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ABSTRACT

This study is about an assessment of the effect of physical distribution on performance of postal services in Uganda. Uganda Posts limited is taken as a case study. In this study, physical distribution is conceived as the independent variable and performance as the dependent variable. The study used a case study research design where both qualitative and quantitative data collection and analysis were used on a population of 109 staff of Uganda Posts Limited. Data was collected using questionnaire and interviews. Quantitative data was analyzed using frequencies, percentages, mean and standard deviations, correlations and regression analysis.
Physical distribution practices were found to be a significant predictor of variance in postal performance as it predicted 54.3 percent of variance in postal performance. 

The study concluded that physical distribution significantly influenced performance in Uganda Posts Limited. The study recommends that to achieve desired targets in performance Posta Uganda should mobilize resources to pay its outsourced services on time and also improve on the way it handles its key success factors. Other studies should investigate further the relationship between rule and regulations on performance of postal services in Uganda.
CHAPTER ONE

BACKGROUND OF THE STUDY

1.0 Introduction

This study is about an assessment of the effect of physical distribution on performance of postal services in Uganda. Uganda Posts limited is taken as a case study. In this study, physical distribution is conceived as the independent variable and performance as the dependent variable. Physical distribution was measured inform of transportation, warehousing , order processing, and Key success factors, whereas performance was measured in form of on-time delivery, increase in mail volumes, increase in revenue base and increase in customer base. The chapter introduces the background of the study, the statement of the problem, purpose of the study, objectives of the study; research questions, hypotheses, conceptual framework; significance, justification and the operational definitions of terms and concepts.

1.1.1 Historical Background

The origins of physical distribution are not grey. Much of its expertise is ‘borrowed’ from military practice. During the Second World War and the Korean and Vietnam wars, supplies officers had to perform extraordinary feats of physical distribution, in terms of food, clothing, ammunition, weapons and a whole range of support equipment having to be transported across the world. The military skill that marketing has adopted and applied to physical distribution is that of logistics (Geoff Lancaster, 2013). Aamoth, Doug in his article "The Man Who Invented Email". that appeared in the time magazine on the 15th of  November 2011 described mail as “ The word mail comes from the Medieval English word male (spelled that way until the 17th century, distinct from male), referring to a traveling bag or pack”. The Postal system is normally the monopoly market of the official postal service in a given country, defined by size of the letter normally below 350grams. This is an area where there are many changes as some governments have privatized their postal markets (Long, 2003). The institution that makes it possible for any person to send a letter, packet, or parcel to any addressee, in the same country or abroad, in the expectation that it will be conveyed according to certain established standards of regularity, speed, and security. The service is paid for in advance by the sender according to a relatively simple scale of fees based on weight and, in some countries, on speed of service required. 
The first credible claim for the development of a real postal system comes from Ancient Persia, but the point of invention remains in question. The best documented claim (Xenophon) attributes the invention to the Persian King Cyrus the Great around 550 BC (Briant, 2002). While other writers credit his successor Darius I of Persia around 521 BC, other sources claim much earlier dates for an Assyrian postal system, with credit given to Hammurabi (1700 BC) and Sargon II (722 BC). Briant (2002) continues to say that Mail may not have been the primary mission of this postal service, however the role of the system as an intelligence gathering apparatus is well documented, and the service was (later) called angariae, a term that in time came to indicate a tax system. The Old Testament in the book of Esther, also makes mention of this system.
The Persian system worked on stations (called Chapar-Khaneh), where the message carrier (called Chapar) would ride to the next post, whereupon he would swap his horse with a fresh one, for maximum performance and delivery speed. Herodotus (1924) described the system in this way: "It is said that as many days as there are in the whole journey, so many are the men and horses that stand along the road, each horse and man at the interval of a day's journey; and these are stayed neither by snow nor rain nor heat nor darkness from accomplishing their appointed course with all speed".

Postal services In Uganda can be traced as far back as 1895, when a British administrator, George Wilson, requested the only owner of a type writer in the country, the Reverend Ernest Millar of the Church Missionary Society to produce stamps for postal services and for payments of postal dues (Ugpulse, 2007). The same Article continues to state that according to official records, on the 14th March 1895, Reverend Millar produced stamps on his type writer by changing the ribbon in the type writer from black to violet. These stamps were to be used to post letters within and out of the country and came into use on the 20th March 1895. 

In 1902, Uganda became a member of the Universal Postal union (UPU). The Universal Postal Union is an international Postal regulatory body under the United Nations established during the 1874 conference in Berne, Switzerland which adopted the universal postal convention and thus established the Universal postal union to enable exchange of correspondence and speed up mailing procedures between all Universal Postal Union members (Zacher, Mark and Sutton, 1996). During the same year of when Uganda became a member of the Universal Posta Union, the postal services in Kenya and Uganda were amalgamated but telegraph services continued to run independently per country (Ugpulse, 2007). When the East African Community was formed in 1967, the East African Post and Tele-communication Corporation was formed and by the collapse of the community in 1977, Uganda had over 300 offices that offered postal services, which then went into a period of deterioration. In 1986, Uganda Posts and Tele-Communication Corporation (UPTC) began rehabilitating and restoring postal services to many parts of the country. Several sub-post Offices were re-opened and other upgraded. By June 1995, there were 9 regional head post offices, 70 departmental Post offices and 235 sub post offices operating through out Uganda. Today Posta Uganda has 48 departmental post offices located all over the country, with one general post office located at its head office in Kampala, with other smaller branches known as sub post offices. All these outlets number to a total of 334 post offices and 79,417 letter boxes installed all over these outlets.
1.1.2 Theoretical Background

This study was guided by the Agency theory of performance monitoring. Much of the agency theory as related to corporations is set in the context of separation of ownership and control as described in the work of Berle and Means (1932). In this context, the agents are managers and the principals are the shareholders and this is the most commonly cited relationship in the corporate governance context. The potential problems of the separation of ownership and control were identified in the 18th century by Smith(1838), when he stated that “the Directors of such companies(joint stock companies) however being managers rather of other people’s money than their own, it cannot well be expected that they should watch over it with the same anxious vigilance as it were their own” The early proponents of the agency theory Jensen and Meckling (1976) explained that agency theory involves a contract under which one or more persons (shareholders) engage another person (the directors) to perform some service on their behalf which includes delegating some decisions, making authority to the agent.  This theory has been developed within the discipline of financial economics and looks at the relative merits of behavior based contracts Viz a viz outcome based contracts as a means of efficiently ensuring the fidelity of the agents, (Nilakant and Rao, 1994). The theory perceives the relationship between shareholders who are the principal and the directors who are the agents. Directors it is argued seeking to maximize their own personal benefits take actions that that are advantageous to themselves but detrimental to shareholders. 

Agency theory identifies the agency relationship where one party, the principal, delegates work to another party, the agent. Blair (1996) states managers are supposed to be “agents” of a corporation’s owners but managers must be monitored and institutional arrangements must provide some checks and balances to make sure they do not abuse their power. The agency relationships can have a number of disadvantages relating to opportunism or the best interest of the agent. For example, the agent may not act as in the best interest of the principal, or the agent may act only partially in the best interest of the principal (Mallin 2010). Berle and Means (1932) noted that as listed companies grew and their shareholders became more diverse, the separation between owners became more diverse, the separation between owners and directors magnified and power shifted towards directors, which some of them abused. Jensen, in Fama and Jensen (1983) elaborated and modified his original work on the Agency Theory. Serious scholarship has been able to demonstrate linkages between company performance and various attributes of governance such as the use of independent outside directors, board structure and size or audit committees. A significant study published by the Association of British insurers in 2008 cited in Selvaggi and Upton, (2008), which suggests that there is a robust causal relationship between proper management and superior company performance. That study suggested that it was good corporate governance that leads to better performance, not the other way round, it suggested that the impact of proper management on performance was long term and does have a positive effect on profitability and boosts share prices. 

However, critics of this theory cite its relatively narrow theoretical scope. Such critics believe board behavior does not consist of sets of contractual relationships but is influenced by interpersonal behavior, group dynamics and political intrigue. Ada Demb wrote in 1993 “Statistical methods will not explain the reality of the boardroom” Muth and Donaldson (1997 as quoted in (Tricker, 2009),  challenged the findings of the agency theory. Boards with well connected executive directors perform better, they found than those that followed corporate codes of governance. 

In summary critics of the agency theory argue that it has been erected on a single, questionable abstraction that governance involves a contract between two parties and is based on a dubious conjectural morality that people maximize their personal utility

This theory helps scholars to explore governance processes and corporate performance relationships (Tricker, 2009), so in this same light it was used to guide this research to demonstrate linkages between company performance and the various attributes of physical distribution. It highlighted the principle (Government)-agent (Posta Uganda directors) contractual relationship, where the Government through the Ministries of Finance and that of information, communication and telecommunication delegated work to the directors of Posta Uganda. 

1.1.3 Conceptual Background

This study was carried out on the basis of the following two broad concepts; that is physical distribution and performance. The variables further measured, transportation, warehousing order processing, Laws and regulations, and Key success factors. Lalonde, Ginter and stock (2007), ran regular surveys that showed activities most commonly included in logistics and 93% of the replies were for transportation, warehousing had 86%, inventory management was 75% and Procurement 67% and Forecasting 65%. For this study we will only include two of the above and then fix in Order processing, laws and regulations plus key success factors. (Tricker, 2009) says “there are few aspects of human activities that do not ultimately depend on the flow of goods from point of origin to point of consumption”.

Physical distribution is often considered to be concerned with the flow of goods from the receipt of an order until the goods are delivered to the customer (Lysons and Farrington, 2006). Transport means the management of the movement of goods and materials through space and time from their original source to the ultimate destination (Datta, 2005). According to Ballou (2004), Order processing includes number of activities like order preparation, order transmittal, order entry, order filling and order status reporting. A warehouse is any location where stocks of material are held on their journey through supply chains (Waters, 2009).

According to different authors (e. g. Schwartz 2003;Murphy and Poist 2000; Whipple and Frankel 2000; Jonsson and Zineldin 2003), the keys for success in logistics are trust, performance evaluation, sharing information and communication, top management support, clear goal, vision and roles
Distribution is concerned with product availability. It is often summed up in the adage of getting the right product to the right place at the right time. This implies that retailers must be concerned with the flows of product and information into their companies in order to make products available to consumers. The management task in physical distribution can therefore be summarized as: the planning, coordinating and controlling of the physical movement of products to provide a level of timely and spatial physical availability for customers, appropriate to the needs of the market place and the resources of the company. Physical distribution is responsible for delivering to the customer what is wanted on time and at minimal cost (Arnold and Chapman, 2004). It is thus concerned with a number of elements that can be described as the distribution mix and comprise decisions about the: - number, type and location of the storage facilities; - levels of stockholding in terms of both quality and quantity; - transport to be used in moving products; - packaging and unit sizes and how they are handled; - communications about the distribution elements of a company. The elements of the distribution mix (storage facilities, inventory management, transportation, unitization, and communications) have to be integrated for successful retail distribution...

Physical distribution affects every person and every business in this country. In retailing, physical distribution is crucial to serve consumers. The importance of physical distribution is now more widely perceived and retailers are concentrating considerable management efforts on physical distribution. This is due to an awareness of three factors; the costs of distribution, the opportunities to improve service and gain a competitive edge, and the use of technology to improve service and reduce costs (Sparks, 1992).

1.1.4 Contextual Background

Mail delivery has traditionally been done by government based on the assumption that effective mail service is a basic necessity for a well run society.  As a public good, it traditionally has been kept under public ownership unlike similar services such as small packet delivery, mail agencies usually have a policy where the service must be provided according to Universal Service Obligations (USO) standards. The Universal service Obligations is described as “an obligations imposed on the provider to ensure that anyone in its service area has access to an affordable, minimum level of a standard quality service bundle (Estache, Antonio, DeRus, Gines, 2000)

In Uganda, Uganda posts Limited known by its business name as Posta Uganda is responsible for the Postal services, it has close to 48 departmental post offices located all over the country, with one general post office located at its head office in Kampala, with other smaller branches known as sub post offices. All these outlets number to a total of 334 post offices and 79,417 letter boxes installed all over these outlets. Uganda Posts limited has a Monopoly on the postal mail system although the courier side of the business has close to 25 other licensed courier firms. 

Posta Uganda relies entirely on physical distribution for its mails business. Moving mails from one point to another will entail transportation, warehousing and mail handling; this has a big influence on its efficiency and effectiveness in that if its not handled professionally then the company performance will definitely tumble thus need for this research. In March 2011, Posta Uganda launched a batch of ten brand new buses to help in the physical distribution of mails while at the same time ferrying customers so as to subsidize on the cost of transporting these mails. 

1.2 Statement of the Problem

Physical distribution is often considered to be concerned with the flow of goods from the receipt of an order until the goods are delivered to the customer (Lysons and Farrington, 2006). It is responsible for delivering to the customer what is wanted on time and at minimal cost. Physical distribution makes the product available at the right place and at the right time, thereby maximizing the company’s chance to sell the product and strengthen its competitive position. Physical distribution considers many critical decision areas such as customer service, inventory, materials, packaging, order processing, and transportation. Posta Uganda’s main business is physical distribution. 

However, Poor handling, movement and storage of mails items has led to deteriorating performance and therefore there is need to explore what needs to be done to improve handling and management of mail services. According to figures released by the Universal Postal Union, in September 2012, the percentage population that collects mails from the Uganda Posts Limited has been systematically on a decline from 85% in 2008 to 50% in 2011/2012 with those having mails being delivered to their homes falling from 5% to 0.3%, the average population without postal services rose from 10% in 2008 to 99.2% in 2012 (Universal Postal Union Statistics, 2012). Further figures released by the Uganda Communications Commission show that ordinary letter post fell from 1,808,000 mails in 2009/2010 to 997,000 mails in 2012/2013 financial years (The Monitor publication, 2013).This translated in a revenue decline from 250521 Special drawing rights (SDRs) to 108,229 Special Drawing Rights (SDRs) by 2012. The decline in mail access may be due to lapses in physical distribution, which is the means of movement for mails from the central sorting centre to all the corners of Uganda and thus the need to study this area in relation to performance of this sub sector.
1.3 Purpose of the Study
The purpose of this study was to establish the contribution of physical distribution on the performance of postal services in Uganda.

1.4 
Objectives of the Study

The following objectives guided the study 

i. To identify the relationship between physical distribution and performance of postal operations.
ii. To examine the challenges associated with physical distribution of Postal services in Uganda
iii. To establish key success factors in improving physical distribution activities and thus performance of postal services in Uganda 

1.5 Research questions

The research questions were:
a) What is the relationship between physical distribution and performance of Postal services in Uganda
b) What are the challenges associated with physical distribution of Postal services in Uganda

c) What are the key success factors that aim at improving physical distribution and thus performance of postal services in Uganda? 
1.6 Research Hypotheses

I. Physical distribution positively affects performance of Postal services in Uganda
II. There is a significant relationship between physical distribution challenges and performance of Postal services in Uganda
III. There is a positively significant relationship between Key  Success factors in physical distribution with performance of Postal services in Uganda
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1.7 Conceptual framework

Figure 1:

Source: Adapted from Blaikie (2000), Neuman (2011), Lysons and Farrington, 2006)) and modified by researcher
In above framework, physical distribution factors that affect performance were, order processing, Transportation, warehousing, Key Success factors. Order processing, Transportation, warehousing are elements of physical distribution which together with the Key Success factors were viewed as constructs predicting performance. This operationalization assisted the researcher to understand how physical distribution factors affect performance at Posta Uganda.

1.8 Significance of the study

The study findings will present useful information to stakeholders, policy makers and management of Uganda Posts Limited that may be used to improve on the services rendered to the public.
 The findings may be of great use to the academia, especially those who may wish to carry out further research on how physical distribution affects service delivery. 

1.9 Justification of the study

Postal Services are vital for communication. Whereas the Uganda Communications Commission and United Nations consider communication a basic human right, postal services are showing a general decline in accessibility by the general population and if the situation is not brought under control or even improved the Post office might lose relevance and thus be forced out of business.

 The researcher therefore, felt a general conviction to assess why this trend was so and how physical distribution had contributed to this trend so as to establish the validity of variable’s inter-relation and also come up with relevant and practical recommendations that will improve on the service delivery in the postal service sector and thus help maintain its relevance.
1.10 Scope of the study 
The study is an assessment of physical distribution factors that affect performance in Posta Uganda.

a) Geographical scope

The study was conducted in Posta Uganda offices on plot 35, Kampala road and also the 48 departmental offices all over the country
b) Content scope

The study was on Physical distribution and performance of postal services and is limited to the variables of Order processing, transportation, warehousing, , key success factors as the independent variables while performance is the dependent study variable with Laws and regulations being the intervening variable.

c) Time scope 

The study utilized data for 5 years from 2008 to 2012. This period was chosen because it’s when the time period after the divesture of the company from Uganda Posts and Telecommunications Corporation took place. The company was split into two companies of Uganda Posts Limited and Uganda Telecom Ltd. 
1.11 Operational definitions of terms and concepts

Physical distribution is responsible for delivering to the customer what is wanted on time and at minimal cost (Arnold and Chapman, 2004). 
Transportation: Transport means the management of the movement of goods and materials through space and time from their original source to the ultimate destination (Datta, 2005). For the purpose of this study, this definition will remain the operational meaning
Warehousing: A warehouse is any location where stocks of material are held on their journey through supply chains (Waters, 2009). For the purpose of this study, warehousing will be the placement of products, merchandising and goods in storage units as a major part of distribution management. 

Performance: Does the product or service do what it is supposed to do, within its defined tolerances (Juran, 1986). In this study, performance will be the actual output of the physical distribution process like on time delivery, increase in mail volumes, customer base and the rest.
Special Drawing Rights: These are supplementary foreign exchange reserves assets defined and maintained by the international monetary fund (IMF). Not  currency, instead SDRs represent a claim to currency held by the IMF member countries for which they may be exchanged. As they can only be exchanged for Euros, Japanese yen, pounds sterling or US dollars (Williams, 2009). 

CHAPTER TWO

LITERATURE REVIEW

2.0 Introduction

This chapter presents the literature review on key variables and concepts illustrated in the conceptual framework by various researchers. In this chapter the researcher will review the literature related to physical distribution and performance of postal services. It is conceptualized under the objectives of the study and focuses mainly on physical distribution attributes and their effects on performance of postal services. It provides a structure within which the research findings will be interpreted. 

2.1 Theoretical review 
This study will be guided by the Agency theory of performance monitoring. In this case, the focus is on the principle –agent contractual relationship where the principle has delegated to the agent. Much of the agency theory as related to corporations is set in the context of separation of ownership and control as described in the work of Berle and Means (1932). In this context, the agents are managers and the principals are the shareholders and this is the most commonly cited relationship in the corporate governance context. The potential problems of the separation of ownership and control were identified in the 18th century by Smith(1838), when he stated that “the Directors of such companies(joint stock companies) however being managers rather of other people’s money than their own, it cannot well be expected that they should watch over it with the same anxious vigilance as it were their own” The early proponents of the agency theory Jensen and Meckling (1976) explained that agency theory involves a contract under which one or more persons (shareholders) engage another person (the directors) to perform some service on their behalf which includes delegating some decisions, making authority to the agent.  This theory has been developed within the discipline of financial economics and looks at the relative merits of behavior based contracts Viz a viz outcome based contracts as a means of efficiently ensuring the fidelity of the agents, (Nilakant and Rao, 1994). The theory perceives the relationship between shareholders who are the principal and the directors who are the agents. Directors it is argued seeking to maximize their own personal benefits take actions that that are advantageous to themselves but detrimental to shareholders. 

Agency theory identifies the agency relationship where one party, the principal, delegates work to another party, the agent. Blair (1996) states managers are supposed to be “agents” of a corporation’s owners but managers must be monitored and institutional arrangements must provide some checks and balances to make sure they do not abuse their power. The agency relationships can have a number of disadvantages relating to opportunism or the best interest of the agent. For example, the agent may not act as in the best interest of the principal, or the agent may act only partially in the best interest of the principal (Mallin 2010). Berle and Means (1932) noted that as listed companies grew and their shareholders became more diverse, the separation between owners became more diverse, the separation between owners and directors magnified and power shifted towards directors, which some of them abused. Jensen, in Fama and Jensen (1983) elaborated and modified his original work on the Agency Theory. Serious scholarship has been able to demonstrate linkages between company performance and various attributes of governance such as the use of independent outside directors, board structure and size or audit committees. A significant study published by the Association of British insurers in 2008 cited in Selvaggi and Upton, (2008), which suggests that there is a robust causal relationship between proper management and superior company performance. That study suggested that it was good corporate governance that leads to better performance, not the other way round, it suggested that the impact of proper management on performance was long term and does have a positive effect on profitability and boosts share prices. 

However, critics of this theory cite its relatively narrow theoretical scope. Such critics believe board behavior does not consist of sets of contractual relationships but is influenced by interpersonal behavior, group dynamics and political intrigue. Ada Demb wrote in 1993 “Statistical methods will not explain the reality of the boardroom” Muth and Donaldson (1997) challenged the findings of the agency theory. Boards with well connected executive directors perform better, they found than those that followed corporate codes of governance. In the last few years, there has been increasing pressure on shareholders and particularly institutional shareholders who own shares on behalf of “the man on the street” to act more as owners not just as holders of shares. Once share holders do begin to act like owners again, they will be able to exercise a more direct influence on companies and their boards so the boards will be more accountable for their actions and in that sense the power of ownership will be returned to the shareholders(Mallin 2010). Useem (1996) highlights that institutional investors will ultimately become accountable to millions of ultimate owners who my come to question the policies of the new powers that be. Then the questions may expand from whether professional money managers are achieving maximum private return to whether they are fostering maximum public good.

In summary critics of the agency theory argue that it has been erected on a single, questionable abstraction that governance involves a contract between two parties and is based on a dubious conjectural morality that people maximize their personal utility

This theory helps scholars to explore governance processes and corporate performance relationships (Tricker, 2009), so in this same light it guides this research to demonstrate linkages between company performance and the various attributes of physical distribution. It highlights the principle (Government)-agent (Posta Uganda directors) contractual relationship, where the Government through the Ministries of Finance and that of information, communication and telecommunication delegated work to the directors of Posta Uganda. 

2.2 conceptual Review
2.2.1 Physical distribution and performance
Physical distribution is often considered to be concerned with the flow of goods from the receipt of an order until the goods are delivered to the customer (Lysons and Farrington, 2006). Transport means the management of the movement of goods and materials through space and time from their original source to the ultimate destination (Datta, 2005). Materials management is the integrated function of purchasing and allied activities so as to achieve the maximum coordination and optimum expenditure in the area of materials (Nair, 1990). A warehouse is any location where stocks of material are held on their journey through supply chains (Waters, 2009).

Distribution is concerned with product availability. It is often summed up in the adage of getting the right product to the right place at the right time. This implies that retailers must be concerned with the flows of product and information into their companies in order to make products available to consumers. The management task in physical distribution can therefore be summarized as: the planning, coordinating and controlling of the physical movement of products to provide a level of timely and spatial physical availability for customers, appropriate to the needs of the market place and the resources of the company. Physical distribution is responsible for delivering to the customer what is wanted on time and at minimal cost (Arnold and Chapman, 2004). It is thus concerned with a number of elements that can be described as the distribution mix and comprise decisions about the: - number, type and location of the storage facilities; - levels of stockholding in terms of both quality and quantity; - transport to be used in moving products; - packaging and unit sizes and how they are handled; - communications about the distribution elements of a company. The elements of the distribution mix (storage facilities, inventory management, transportation, unitization, and communications) have to be integrated for successful retail distribution...

Physical distribution affects every person and every business in this country. In retailing, physical distribution is crucial to serve consumers. It is thus concerned with a number of elements that can be described as the distribution mix and comprise decisions about the: - number, type and location of the storage facilities; - levels of stockholding in terms of both quality and quantity; - transport to be used in moving products; - packaging and unit sizes and how they are handled; - communications about the distribution elements of a company.

Distribution is concerned explicitly with costs and customer service and the elements of decision making that influence these. To a considerable extent it is the emergent awareness of the investment required to achieve the optimal balance and the potential service gains that are available that have caused the development of a new professionalism in physical distribution. It is also becoming clear that, to be successful, physical distribution has to become integrated with the business strategy and the positioning of the retail business. It is increasingly common to see the term 'physical distribution management' replaced by the term 'logistics management'. In many cases the terms are used interchangeably although there are differences. Michael Baudin (2004), states that there are many definitions of logistics but originally it is a military term first used in the Napoleonic ea and defined it as “ the branch of military Science and operations dealing with the procurement, supply and maintenance of equipment and hospitalization of personnel, with provision of facilities and services and with related matters”

 Physical distribution is thus somewhat narrower than logistics management, being concerned with finished products rather than the combination of materials management of components and raw materials as well as finished products as implied by logistics. For retailers it would seem that, while companies are extending their influence back into logistics management and concepts such as integrated distribution and just-in-time distribution are becoming increasingly important, the narrower concept of physical distribution management is more applicable. This is the term used here, but the importance of backward integration and cooperation or co-ordination by retailers should be understood. 
The above literature shows how physical distribution is vital in our lives, manufacturers, customers and potential customers are widely dispersed geographically, if companies serve only the local markets, they restrict potential for growth and profit. However, to extend markets requires a well run distribution system which adds place value and time value by placing goods in markets where they are available to consumers t the time of need.
2.2.2 Order processing 
According to Ballou (2004), Order processing includes number of activities like order preparation, order transmittal, order entry, order filling and order status reporting. Order processing is the term used to identify the collective tasks associated with fulfilling an order for goods or services placed by a customer. The processing procedure begins with the acceptance of the order from the customer, and is not considered complete until the customer has received the products and determined that order has been delivered accurately and completely. Companies often invest a great deal of time and effort in designing an efficient strategy for processing orders, thus increasing the possibility of establishing a long-term working relationship with its customers.
Tony Arnold and Chapman, (2004) state that “order processing occurs when a customer’ order is received. The product may be delivered from finished goods inventory or it may be made to order” If good are sold from inventory, a sales order is produced authorizing the goods to be shipped from the inventory.  

When physical goods are involved in order processing, a more complex approach is commonly employed. Customers may place orders by submitting a written request, by phone, or by using online order forms that are routed directly to the seller. Each order is then routed to a distribution center, where the type and quantity of items requested by the customer are collected and prepared for shipping. In order to facilitate this process, larger companies often operate multiple distribution centers that are strategically located, allowing for the shipment to be delivered to the customer as soon as possible.

Once the order is received, the customer completes the order processing by inspecting the items that are delivered. If the items are in fact what the customer ordered, and are not damaged in any way, then the order processing cycle is considered complete. Should the received items be incorrect, or are damaged in any way, then the processing is not considered complete until the issues are resolved. To avoid damage orders are packaged in protective materials. Packaging contains, protects, preserves, transports, informs and sells (Soroka, 2002)
Efficient and accurate order processing is essential to the success of any type of business, Ballou (2004).  A truly efficient system will require that orders must be verified with customers to ensure there are no questions about what the customer wants. Once the order is verified, the items needed to fill the order accurately must be collected in a timely fashion. After collecting the necessary products, they must be packaged securely and delivered to the customer within the time frame promised. Failure to efficiently manage any of these tasks increases the chances of disappointing the customer, and thus losing any possibility of repeat business.

2.2.3 Transportation 
Stanley and Mathews (2007) define transportation as “the physical movement of goods and people between points”. Transportation is an integral part of both inbound and outbound movement of goods. Transportation is responsible for the physical movement of materials between points in the supply chain (Waters, 2009). Transportation is usually the most important single element in logistics costs for most firms. Freight movement has been observed to absorb between one third and two thirds of total logistics cot (Davis and Drumm, 2002) Transport requirements can be satisfied in three ways; private fleet, contracts with transport companies or a wide variety of carriers. From the logistical point of view, fundamental factors to transportation performance will be cost, speed and consistency. It is the heart of logistics and in this case physical distribution, moving materials or items between series of suppliers and customers. As it takes time, it affects time utility. Time utility declines with increasing transit time. In United Kingdome 1.6 million people out of a workforce of 28.5 million works in transport related industries (Balluch, 2004) , while in the 27 countries of the European Union, more than 9 million people work in transport related industries and move 4,000 billion tone-kilometers of freight a year (Bamford, 2001),(Emmeh,2006).  As People buy more, the transport industry continues to grow, perhaps at 1-2% a year in the USA, 2-3% within Europe (Gunther and Kim, 2004). When organizations use Third Party Transport companies to move goods, it’s called outsourcing. According to Hendry (1995) one of the strongest and most sustained trends in business over the last 10 years has been the trend towards outsourcing, with increased fervor and conviction, corporations have sought to reduce costs by contracting out services and activities traditionally provided in house. The rationale is simple, if contracting out is cheaper than doing it yourself, outsource. Hendry (1995) continues to argue that supported by political ideology, management fashion, long-term responses to recessionary pressures, the benefits of outsourcing have become so obvious that they have hidden the real costs associated to it. When Third Party Transport companies are used to move goods they pay a commercial tariff. When they use their own fleet they incur costs but these should be lower than the commercial rates or else they should switch to Third party Carriers Intermodal transport refers to Journeys that involve more than one mode of transport (Waters, 2009). The best mode is used for each part of the journey with transfers at appropriate points.

 2.2.4 Warehousing 
A warehouse is any location where stocks of materials are held on their journey through the supply chains (Waters, 2009). Warehouses may take many forms and do other activities in addition to storage. Karabus and Croza(1995) say that a “product should never be warehoused or stored but should continually be in movement, with the least possible number of handling steps. This view reflects the common view that stocks should be minimized and preferably eliminated, but the reality is that warehouses remain an essential part of the supply chain. Olsen (1996) commented that “we have seen the demise of warehousing predicted again and again especially with the evolution of the philosophies of Just in time, quick response, efficient consumer response, direct store delivery and continuous flow distribution”. However, if a stamp is still needed then Posta Uganda will have warehouses to store these letters. These warehouses store mail and mail materials until they are needed. They provide safe and secure conditions of storage at key points of Posta Uganda’s supply chain keeping mails and mail items in good condition and with minimal damage. They efficiently do associated handling, movement and sorting and checking of mail and mail items plus other duties like, recordkeeping, information processing and transferring as maybe required by the customers. Waters (2009) states that “Warehousing layout describes the physical arrangement of storage racks, loading and unloading areas, equipment, offices, rooms, and all other facilities in a warehouse.

If Posta Uganda keeps mails and mail items far from departure bays, it wastes time whenever items are needed. Stevenson(1993) says layout decisions are important for three basic reasons (i) they require substantial investments of both money and effort (ii) they involve long-term commitments….(iii) they have significant impact on the cost and efficiency of short-term operations. 

2.2.5 Key Success factors for postal performance 
Logistics service providers are rapidly becoming more competitive in mail delivery as international competition become more intense by leveraging customer relationship management (CRM) strategies (Anton and Petoufoff, 2002; Smith, 2005; Xue and Harker, 2002). Different authors (Mayer Brown 2003; Cohen and Young 2006) ascribe different importance to key success factors. Successful physical distribution does not relate only to financial and business goals. It may have considerable impact on a company’s competitiveness over time, it is a comprehensive vision of managing the relationship that demands careful consideration. 

Mayer Brown (2003) defines a number of key factors for customer success. Those factors are: top management commitment and support, the right people on the outsourcing team, clear objectives, fully defined scope, established financial baseline, rational process, the right vendor selection, an agreed contract and definition of outsourced services, acceptance of responsibilities, managing the transition phase as a project, maintaining competitive pressure, open and honest information flow, support and respect to individuals and personal development opportunities for any staff who transfer, improved service levels and commercial viability for both parties

 Logistics service providers may measure their critical success factors against the belief that corporate commitment to core values and ethical decision-making are the foundations for sustainable competitive advantage, which ensures a company’s long-term viability. This commitment creates success by allowing their customers and employees to development avenues of trust that are backed with integrity through its business transactions (Smith, 2002).

This attention to the customer service cycle, must be able to take logistics service providers’ customers where they want to go today but anticipate where they will need to be tomorrow. According to different authors (like Schwartz 2003;Murphy and Poist 2000; Whipple and Frankel 2000; Jonsson and Zineldin 2003), the keys for success in logistics are trust, performance evaluation, sharing information and communication, top management support, clear goal, vision and roles. Trust is the first and one of the most significant factors for succeeding in outsourcing logistics as the companies have to share information, benefits, and risks with each other (Tate 1996). Because of trust, the logistics company gains a chance to improve its service level and develop the relationship for a longer period of time, especially strategic alliance.

According to the KPMG study (2000), support and commitment from top management is the second most important success factor. Top management commitment and support is considered important, since they can make the necessary funds and resources available for the project as well as provide strategic direction and offer solutions for overcoming obstacles. The goal, vision and roles are required to prevent confusion among staff and organizations (Whipple and Frankel 2000; Murphy and Poist 2000). 

2.2.7 Summary of the literature review
The literature offers a variety of useful information on physical distribution and performance. We can see that the physical distribution concept is a customer-oriented business philosophy supported by integrated physical distribution activities aimed at generating customer satisfaction as a means of satisfying fundamental organizational goals. 
However, relatively little attention has been paid to physical distribution functions in research within the Postal service literature. The general topic has received more emphasis in other literatures, such as in operations management, logistics, transportation, purchasing and information technology, with a general focus on how product orders can be efficiently and effectively processed, and then delivered to channel members and end-customers. The purpose of this study is to develop a conceptual framework designed to clarify the relative importance of physical distribution functions within Postal services management. 
This study therefore became relevant since research was needed not only to identify physical distribution barriers in relation to postal services but to also find out practical strategies of how these barriers could be overcome to ensure the smooth running of the postal business.

CHAPTER THREE

METHODOLOGY

3.0 Introduction

This chapter explains the approaches the researcher used to gain information on the research problem and comprises of the research design, study population and sample size and selection, sampling design and procedure, data collection instruments, validity and reliability, procedure of data collection, data analysis and measurement of variables. It also includes procedure of data collection, data processing, as well as regression and correlation methods of analysis.
3.1 Research design

This study used a case study research design where both qualitative and quantitative data collection and analysis were used to enable in depth research while being able to disregard many variables and focus on a specific context, thus being able to generalize (Amin, 2005) and that is why Posta Uganda was used to represent the entire Postal Service.  
3.2 Study Population 
The population of the study comprised of 4 Level 3 Managers and 105 District postal employees, making a total of 109.
3.2.1 Sample Size and selection
The study sample size was determined by use of a formula as given below, because it’s conventionally accepted for research (Sekaran, 2003)
                       n =       N          

                           1+Ne²
Where; n = desired sample

            N= Population

            e = Level of significance
Table 1: Sample size ​

	Category of staff
	Population size
	Sample size
	Sampling technique

	Level 3 Managers
	4
	4
	purposive sampling

	Postal officers
	105
	83
	Simple random sampling

	Total
	109
	87
	


Source Posta Uganda Human Resource report, June 2013
3.2.2 Sampling Design and Procedure

Purposive random sampling was used to select level 3 managers. This technique was preferred because the respondents were chosen with a particular purpose in mind so its less time consuming and the results are expected to be more accurate. Simple random sampling was used to select postal officers. This technique was preferred because of the ease of assembling the sample and it’s also considered a fair way of selecting a sample from a given population since every member of the population is given an equal chance of being selected. 

3.3 Data Collection Methods

Findings were generated using quantitative method questionnaire and were checked by using qualitative data.
3.3.1 Questionnaire survey
This method was used to collect data from postal officers. This method was preferred because it helps get good response rates since respondents are allowed to read questions answer them. It also helps to investigate motives and feelings in linkert scaling since it was self administered. According to Mugenda and Mugenda (1999) questionnaires give a detailed answer to complex problems. Additionally, questionnaires are also a popular method for data collection in deduction because of the relative ease and cost-effectiveness with which they are constructed and administered. 
3.3.2 Interview 
This method was used to collect data from level 3 managers so as to get in-depth insight into the problems. This method was preferred because it generally yields highest cooperation and lowest refusal rates, offers high response quality and takes advantage of interviewer presence and it is multi-method data collection that is it combines questioning, cross-examination, probing techniques (Owens, 2002). In this study interview guides were used to solicit information from the level 3 managers
3.3.3 Document review
This method was used in sourcing for secondary data in all relevant documents in relation to physical distribution. Guided by the conceptual, relevant literature was sourced and categorized according to themes and sub themes of the study.
3.4 Data Collection instruments
The study will use both interview guide and questionnaire as data collection instruments.

3.4 .1 Questionnaires

Data was collected using questionnaires covering all the aspects of the study variables and accompanied with a Likert scale response continuum, that is strongly agree(5), agree(4), Not sure (3), disagree (2) and strongly disagree (1) (Mugenda and Mugenda, 1999) were used for this study to collect data from middle level staff. This is because they enable the respondents to express freely their opinion about the variables under study. It is suitable for measuring perception, attitude and behavior. Both structured and matrix questions were used, the former applied because it’s precise and reliable and the later because it saves time, money and easy to analyze.
3.4.2 Interview guide

Interview guide was used in this study because it yields highest cooperation and lowest refusal rates offers high response quality and takes advantage of the interviewer presence (Amin 2005). Open ended questions were used to obtain in-depth information on opinions, attitudes and suggestions of the respondents as well as giving them a free mind to answer the question.
3.4.3 Documentary review checklist
Documentary review checklist containing a list of documents for review was used and this provided necessary data for the study. The documents reviewed included the Posta Uganda Annual work plans 2008-2013, the annual business reports, 2009-2012, Universal Postal Union reports, 2008-2012. This secondary data supplemented the primary data collection therefore giving more reliable results for the study.

3.5 Pretesting data collection instruments
Pretesting was conducted to establish reliability and validity of the instruments. The questionnaire was pilot tested on a sample of 10 officers and adjustments made to enhance its reliability. This was done to obtain neutral feedback.
3.6 Validity and reliability
3.6.1 Validity 
Content validity index (CVI) was determined by dividing the number of valid items by total number of questionnaires items. 
CVI= Number of items declared valid
           Total Number of items

Table 2: Validity

	Type of variable


	Current
	Previous
	Percent

	Physical distribution factors
	19
	22
	0.86

	Key Success Factors
	6
	8
	0.75

	Challenges to physical distribution
	4
	7
	0.57


0.86 + 0.75 + 0.57

               3

This gave us the average content validity index of 0.72 which was above the average of 0.7 (Amin, 2005)

3.6.1 Reliability 
Reliability of the instrument was obtained by computing the Cronbach’s coefficient Alpha, using the statistical Package for social scientists (SPSS) computer program.

The standardized Cronbach's alpha can be defined as
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 is as above and [image: image3.png]


 the mean of the [image: image4.png]


 non-redundant correlation coefficients (i.e., the mean of an upper triangular, or lower triangular, correlation matrix).

 It is the most appropriate approach of establishing reliability since the questionnaire items have several possible answers each with different weights (Amin 2005). The researcher administered instruments to respondents and then re-administered the same instruments to another group after a few days and the results of the two periods on pretest were 0.876 and after full data collection was 0.973. As recommended by Mugenda and Mugenda, if the coefficient is 0.8 or more the instrument is regarded to be reliable 
3.7 Procedure of data collection

First of all there was a proposal defense at Uganda Management Institute, in defense of the study proposal. Then the researcher received a letter of authorization from Uganda Management Institute provided as a request for permission to conduct the study. A covering note accompanied the questionnaires explaining the purpose of the study and the questionnaires were distributed directly to the respondents in their respective areas for filling and were be collected within two weeks following its dispatch and filling. The data collected was edited and decisions made on whether to use it or not

3.8 Data Analysis

Two types of analyses were conducted and these were quantitative and qualitative analyses to enable research analyze data from all angles and give a realistic description of the findings. Qualitative data was used to place qualitative findings in context allowing the researcher to explore meaning of the qualitative data derived from the conclusions (William, Buelens & Scarbrough, 2006)
The following sub- sections explains the analyses, in detail.

3.8.1 Quantitative Analysis

Quantitative data was collected, edited and coded using the Statistical Package for the Social Sciences (SPSS). Verification of accuracy of data entered on to computer was done to make sure data is amenable to analysis. Two types of analyses were computed. The first included descriptive statistics (frequencies and percentages) and the second included inferential statistics (correlations). The frequencies and percentages were used to determine the respondents' views on each of the study variables. Pearson’s correlation was used, to measure degree of direction of relationships between independent and dependent variable. 
3.8.2 Qualitative Analysis

In qualitative analysis, content analysis was used to edit the data and reorganize it into meaningful shorter sentences. Data was analyzed using frequencies, percentages, means and standard deviations and correlation analysis to show relationships.
3.9 measurement of variables
The nominal scale was used for section A which covers demographics comprising of items with some common characteristics. The ordinal scale was used for the rest of the data in Section B. The ordinal scale represents relative position or order among variables. A 5 point linkert scale was employed consisting of I strongly agree (5), agree(4), Not sure (3), disagree(2) and strongly disagree (1) (Mugenda and Mugenda, 1999). Analysis of quantitative data was done using the Statistical Package for the Social Sciences (SPSS) while qualitative data was descriptively analyzed.
3.10 Ethical Issues
Blaxter, Hughes, & Tight, (2001) suggest “that a common cause of ethical challenge is conflicts of interest between the researcher and the researched”. Breaches of ethical guidance and codes, or significant deviations from the research proposal originally approved, may cause harm to your participant. There should be informed consent from participants before they take part. This means that they should know exactly what they are being asked to do, and what the risks are, before they agree to take part, freedom to decide what to do, Making data ‘anonymous’ meaning removing the contributor’s name which is termed as confidentiality.  For the purpose of this study the researcher protected and ensured the dignity of all respondents as well as those who may be affected by the results of the study and would take full responsibility of maintaining their dignity and confidentiality. The work of others cited in this report was also given due credit through citations.
CHAPTER FOUR

PRESENTATION, ANALYSIS AND INTERPRETATION OF RESULTS

4.0 Introduction

This chapter presents, analyzes and interprets the results. It is divided into two sections. The first section presents, analyzes and interprets the results about the background information. The second section presents, analyzes and interprets the results. 

4. 1 Response rate

Table 2: Response rate

	Category
	Sample size
	Actually sample size
	Percentage

	Level 3 Managers
	4
	4
	100

	Postal Officers
	83
	73
	88%


Table 2, shows that a total of 4 managers were expected to participate and all participated, this was attributed to proper planning and the fact that the number was easily accessible despite busy schedules.
A total of 83 questionnaires were issued and 73 were usable giving a response rate of 88%; a high response rate which according to Amin (2005) suggests the results obtained contain substantially reliable information and that the survey results are a good representation of the survey population.
4. 2 Background Information

Respondents were asked about their gender, age, level of education and tenure with their organization. Findings are presented in Figures 2 to 5 followed with an analysis and interpretation.
4. 2.1 Gender of the respondents

Respondents were asked to reveal their gender. This was intended to find out whether the sample selected was a fair representation of the population where the sample was selected from. The responses were presented in figure 2 below.

Figure 2: Gender of respondents
Source: Primary data

Figure 2 shows that most respondents  that is 80.8 percent were male compared to the female respondents 19.2 percent. This implies that although there were differences in results, it can be concluded that the sample was fairly representative since all the sex categories found in the population were represented in the sample for the results to be accepted
4. 2.2 Age of the respondents

Respondents were asked to reveal their age. This was intended to find out whether the sample selected was a fair representation of the population where the sample was selected from. The responses were presented in figure 2 below
[image: image5.png]Age distribution

3%

o |ess than 30

= Between
30-39

B Between
40-49

B Above 50





Figure 3: Age range of respondents

Source: Primary data

Figure 3 shows that the majority of respondents; 54.8 percent were in the age range of 30-39 years, followed those in the age range of less than 30 years; 30.1 percent, 40-49 years; 12.3 percent and the least were aged over 50 years; 2.7 percent, respectively. This implies that there is large proportion of staff members at Uganda Posts Limited are in the age range of 30-39 years. Although there were differences in results, it can be concluded that the sample was fairly representative since all the age categories found in the population were represented in the sample for the results to be accepted.
4. 2.3 Level of Education

Respondents were asked to reveal their Level of education. This was intended to find out whether the sample selected was a fair representation of the population where the sample was selected from. The responses were presented in figure 2 below
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Figure 4: Level of education of respondents

Source: Primary data

Figure 4 shows that a large proportion of respondents; 49.3 percent were diploma holders compared to the respondents with a 1st degree level of education; 38.4 percent and with a certificate level of education were 8.2 percent while those with a Master’s level education among the respondents were 4.1 percent, respectively. Although there were differences in results, it can be concluded that the sample was fairly representative since all the categories found in the population were represented in the sample for the results to be accepted.

Figure 5: Tenure with Uganda Posts Limited

Source: Primary data

Figure 5 shows that a large proportion of respondents; 63 percent had served Uganda Posts Limited for a period of 2-5 years. 31.5 percent had served for a period of 6-10 years while 2.7 percent had either served for less than 2 years or for more than 10 years with the company. This implies that although there were differences in results, it can be concluded that the sample was fairly representative since all the categories found in the population were represented in the sample for the results to be accepted. 
4.3 Empirical findings

Empirical findings are presented and analyzed by using measures of central tendency of mean and standard deviation for descriptive data and therein interpretation on the study variables. Pearson correlation statistics were used to show the extent to which the variables were related while regression data was used to show the relationship between the dependent and independent variables.
The general objective of the study was to establish the contribution of physical distribution on the performance of postal services in Uganda. In the study a mean of above 3 means respondents agreed with the statement put to them. A mean of 3 means respondents were undecided while a mean of less than 3 means respondents disagreed with the statement put to them  
In this sub section, the study findings are presented objective by objective.
4.3.1 The relationship between physical distribution factors and performance

Under this objective, the research was trying to find out how warehousing, transportation and order processing affect physical distribution and the table below shows the means and standard deviation results

Table 3: Physical distribution factors
	No.
	Order processing 
	Mean
	SD

	1. 
	There is a written Customer service Policy which is clearly communicated to staff
	3.23
	0.84

	2. 
	There is easy access of information about postal products on the internet 
	3.84
	0.77

	3. 
	There is a reliable timeline from order to delivery of mail items
	3.25
	0.83

	4. 
	Mail inventory like stamps, labels, mail seals, bags are always available to meet customer demands
	3.25
	0.82

	5. 
	Mails and Mail items are easily tracked and traceable at all times by customers using information technology
	2.11
	0.48

	6. 
	Customers are always enlightened on timelines of delivery
	1.68
	0.27

	
	Transportation
	Mean
	SD

	    7
	The means of transport used by the company have been effective in delivering services to the customers
	3.52
	0.71

	    8
	The terms of contract are usually adhered to by the third party contractors( mail conveyors) while transporting mails
	1.99
	0.43

	     9
	There are effective procedures to control time wastage during mail transportation
	1.74
	0.32

	     10
	There is proper handling of mails before and during transportation to reduce damage while in transit
	2.13
	0.41

	    11
	There is adequate communication  and mail tracking Services within the Company which minimizes mistakes in delivery
	2.00
	0.22

	    12
	Mail conveyors are paid in time to ensure smooth flow of mail items
	1.75
	0.33

	
	Warehousing
	Mean
	SD

	13
	There are clear mail handling and storage policies adhered to by all staff involved in mail handling
	2.13
	0.71

	14
	Mail handling and storage activities are always well monitored to ensure adherence to best practices
	3.52
	0.70

	     15
	The Post Office is strategically located within easy reach of customers within your district
	3.12
	0.50

	16
	Strict ways are in place to ensure mails and mail items are free from theft 
	3.12
	0.50

	17
	There is enough  mail storage and movement space for both current and future mail needs
	3.01
	0.71

	     18
	Employees who do not adhere to best mail handling practices procedures/laws are usually punished
	2.50
	1.12

	19
	There is restricted entry to the mail storage areas to staff only
	3.10
	0.70


Source: Secondary data
Table 3 findings show that the majority of respondents agreed to the statement that “There is a written Customer service Policy which is clearly communicated to staff”( mean=3.23 SD= 0.84), similarly a mean of 3.25, SD= 0.83, to the statement “there is a reliable timeline from order to delivery of mail items ” and a mean of  3.25 SD= 0.84 to the statement “ mail inventory like stamps, labels, mail seals, bags are always available to meet customer demands”  shows the majority were in agreement with the statements. However on some issues like “Mails and Mail items are easily tracked and traceable at all times by customers using information technology” with a mean of 2.11 SD= 0.48 and the statement “Customers are always enlightened on timelines of delivery” with mean of 1.68, SD= 0.27, means that respondents disagreed with both statements.
Under the sub variable of transportation; a mean of 3.52 and SD= 0.71 to the statement “The means of transport used by the company have been effective in delivering services to the customers” shows that respondents agreed with the statement, however the majority disagreed with the statement “The terms of contract are usually adhered to by the third party contractors (mail conveyors) while transporting mails” (mean= 1.99 SD= 0.43).  A mean of 1.74 SD= 0.32 to the statement “There are effective procedures to control time wastage during mail transportation” shows the majority still disagreed with the statement and to was a mean of 2.13, SD= 0.41 to the statement “There is proper handling of mails before and during transportation to reduce damage while in transit”, and a mean of 2.00, SD= 0.22 to the statement “There is adequate communication  and mail tracking Services within the Company which minimizes mistakes in delivery” together with a mean of 1.75, SD= 0.33 to the statement “Mail conveyors are paid in time to ensure smooth flow of mail items” show that respondents disagreed with all those statements.
This was backed by a statement by one of the interviewees that;

“Some of our mail conveyors don’t know the basic aspect of handling mails, mail items are usually dumped and squeezed with other items which eventually damage some delicate boxes and mail items during transit”

Another interviewee agreed that;

“Some mail conveyors this time around were not given much priority when it came to urgent suppliers, those and landlords have taken quite a while without being paid, but their payments are being processed”

Under the sub variable of warehousing, a mean of 3.52, SD= 0.70 to the statement “Mail handling and storage activities are always well monitored to ensure adherence to best practices”, a mean of 3.12, SD= 0.50 to both statements of  “The Post Office is strategically located within easy reach of customers within your district” and “Strict ways are in place to ensure mails and mail items are free from theft” together with a mean of 3.01, SD= 0.71 to the statement “There is enough  mail storage and movement space for both current and future mail needs” and a mean of “ 3.10 SD= 0.70 to the statement “There is restricted entry to the mail storage areas to staff only” signify  that respondents agreed with those statements, however a mean of 2.50, SD= 1.12 to the statement “Employees who do not adhere to best mail handling practices procedures/laws are usually punished” and a mean of 2.13, SD=0.71 to the statement of  “There are clear mail handling and storage policies adhered to by all staff involved in mail handling” signify that respondents did not agree with those statements. 

4.3.2 Challenges associated with physical distribution and performance of Postal services In Uganda
Under this objective, the research was trying to find out how challenges affecting physical affect performance of Postal Services in Uganda
Table 4: Findings about challenges in physical distribution and performance of postal services

	No.
	challenges in physical distribution
	Mean
	SD

	1
	Poor road networks affect performance of Postal services in Uganda
	3.84
	0.88

	2
	Policy Requirements by the Uganda Communications commission positively affect mail distribution in Posta Uganda
	3.85
	0.98

	3
	Mobile phones have negatively affected the Performance of Postal Services in Uganda
	3.35
	0.73

	4 
	The increased usage of internet by population has negatively affected the performance of postal services in Uganda
	3.98
	0.96


Source: Secondary data
Table 4 findings show that the majority interviewed respondents agreed  with the challenges of physical distribution (M=3.84;SD=0.88), to the statement “Poor road networks affect performance of Postal services in Uganda” (M=3.85;SD 0.98) to the statement  “Policy Requirements by the Uganda Communications commission positively affect mail distribution in Posta Uganda” (M=3.35; SD=0.73) to the statement “ mobile phone have negatively affected performance of postal services”, similarly (M=3.98, SD= 0.96) to the statement “increased internet usage by the population has negatively affected performance of postal services in Uganda”.
4.3.3 Key Success Factors and performance of postal services in Uganda

Under this objective, the research was trying to find out the key success factors that enhance performance of Postal Services in Uganda

Findings are presented in Table 5 followed with an analysis and interpretation.
Table 5: Key success factors in physical distribution

	No.
	Key success factors in physical distribution


	Mean
	SD

	1. 
	Wide Geographical reach is a Key Success Factor in mail  distribution
	3.83
	0.71

	2
	Top management commitment and support is a Key Success Factor in mail distribution of  Postal Services in Uganda
	2.49
	1.11

	3
	Open and honest information flow and access is a Key Success Factor in mail distribution in Posta Uganda
	3.80
	0.18

	4
	Personal development opportunities for all staff Is  Key Success Factor At Posta Uganda
	3.43
	0.71

	5
	Clear goals, vision and roles are a Key Success Factor at Posta Uganda
	3.08
	0.71

	6
	Enhanced tracking, which enables customers to track packages is a Key Success At Posta Uganda
	2.00
	0.70


Source: Secondary data

Table 5 findings show that the majority interviewed respondents agreed  with the key success factors of physical distribution, with the majority agreeing (M=3.83;SD=0.71), with the statement that wide Geographical reach is a Key Success Factor in mail  distribution and (M=2.49;SD 1.71) on the statement on top management commitment and support, similarly with the statement of open and honest information flow (M=3.80; SD=0.18). Respondents agreed that personal development opportunities and clear goals, vision and roles are key success factors with both statement getting an average mean of M=3.08 and a standard deviation of 0.71

4.3.4 Performance of postal services in Uganda

Under this objective, the research was trying to find out the key success factors that enhance performance of Postal Services in Uganda

Findings are presented in Table 6 followed with an analysis and interpretation.
Table 6: Performance of postal services in Uganda
	No.
	Performance of postal services in Uganda
	Mean
	SD

	1
	Customers feel Posta Uganda Mail provides reliable delivery services
	3.98
	0.88

	2
	Posta Uganda revenue is ever increasing 
	3.49
	0.71

	3
	Posta Uganda customer base is ever increasing 
	3.80
	0.78

	4
	Posta Uganda is always looking for ways to introduce new products and services
	3.43
	0.71


Source: Secondary data

Table 6 findings show that the majority interviewed respondents agreed  with the statement “Customers feel Posta Uganda Mail provides reliable delivery services” (M=3.98;SD=0.88),  and also the majority agreeing “Posta Uganda revenue is ever increasing” (M=3.49;SD=0.71),  and also with the statement “Posta Uganda customer base is ever increasing”(M=3.80;SD 0.78) same on the statement “Posta Uganda is always looking for ways to introduce new products and services” (M=3.43; SD=0.71). 
4.4.1
Correlation analysis between Physical Distribution and Performance of Postal Services
To test if there was a relationship between physical distribution and performance of postal services in Uganda Posts Limited, a correlation analysis was conducted using Pearson’s correlation coefficient and significance at the two tailed levels. The findings presented in the correlation matrix below:

Table 7: Correlation analysis between Physical Distribution and Performance of Postal Services
	
	Physical distribution
	Performance

	Physical distribution   Pearson correlation

                                    Sig (2 tailed)

                                            N
	1.000

73
	.633**

0.000

73

	Postal performance   Pearson correlation

                                    Sig (2 tailed)

                                            N
	.633**
0.000

73
	0.000

73


** Correlation is significant at the 0.01 level (2 tailed)
Table 7 above shows the Pearson Correlation coefficient r= 0.633** between physical distribution attributes and performance suggesting the two variables were positively related. The r=633** and significance p=0.000 between physical distribution attributes and performance suggests high positive significant relationship between physical distribution and performance of postal services in Uganda
4.4.2
Correlation analysis between key success factors and Performance of Postal Services
To test if there was a relationship between Key success factors and performance of postal services in Uganda Posts Limited, a correlation analysis was conducted using Pearson’s correlation coefficient and significance at the two tailed levels. The findings presented in the correlation matrix below:

Table 8: Correlation analysis between key success factors and Performance of Postal Services
	
	Physical distribution
	performance

	Physical distribution   Pearson correlation

                                    Sig (2 tailed)

                                            N
	1.000

73
	.626**

0.000

73

	Postal performance   Pearson correlation

                                    Sig (2 tailed)

                                            N
	.626
0.000

73
	0.000
73


** Correlation is significant at the 0.01 level (2 tailed)
Table 8 above shows the Pearson Correlation coefficient r= 0.626** between Key Success factors and performance suggesting the two variables were positively related. The r= 626** and significance p=0.000 between physical distribution attributes and performance suggests high positive significant relationship between physical distribution and performance of postal services in Uganda

4.4.3
Correlation analysis between physical distribution challenges and Performance of Postal Services
To test if there was a relationship between physical distribution challenges and performance of postal services in Uganda Posts Limited, a correlation analysis was conducted using Pearson’s correlation coefficient and significance at the two tailed levels. The findings presented in the correlation matrix below:

Table 9: Correlation analysis between physical distribution challenges and Performance of Postal Services
	
	Physical distribution
	Performance

	Physical distribution   Pearson correlation

                                    Sig (2 tailed)

                                            N
	1.000

73
	467**

0.000
73

	Postal performance   Pearson correlation

                                    Sig (2 tailed)

                                            N
	467
0.000

73
	0.000
73


** Correlation is significant at the 0.01 level (2 tailed)
Table 9 above shows the Pearson Correlation coefficient r= 0.467** between Key Success factors and performance suggesting the two variables were positively related. The r=467** and significance p=0.000 between physical distribution attributes and performance suggests high positive significant relationship between physical distribution and performance of postal services in Uganda

4.5.1
Regression model between Physical Distribution and Performance of Postal Services

Table 10: Regression model between Physical Distribution and Performance of Postal Services
	Model 
	R
	Adj. R²
	t-value
	F-value
	Sig
	Std Error

	1
	.63ª
	0.40
	9.91
	98.2
	0.000
	0.77

	
	
	
	
	
	
	


P≤ 0.05
a. Predictor: (constant) Physical distribution

b. Dependent variable: Postal services performance
Source: primary data

Regression table above shows adjusted R² value of 0.40 between setting physical distribution objectives and performance suggesting that physical distribution predicted 40% of variance in Performance.  R²=0.40, t=9.91 and significance 0.000 suggested that physical distribution was a high significance predictor of variance in performance. These findings suggested that when Posta Uganda concentrates on the core business attributes, it leads to desired performance. This has implications in that to achieve better performance; Posta Uganda has to adequately address all the physical distribution aspects. The study therefore confirmed the hypothesis that; “physical distribution significantly affects performance of Postal services in Uganda”.
4.5.1
Regression model between physical distribution challenges and Performance of Postal Services

Table 10: Regression model between Physical Distribution and Performance of Postal Services
	Model 
	R
	Adj. R²
	t-value
	F-value
	Sig
	Std Error

	1
	.47ª
	0.21
	6.4
	6.39
	0.000
	0.88

	
	
	
	
	
	
	


P≤ 0.05
a. Predictor: (constant) physical distribution challenges
b. Dependent variable: Postal services performance
Regression table above shows adjusted R² value of 0.21 between setting physical distribution challenges and performance suggesting that key success factors predicted 21 percent of variance in Performance.  R²=0.21, t=.88 and significance 0.000 suggested that physical distribution challenges were a high significance predictor of variance in performance. These findings suggested that when Posta Uganda concentrates on the bridging the gap between these challenges, it will lead to desired performance. Uganda Posts Limited has to adequately address all the challenges to achieve its desired goals. The study therefore confirmed the hypothesis that; “physical distribution challenges significantly affects performance of Postal services in Uganda.

4.5.1
Regression model between Key success factors and Performance of Postal Services

Table 11: Regression model between Key success factors and Performance of Postal Services

	Model 
	R
	Adj. R²
	t-value
	F-value
	Sig
	Std Error

	1
	.63ª
	0.39
	9.8
	95.9
	0.000
	0.77

	
	
	
	
	
	
	


P≤ 0.05
a. Predictor: (constant) Key Success factors
b. Dependent variable: Postal services performance
Regression table above shows adjusted R² value of 0.39 between setting Key Success Factors objectives and performance suggesting that key success factors predicted 65 percent of variance in Performance.  R²=0.39, t=9.8 and significance 0.000 suggested that key success factors was a high significance predictor of variance in performance. These findings suggested that when Posta Uganda concentrates on the core business attributes, it leads to desired performance. This has implications in that to achieve better performance; Posta Uganda has to adequately address all the key success factors aspects. The study therefore confirmed the hypothesis that; “Key success factors significantly affects performance of Postal services in Uganda.

4.6
Summary of study results
The general objective of the study was to examine the extent to which physical distribution influences performance of postal services. Physical distribution had indicators of transportation, order-processing, warehousing, key success factors, and challenges and laws and regulations. A multiple regression was conducted to establish the extent to which physical distribution as conceptualized influenced postal service performance and also establish which among the dimensions chosen of physical distribution was more significant predictor of the variance in the postal performance (Amin, 2005) and the findings were as below:

Table 12: Summary of study results
	Adj. R Sq=0.543
	Un-standardized coefficients
	standardized coefficients
	t
	Sig

	
	Β
	Std Error
	Beta(β)
	
	

	Constant
	-0.773
	.288
	
	-2.687
	.008

	Physical distribution attributes
	0.708
	.142
	.460
	6.982
	.000

	Key success factors
	.139
	.144
	.230
	2.267
	.044

	Challenges of physical distribution
	.440
	.63
	.433
	6.967
	.000


P≤0.05
The table above shows an adjusted R² value of 0.543 between physical distribution and performance suggesting that physical distribution predicted 54.3 percent of the variance in postal performance while the other variables predicted the remaining 45.7 percent of the variance in the performance

CHAPTER FIVE

SUMMARY, DISCUSSION, CONCLUSIONS AND RECOMMENDATIONS

5.0 Introduction

This chapter presents the discussion, conclusions and recommendations. It is divided into four sections. The first section presents the summary of findings, then the discussion of findings, then the conclusions and finally the recommendations.

5.1 Summary of findings

5.1.1 Physical  Distribution and Performance of Postal Services
There was a high positive significant relation between physical distribution and performance. Physical distribution was a strong significant predictor of variance in postal performance as it predicted 40 percent of the variance in postal performance (adjusted R²=.40, t=9.9) the implication was that the attainment of  better performance, physical distribution indicators significantly need to be prioritized when it comes to Postal services.
5.1.2 Physical distribution challenges and performance of Postal 
There was a high positive significant relation between physical distribution and performance. Physical distribution was a strong significant predictor of variance in postal performance as it predicted 21 percent of the variance in postal performance (adjusted R²=.21, t=6.4) the implication was that the attainment of value for money and general company performance, physical distribution challenges should be addressed to ensure better performance.
5.1.3
Key Success Factors and performance of Postal 
There was a high positive significant relation between physical distribution and performance. Physical distribution was a strong significant predictor of variance in postal performance as it predicted 39 percent of the variance in postal performance (adjusted R²=.39, t=9.8) the implication was that the attainment of value for money and general company performance, Key success factors should be clearly defined and emphasized for better performance.
5.2 Discussion of study findings

5.2.1 Physical distribution and performance of Postal services
. The study results are supported by Ballou (2004), who stated that efficient and accurate order processing is essential to the success of any type of business.  A truly efficient system will require that orders must be verified with customers to ensure there are no questions about what the customer wants. Once the order is verified, the items needed to fill the order accurately must be collected in a timely fashion. After collecting the necessary products, they must be packaged securely and delivered to the customer within the time frame promised. Failure to efficiently manage any of these tasks increases the chances of disappointing the customer, and thus losing any possibility of repeat business which has an eventual effect on performance. The study is also supported by Waters (2009) who saw transportation as an integral part of both inbound and outbound movement of goods. Transportation is responsible for the physical movement of materials between points in the supply chain Transportation is usually the most important single element in logistics costs for most firms. Davis and Drumm (2002), observed that freight movement absorbed between one third and two thirds of total logistics cost. They observed that it is the heart of logistics as it affects time utility. This suggests that physical distribution attributes should be carefully planned so as to make sure performance is not compromised Thus study therefore inferred that to achieve the desired level of performance of postal services need to adequately fill the few gaps especially paying mail conveyors on time to make sure the transportation aspect is brought at par with the rest of the aspects in their physical distribution
5.2.2 Physical distribution challenges and performance of Postal services

The study found  a high moderate significant relationship between physical distribution challenges and performance. This is supported by Simatupang and Sridharan (2002), who stated that the ability to optimize the logistics cost and service levels is affected by how it handles its challenges, they observed that firms that offer better logistics at a lower cost have competitive advantage over their competitors. However, Uganda Posts Limited should take the view of Caiwei (2008), who observed that physical boundaries between brick walls and territories separating entities in different demand chains can nolonger block seamless flow of information due to the application of internet technologies. That even with the reduction in face to face contact and an increase in the opportunities for paperless offices and people, information technology has allowed demand chain members to continuously share information more quickly that before which will drastically cut on the challenges at Uganda Posts Limited if fully embraced
5.2.3 Key success factors and performance of Postal services

The study found  a high positive significant relationship between physical distribution and performance. This part of the study is supported by Different authors (Mayer Brown 2003; Cohen and Young 2006), who ascribe different importance to key success factors. They state that successful physical distribution does not relate only to financial and business goals, it may have considerable impact on a company’s competitiveness over time, it is a comprehensive vision of managing the relationship that demands careful consideration. Smith (2002), observed that logistics service providers may measure their key success factors against the belief that corporate commitment to core values and ethical decision-making are the foundations for sustainable competitive advantage, which ensures a company’s long-term viability. This commitment creates success by allowing their customers and employees to develop avenues of trust that are backed with integrity through its business transactions. This suggests that Uganda Posts Limited concentrates on its critical success factors so as to outdo its competitors and thus survive the cut throat competition that’s cropping up in the sector of recent
5.3 Conclusions of the study
5.3.1 Physical distribution and performance of Postal services

The findings of the study indicate that effective physical distribution procedures will induce performance to better levels, it will bring better results on the financial figures because if customers feel they have value for money, they will increase their use of the service since they would feel its reliable and cost effective..

5.3.2 Key success factors and performance of Postal services

The findings of the study indicate that the key success factors if improved upon with clear segregation of duties and better delegation of authority to the lower level managers, can bring about better performance since they are the ones that distinguish the company from its competition. Internal guidelines should clearly stipulate what and when and where to do what is required of each of the employees so as to keep the company ahead of its competition.
5.3.3 Physical distribution challenges and performance of Postal services

Physical distribution challenges according to the study findings are not only limited to the ones that the study based on, they can vary but once the company knows the core challenges and addresses them with due diligence, then they can be minimized and then have a minimal effect on performance. The researcher learnt that once there is strong management will to address these challenges then the company can improve drastically on its customer service which in turn improves on performance.
5.4 Recommendations for the study
5.4.1 Physical distribution and performance of Postal services

  In respect to physical distribution, the key elements that need addressing are in the transportation sector and warehousing, the company needs to pay its service providers in time especially the mail conveyors and the owners of buildings where some of these post offices are situated to avoid termination or delay of service when they are either closed up or the conveyors stop transporting the mail items
5.4.2 Key success factors and performance of Postal services

With the Key success factors, management should show stronger will to improve on the services and also more innovativeness will be needed in the changing era of internet and mobile phones. The company needs to improve on its logistics arm to include more bulk services over long distances since it has a wider geographical reach. 

5.4.3 Physical distribution challenges and performance of Postal services

The researcher recommends that Uganda Posts Limited fully embraces e-commerce, this will counter the threat of mobile phones and the internet, it should meanwhile venture into delivery of procured products via the internet. Many people are purchasing items on e-bay and many internet platforms, if the Post offers delivery for such items through their door to door expedited mail service then internet will not be a threat, it will be an ally.
5.5 Limitations of the study
The study findings are based on a sample of respondents whose results should be generalized with caution. Similarly the study examined variables considering only internal perspective without considerations of the external extraneous variables like the economic climate which could have influenced the status quo especially that postal services could be highly dependent on other economic factors. There was no standardized tool on physical distribution and performance with known validity and reliability in postal services, the study therefore adopted a research questionnaire but ensured that its validity and reliability were tested by rolling out the study. Due to limited access to key source documents, an exhaustive review of documentation could not be effected. The study also conveniently selected interviewees which could bias the results since they were not scientifically selected. 
5.6 Contribution of the study
The study makes managerial contributions as it has helped explore physical distribution weaknesses and key success factors in the performance of postal services in Uganda. Adoption of the highlighted recommendations will make it easier to make changes in the way things are currently done and enhance performance. 
5.7 Recommendations for further study
The study found out that physical distribution conceptualized to include order processing, warehousing and transportation predicted 53.4 percent of variance in postal performance. Other studies need to examine the extent to which e-commerce influences postal service performance and the study could also be replicated in other courier companies as well.
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APPENDIX I

INTERVIEW GUIDE

What do you think are the key success factors for physical distribution in Posta Uganda?

Do you feel that Customers are always enlightened on available options and timelines of delivery by staff concerned?
Do you think mail handling and storage activities are always well monitored to ensure adherence to best practices? If not, then why?
What operational challenges do you see with mail distribution?

What do you attribute the decline in mail volume to generally?

APPENDIX II

QUESTIONNAIRE

Dear respondent,

My Name is Mukasa Hurbert, a student of Uganda Management Institute undertaking a Master’s Degree in Logistics and Transport Management. I am conducting a research titled “Physical Distribution and Performance of Postal Services in Uganda: A Case Study Of Uganda Posts Limited” in partial fulfillment of the requirements for the award of Master’s of Management Studies of Uganda Management Institute. I would like to ask you a few questions relating to the topic because I know you have the information I need for this study. Information provided is confidential and such you do not need to write any of your identity on the questionnaire. The information will be used only for academic purposes. Follow the instructions provided while filling in this questionnaire.

Section A: Background information

Note: For each of the questions, tick against your response or write your response in the blank space provided.
1. Gender

a) Female
b) Male


2. Age range
a) Less than 30
b) 30-39
c) 40-49
d) 49-50



e) over 50

3. Level of education
 a) Secondary

b) Certificate

c) Diploma

d) 1st Degree

e) Master’s Degree

4. Period you have served in this organization a) Less than 2 years



b) 2-5 years

c) 6-10 years

d) Over 10 years

Section B: 

Note: Use the following scale in this section:

Strongly disagree (1)
Disagree (2)
Not sure (3)
Agree (4)
strongly agree (5)

Please show your level of agreement to indicate the extent to which the following statements have been applying your organization by ticking (√) your response corresponding to the number in the scale given above in box against statement. 

Relationship between physical distribution and performance
	No.
	 Order processing
	1
	2
	3
	4
	5

	     1
	There is a written Customer service Policy which is clearly communicated to staff
	
	
	
	
	

	     2
	There is easy access of information about postal products on the internet 
	
	
	
	
	

	     3
	There is a reliable timeline from order to delivery of mail items
	
	
	
	
	

	     4
	Mail inventory like stamps, labels, mail seals, bags are always available to meet customer demands
	
	
	
	
	

	     5
	Mails and Mail items are easily tracked and traceable at all times by customers using information technology
	
	
	
	
	

	     6
	Customers are always enlightened on timelines of delivery
	
	
	
	
	

	
	Transportation
	
	
	
	
	

	    7
	The means of transport used by the company have been effective in delivering services to the customers
	
	
	
	
	

	    8
	The terms of contract are usually adhered to by the third party contractors( mail conveyors) while transporting mails
	
	
	
	
	

	   9
	There are effective procedures to control time wastage during mail transportation
	
	
	
	
	

	 10
	There is proper handling of mails before and during transportation to reduce damage while in transit
	
	
	
	
	

	  11
	There is adequate communication  and mail tracking Services within the Company which minimizes mistakes in delivery
	
	
	
	
	

	 12
	Mail conveyors are paid in time to ensure smooth flow of mail items
	
	
	
	
	

	
	Warehousing 
	
	
	
	
	

	13
	There are clear mail handling and storage policies adhered to by all staff involved in mail handling
	
	
	
	
	

	14
	Mail handling and storage activities are always well monitored to ensure adherence to best practices
	
	
	
	
	

	15
	The Post Office is strategically located within easy reach of customers within your district
	
	
	
	
	

	16
	Strict ways are in place to ensure mails and mail items are free from theft 
	
	
	
	
	

	17
	There is enough  mail storage and movement space for both current and future mail needs
	
	
	
	
	

	18
	Employees who do not adhere to best mail handling practices procedures/laws are usually punished
	
	
	
	
	

	19
	There is restricted entry to the mail storage areas to staff only
	
	
	
	
	


Key success factors in improving physical distribution activities and thus performance of postal services in Uganda 
	No.
	 Key Success Factors 
	1
	2
	3
	4
	5

	2. 
	Wide Geographical reach is a Key Success Factor in mail  distribution
	
	
	
	
	

	2
	Top management commitment and support is a Key Success Factor in mail distribution of  Postal Services in Uganda
	
	
	
	
	

	3
	Open and honest information flow and access is a Key Success Factor in mail distribution in Posta Uganda
	
	
	
	
	

	4
	Personal development opportunities for all staff Is  Key Success Factor At Posta Uganda
	
	
	
	
	

	5
	Clear goals, vision and roles are a Key Success Factor at Posta Uganda
	
	
	
	
	

	6
	Enhanced tracking, which enables customers to track packages is a Key Success At Posta Uganda
	
	
	
	
	


Challenges associated with physical distribution of Postal services in Uganda
	No.
	 challenges affecting performance of Postal Services in Uganda
	1
	2
	3
	4
	5

	1
	Poor road networks affect performance of Postal services in Uganda
	
	
	
	
	

	2
	Policy Requirements by the Uganda Communications commission positively affect mail distribution in Posta Uganda
	
	
	
	
	

	3
	Mobile phones have negatively affected the Performance of Postal Services in Uganda?
	
	
	
	
	

	4 
	The increased usage of internet by population has negatively affected the performance of postal services in Uganda
	
	
	
	
	


General Performance of Postal Services

	No.
	 Performance of Postal Services
	1
	2
	3
	4
	5

	1
	Customers feel Posta Uganda Mail provides reliable delivery services
	
	
	
	
	

	2
	Posta Uganda revenue is ever increasing 
	
	
	
	
	

	3
	Posta Uganda customer base is ever increasing 
	
	
	
	
	

	4
	Posta Uganda is always looking for ways to introduce new products and services
	
	
	
	
	


Thank you for your time and effort in filling this Questionnaire
Physical distribution challenges
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