሪካው በሚሰጠው የምርቶች የማከፋፈል አገልግሎት ደስተኛ ነዎት?  

   ለ. አይደለሁም           ሀ. አዎ 

መልስዎ አይደለሁም ከሆነ ምክኒያቶን ገልጹ 

---------------------------------------------------------------- 

---------------------------------------------------------------- 

---------------------------------------------------------------- 

---------------------------------------------------------------- 

---------------------------------------------------------------- 

---------------------------------------------------------------- 

---------------------------------------------------። 
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5. በምን ያህል ጊዚያት ነው ፈብሪካው ምርቶቹን የሚያከፋፍለው?  

ለ. ብዘውንጊዜ          ሐ. አንዳንዴ                          ሀ. ሁልጊዜ        

መ. አልፎአልፎ  

6. በምርት ስርጭት ጊዚያት ከፋብሪካ በሚወጡት ጉድለት ባለባቸው ምርቶች የሚገጥሞትን ሁኔታ እንዴት 

ይመዝኑታል?  

ሀ.  በጣምጥሩ     ለ. ጥሩ     ሐ. በመካከለኛሁኔታ     መ.አነ ስተኛሁኔታ  

7. ከባለፈው ልምዶዎ በመነሳት ከፋብሪካው ጋር በደንበኝነት ለመቀጠል ሃሳብ አለዎት?  

ሀ. አዎ  ለ. አልቀጥልም  

መልሶዎ አልቀጥልም ከሆነ ምክኒያቶን ቢገልጹልን 

---------------------------------------------------------------- 

---------------------------------------------------------------- 

---------------------------------------------------------------- 

---------------------------------------------------------------- 

---------------------------------------------------------------- 

---------------------------------------------------------------- 

--------------------------------------------------------። 

8. በምን ሁኔታ ነው በምርቶች ትዕዛዝ ላይ የሚከሰተውን ዘግይቶ ወደደንበኞች የመድረስ ሁኔታን የ ሚመዝኑት?  

  

ለ. ከፍተኛ      ሐ. መካከለኛ  መ. አነ ስተኛ     ሀ. በጣምከፍተኛ 

  

ሠ. በጣምአነ ስተኛ   

9. ምርቶን በማግኝት ሂደት ላይ ለሚገጥሞት ችግሮች ከፋብሪካው አግኝተው ስለማግኘቶዎ ይስማማሉ?  

      ሀ. በጣምእስማማለው  ለ. እስማማለው  ሐ. አላውቅም  

      መ. አልስማም         ሠ. በጣምአልስማማም   

10. ከፋብሪካው ጋር ባለዎት ግንኙነት ስለሚገጥሞዎ ችግሮች በመረጃ መልክ ለፋብሪካው አሳውቀው ያ 

ውቃሉ?  ሀ. አዎ                   ለ.አላውቅም  

11. ፋብሪካው የደንበኞችን ፍላጎት መሰረት በማድረግ ምርቶችን የማምረት አቅሙን በምን ሁኔታ ይገ 
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መግሙታል?  

  

ሀ. በጣምያመርታል  ለ. ያመርታል     ሐ. መካከለኛ    መ. አነ ስተኛ    

ሠ.አያመርትም   

  

12. ቃል በተገባለዎ መሠረት የምርቶችን አቅርቦት አግኝተው ያውቃሉ?  

  

 ሀ. አውቃለው  ለ. አላውቅም    

13. ፈብሪካው በሚሰጠው ምርቶችን የማከፋፈል  ሂደት ላይ ያለው ንትራንስፖርት የማግኝት ሁኔታ በምን 

መልኩ ይመዝኑታል?  

      ሀ. በጣምይገ ኛሉ       ለ. በመጠኑይገ ኛሉ       ሐ.ፍጹምአይገ ኙም   

14. ፈብሪካውበብዛትለሚገ ዙትደንበኞችየ ምርትማጓጓዣአገ ልግሎትይሰጣል?  

      ሀ. አዎ           ለ. አይሠጥም         ሐ. በአነስተኛ ሁኔታ   

15. ፈብሪካውምርቶችንለማሰራጨትበቂመኪናዎችስለመኖሩይስማመሉ?  

ሀ.  በጣምእስማማለው             ለ. እስማማለው           ሐ.አላውቅም               

መ. አልስማማም                ሠ. በጣምአልስማማም  

16. ፋብሪካው ለደንበኞቹ ስለምርት  ትዕዛዞች እና ስለምርቶች ክምችት አተገባበር የግንዛቤ 

ማስጨበጫ ትምህርት ሰጥቶያውቃል?  

      ሀ. ያውቃል          ለ. አያውቅም     ሐ. አላውቅም  

17. የፋብሪካውን የምርት ስርጭት አተገባበ ርስልቶች ገበያውን ከማዳረስ አኳያ እንዴት ይገ 

መግሙታል?  

   ሀ. በጣምጥሩነ ው     ለ. ጥሩነ ው      ሐ. መካከለኛ    መ. አነ ስተኛ  

    ሠ. በጣምአነ ስተኛ ነው    

18.  ፋብሪካው ምርቶቹን የማሰራጨት እና በጊዜው የማቅረብ ብቃት ላይ መሻሻል አለባቸው የሚሉትን 

ቢገ ልጹልኝ?  

 

1. ---------------------------------------------------------

-  
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2. ---------------------------------------------------------

-  

3. - -------------------------------------------------------

--  

19.  ፋብሪካው በሚሰጠው የትራንስፖርት አቅም ላይ  ሊያሻሽል የሚገባው የሚሉት ካለ ቢገልጹልን?  

1. ---------------------------------------------------------

-  

2. ---------------------------------------------------------

-  

3. ---------------------------------------------------------

-  

20. 20. ቅርብ ከሚገኙ የፋብሪካው ምርቶች  ማከፋፈያ ግልጋሎት አግኝተው ያውቃሉ? መልሶዎ አዎ 

ከሆነ የማከፋፈያ ቦታዎችን በስም ቢገልጽልን  

1. ---------------------------------------------------------

-  

2. -------------------------------------------------------- 

21. ተጨማሪ የሚሠጡት አስተያየት ካለ ቢገልጹልን  

-------------------------------------------------------------- 

-------------------------------------------------------------- 

----------------------------------------------------------------

----------------------------------------------------------------

-------------------------------------------------------- 

-------------------- 

 


