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ABSTRACT

The studywas carried out at Shipax Africa limited, The purpose of the studywas to esta
blish the impacts of supplier relationship management on service delivery ot Shipax Afri
ea Limited.

The research methedology for the studu was Correlationsl research design, The sample s
ize was 59 respond ents and both simple random sampling technigues and purposive techni
gues were applied in selecting the respondents who were included in the sample, The rese
archer used guestionnaires to collect doto and dats was analused using SPSS version 25

at univariate and multivericte levels,
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Study findings revecled that supplier quality commitment had & coefficient of 02574, p
-value=0,0094 and t value=1,70 which showed that there is some significant effect on se
rvice delivery, The results also show that supplier Financial ahility had no significont eff
ect of supplier financial ability on the service deliverywith coefFicient of 0,1793, t-value
of 1.62and p-value of 0,162>0,05, Lastly, the results depicted that supplier competence
has & coefficient of 0,.658% o p-value of 0,000 which is less than 5% significance level whi
ch indicates that there was 6 strong significant effect of supplier competence on servic

e,

They concluded that procurement planning practices that affects service delivery which

included supplier competence and supplier gquality commitment,

The study recommended that Shipax Africa Limited should alwaus address and educate
its emplouees on the waus how to minimize on their production costs throug b minimal utili

zation of cvailakle resources from their supplier which will increase on the service deliver

Y

CHAPTERONE
1.0 Introduction

Supplier relationship management is ¢ critical aspect of supply chain management in var
ious industries, including the manufacturing sector, where product guality and safetuar
e paramount, The success of supplier relationship mancagement hinges on building and ma

intaining long —term partnerships with suppliers to improve the performance of the suppl
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y chain, This chapter explains in detail the background of the study, problem statement,
and research objectives, and research questions, scope of the study and the significance

of the study,

1.1 Backg round of the study

Parasuraman et ol (1985) defined relichility of the service as the extent to which the ser
vice is performed right ot the first time, the organization keeping its promises on cecur

ey correct records and in performing the service ot the designated time,

Anuradha Josh (2010) said that the impact of transparency and sccountability on service
delivery has alwaus been an underlying and due to the world becoming veru competitive o
nd uncertain where the service quality, customer satisfaction and service innovation mus

t be into consideration to improve the service delivery of the organization,

According to Neely (2005) organization of oll sizes in Kenua are reclizing that theu no lon
ger have complete control over their market success, This is because Kenuan businessme
n rely heavenly on the performance of their service delivery partners, Mony large orgoni
zations are now insisting that their small and medium industrial suppliers help them impr
ove service delivery costs, relichility and responsiveness, Gadeik jene (2007) carried out
6 resecrch on customer satisfaction and its long—term relationship with the service provi
ders, In 2020 Afeez Kolawole Shittu explained that service delivery refers to the extent
to which the service provided by the listed sector meet or exceed the expectation of the

beneficicries,

The growth of various sectors of Ugandan economy, such as wholesale and retail and the
service industry with the ever-incressing number of logistic activities has led to increasi
ng number of consumers due to the easy service delivery in the organization, These tren
ds oo well for orgoanization which are making further investments to carter for the growi
ny demand of the services by the customers, Shipax Africa Ltd decls with different tup

es of customers who need good service deliveru Service deliveryis therefore the extent
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to which the orgonization is relicble in delivering the service and the attainment of value

for money,

1.2 Problem statement

Suppliers are important stakeholders whose operations can impact the overall performan
ce of anorganization in terms of timely and quality service delivery, The choice of an org
anization's supplier should be guided by an elaborate evaluation of the potenticl suppliers
since the suppliers can impact on guality and timely service delivery of anuorganization,
Delayed deliveries, poor guality products or services, non-completion of orders and even
threats of litigation due to delaued pauments is o common scenario experienced (Mutai
& Okello, 2016).Shipax Africa Ltd has put in place efforts like training emplouees on the
effects of service deliveryon the organization to be chle toidentify the risks and ceguir
e strong relationshipwith their suppliers inorder to increase on the performance of the

organization (Shipax stotus report 2021),

Despite all the efforts done by Shipax Africa Ltd, the organization still faces challenges
of delay in the delivery of products, service which has led toreputationsa! damage to the
organization (Shipeax status report 2021) But Shipax Africa Ltd is truing to look for ways
on how it can improve the relationship between the organization and suppliers so that the
ir service is continuously protected and monitored, Therefore, this study aims ot finding

out the impact of supplier relationship menagement on performance of the organization,
1.3 Purpose of the study

The purpose of the study was to establish insights on the impacts of supplier relationship

mancagement on service delivery ot Shipax Africa Limited,
1,4 Specific objectives

1, To examine the impact of supplier financial stability on service deliveryat Shipax Afri

ca limited
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2, To evaluste the effect of supplier’s quality commitment on service delivery ot Shi

pax Africa limited

3, To assess the influence of supplier’s competence on service delivery at Shipax Afr

ica limited,
1,5 Research Questions,

1) What is the impact of supplier Financial stakility on service delivery at Shipax Afr

ica limited?

2) What are the effects of supplier's quality commitment on service deliveryat Ship

ax Africa | imited 7

3) What are the effects of supplier's competence onservice delivery at Shipax Afric

67
1.6 Scope of the study

1,6.1 Geographicsl scope

The studywas carried out from Shipax Africa limited located in Ntinda  kimera close , Tu

lip building block C, level 3, suite (5
1.6.2 Content scope

The study focused on supplier relationship management and quality of services of fered
by Shipax Africa limited,

1.6.3 Time scope

The studywas conducted for o period of five month from January to May 2024, Whereby
the study looked ot approximately 5(2020-2024) years back because they contain recent

dats concerning supply chain visibility,
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1.7 Justification of the study

The study findings will pave and provide adeguate information to shipax Africa limited o
n how supplier relationship management is crucial for the organization in order to prome

te timely and quality service delivery

The studywill be & source of reference to future researchers and ccademicions whe may
wish to conduct & similar study thus, it may help to close other information gaps that ma
y have not been catered for in this study

The findings of the study will help organizations to understand that supplier relationship

management is 6 process vulnerchkle to perseonal,
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CHAPTERTWO

LITERATURE REVIEW

2,0 Introduction

A litercture review is 6 body of text that cims to review the critical points of current kno
wledge and or methodological approcches on a particular topic, This chapter presents lite
rature on what supplier relationship management (SRM) is supplier financial stobilitugu
ality commrtment ,their competence and organizational performance in terms of service

delivery

2,1 0 Theoretical review/ definition of key terms
21,1 Supplier relationship management (SRM)

Supplier Relationship Management (SRM) refers to the sustematic, evaluation of supplie
rs' assets and capabilities with respect to procurement goals, choosing the approcches on
how to handle the activities assigned to select suppliers, planning and mancging interact
ions with suppliers, in an efFicient manner seross the supply chain, to maximize the value
reclized that is needed for supply chain and organizationsl performence (Chapkwony et
al,, 2020), According to supplu chain experts, SRM is & comprehensive design of defining
what theuy demand from a supplier and managing the connectivity between the companie

s to reach the required necessities (Matungs et al,, 2021),

The supply relationships involve intercctions buyer and supplier purchasing, Supplu relati

onships messures the degree of doseness entered into o relationship for the purpose of
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mutucl benefit, The level of relationships depends on trust between the supplier and the
buger Buyer-supplier relationship range from adversarial, arm length, transactions! rela
tionship, closer tactical, single sourced, outsourcing relationship, strategic allianee relati

onship, partnership and Co-desting relationships (Mukabi et al,, 2014),

According to Wachira (2013) study, Supplier Relationship Management (SRM) is concerne
d with the activities involved in planning strategically and mancging the interactions wit
h supply chain stakeholders in an organization that provides goods, services and informat
ion to 6 company in order to satisfy customer needs, He continued and provided that the
focus of SRM is to maintain mutuclly beneficial buver-supplier relationships with key sup
pliers who can deliver goods ot superior stages of invention and the much-needed gains o
n matters competitive advantage that may not be possible while operating independently

through o transactiona! purchasing approach,

According to LIPS (2012) the relationship spectrum with the selected supplier can be co
mpetitive or collaborative s shown below,

Under traditional competitive relationship is short term and the buyer bargain tooktain
the best price possible from the supplier without critical look on to total cost of ownershi
p, for the required product or service, The buuer focuses on minimizing cost which in turn
lowers supplier profit margins, The competitive approsch negotiction lecds to win-lose si
tuction, where any profits for the buuer are ot the expense of the supplier, Competitive
relationships are associated with limited information sharing, win-lose negotictions, poor

lecd time management and poor organization performance,

In Collaborative relationships both the buuer and supplier seek win-win negotictions, the
re is trust, information sharing, cooperation and the cim is to arrive ot mutusl gosls, The
elements of buuer-supplier relationship include trust Eomp; communication, A good rela
tionship builds trust between the buyer and the supplier, An organization should be ahle t
o identifu a trustworthy supplier whe can be relied upon to supply goods and services to t

he organization on time (Mutio,2015),

2,1,2 Service delivery
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Lambert, Stock and Ellram (1558) defined service delivery as the clignment of firms th
at brings products or services to market, Mote that these concepts of service delivery in
clude the Final consumers as poart of the deliveru, Another definition notes o service deli
very is the network of organizations that are mvolved, through upstream and downstrea
m linkages, in the different process and cetivities that produce value inthe form of pro

ducts and services delivered to the final consumers,

Externally an emphasis on communication, information exchange, partnering and perfor
mance monitoring integrates individual Firm process with source, make and deliver aetivi
ties of suppliers and customers, Integrated services delivery has been linked to the perf
ormance improvement in customer service areas such as order cucle time reduction and i
ncrease in on=-time delivery of shipments, as well as indicators of cost performance that
is to sou decreased expedited shipments of freight and routing and scheduling improve
ment (Stank et al 1656),

The logistic literature suggests that the inter firm coordination functional integration,
for example purchasing functions, & customer focused logistic strategy, and the manage
ment of logistics as an integrated activity are positively associated with operationa! per
formance, From the supply perspective, supplier development, supplier partnership, supp
lier involvement and strategic sourcing cll positively influence the buying firm&#3%s op
erctions! performance, In addtion, supplier partnership, supplier development and servi
ce delivery Flexibility all positively impact the buying Firm&#3% s business performance
(Kannan et al 2005),

Closer coordination of cetivities within and among Firms throughout the service delivery
crectes flexible operating sustem characterized by coordinated source, make and delve
r operations that drostically cut row matericls to consumer cucle time, encbling the firm
to respond to cctus! market needs rather thon anticipate demand with inventory, Coordi
nate planning and control of market and prometions, distribution, manufacturing and ra

w materials characterize into the firm integration,

2,1,3 Performance of organizations

B [



_ L

Performance is defined as the achievement of specific tasks messured cgainst predete
rmined or identified standards of accuracy completeness, cost and speed (Afshan, 201
ajl‘

According to Hamad (2020) study on the effect of supplier evaluation on procurement fu
nctions performance of the public sector organization in Zanzibar, the performance of pu
blic sector organizations in terms of service delivery can be measured basing on on-time

deliveries, and cost reduction and value for money,

On=time delivery evaluates the time taken for the supplier to deliver the services to the
buuer as per the aareed time stipulated in the contract of sale between seller and buye
v, [t canbe mecsured in terms of hours, daus or month, Poor delivery is fueled by c numb
er of factors including complacence of supplier, supplier incapability and poor expediting
From o buuer, The more the delay of delivery, the more the deteriorating of performance
in the organization Cost reduction that is cost is measured in term of the monetary valu
e of the product /service from the supplier and commonly it is the price charged by the s
upplier for the product/service delivered to the buyer, The price of the product is suppos

ed to be reasoncble and fair from the supplier to the buuer,

2 2 Supplier financicl stability and performance of an organization

Supplier financicl vickility refers tothe chility of the supplier financially to fulFill the b
uger reguirements (Zeil, 2010), Supplier’s financial condition need to be evaluated ot the
earliest stages of supplier appraisal, Some purchasers view the processes as 6 pre-scree
ning exercise that a supplier must pass before o detailed evaluation process can begin (H
and Field et al,,2008).A supplier that is financially unstable mauneed to insist on quality
but the supplier is forced to cut on costs; 6 buyer may have o claim against the supplier b
ut he may not have sufficient working capital; to meet it and & buuer maywishtoinsist o

n speed delivery but supplier cannot pay overtime (Lysons, 2008),

According to the Chartered [nstitute of Purchasing and Supplies (2012), Financial statu
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s and stobilty are measured by factors such as profrtability cash flows mancgement, as

sets owned, debts owed among other factors,

According Pamela (2013) study on the determinants of supplier selection and evaluction
in Pakistan Telecom industry supplier financisl capacity expertise is 6 key factor which d
etermines the eventusl performance of both the supplier and procurement of anorganiz
ation in terms of timely and quality service delivery, the study results showed o significa
nt correlation between the Financial capacity of supplier and ahbility of supplier to deliver

which inturn enhonces procurement performance,

The study revesled that supplier financial stabilityis a significant determinant of procu
rement performance thot boosts procurement performance function by minimizing costs
associcted with re-advertisements of tenders due to pre qualified supplier’s financial |
nakility, The study further recommended that procurement office should evaluste suppli
ers’ Financial stability in determining suppliers’ financial capability of supplying procure

d goods/services (Oukeo &amp; Juma, 2020),

2,3 Supplier quality commitment and performance of an organization

According to Noshad and Awasthi (2015), supplier quality commitment can be defined as
the assessment and monitor of supplier quality sustem and certification in comparison to

buyer specifications,

The study on the impacts of Supplier relationship management on service delivery at Uni
versities in Kenua revecled that supplier guality commitment has significant effect on p
rocurement performance that is suppliers’ level of quality in products and services obtai
ned through procurement activities enhances service delivery of an organization (Mutai

Eomp, Okello, 2016),

Quality can also be defined as the chkility of the tem/product/service to consistently me

et the customer specifications or customer’s expectations (Lusons Lomp,Farrington 201
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b).

The supplier guality can be cssessed by looking on diverse dimensions like quality relickili
tuy, quality planning, quality inspections, guality assurance in every aspect of supplier ope
rations and quality productions process, The qualityis determined in the organization thr
ough the degree of conformance of the products and the services to the organization’s n
eeds (Kaunck &amp; Hartley, 2018),

The study on supplier and procurement issues in Rwanda reported that quality commitme
nt is o determining foactor for qualified supplier and is 6 keyelement and & good resourc
e to cut production and material costs in order to survive or sustain competitive position |
n respective markets, hence development of an effective and rational supplier evaluatio
n and selection is desirakle (Mukarumongi et al, 2018), The study performed in South Kor
ec by Tracey (2008 revecled that supplier guality evalustion Function’s role has dramatic
ally increased as companies sought to gain competitive advantage in the global market pl
ace and the effects of supplier guality evaluation were seen as o strategic resource for

recching high guality levels, fast delivery and cost savings,

A study eonducted by Kitheka (2013) on supplier evaluation practices established thatsu
pplier performance measurement, supplier audits, supplier development and supplier int
egration are the most used supplier quality management practices, As o result of supplie
r guality mancgement, orgonizations may experience reduced lead times, increcsed resp
onsiveness to customers’, orders and inguiries, customer loysty, increcsed profitability
reduced opportunity cost from lost sales and effective communication between the orga
nization suppliers cs well as customers, The study further recommended thet organizati
ons must build into their sustems quality messures and continuous inspections so that dis
appoimtments of customers through discontinuous supply or supply of poor-guality produ
cts, The guality criteria help the supplier in per formance improvement whereas supplier
appraisal is on effective motivation tool when it leads to continuous improvement cetiviti
es and real supplier performance improvement, A buyer that appraises its suppliers help
them metivated to improve on quality, delivery, and cost especiclly if these are used s u

ardsticks to unearth the cause of performance difficulties, improve understanding of b
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usiness operations, culturcl factors and the lecdership ot the supplier, Supplier compete
nce is 6 significant determinant of procurement performance, since overall supplier capa
bility in terms of product/service quality responsiveness guarantees customer satisfacti

on (Gordon, 2006),

2.4 Supplier competence and performance of an organization

Supplier competence refers tothe abilty of a supplier to meet the assigned work succes
sfullyin the agreed time frame, place and guality (Cox, 2001) . the study revealed that
supplier competence has significant effect on procurement performance of organization
s whereby the supplier competence determines the understanding and satisfaction of b
uyer’s needs that directly enhances meeting such needs in the desired time hence timely

service delivery (Mutai &amp; Akello, 2016),

The studyon determinants of organization’ procurement performance in Kenuan Univers
ities estohblished that the main concern of procurement function is to make sure that one
buus from the best suppliers and clso improve the current suppliers, therefore, orgoniza
tions choose suppliers who have the capacity to deliver, The studyfurther observed that
supplier evaluation can work as & tool to influence future behavior of both buuer and supp
lier erganization and by connecting procurement targets to certain supplier competence,
oroanizations achieve higher supplier performance thereby leading to improved procure

ment and organizationa! performance (Kirande &amp; Rotich, 2014)

Organizations expect o lot from their suppliers because theu are confident that they hav
e filtered their suppliers onvery efficient basis after the pre-gualification of suppliers
based on supplier competence but still, theu are uncertain chout the guality of the items
to be delivered, on time delivery commitment to guality technology leverage, and oversll
performance of suppliers (Masceko, 2013), The report on monitoring the performance of
suppliers pointed that strategic monttoring of competence of suppliers is eritical inmana
gement of performance operations and most importantly mansgement of supplier-buye

r relationship therefore, it is important that any procurement and supplies professional
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have the reguired skills in supplier relationship competence determinstionsoastobeina
position to develop appropriate performance criteria both for suppliers and the entire pr
pcurement function so as to enhance their contribution towards achievement of the desir

ed standards (CIPS, 2013),



CHAPTERTHREE
METHODOLOGY
3.0 Introduction

This chapter presents the methodologies that were used inthe study and they include; r
esecrch design, target population, dota sources, sampling technigues and sample size de
termination, dats collection tools and technigques, data compilation and anclusis, validity

and relickility and ethical considerations,
3.1 Research Design

The main purpose of the study was to estoblish effects of supplier evaluation on service
deliveru Correlationsl research design was used to estokblish the relationship betweensu
pplier financicl stability, supplier gquality commitment and supplier competence withserv
ice deliveru This enchled the researcher make both statistical and administrative conclu

sions concerning supplier performance and service delivery
3,2 Study Population

The study targeted o population of 70 emplouees of which 20 emplouees were from the d
epartment of procurement, 20 from accounts and finance department and then 10 from
Human Resource department since emplouces from those departments had enough infor

mation concerning supplier evaluation and performance of an entity,
3,3 Sample size

The sample size of this study was determined using Krejcie & Morgan's Table (1570) of s

ample size determination since the target population is known, The Krejcie & Morgan's

Department Population, N Sample size, S

Procur ement 40 3t

—




