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[bookmark: _Toc208916514]ABSTRACT
[bookmark: _GoBack]This study assessed the effect of supply chain efficiency on customer satisfaction in logistics companies, focusing on Kilimanjaro Star Cargo. Specifically, it examined the influence of inventory management efficiency, order processing efficiency, and transportation efficiency on customer satisfaction. An Explanatory research design was deployed, with data collected through structured questionnaires from employees and customers of Kilimanjaro Star Cargo Company Limited. The study utilized statistical techniques, such as correlation and regression analysis, using SPSS. The findings revealed strong positive correlations between logistics efficiency factors and customer satisfaction, with inventory management efficiency (R = 0.704) explaining 49.6% of customer satisfaction, order processing efficiency (R = 0.706) explaining 49.9%, and transportation efficiency (R = 0.704) accounting for 49.6%. Based on these results, the study recommended that Kilimanjaro Star Cargo should invest in advanced inventory tracking systems, optimize order processing through digital automation, and improve transportation routing to enhance service reliability. The study concluded that improving logistics efficiency would significantly boost customer satisfaction and provide Kilimanjaro Star Cargo with a competitive advantage in the logistics sector.
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[bookmark: _Toc159067279][bookmark: _Toc204897865][bookmark: _Toc208916519]CHAPTER ONE
[bookmark: _Toc159067280][bookmark: _Toc204897866][bookmark: _Toc208916520]INTRODUCTION

[bookmark: _Toc159067282][bookmark: _Toc190745783][bookmark: _Toc204897867][bookmark: _Toc208916521][bookmark: _Hlk159757553]1.1 Background of the Study 
[bookmark: citations]Customer satisfaction has become a strategic priority in the logistics industry, where timely delivery, reliability, and service accuracy are critical to retaining clients and gaining competitive advantage. In modern supply chains, efficiency is no longer measured only by cost reduction but also by how well logistics firms meet customer expectations in terms of speed, accuracy, and consistency of service (Chen & Wang, 2021). When supply chain operations are efficient, they minimise delays, reduce errors, and create responsive service delivery systems that directly contribute to customer satisfaction. Therefore, understanding how supply chain efficiency influences customer satisfaction is essential, particularly in service-oriented sectors such as logistics.
For supply chains to operate efficiently and meet customer expectations, three operational components are fundamental: inventory management, order processing, and transportation. These components are interdependent and collectively determine how effectively a logistics firm fulfils customer needs. Efficient inventory management ensures product availability and prevents delays caused by stockouts (Korir et al., 2019). Similarly, efficient order processing guarantees that customer orders are handled accurately and on time, reducing complaints and increasing reliability (Baker et al., 2020). Transportation efficiency, on the other hand, ensures that goods are delivered in the right condition, at the right time, and to the right destination, which is often the most visible factor influencing customer satisfaction in logistics services (Tong et al., 2019). Thus, supply chain efficiency is not a single activity but a combination of these core functions working together to enhance customer satisfaction.
Globally, leading logistics firms in countries such as the United States, Germany, and China have strengthened these three elements through technology integration, automation, and real-time tracking systems. These innovations have resulted in faster delivery, fewer operational errors, and higher levels of customer satisfaction (McKinsey & Company, 2020). In contrast, African logistics systems face persistent challenges such as poor infrastructure, port congestion, and limited adoption of digital technologies, which lead to high transportation costs and delivery delays (Kwateng et al., 2021). Nonetheless, emerging initiatives such as e-logistics platforms and regional trade improvements under the African Continental Free Trade Area (AfCFTA) have begun to enhance service efficiency and customer trust.
In Tanzania, logistics plays a critical role in connecting businesses to regional and international markets. However, inefficiencies remain evident in inventory handling, order processing accuracy, and transportation reliability. Reports indicate that transportation accounts for over 60% of logistics costs, while approximately 45% of deliveries experience delays due to inefficient supply chain processes (World Bank, 2020; Tanzania Logistics Survey, 2023). Despite infrastructure investments such as the Standard Gauge Railway (SGR) and improvements at the Dar es Salaam Port, many logistics firms still struggle to meet customer expectations consistently.
Although several studies have explored aspects of supply chain management in Tanzania, most have focused on manufacturing, retail, or isolated components such as transportation or inventory control (Munene et al., 2020; Korir et al., 2019). There is limited empirical research that holistically examines how inventory management efficiency, order processing efficiency, and transportation efficiency collectively influence customer satisfaction within logistics companies. This creates a significant knowledge gap, particularly in the context of Tanzanian logistics service providers.
This study focuses on Kilimanjaro Star Cargo Company Limited (KSC), a key logistics service provider involved in international and domestic cargo transportation. KSC manages all three core supply chain functions inventory handling, order processing, and transportation making it an appropriate case for examining supply chain efficiency and its influence on customer satisfaction. Insights from this study will not only help improve KSC’s operational performance but also provide practical and academic value for logistics companies and policymakers in Tanzania.
[bookmark: _Toc159067283][bookmark: _Toc190745784][bookmark: _Toc204897868][bookmark: _Toc208916522][bookmark: _Hlk159757625]1.2 Statement of the Problem 
Efficient supply chain operations are essential for achieving customer satisfaction in logistics companies. However, in Tanzania, logistics firms continue to face recurring challenges such as frequent delivery delays, inaccurate order handling and poor inventory coordination. National logistics data show that transportation accounts for more than 60% of total logistics costs, while approximately 45% of deliveries are delayed due to operational inefficiencies in supply chain activities (World Bank, 2020; Tanzania Logistics Survey, 2023). These disruptions contribute to customer complaints, loss of trust, and reduced service competitiveness. In response, the Government of Tanzania has implemented interventions such as the construction of the Standard Gauge Railway (SGR), expansion of the Dar es Salaam Port and promotion of digital logistics systems. Individual logistics firms have also adopted warehouse management systems and cargo tracking technologies. Despite these efforts, customer dissatisfaction remains a persistent issue, indicating that existing solutions have not fully addressed the operational inefficiencies affecting supply chain performance.
Previous studies have attempted to examine supply chain-related challenges; however, most have focused on isolated areas such as transportation performance (Tong et al., 2019), inventory management in manufacturing and retail sectors (Korir et al., 2019), or order processing in e-commerce environments (Baker et al., 2020). In the Tanzanian context, scholarly work has mainly centred on procurement systems, port operations and public sector logistics rather than private logistics service providers (Munene et al., 2020). As a result, there is limited empirical evidence that holistically examines how inventory management efficiency, order processing efficiency and transportation efficiency collectively influence customer satisfaction in logistics companies. This reveals a clear academic and practical gap in understanding the integrated effect of supply chain efficiency on customer satisfaction within the logistics industry in Tanzania.
This study seeks to bridge this gap by examining the effect of supply chain efficiency on customer satisfaction, using Kilimanjaro Star Cargo Company Limited as a case study. Specifically, it investigates how inventory management efficiency, order processing efficiency and transportation efficiency influence customer satisfaction in a logistics service environment. The findings are expected to provide actionable recommendations for improving supply chain performance in Tanzanian logistics firms while contributing to the existing body of knowledge through context-specific empirical evidence.
[bookmark: _Toc159067284][bookmark: _Toc190745785][bookmark: _Toc204897869][bookmark: _Toc208916523]1.3 General Objective
The study seeks to provide an understanding of how supply chain efficiency contributes to customer satisfaction in logistics companies.
Therefore, the general objective of this study is:
i. To assess the effects of supply chain efficiency on customer satisfaction in logistics companies.
[bookmark: _Toc159067285][bookmark: _Toc190745786][bookmark: _Toc204897870][bookmark: _Toc208916524]1.3.1 Specific Objectives
To achieve the main objective of this study, the following specific objectives are formulated:
i. [bookmark: _Toc159067286]To assess the influence of inventory management efficiency on customer satisfaction in logistics companies.
ii. To determine the influence of order processing efficiency on customer satisfaction in logistics companies.
iii. To examine the effects of transportation efficiency on customer satisfaction in logistics companies

[bookmark: _Toc190745787][bookmark: _Toc204897871][bookmark: _Toc208916525]1.3.2 Research Questions
In line with the study objectives, the research seeks to answer the following questions:
i. [bookmark: _Toc159067287][bookmark: _Hlk159758005]What is the influence of inventory management efficiency on customer satisfaction in logistics companies?
ii. How does order processing efficiency influence customer satisfaction in logistics companies?
iii. What are the effects of transportation efficiency on customer satisfaction in logistics companies?
[bookmark: _Toc190745788][bookmark: _Toc204897872][bookmark: _Toc208916526]1.4 Scope of the Study 
With a particular case study of Kilimanjaro Star Cargo Company Limited in Tanzania, this study examines how supply chain efficiency affects customer satisfaction in logistics firms. Inventory management, order processing, and transportation efficiency are the three main facets of supply chain efficiency that are covered in this study, along with how these elements affect customer satisfaction. In order to gain an understanding of the wider potential and difficulties in the logistics industry, the study looks at Kilimanjaro Star Cargo's operations and customer feedback. The study is restricted geographically to Kilimanjaro Star Cargo's activities in Tanzania. In order to provide a thorough analysis and produce practical suggestions for enhancing supply chain efficiency and customer satisfactions, the study aims to include both operational personnel and customers.

[bookmark: _Toc190745789][bookmark: _Toc204897873][bookmark: _Toc208916527]1.5 Significance of the Study
With an emphasis on Kilimanjaro Star Cargo Company Limited in Tanzania, this study is noteworthy because it offers insightful information on how supply chain effectiveness affects customer satisfaction in logistics firms. The results provides logistics organizations with practical suggestions to improve order processing, inventory management, and transit efficiency, which eventually improve customer happiness and service delivery. According to Mackey, (2020), Understanding the operational difficulties facing the logistics industry can help regulators and policymakers create focused interventions and policies to reduce inefficiencies. Furthermore, by addressing a knowledge vacuum about the combined effects of supply chain efficiency on customer satisfaction in the Tanzanian context, the study advances academia and serves as a guide for further research. The report emphasizes how consumers can influence service enhancements by feedback and engagement with logistics providers.

[bookmark: _Toc159067290][bookmark: _Toc190745790][bookmark: _Toc204897874][bookmark: _Toc208916528]1.6 Organization of the Study
The study has been organized into five chapters. First chapter covers the introduction, background of the study, statement of the problem, general and specific objectives, research questions, and scope of the study, significance of the study and organization of the study. Second chapter, includes definitions of key terms, theoretical framework, empirical literature review, research gap and conceptual framework. Third chapter contains, study area, research design, research approach, study population, sampling technique and sample size, data collection method, pilot study, data analysis, data validity and reliability and ethical considerations. Fourth chapter present analysis and discussion of findings, lastly fifth chapter present conclusion and recommendations










[bookmark: _Toc159067291][bookmark: _Toc190745791][bookmark: _Toc204897875][bookmark: _Toc208916529]CHAPTER TWO
[bookmark: _Toc159067292][bookmark: _Toc190745792][bookmark: _Toc204897876][bookmark: _Toc208916530]LITERATURE REVIEW

[bookmark: _Toc159067293][bookmark: _Toc190745793][bookmark: _Toc204897877][bookmark: _Toc208916531]2.1 Chapter Overview
In order to lay the theoretical and empirical groundwork for the investigation, Chapter 2 offers an extensive overview of pertinent literature. After reviewing empirical research on inventory management, order processing, and transportation efficiency in logistics firms, it starts with an examination of important theories pertaining to supply chain effectiveness and customer satisfaction. Along with identifying knowledge gaps, the chapter creates a conceptual framework that directed the investigation and connects the independent and dependent variables to the goals of the study.

[bookmark: _Toc159067294][bookmark: _Toc190745794][bookmark: _Toc204897878][bookmark: _Toc208916532]2.2 Conceptual Definitions
[bookmark: _Toc190745795][bookmark: _Toc204897879][bookmark: _Toc208916533]2.2.1 Customer Satisfaction
Customer satisfaction is the degree to which customers feel that their needs and expectations have been met by a company’s products or services. Kotler and Keller (2021) define customer satisfaction as the outcome of a customer's comparison between expected and actual performance. This study adopts this definition by focusing on the extent to which Kilimanjaro Star Cargo meets the expectations of its customers through efficient supply chain practices. Customer satisfaction is treated as the dependent variable, reflecting the effects of inventory management, order processing, and transportation efficiency. The study also builds on findings by Alshurideh et al. (2019), who argue that higher operational efficiency directly translates into increased customer satisfaction, reinforcing the importance of efficient logistics practices. In this study, the definition by Kotler and Keller (2021) is applied to evaluate the extent to which Kilimanjaro Star Cargo meets or exceeds customer expectations through its supply chain functions. Customer satisfaction serves as the dependent variable, reflecting the outcome of interactions between clients and the company’s logistics services. This definition is appropriate because it allows the study to measure satisfaction based on the actual service experience, and supports the argument by Alshurideh et al. (2019) that efficient operations directly affect customer perceptions and loyalty.

[bookmark: _Toc190745796][bookmark: _Toc204897880][bookmark: _Toc208916534]2.2.2 Inventory Management Efficiency
Inventory management efficiency refers to the ability of a company to manage inventory levels, reduce holding costs, and ensure timely availability of products to meet customer demand. Zandi et al. (2021) define it as the process of maintaining optimal inventory levels to minimize costs and improve operational performance. This study uses the concept to examine how well Kilimanjaro Star Cargo manages its inventory to ensure seamless service delivery. Efficient inventory management is considered a critical component of supply chain that directly affects customer satisfaction, as delays or stock outs can affects customer experiences. Previous studies, such as by Oladapo and Ayeni (2020), also highlight the role of inventory management in improving customer satisfaction by reducing service delivery times and operational disruptions. The study adopts Zandi et al.’s (2021) definition to analyze how effectively Kilimanjaro Star Cargo manages its inventory to prevent delays and shortages. This concept is directly tied to the first objective of the study, which investigates the influence of inventory management on customer satisfaction. Its inclusion is justified because poor inventory control can lead to stock outs or overstocking, both of which reduce service reliability and harm customer satisfaction.

[bookmark: _Toc190745797][bookmark: _Toc204897881][bookmark: _Toc208916535]2.2.3 Order Processing Efficiency
Order processing efficiency is the ability to manage customer orders promptly and accurately, ensuring timely fulfillment. As defined by Christopher (2020), it involves streamlining processes such as order receipt, verification, and delivery to improve service quality. This study applies the concept to evaluate how well Kilimanjaro Star Cargo processes customer orders and the effect this has on customer satisfaction. Inefficient order processing can lead to delays and errors, resulting in dissatisfaction among customers. 
The study draws on empirical evidence, such as Dey et al. (2022), who found that streamlined order processing significantly improves customer satisfaction in logistics companies by reducing lead times and enhancing reliability. Christopher’s (2020) definition is used to assess how Kilimanjaro Star Cargo handles the sequence of steps from order receipt to delivery.
This concept aligns with Objective ii, which examines how order processing efficiency affects customer satisfaction. Its significance lies in showing how process delays or errors can damage customer trust, whereas streamlined order handling as supported by Dey et al. (2022) enhances satisfaction through faster and more reliable service.

[bookmark: _Toc190745798][bookmark: _Toc204897882][bookmark: _Toc208916536]2.2.4 Transportation Efficiency
The efficient use of transportation resources to guarantee the prompt and economical delivery of products and services is referred to as transportation efficiency. According to Rodrigue (2020), in order to satisfy customers, it entails streamlining transportation networks, cutting down on transit times, and cutting expenses. 
The term is used in this study to investigate the effects of Kilimanjaro Star Cargo's shipping methods on client satisfaction. Since it has a direct effects on service quality and delivery dependability, efficient transportation is recognized as a critical element of supply chain efficiency. By lowering delivery delays and guaranteeing the integrity of items in transit, studies such as that conducted by Musau and Ambani (2021) show that increased transportation efficiency raises consumer satisfaction. Rodrigue’s (2020) definition supports Objective iii by guiding the analysis of Kilimanjaro Star Cargo’s ability to deliver goods quickly and cost-effectively. 
Transportation efficiency is critical in reducing delivery delays and maintaining the quality of goods during transit. As Musau and Ambani (2021) confirm, reliable transportation systems not only lower operational costs but also enhance the customer's delivery experience, which is central to satisfaction in logistics services.

[bookmark: _Toc190745799][bookmark: _Toc204897883][bookmark: _Toc208916537]2.2.5 Supply Chain Efficiency
The optimizations of resources, procedures, and activities throughout the supply chain to efficiently provide goods and services while lowering expenses and increasing customer value is known as supply chain efficiency. An effective supply chain guarantees that resources like time, inventory, and transportation are used as efficiently as possible to satisfy consumer expectations, claim Sharma et al. (2020). Inventory control, order processing, and transportation efficiency are all considered to be important aspects of supply chain efficiency in this study. 
These components are essential for analyzing how logistics firms, like Kilimanjaro Star Cargo, may improve customer satisfaction by improving service delivery. The study supports the concept given by Sharma et al. (2020) by addressing inefficiencies and highlighting resource optimization as a means of achieving customer satisfaction. based on Sharma et al. (2020), is used to integrate inventory, order processing, and transportation efficiency into a single framework of operational performance. 
It provides the theoretical foundation for understanding how the combination of these variables contributes to overall customer satisfaction. This comprehensive approach is important because it reflects the study’s broader goal of showing how a well-optimized supply chain improves service quality and meets client expectations effectively.

[bookmark: _Toc159067298][bookmark: _Toc190745800][bookmark: _Toc204897884][bookmark: _Toc208916538]2.3 Theoretical literature review
[bookmark: _Toc159067299][bookmark: _Toc190745801][bookmark: _Toc204897885][bookmark: _Toc208916539]2.3.1 Resource-Based View (RBV) Theory 
Resource-Based View (RBV) emphasizes the importance of a firm's internal resources and capabilities as key drivers of competitive advantage and superior performance. The RBV theory suggests that companies can achieve long-term success by effectively leveraging resources that are valuable, rare, inimitable, and non-substitutable (Barney, 1991). In the context of logistics companies like Kilimanjaro Star Cargo, resources such as efficient inventory management, streamlined order processing, and reliable transportation systems are critical to satisfying customer expectations. According to Barney, J. B., & Mackey, T. B. (2020), Efficient inventory management directly affects customer satisfaction by ensuring the availability of products when needed, minimizing stockouts and delays, which are critical issues in logistics operations. 
Furthermore, effective order processing contributes to reliability by ensuring that orders are fulfilled accurately and on time, meeting the needs of customers for timely deliveries. Similarly, an efficient transportation system is a valuable resource that ensures deliveries are made on schedule, reducing delays and enhancing the overall customer experience. Kozlenkova, I. V., Samaha, S. A., & Palmatier, R. W. (2021) argud that, One of the criticisms of the RBV theory is that it tends to focus heavily on internal resources, potentially neglecting the role of external factors, such as competition or market conditions, which also play a significant role in a company's performance. Nevertheless, Wernerfelt, B., & Karnani, A. (2022), argued that, the strength of the RBV theory lies in its ability to link internal resources directly to customer satisfaction, highlighting how a logistics company's management of its resources can lead to improved service delivery and a sustainable competitive advantage in the market. The RBV Theory emphasizes that a firm’s internal resources such as efficient inventory management systems are critical in achieving competitive advantage.
This theory is significant for the first objective as it supports the idea that logistics companies can enhance customer satisfaction by effectively managing their inventory as a strategic resource. When inventory is well managed, it leads to product availability, reduced delays, and improved service consistency, all of which contribute to higher customer satisfaction. From the Resource-Based View (RBV) theory, the study draws on three key internal logistical capabilities, inventory management efficiency, order processing efficiency, and transportation efficiency. 
These variables reflect the firm's ability to utilize its internal resources strategically to enhance customer satisfaction. The Resource-Based View (RBV) theory emphasizes internal capabilities and resources such as inventory systems, transportation networks, and order processing infrastructure as drivers of competitive advantage. However, it lacks emphasis on the customer's perspective, particularly how customers perceive and evaluate service delivery. To address this gap, the SERVQUAL theory was added because it provides a customer-centric framework. It enables the study to measure how internal efficiencies (from RBV) translate into perceived service quality and satisfaction, through dimensions like reliability, responsiveness, and assurance.

[bookmark: _Toc190745802][bookmark: _Toc204897886][bookmark: _Toc208916540]2.3.2 Service Quality (SERVQUAL) Theory
 The Service Quality (SERVQUAL) theory, which is widely used to measure customer satisfaction based on the gap between customer expectations and perceptions of service performance. Developed by Parasuraman, Zeithaml, and Berry (1985), the SERVQUAL model identifies five key dimensions of service quality: tangibles, reliability, responsiveness, assurance, and empathy. These dimensions are particularly relevant to logistics companies, where customers expect efficient and reliable service. 
According to Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (2020), in the case of Kilimanjaro Star Cargo Company Limited, the efficiency of inventory management impacts the reliability and responsiveness dimensions of SERVQUAL. A well-managed inventory system ensures that products are readily available, which directly addresses customer expectations for reliability. If inventory management is inefficient, customers are more likely to experience stockouts or delays, leading to lower satisfaction.
Similarly, the order processing efficiency aligns with the SERVQUAL dimensions of reliability and responsiveness by ensuring that orders are processed accurately and swiftly (Ladhari, R., & Morales, M. 2021). A logistics company that processes orders quickly and without errors is more likely to meet or exceed customer expectations, leading to higher satisfaction. The efficiency of transportation systems also effects customer satisfaction by ensuring timely deliveries, which corresponds to the reliability, responsiveness, and assurance dimensions. However, one limitation of the SERVQUAL model is that it focuses heavily on service attributes and may not fully consider the operational aspects of logistics management. For instance, while it addresses customer perceptions of service quality, it may not capture how operational inefficiencies, such as delays in transportation or inventory shortages, directly affect these perceptions (Khan, M. A., & Fasih, M. 2022). Despite this, the SERVQUAL model is highly applicable in the logistics context, as it offers a robust framework for understanding how customers evaluate service quality and satisfaction. 
The SERVQUAL Theory is centered on measuring service quality from the customer's perspective, including responsiveness and reliability key elements in order processing. This theory supports the second objective by providing a framework for evaluating how efficient, accurate, and responsive order handling directly affects customer satisfaction. Efficient order processing reduces errors, shortens delivery cycles, and builds customer trust, thereby improving perceived service quality. Based on the SERVQUAL theory, the study incorporates the dimensions of reliability, responsiveness, and assurance.
Reliability refers to the consistency and accuracy of deliveries, responsiveness involves the speed and effectiveness in handling orders and customer inquiries, and assurance reflects the customer’s trust and confidence in the service provided by Kilimanjaro Star Cargo. While RBV focuses on internal resources and SERVQUAL highlights customer perceptions of service quality, neither fully addresses the operational costs and economic efficiency associated with logistics processes. The Transaction Cost Economics (TCE) theory fills this gap by emphasizing the cost implications of operational inefficiencies such as delays, coordination failures, or logistical bottlenecks. TCE allows the study to analyse how reducing transaction costs in logistics operations (e.g., through efficient transportation or order handling) can indirectly boost customer satisfaction by improving reliability and timeliness in a cost-effective way.

[bookmark: _Toc190745803][bookmark: _Toc204897887][bookmark: _Toc208916541][bookmark: _Toc159067302]2.3.3 Transaction Cost Economics (TCE) Theory.
Transaction Cost Economics (TCE), a framework introduced by Williamson (1979) that analyzes the costs associated with economic transactions and how firms organize these transactions to minimize inefficiencies. According to TCE, companies seek to minimize transaction costs by choosing the most efficient means of conducting their operations, including logistics processes. In the case of Kilimanjaro Star Cargo, TCE suggests that minimizing costs associated with inventory management, order processing, and transportation efficiency directly lead to improved customer satisfaction. 
For example, efficient inventory management reduces the costs associated with stock outs, overstocking, and inventory holding, which in turn reduces delays and ensures timely deliveries. The theory also emphasizes that efficient order processing minimizes transaction costs related to errors, delays, and customer dissatisfaction, ensuring that customers receive accurate and timely orders (Williamson, O. E. 2020).
Additionally, an efficient transportation system reduces transaction costs related to delayed deliveries and operational inefficiencies, thereby enhancing the customer experience by meeting delivery deadlines and maintaining a high level of service reliability. However, according to Ménard, C., & Saives, A. L. (2021) one criticism of TCE is that it places too much emphasis on cost minimization, potentially overlooking other important factors, such as customer service quality and innovation. Zheng, W., Singh, K., & Mitchell, W. (2022), ihile minimizing transaction costs is crucial, the theory may not fully capture the role of customer experience, which is an essential element in logistics. Nevertheless, TCE is valuable for understanding how reducing inefficiencies in logistics operations can lead to cost savings and enhanced customer satisfaction. The TCE Theory focuses on minimizing the costs associated with transactions, such as delays, communication failures, and coordination inefficiencies. 
From the Transaction Cost Economics (TCE) theory, the study focuses on reducing transaction costs in three operational areas: inventory management, order processing, and transportation. These variables address how minimizing inefficiencies such as stock imbalances, processing errors, and late deliveries can reduce costs and indirectly lead to higher customer satisfaction. This theory aligns with the third objective by highlighting how transportation efficiency through optimized routing, reliable delivery schedules, and cost-effective logistics reduces transaction costs and enhances customer satisfaction. When transportation is efficient, customers experience timely deliveries and reduced service failures, which improves their overall satisfaction. The study makes a theoretical contribution by integrating RBV, SERVQUAL, and TCE theories to develop a comprehensive model for analysing how internal logistics capabilities (RBV), perceived service quality (SERVQUAL), and operational cost efficiencies (TCE) collectively influence customer satisfaction in the logistics industry.
This multi-theoretical approach bridges the gap between resource management, service perception, and cost control, offering a more holistic understanding of customer satisfaction drivers in logistics firms.
[bookmark: _Toc190745804][bookmark: _Toc204897888][bookmark: _Toc208916542]2.4 Empirical Literature Review
[bookmark: _Toc190745805][bookmark: _Toc204897889][bookmark: _Toc208916543]2.4.1 To assess the influence of inventory management efficiency on customer satisfaction in logistics companies.
Inventory management has been widely studied as a key determinant of customer satisfaction in logistics and supply chain operations. Alvarado (2017) conducted a quantitative study in Mexico involving 200 logistics firms using regression analysis and found that inventory accuracy and timely stock replenishment significantly improved customer satisfaction. However, the study only focused on large companies and did not consider small or medium logistics firms. Similarly, Tan and Lee (2019) in Singapore examined five freight-forwarding companies using a qualitative case study approach and revealed that proper inventory planning reduced stockouts and enhanced delivery reliability, thus improving customer satisfaction. Their study relied heavily on secondary data, making it less generalisable.
In China, Zhang and Huang (2020) used a survey of 150 e-commerce logistics firms and applied Structural Equation Modelling (SEM). They concluded that inventory visibility and real-time tracking were strong predictors of customer satisfaction, especially in fast-moving e-commerce environments. However, their study excluded third-party logistics providers. In India, Gupta and Sharma (2018) surveyed 100 pharmaceutical logistics managers and found that inventory replenishment efficiency improved customer trust and service reliability. The study did not explore technology-based inventory systems, creating a technological gap. Additionally, Johnson and Thompson (2021) in the United States employed a mixed-method approach across 50 retail logistics firms and established that lean inventory practices significantly reduced delivery errors, thereby increasing customer satisfaction. However, their study was limited to retail logistics, not general logistics service providers.
In Europe, Miller and Anderson (2021) surveyed 120 automotive logistics firms in Germany and confirmed that automated stock control reduced delivery lead time and enhanced customer satisfaction. Likewise, O’Connor and Harris (2016) in the United Kingdom, through a qualitative case study of perishable goods logistics firms, found that efficient stock rotation and reduced spoilage improved customer trust and satisfaction. Their study did not analyse quantitative effects, limiting empirical strength. Additionally, Lee and Park (2020) in South Korea studied 200 third-party logistics providers using factor and path analysis and reported that inventory turnover rate and order fulfilment accuracy were critical drivers of customer satisfaction. However, it did not cover developing countries where logistics challenges differ.
A study in India by Singh and Patel (2017) using a cross-sectional survey of courier companies discovered that inventory accuracy and tracking directly influenced customer satisfaction through timely deliveries. In the United Arab Emirates, Kumar and Sharma (2023) investigated 150 logistics companies using SEM and confirmed that automated inventory systems reduced human errors and improved customer satisfaction. Although comprehensive, the study ignored logistics challenges in developing economies.
In the Tanzanian context, studies are scarce. Munene et al. (2020) examined inventory practices in Tanzanian retail supply chains and found that poor stock control led to frequent stockouts and customer complaints. However, this study focused on retail stores rather than logistics service providers. This highlights a lack of empirical evidence on how inventory management efficiency specifically affects customer satisfaction in logistics companies in Tanzania.

[bookmark: _Toc190745806][bookmark: _Toc204897890][bookmark: _Toc208916544]2.4.2 To determine the influence of order processing efficiency on customer satisfaction in logistics companies.
Order processing efficiency is a critical component of supply chain performance and directly affects customer satisfaction through timely delivery, service accuracy and reduced operational errors. Globally, several empirical studies have examined this relationship in different logistics environments. Singh and Gupta (2016) conducted a quantitative study in India using a survey of 120 e-commerce logistics companies and regression analysis. Their findings revealed that faster order cycle time and accurate order fulfilment significantly improve customer satisfaction. However, the study focused only on e-commerce logistics, limiting its generalisation to broader logistics settings.
In South Korea, Lee and Park (2018) employed a mixed-methods approach involving 150 third-party logistics providers to investigate the influence of order processing efficiency on customer satisfaction. Using Structural Equation Modelling (SEM), they found that integrated IT systems and real-time order monitoring increased order accuracy and delivery reliability, thereby enhancing customer satisfaction. Nonetheless, the study did not address inventory or transportation efficiency, which are also key supply chain components. Similarly, Zhang and Chen (2019) in China surveyed 200 retail logistics firms and used regression and factor analysis to determine the impact of order processing efficiency on customer satisfaction. Their results indicated that shorter order processing times and better order tracking systems increased customer trust and satisfaction. However, the study focused on retail logistics only and excluded other logistics sectors.
In the United States, Johnson and Thompson (2020) used a quantitative design involving 100 freight logistics firms and discovered that efficient order processing systems significantly reduced delays and enhanced customer satisfaction. Their study recommended automated order management technologies. However, it overlooked how other supply chain elements, such as transportation inefficiencies, may influence outcomes. Kumar and Sharma (2021) also studied pharmaceutical logistics firms in India using correlation analysis and found that efficient order processing reduced human errors and improved timely delivery, thus increasing customer satisfaction. Similarly, Tan and Lee (2017) conducted a qualitative case study in Singapore involving 10 logistics firms and concluded that firms with faster and digitised order processing achieved higher customer satisfaction. Their limitation was the small sample size and lack of quantitative validation.
In Brazil, Silva and Pereira (2019) used a survey of 150 logistics firms and path analysis to confirm that delays in order processing negatively affected customer satisfaction, while automation improved response time and reduced complaints. In the global context, O'Connor and Harris (2021) conducted a mixed-methods study on 120 multinational logistics companies and found that accurate and timely order fulfilment significantly improved customer satisfaction. Miller and Anderson (2022) in Germany studied 100 automotive logistics firms using regression analysis and found that reducing order lead time lowered costs and increased customer satisfaction. Similarly, Gupta and Patel (2023) in the United Arab Emirates applied SEM to 200 logistics companies and confirmed that faster and accurate order processing significantly improved customer satisfaction in high-volume logistics operations.
In Tanzania, limited research exists. Magembe and Mrope (2022) assessed order processing systems among Tanzanian freight forwarding companies and found that manual documentation, poor digital tracking and delays in order confirmation reduced customer satisfaction. However, their study did not integrate inventory and transportation efficiency, leaving an incomplete picture of supply chain efficiency in logistics firms.
[bookmark: _Toc190745807][bookmark: _Toc204897891][bookmark: _Toc208916545]2.4.3 To examine the effect of transportation efficiency on customer satisfaction in logistics companies. 
Transportation efficiency is a critical component of logistics service quality, as it directly affects delivery time, reliability, and overall customer satisfaction. Ali and Khan (2015) conducted a quantitative study in Pakistan involving 150 logistics firms and found that efficient transportation practices such as route optimisation and accurate delivery tracking significantly enhance customer satisfaction. However, the study focused mainly on urban logistics firms and did not investigate other logistical factors such as inventory and order processing.
In China, Wang and Liu (2016) used a mixed-methods approach on 100 urban logistics companies and reported that transportation efficiency, especially in reducing traffic-related delays and improving delivery reliability, had a strong positive effect on customer satisfaction. Nevertheless, the research was limited to urban settings, excluding rural logistics operations. Similarly, in the United States, Johnson and Carter (2017) surveyed 120 freight logistics companies and found that efficient transportation measured by on-time delivery and effective route planning played a significant role in improving customer loyalty. However, their study excluded developing countries where transportation infrastructure differs significantly.
In the context of international logistics, Zhao and Zhang (2018) surveyed 200 global shipping companies and found that reducing customs clearance delays and improving delivery accuracy were key to customer satisfaction. Likewise, Ahmed and Iqbal (2019) in India used regression analysis on 150 food logistics firms and showed that transportation efficiency, particularly the use of refrigerated trucks and optimised routes, enhanced customer satisfaction by reducing product spoilage. However, both studies focused on specific industries rather than general logistics operations.
Studies in technologically advanced logistics environments also support this relationship. Tan and Lee (2020) in Singapore found that transportation efficiency in e-commerce logistics especially real-time tracking and accurate delivery windows positively influenced customer satisfaction. Nguyen and Tran (2021) in Vietnam reported similar findings in retail logistics, indicating that route optimisation and damage-free delivery were strong predictors of customer satisfaction. However, both studies were conducted in rapidly developing economies with higher digital adoption than many African countries.
Sector-specific evidence is also notable. Miller and Anderson (2020) in Germany found, through a case study of automotive logistics, that efficient transport of vehicle parts was essential to prevent production delays and sustain customer trust. Chen and Liu (2023) in Taiwan, using 120 high-tech logistics firms, found that transportation efficiency, particularly the reduction of delivery lead times, significantly improved customer satisfaction. More recently, Martinez and Rodriguez (2024) in Spain found that transportation efficiency in pharmaceutical logistics especially temperature control and timely delivery directly contributed to customer satisfaction.
In Tanzania, empirical studies are limited. Mwaipopo and Mushi (2022) conducted a study on freight transporters in Dar es Salaam using a survey of 80 logistics companies. They found that poor road infrastructure, port congestion and unreliable delivery schedules negatively affected customer satisfaction. However, the study only examined transportation challenges without assessing how transportation efficiency interacts with inventory or order processing efficiency.

[bookmark: _Toc159067303][bookmark: _Toc190745808][bookmark: _Toc204897892][bookmark: _Toc208916546]2.5 Research Gap
The empirical studies reviewed across the three specific objectives inventory management efficiency, order processing efficiency, and transportation efficiency highlight the critical role of logistics operations in enhancing customer satisfaction. However, several research gaps emerge. 
First, while studies on inventory management (Ali & Khan, 2015; Zhao & Zhang, 2018) emphasize the importance of stock control and product availability, they often overlook the specific mechanisms by which inventory systems integrate with customer satisfaction in the Tanzanian logistics context. 
Furthermore, while order processing efficiency is a widely studied area (Johnson & Carter, 2017; Tan & Lee, 2020), many studies focus on generic logistics sectors without delving into the unique challenges faced by companies operating in developing economies like Tanzania, where technological infrastructure might limit the extent of automation. Lastly, while transportation efficiency is well explored globally (Wang & Liu, 2016; Ahmed & Iqbal, 2019), much of the existing research tends to focus on advanced economies, leaving a gap in understanding how transportation inefficiencies, such as road congestion and limited infrastructure, specifically affect customer satisfaction in the Tanzanian context. 
This study aims to address these gaps by focusing on Kilimanjaro Star Cargo in Tanzania, a developing economy, and examining how inventory management, order processing, and transportation efficiency directly contribute to customer satisfaction in a logistics company operating within this setting. The study explore the unique challenges faced by Tanzanian logistics companies, including infrastructure limitations, regulatory challenges, and technological gaps, while providing practical recommendations to improve efficiency and customer satisfaction. The expected outcome is to develop context-specific insights that can help Tanzanian logistics companies enhance their operational efficiency and ultimately meet customer expectations more effectively, bridging the gap between global best practices and local realities in logistics operations.

[bookmark: _Toc159067304][bookmark: _Toc190745809][bookmark: _Toc204897893][bookmark: _Toc208916547]2.6 Conceptual Framework
[bookmark: _Toc190745810]The conceptual framework for this study is built around the relationship between three independent variables inventory management efficiency, order processing efficiency, and transportation efficiency and the dependent variable, customer satisfaction in logistics companies. The framework posits that efficient inventory management ensures timely stock availability and reduces delays, thereby directly impacting customer satisfaction by meeting customer demands more effectively. Similarly, efficient order processing, which includes faster order handling, accurate documentation, and seamless communication, to enhance customer satisfaction by ensuring smooth transactions and reducing errors. Lastly, transportation efficiency, characterized by timely deliveries, optimized routes, and reliable transport systems, is expected to have a significant effect on customer satisfaction, as timely and undamaged delivery of goods is crucial in maintaining customer trust and satisfaction. 
Inventory management efficiency,
(Accuracy of stock levels, the speed of stock replenishment,) 
Order processing efficiency
(Order lead time, accuracy of order fulfillment, and Order Tracking and Communication)
Transportation efficiency 
(On-time Delivery, Route Optimization, Condition of Goods Upon Delivery)
Customer satisfaction
(Overall Satisfaction, Service Quality, Likelihood to Recommend)





						




[bookmark: _Toc208915666]Figure 2. 1: Conceptual Framework
[bookmark: _Toc159064694][bookmark: _Toc161275223][bookmark: _Toc181712016][bookmark: _Toc186422991][bookmark: _Toc186423013][bookmark: _Toc198698118][bookmark: _Toc204897894]Source: Developed by Researcher, 2025

[bookmark: _Toc204897895][bookmark: _Toc208916548][bookmark: _Toc159067305][bookmark: _Toc190745811]2.6.1 Variable Measurement
The operationalization of the variables involves defining each construct in measurable terms. For inventory management efficiency, this was measured by the accuracy of stock levels, the speed of stock replenishment, and the reduction in stock-outs, with data collected through surveys of logistics managers. Order lead-time, accuracy of order fulfillment, and the number of order errors, with data obtained from company records and customer feedback measured order processing efficiency. 
Transportation efficiency was measured using metrics such as on-time delivery rate, route optimization, and delivery delays, with data collected from logistics tracking systems and customer surveys. The dependent variable, customer satisfaction, measured through customer satisfaction surveys, focusing on overall satisfaction, perceived service quality, and likelihood of recommending the service to others. Each variable operationalized using Likert scale items to quantify responses, and the data were analyzed using statistical methods such as regression analysis to assess the relationships between the independent and dependent variables.






[bookmark: _Toc204897896][bookmark: _Toc208916549]CHAPTER THREE
[bookmark: _Toc159067306][bookmark: _Toc190745812][bookmark: _Toc204897897][bookmark: _Toc208916550]RESEARCH METHODOLOGY

[bookmark: _Toc159067307][bookmark: _Toc190745813][bookmark: _Toc204897898][bookmark: _Toc208916551]3.1 Chapter Overview 
This chapter covers the research philosophy, research approach, research design, study area, population and sample size, sampling strategies, data collection methods and instruments, data analysis, data validity, data reliability and ethical considerations. 

[bookmark: _Toc159067308][bookmark: _Toc190745814][bookmark: _Toc204897899][bookmark: _Toc208916552]3.2 Research Philosophy 
The research philosophy guiding this study is grounded in the positivist approach, which emphasizes objective measurement and the use of quantitative data to explore and analyze relationships between variables. Positivism assumes that reality is objective, measurable, and can be understood through observable facts and relationships. In this study, the focus is on the quantifiable effect of inventory management efficiency, order processing efficiency, and transportation efficiency on customer satisfaction in logistics companies (Saunders, Lewis, & Thornhill, 2021). By employing a positivist approach, this research aims to conduct analysis between the dependent variable and independent variable and draw generalizable conclusions based on empirical evidence, ensuring that the findings are grounded in objective, measurable data that can be analyzed statistically.

[bookmark: _Toc159067310][bookmark: _Toc190745815][bookmark: _Toc204897900][bookmark: _Toc208916553]3.3 Research Approach
[bookmark: _Toc159067309]This study adopts a quantitative research approach, which is appropriate for examining the relationship between supply chain efficiency and customer satisfaction in logistics companies. The quantitative approach enables the collection and analysis of numerical data through structured instruments such as questionnaires, allowing for statistical testing and the identification of patterns and correlations among variables. By employing this approach, the study ensures objectivity, reliability, and the ability to generalize findings to a larger population. It also facilitates a systematic evaluation of how factors like inventory management efficiency, order processing efficiency, and transportation efficiency influence customer satisfaction.

[bookmark: _Toc190745816][bookmark: _Toc204897901][bookmark: _Toc208916554]3.4 Research Design
Research design provides a structured plan that guides how data is collected, analysed and interpreted to address research objectives (Saunders, Lewis & Thornhill, 2019). This study adopted an explanatory research design because it seeks to establish the cause-and-effect relationship between supply chain efficiency variables specifically inventory management efficiency, order processing efficiency, and transportation efficiency and customer satisfaction in logistics companies. Explanatory design is appropriate when the aim is to determine how independent variables influence a dependent variable using quantitative data and statistical techniques (Creswell, 2018). Through this design, the study was able to test hypotheses, measure relationships and provide empirical evidence on how operational efficiency affects customer satisfaction within the logistics sector.
[bookmark: _Toc190745817][bookmark: _Toc204897902][bookmark: _Toc208916555]3.5 Study Area 
This study was conducted in Mwanza City, Tanzania, focusing on Kilimanjaro Star Cargo Company Limited. Mwanza was purposively selected because it is the second-largest commercial city in Tanzania and acts as a major logistics hub for the Lake Zone regions and neighbouring countries such as Uganda, Rwanda and the Democratic Republic of Congo. The presence of Mwanza South Port, active road networks, and high cargo traffic makes it a strategic location for logistics research. Kilimanjaro Star Cargo Company Limited was chosen because it is one of the leading logistics companies in the region, offering international and domestic cargo services. The company handles core supply chain activities such as inventory management, order processing and transportation, which align directly with the research objectives. Additionally, Mwanza faces logistical challenges including poor infrastructure, delays in cargo clearance and limited technology adoption making it a suitable case for studying the effects of supply chain efficiency on customer satisfaction.
[bookmark: _Toc181168754][bookmark: _Toc190745820][bookmark: _Toc204897905][bookmark: _Toc208916558]3.6 Population, Sampling Design and Sample Size
3.6.1 Target Population
The target population refers to the complete group of individuals relevant to the study from whom data is required (Kothari, 2014). In this study, the target population consisted of 150 employees and customers of Kilimanjaro Star Cargo Company Limited. This included employees from departments directly involved in supply chain activities such as Inventory Management, Order Processing, Transportation and Logistics, Customer Service, Sales and Marketing, and Finance and Accounting. Customers who regularly use the company’s logistics services were also considered because they provide first-hand information on customer satisfaction. Employees were selected because they possess internal knowledge on operational efficiency, while customers provide external perceptions of service quality.
3.6.2 Sampling Design
Sampling design refers to the systematic procedure used to select respondents from the study population (Saunders et al., 2019). This study employed a stratified random sampling technique to ensure fair representation from different functional units within Kilimanjaro Star Cargo Company Limited. The population was divided into distinct strata based on departments such as inventory management, order processing, transportation/logistics, customer service, sales and marketing, and finance. From each stratum, respondents were randomly selected to form the sample. This approach reduced sampling bias and ensured that views from all critical operational areas were included.
Although the total population was 150 employees, the study did not adopt a census approach. Instead, a sample size of 109 respondents was determined using Yamane’s (1967) formula, which is appropriate when the population is known.
A census was not adopted for the following practical reasons:
Operational constraints: Employees are distributed across office locations and field operations, making it difficult to reach all of them simultaneously.
Time and financial limitations: Collecting data from all 150 employees would require more time and resources than were available.
Restricted accessibility: Some departments handle sensitive and time-bound logistics operations, making full engagement impractical.
Therefore, using a sample of 109 respondents was considered sufficient, reliable, and cost-effective to generate representative results for the study.
3.6.2 Sample Size
The sample size for this study determined using Yamane’s formula (Yamane, 1967), a widely recognized method for calculating sample size when the total population is known. This formula is particularly useful for ensuring that the sample accurately represents the population while minimizing sampling error. Yamane’s formula is expressed as:


Where;
	N= population size
	n=sample size
	e=margin of error (commonly set at 0.05 for a 95% confidence level)


					109
Based on this calculation, a sample size of approximately 109 participants is deemed sufficient to provide reliable and representative data for the study.
[bookmark: _Toc181168605][bookmark: _Toc186423012][bookmark: _Toc208915805]
Table 3. 1: Sample Size Distribution
	Respondents
	Population
	Sample Size

	Inventory Management Department
	25
	18

	Order Processing Department
	15
	11

	Customer Service Department
	10
	8

	Sales and Marketing Department
	50
	36

	Transportation/Logistics Department
	25
	18

	Finance and Accounting Department
	15
	11

	Clients/customers
	10
	7

	 Total
	150
	109


Source: Researcher, 2024

[bookmark: _Toc159067312][bookmark: _Toc190745821][bookmark: _Toc204897906][bookmark: _Toc208916559]3.6.3 Sampling Techniques
For this study, stratified random sampling was employed to ensure a representative sample from different departments within Kilimanjaro Star Cargo Company Limited. Stratified sampling allows for the division of the population into distinct subgroups or strata, such as inventory management, order processing, transportation, customer service, sales, and finance departments. By sampling from each stratum, the study ensures that the data captures the perspectives of employees across all critical functions involved in logistics operations. From each department, respondents were selected randomly to minimize bias and ensure that the sample reflects the diversity of roles within the organization. This technique enhances the generalizability of the findings and ensures that each department's input on logistics efficiency and customer satisfaction is adequately represented.

[bookmark: _Toc159067313][bookmark: _Toc190745822][bookmark: _Toc204897907][bookmark: _Toc208916560]3.7 Data Collection Methods 
The primary data collection method for this study was the use of structured questionnaires, which were self-administered to employees from different departments within Kilimanjaro Star Cargo and to customers who interacted with the company. 
The questionnaires were designed to gather quantitative data on the three independent variables: inventory management efficiency, order processing efficiency, and transportation efficiency, as well as the dependent variable, customer satisfaction. The questions were pre-tested to ensure clarity and reliability, and they were based on a Likert scale to measure the degree of agreement or satisfaction with various statements related to logistics operations. 
Data were collected directly through face-to-face interactions, ensuring a broad reach and convenience for the respondents. This method was particularly suited for the study as it allowed for the collection of standardized data from a large number of respondents, enabling statistical analysis of the relationships between the variables under investigation.

[bookmark: _Toc159067315][bookmark: _Toc190745823][bookmark: _Toc204897908][bookmark: _Toc208916561]3.8 Data Analysis Methods
The data collected from the questionnaires were analysed using SPSS (Statistical Package for the Social Sciences), a powerful tool for conducting quantitative data analysis (Saunders, Lewis, & Thornhill, 2016). Factor analysis, a statistical technique used to identify underlying relationships between a large number of variables, was conducted. The Kaiser-Meyer-Olkin (KMO) Measure checked sample adequacy (with values above 0.6 considered acceptable), and Bartlett’s Test of Sphericity checked whether factor analysis was appropriate (p-value < 0.05).
Descriptive statistics, such as frequencies, means, standard deviations, skewness, and kurtosis, were used to summarize the responses and provide an overview of the data distribution. To examine the relationships between the independent variables (inventory management efficiency, order processing efficiency, and transportation efficiency) and the dependent variable (customer satisfaction), regression analysis was conducted for the first objective. Correlation analysis was used for the second objective, followed by another regression analysis for the final objective. Regression analysis was employed to examine the relationship between supply chain efficiency and customer satisfaction.
Regression analysis relied on several key assumptions, including linearity (a linear relationship between independent and dependent variables), multicollinearity (independent variables not being highly correlated), homoscedasticity (constant variance of errors), normality of residuals (errors being normally distributed), and independence of errors (no autocorrelation). This study focused on testing the assumptions of linearity and multicollinearity. Linearity was essential to ensure that the relationship between operational variables and customer satisfaction was appropriately modelled, while addressing multicollinearity helped to avoid distorted results due to high correlations among predictors such as inventory, order processing, and transportation efficiency.
In SPSS, the assumption of linearity was tested by examining scatterplots of the independent variables against the dependent variable to ensure a linear relationship existed (Field, 2018). For multicollinearity, SPSS provided tolerance and Variance Inflation Factor (VIF) values in the regression output; a tolerance value below 0.1 or a VIF above 10 indicated multicollinearity concerns (Pallant, 2020). These diagnostics helped ensure the validity and reliability of the regression model.
These two assumptions were prioritized, as they were critical for the reliability and validity of the regression results in this quantitative research. The analyses helped determine the strength and direction of the associations between the variables, as well as the extent to which the independent variables predicted customer satisfaction. The significance of these relationships was assessed using appropriate statistical tests, such as the p-value and R-squared value, ensuring the reliability and validity of the findings. SPSS facilitated an efficient and accurate analysis, enabling clear conclusions about the impact of logistics efficiencies on customer satisfaction.

[bookmark: _Toc204897909][bookmark: _Toc208916562]3.8.1 The regression model
		CS = βo + β1​IME + β2​OPE + β3​TE + ε
		CS = Customer Satisfaction (Dependent Variable)
		IME = Inventory Management Efficiency (Independent Variable)
		OPE = Order Processing Efficiency (Independent Variable)
		TE = Transportation Efficiency (Independent Variable)
		β₀ = Intercept term
		β₁, β₂, β₃ = Coefficients of the independent variables
		ε = Error term		

[bookmark: _Toc190745824][bookmark: _Toc204897910][bookmark: _Toc208916563][bookmark: _Toc159067316]3.9 Validity and Reliability
[bookmark: _Toc190745825][bookmark: _Toc204897911][bookmark: _Toc208916564]3.9.1 Data Validity
Data validity referred to the extent to which the instruments used in the study accurately measured the variables they were intended to measure. To ensure content validity, the questionnaire was developed based on existing theories and empirical studies related to inventory management efficiency, order processing efficiency, transportation efficiency, and customer satisfaction in logistics. The questions were designed to reflect the key aspects of these variables as identified in the literature, ensuring that the instrument captured all relevant dimensions of the constructs (Creswell, 2014).
Before the questionnaires were distributed, a pre-test was conducted with a small sample from Kilimanjaro Star Cargo to identify any ambiguities or unclear items. Feedback from this pre-test was used to refine the questionnaire and improve its clarity and relevance. The aim was to ensure that the questions fully addressed the research objectives and were aligned with the theoretical framework of the study (Bryman & Bell, 2015).

[bookmark: _Toc159067317][bookmark: _Toc190745826][bookmark: _Toc204897912][bookmark: _Toc208916565][bookmark: _Hlk159754730]3.9.2 Reliability 
Reliability referred to the consistency and stability of the measurement instruments used in the study. To ensure the reliability of the data collection process, the study used established scales and measurement tools that had been tested for consistency in previous research (Sekaran & Bougie, 2016). The questionnaire underwent a pilot test with a small group of respondents from Kilimanjaro Star Cargo Company Limited to check for internal consistency and reliability. The Cronbach’s Alpha coefficient was calculated to assess the internal consistency of the scale, with a threshold value of 0.7 or higher indicating satisfactory reliability (Cronbach, 1951). Additionally, the reliability of the responses was ensured through careful item design, minimizing ambiguities, and ensuring that the questions were clear and easy to understand. By employing these techniques, the study aimed to collect reliable data that accurately reflected logistics efficiency and customer satisfaction in Kilimanjaro Star Cargo.

[bookmark: _Toc190745827][bookmark: _Toc204897913][bookmark: _Toc208916566][bookmark: _Hlk159754991]3.10 Ethical Consideration
Ethical considerations were a critical component of this study to ensure the protection of participants' rights and the integrity of the research process. First, informed consent was obtained from all respondents, ensuring they were fully aware of the purpose of the study, their role, and the voluntary nature of their participation. Participants were assured of their confidentiality, with personal and organizational information kept anonymous and securely stored to prevent unauthorized access. 
The study also ensured that no harm came to participants, and their responses were used solely for the purposes of this research. Furthermore, respondents were given the opportunity to withdraw from the study at any time without any negative consequences. Ethical guidelines provided by research ethics boards and academic institutions were followed, ensuring that the study was conducted with the highest standards of integrity and respect for participants’ rights (Creswell, 2014). These ethical measures helped maintain the credibility of the study and the trust of participant
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[bookmark: _Toc179755205][bookmark: _Toc204897916][bookmark: _Toc208916569]4.1 Chapter overview
This chapter presents and analyses the data collected to evaluate the effect of supply chain efficiency on customer satisfaction at Kilimanjaro Star Cargo Company Limited. The findings are structured around the three specific objectives: (i) the influence of inventory management efficiency, (ii) the role of order processing efficiency, and (iii) the effect of transportation efficiency on customer satisfaction. Data is presented using tables and descriptive statistics, followed by an in-depth analysis to identify relationships and key insights. The results provide a clear understanding of how each aspect of supply chain efficiency contributes to customer satisfaction, offering actionable recommendations for improving logistics operations.

[bookmark: _Toc204897917][bookmark: _Toc208916570]4.2 Response Rate
The study distributed a total of 109 questionnaires to respondents at Kilimanjaro Star Cargo Company Limited, and all 109 questionnaires were successfully completed and returned, resulting in a 100% response rate. This high response rate indicates strong engagement from participants and enhances the reliability and generalizability of the findings. A 100% response rate reduces the risk of non-response bias, ensuring that the collected data accurately represents the views of the targeted population. This also strengthens the validity of the study's conclusions regarding the influence of supply chain efficiency on customer satisfaction.

[bookmark: _Toc150342489][bookmark: _Toc175735351][bookmark: _Toc180120865][bookmark: _Toc183665634][bookmark: _Toc204897918][bookmark: _Toc208916571]4.3 Validity 
Validity refers to the extent to which a research instrument measures what it is intended to measure (Saunders et al., 2019). In this study, content validity was ensured by aligning the questionnaire items with the research objectives and reviewing them with experts in logistics and supply chain management. Additionally, construct validity was achieved by conducting a pilot test to refine the questions and ensure they accurately captured the constructs of inventory management efficiency, order processing efficiency, transportation efficiency, and customer satisfaction. 
The use of established measurement scales from previous studies further strengthened the validity of the research instrument, ensuring the findings are reliable and meaningful (Cooper & Schindler, 2020). The Kaiser-Meyer-Olkin (KMO) measure of sampling adequacy and Bartlett's Test of Sphericity are critical indicators of the suitability of the data for factor analysis. In this study, the KMO value of 0.758, as shown in Table 4.1, indicates that the sample size is adequate for factor analysis, as values above 0.7 are generally considered acceptable (Field, 2018). 
This suggests that the data is sufficiently correlated to proceed with further analysis, ensuring that the constructs being measured such as inventory management efficiency, order processing efficiency, and transportation efficiency are well-represented. Additionally, Bartlett's Test of Sphericity yielded a significant result (p = .000), confirming that the correlation matrix is not an identity matrix and that there are meaningful relationships among the variables (Pallant, 2020). These results collectively affirm the validity of the data for conducting factor analysis, which is essential for identifying underlying dimensions of supply chain efficiency and their influence on customer satisfaction.

	[bookmark: _Toc191006874][bookmark: _Toc208915814]Table 4. 1 : KMO and Bartlett's Test

	Kaiser-Meyer-Olkin Measure of Sampling Adequacy.
	.758

	Bartlett's Test of Sphericity
	Approx. Chi-Square
	866.280

	
	df
	3

	
	Sig.
	.000


Source: Field Data 2025

[bookmark: _Toc179755206]The implications of these findings are significant for both the study and its practical applications. For the research, the high KMO value and significant Bartlett's Test provide confidence in the robustness of the data, ensuring that the subsequent factor analysis will yield reliable and interpretable results. This strengthens the validity of the study's conclusions regarding the relationship between supply chain efficiency and customer satisfaction. For logistics companies like Kilimanjaro Star Cargo Company Limited, these results highlight the importance of using validated and statistically sound methods to assess and improve supply chain processes. By ensuring that the data is suitable for analysis, the study provides a reliable foundation for making data-driven decisions that can enhance operational efficiency and customer satisfaction (Hair et al., 2019). This underscores the value of rigorous statistical testing in both academic research and practical business applications.

[bookmark: _Toc204897919][bookmark: _Toc208916572]4.4 Demographic of respondents
This section presents the demographic characteristics of the respondents who participated in the study at Kilimanjaro Star Cargo Company Limited. The analysis includes key variables such as gender, age, level of education, years of experience in the logistics sector, and job roles within the company. Understanding these demographic factors provides insights into the diversity of respondents and ensures that the findings reflect perspectives from various stakeholders involved in supply chain operations. The data is summarized in tables.
The demographic characteristics of respondents, as shown in Table 4.2, provide valuable insights into the profile of participants in the study. The majority of respondents (43.1%) held senior-level positions, followed by mid-level (32.1%) and management/executive roles (24.8%). This indicates that the data reflects the perspectives of experienced professionals who are likely to have in-depth knowledge of supply chain operations and customer satisfaction. The absence of entry-level respondents (0%) suggests that the findings are primarily based on the input of employees with significant experience and decision-making responsibilities.

[bookmark: _Toc191006875][bookmark: _Toc208915815]

Table 4. 2: Demographic Characteristics of Respondents
	Descriptions
	
	Frequency
	Percent

	Job Position
	Entry Level
	0
	0.00

	
	Mid-Level
	35
	32.1

	
	Senior Level
	47
	43.1

	
	Management/Executive
	27
	24.8

	Total
	
	109
	100.0

	
	
	
	

	Educations.
	Diploma
	17
	15.6

	
	Degree or Advanced Diploma
	18
	16.5

	
	Degree of Mater or CPA
	64
	58.7

	
	Doctorates
	10
	9.2

	Total
	
	109
	100.0

	
	
	
	

	How long have you used Kilimanjaro Star Cargo?
	1 - year
	31
	28.4

	
	1 - 2 years
	59
	54.1

	
	2- 3 years
	11
	10.1

	
	more than 3 years
	8
	7.3

	Total
	
	109
	

	
	
	
	

	Department
	Finance
	12
	11.0

	
	Inventory Managements
	18
	16.5

	
	Transports/ logistics
	75
	68.8

	
	Order processing department
	2
	1.8

	
	Marketing
	2
	1.8

	Total
	
	109
	100.0


Source: Field Data 2025
In terms of education, a large proportion of respondents (58.7%) held a Master’s degree or CPA qualification, while 16.5% had a degree or advanced diploma, and 15.6% held a diploma. A smaller percentage (9.2%) had doctorates. This high level of education among respondents suggests that individuals with strong academic backgrounds inform the data, which enhances the credibility and reliability of their responses. Their qualifications likely enable them to provide well-informed insights into the relationship between supply chain efficiency and customer satisfaction.
The experience of how long respondents have been using Kilimanjaro star cargo services further supports the reliability of the data. Over half of the respondents (54.1%) had 1–2 years of experience, while 28.4% had 1 year, and 10.1% had 2–3 years. A smaller percentage (7.3%) had more than 3 years of experience. This distribution indicates that most respondents had substantial experience in using Kilimanjaro Star Cargo services.
The department-wise distribution of respondents shows that the majority (68.8%) were from the transport/logistics department, followed by inventory management (16.5%) and finance (11.0%). Only a small percentage (1.8%) was from the order processing and Marketing departments. This distribution highlights that professionals directly involved in logistics and inventory management, which are key areas of focus in the study, heavily influence the data. Their input is particularly valuable for assessing the efficiency of these functions and their influence on customer satisfaction.
The demographic data has several implications for the study. First, the high level of experience and education among respondents ensures that the findings are based on informed and credible perspectives. This strengthens the validity of the study’s conclusions about the relationship between supply chain efficiency and customer satisfaction. Second, the dominance of respondents from the transport/logistics and inventory management departments aligns with the study’s objectives, as these areas are central to supply chain efficiency. Their input provides practical insights into how these functions can be optimized to enhance customer satisfaction.
For Kilimanjaro Star Cargo Company Limited, these findings suggest that the company has a workforce with the expertise needed to implement improvements in supply chain operations. The high proportion of senior-level and educated employees indicate that the organizations are well positioned to adopt data-driven strategies for enhancing efficiency and customer satisfaction. Additionally, the focus on transport/logistics and inventory management highlights areas where targeted interventions could yield significant benefits.

[bookmark: _Toc204897920][bookmark: _Toc208916573]4.5 Descriptive.
Descriptive analysis provides a summary of responses related to inventory management efficiency by evaluating the frequency distribution of responses on key inventory aspects. This analysis helps identify strengths and weaknesses in inventory accuracy, stock replenishment, and availability, which ultimately influence customer satisfaction.

[bookmark: _Toc204897921][bookmark: _Toc208916574]4.5.1 Inventory management efficiency
The results in Table 4.3 provide insight into the effectiveness of inventory management efficiency at Kilimanjaro Star Cargo Company Limited. A significant proportion of respondents (50%) were neutral about the accuracy of the inventory system, with 31% agreeing and 10% strongly agreeing, suggesting some uncertainty regarding the system's reliability. 
While 80% of respondents strongly agreed that inventory records are clear and accurate, 57% disagreed that there are rarely discrepancies between the system and actual stock levels, indicating inconsistencies in stock tracking.
Additionally, 41% of respondents strongly disagreed that stock levels update in real-time, highlighting delays in system updates. Stock replenishment efficiency also appears inconsistent, with 41% strongly agreeing that inventory is replenished quickly, yet 40% strongly disagreed with being satisfied with the speed of restocking. 
Furthermore, stock availability remains a concern, as 55% strongly disagreed that stock is generally available, suggesting frequent stock-outs. Despite this, 82% strongly agreed that there is a consistent supply of products, implying that while stock-outs occur, they are eventually resolved.


[bookmark: _Toc191006876][bookmark: _Toc208915816]Table 4. 3: Inventory management efficiency 
	ITEMS 1.
	SD
	D
	N
	A
	SA

	The inventory system accurately reflects the current stock levels
	10
	8
	50
	31
	10

	There is always a clear and accurate record of the inventory available
	0
	7
	2
	20
	80

	I rarely notice discrepancies between the system and actual stock levels.
	0
	57
	40
	8
	10

	The inventory system updates stock levels in real-time.
	41
	27
	41
	0
	0

	Errors in stock level data are uncommon and easily corrected
	0
	51
	31
	20
	7

	Inventory items are replenished quickly when stock runs low
	30
	11
	20
	7
	41

	Stock replenishment occurs without significant delays
	14
	8
	2
	31
	54

	The time taken to replenish stock is consistently short
	7
	4
	0
	27
	71

	There is a well-established process for replenishing stock in a timely manner
	16
	14
	13
	11
	55

	I am satisfied with how fast inventory restocking occurs.
	40
	26
	40
	1
	2

	The company rarely experiences stock outs, ensuring continuous availability of products.
	21
	20
	7
	20
	41

	I can always find the items I need in stock.
	40
	7
	20
	2
	40

	Stock availability is generally high, and I seldom face issues with out-of-stock products.
	55
	11
	13
	14
	16

	There is a consistent supply of products, and I rarely encounter product shortages.
	7
	20
	30
	52
	82

	Stock outs are efficiently managed, ensuring minimal influence on operations.
	2
	1
	40
	26
	40


Source; Field Data 2025.

These findings indicate that while inventory records may be well maintained, issues such as discrepancies, real-time updates, and replenishment speed affect overall efficiency, potentially affecting customer satisfaction. Improvements in automated stock tracking and faster replenishment processes could enhance supply chain efficiency.

[bookmark: _Toc204897922][bookmark: _Toc208916575]4.5.2 Order Processing Efficiency
The data in Table 4.4 provides an overview of the efficiency in the order processing system at Kilimanjaro Star Cargo Company Limited, reflecting both strengths and areas needing improvement. A majority of respondents (63%) strongly agreed that orders are delivered on time without unnecessary delays, indicating that timely delivery is a key strength of the company. 
However, 40% of respondents reported dissatisfaction with the speed of order processing, which indicates a need for improvement in processing speed. The order processing accuracy also shows mixed results, with 45% of respondents agreeing that mistakes are rarely made but also 37% disagreeing that orders are processed without errors, suggesting some challenges in ensuring accuracy. 
Furthermore, 60% of respondents felt confident that orders are processed with high accuracy, yet 40% disagreed, showing a gap in consistency.

[bookmark: _Toc191006877]

[bookmark: _Toc208915817]Table 4. 4: Order Processing Efficiency 
	ITEMS 1.
	SD
	D
	N
	A
	SA

	Customer orders are processed and fulfilled in a timely manner
	30
	27
	40
	5
	7

	The company consistently meets order delivery deadlines
	7
	30
	2
	40
	30

	I am usually satisfied with the speed of order processing
	2
	40
	23
	39
	5

	Orders are delivered on time, without unnecessary delays
	0
	0
	1
	45
	63

	The time between placing an order and receiving it is minimal
	12
	0
	0
	27
	70

	Orders are processed without errors, ensuring customers receive the correct items
	37
	27
	5
	40
	0

	Mistakes in order fulfillment are rare and quickly corrected
	7
	30
	21
	6
	45

	I have never received the wrong items due to order processing errors
	5
	4
	0
	60
	40

	The order processing team ensures that all customer orders are accurate
	3
	4
	5
	58
	39

	I am confident that orders are processed with high accuracy
	10
	17
	10
	22
	60

	Customers can easily track the status of their orders in real-time.
	4
	10
	20
	30
	45

	The order tracking system is user-friendly and provides accurate updates
	0
	7
	20
	70
	12

	I can easily access information about the progress of my order.
	12
	40
	30
	20
	7

	The order tracking system is regularly updated to reflect the latest status
	31
	20
	0
	27
	30

	I have never faced difficulty in tracking the progress of my orders.
	27
	30
	8
	60
	12


Source; Field Data 2025.
The real-time order tracking system appears to be a positive feature, as 70% of respondents were satisfied with minimal time between placing and receiving orders, and 45% agreed that the order tracking system provides accurate updates. However, 31% disagreed that the system is regularly updated, indicating potential delays in providing the latest status. Overall, while the order processing system excels in timeliness and order tracking, improvements in processing speed, accuracy, and updating tracking information could further increase customer satisfaction.

[bookmark: _Toc204897923][bookmark: _Toc208916576]4.5.3 Transportation Efficiency
Table 4.5 illustrates the efficiency of transportation in Kilimanjaro Star Cargo Company Limited, showing areas of strength as well as challenges. The majority of respondents (82%) strongly agreed that products are delivered within the expected time frame, indicating that the company performs well in meeting delivery deadlines. Furthermore, 80% of respondents agreed that delivery delays are rare and effectively communicated in advance, suggesting strong communication in managing transportation delays. However, a notable concern is the transportation costs, where 37% of respondents disagreed that the company optimizes costs while maintaining service quality. Although 60% of respondents believed that the transportation services offer good value for the cost, 30% felt that delivery costs are not competitive compared to other logistics providers, implying potential issues with pricing compared to competitors. Additionally, vehicle maintenance appears to be a concern, as 41% of respondents disagreed that vehicles are well maintained, and only 43% agreed that the transportation fleet is in good condition, which could lead to disruptions in transportation efficiency.
[bookmark: _Toc191006878][bookmark: _Toc208915818]Table 4. 5 : Transportation Efficiency 
	ITEMS 1.
	SD
	D
	N
	A
	SA

	Products are delivered to customers on time as promised.
	0
	10
	4
	60
	45

	Delivery delays are rare and effectively communicated in advance.
	2
	18
	7
	2
	80

	The delivery service is dependable, and I can count on timely arrivals.
	3
	17
	6
	13
	70

	I am consistently satisfied with the punctuality of the deliveries.
	0
	10
	17
	40
	42

	Products are delivered within the expected time frame
	2
	5
	20
	0
	82

	Transportation costs are optimized, ensuring cost-effective delivery solutions
	5
	0
	40
	27
	37

	The company efficiently manages transportation costs without compromising service quality
	30
	7
	20
	7
	45

	I believe the transportation services offer good value for the cost.
	4
	5
	5
	35
	60

	Delivery costs are competitive compared to other logistics providers.
	40
	20
	1
	7
	41

	The transportation costs are reasonable considering the service provided
	30
	30
	8
	10
	31

	Vehicles are well-maintained and rarely experience delays due to breakdowns
	41
	27
	0
	30
	11

	The transportation fleet is in good condition, reducing the chances of disruptions.
	4
	11
	0
	51
	43

	Vehicle breakdowns are uncommon, ensuring reliable transportation.
	0
	20
	7
	0
	82

	I am confident in the reliability of the vehicles used for transportation
	8
	30
	20
	10
	41

	The company ensures regular maintenance of its transportation vehicles.
	40
	1
	8
	30
	30


Source: Field Data 2025

Despite these challenges, 82% of respondents agreed that vehicle breakdowns are uncommon, and 70% expressed confidence in the reliability of the vehicles, suggesting that overall, transportation reliability remains a strong point for the company. In conclusion, while Kilimanjaro Star Cargo excels in meeting delivery deadlines and maintaining communication, attention to optimizing transportation costs and ensuring vehicle maintenance could improve overall transportation efficiency and customer satisfaction.

[bookmark: _Toc204897924][bookmark: _Toc208916577]4.5.4 Customer Satisfaction
Customer satisfaction tends to vary based on the length of time individuals have been using Kilimanjaro Star Cargo’s services. Considering the most interesting part is that most of their major clients are employee themselves. 
Due to that, For those who have been using the company for a longer period, the overall satisfaction levels appear to be more positive, as reflected in the higher ratings of service quality, reliability, and consistency. Long-term customers are more likely to appreciate the company’s efficiency and the trust developed over time. 
On the other hand, newer customers may have mixed experiences, often still evaluating the consistency and quality of the services provided. Their satisfaction may fluctuate as they gain more experience with the company's offerings. This trend suggests that Kilimanjaro Star Cargo’s customer retention strategies and service improvements over time have contributed to higher satisfaction among long-term clients.
Table 4.6 presents data on customer satisfaction with Kilimanjaro Star Cargo. A significant number of respondents expressed mixed feelings about their satisfaction with the company’s services. While 68% of respondents strongly agreed that they are pleased with the overall quality of service provided, 50% of respondents disagreed that Kilimanjaro Star Cargo has consistently provided satisfactory services, indicating that there are discrepancies in customer satisfaction levels. 
Moreover, 80% of respondents were highly satisfied with the results they get from using the company, suggesting that the company excels in delivering satisfactory outcomes for its customers. 
[bookmark: _Toc191006879]However, the data reveals that 37% of respondents disagreed that the logistics services meet or exceed their expectations in terms of speed and reliability, signalling areas of improvement in delivery timeliness and service reliability.



[bookmark: _Toc208915819]Table 4. 6: Customer Satisfaction 
	ITEMS 1.
	SD
	D
	N
	A
	SA

	I am generally satisfied with the services provided by Kilimanjaro Star Cargo
	21
	20
	21
	10
	10

	The overall experience with Kilimanjaro Star Cargo meets my expectations.
	10
	31
	27
	41
	0

	I am pleased with the overall quality of service provided by the company
	0
	0
	0
	41
	68

	Kilimanjaro Star Cargo has consistently provided satisfactory services.
	50
	3
	20
	6
	30

	I am happy with the results I get from using Kilimanjaro Star Cargo.
	10
	10
	7
	2
	80

	The logistics services meet or exceed my expectations in terms of speed and reliability.
	37
	27
	5
	20
	20

	The quality of service provided is consistently high
	27
	12
	25
	25
	30

	I am satisfied with the level of service quality provided by Kilimanjaro Star Cargo
	30
	7
	2
	40
	30

	The company’s logistics services are efficient and reliable
	5
	50
	4
	10
	40

	The quality of service justifies my decision to continue using Kilimanjaro Star Cargo
	30
	20
	7
	40
	12

	I would recommend Kilimanjaro Star Cargo to others based on my experience.
	15
	30
	4
	30
	30

	I trust Kilimanjaro Star Cargo enough to suggest it to my colleagues and friends
	3
	4
	5
	58
	39

	I would confidently recommend Kilimanjaro Star Cargo for its logistics services
	30
	20
	7
	50
	12

	If asked, I would endorse Kilimanjaro Star Cargo for its reliable service
	5
	5
	1
	40
	60

	Based on my satisfaction, I believe Kilimanjaro Cargo is a top choice for logistics services
	2
	40
	23
	39
	5


Source; Field Data 2025.
Furthermore, although 40% of respondents expressed trusts in Kilimanjaro Star Cargo enough to recommend it to others, 30% were hesitant; this could indicate concerns about the consistency of service quality across different customer experiences.	
This mixed feedback suggests that while Kilimanjaro Star Cargo is trusted and has a good reputation among some customers, there are areas particularly in reliability, consistency, and exceeding expectations that require improvement to increase overall customer satisfaction and enhance the likelihood of customer referrals. Addressing these concerns could help the company improve customer loyalty and attract new clients.

[bookmark: _Toc204897925][bookmark: _Toc208916578]4.6 Evaluation of Descriptive
[bookmark: _Toc204897926][bookmark: _Toc208916579]4.6.1 Descriptive; Inventory management efficiency 
The descriptive statistics for inventory management efficiency highlight significant variations in customer perceptions of Kilimanjaro Star Cargo's inventory management. The "Speed of stock replenishment" received the highest mean score of 4.7523, with a relatively low standard deviation of 0.43367, indicating that most respondents are satisfied with how quickly stock is replenished. 
The skewness and kurtosis values suggest a slightly positive distribution, implying a consensus on the efficiency of replenishment.



[bookmark: _Toc191006880]
[bookmark: _Toc208915820]Table 4. 7 :  Descriptive; Inventory management efficiency 
	Items
	Mean
	Std. Deviation
	Skewness
	Kurtosis

	Accuracy of stock levels,
	3.3761
	.48666
	.519
	-1.764

	The speed of stock replenishment
	4.7523
	.43367
	-1.185
	-.607

	Stock availability
	2.5321
	.50127
	-.131
	-2.020


Source; Field Data 2025.

However, the "Accuracy of stock levels" and "Stock availability" showed mean scores of 3.3761 and 2.5321, respectively, with relatively higher standard deviations, suggesting more varied responses. 
The negative skewness for stock availability indicates that a substantial portion of respondents feel dissatisfied with product availability. The high kurtosis value for stock availability further suggests a concentration of extreme responses, pointing to significant concerns about product shortages or inefficiencies in stock management. 
These findings imply that while Kilimanjaro Star Cargo has room for improvement in inventory management, especially concerning stock availability, it excels in maintaining a swift replenishment process. Addressing issues of stock accuracy and availability could enhance customer satisfaction and reinforce the company's reputation for reliability in logistics services.

[bookmark: _Toc204897927][bookmark: _Toc208916580]4.6.2 Descriptive; Order Processing Efficiency
The descriptive statistics for order processing efficiency reveal critical insights into the operational strengths and weaknesses of Kilimanjaro Star Cargo’s order fulfilment system. The "Order lead time" received the lowest mean score of 2.0734, with a relatively high standard deviation of 0.85652, indicating significant dissatisfaction and variability in customer perceptions regarding the timeliness of order delivery.

[bookmark: _Toc191006881][bookmark: _Toc208915821]Table 4. 8 :  Descriptive; Order Processing Efficiency 
	Items
	Mean
	STD Deviations
	Skewness
	Kurtosis

	Order lead time,
	2.0734
	.85652
	-.144
	-1.668

	accuracy of order fulfillment,
	2.6606
	.47571
	-.688
	-1.556

	Order Tracking and Communication
	3.0459
	.999429
	.080
	-1.201


Source; Field Data 2025.

The negative skewness suggests that most respondents report longer than expected lead times. The "Accuracy of order fulfilments" scored slightly higher at 2.6606, with a low standard deviation of 0.47571, indicating a more consistent but still negative customer perception of order accuracy. The relatively high kurtosis value for both "Order lead time" and "Accuracy of order fulfilments" reflects a concentration of responses with significant dissatisfaction, highlighting that delays and order inaccuracies are key concerns for customers. On the other hand, "Order Tracking and Communication" had the highest mean score of 3.0459, with a lower standard deviation of 0.999429, suggesting that while tracking and communication are seen more positively, there is still room for improvement in providing clear and timely updates to customers. These findings imply that Kilimanjaro Star Cargo should prioritize reducing order lead times and improving accuracy in order fulfillment to enhance customer satisfaction and loyalty.

[bookmark: _Toc204897928][bookmark: _Toc208916581]4.6.3 Descriptive; Transportation Efficiency
The descriptive statistics for transportation efficiency provide valuable insights into the performance of Kilimanjaro Star Cargo's delivery services. The "On-time Delivery" item received a mean score of 3.4128 with a low standard deviation of 0.49462, indicating a moderately positive perception of the company’s ability to deliver orders on time. The positive skewness suggests that most customers are satisfied with the punctuality of deliveries, though there is room for further improvement. 
The "Route Optimization" item, however, scored lower with a mean of 2.3761 and a higher standard deviation of 1.32490, pointing to significant variability in customer satisfaction. This could imply inconsistencies in the company's ability to optimize delivery routes, potentially leading to delays and inefficiencies.


[bookmark: _Toc191006882]

[bookmark: _Toc208915822]Table 4. 9: Descriptive; Transportation Efficiency 
	Items
	Mean
	Std. Deviation
	Skewness
	Kurtosis

	On-time Delivery
	3.4128
	.49462
	.231
	-1.906

	Route Optimization
	2.3761
	1.32490
	.273
	-1.693

	Condition of Goods Upon Delivery
	4.6239
	.48666
	-.519
	-1.764


Source; Field Data 2025

The "Condition of Goods Upon Delivery" achieved the highest mean score of 4.6239, with a relatively low standard deviation of 0.48666, reflecting strong satisfaction among customers regarding the condition of their goods upon arrival.
 The negative skewness indicates that most customers are pleased with the quality of the delivery process, though, as with other metrics, some variability exists. Overall, the implications of these results suggest that while Kilimanjaro Star Cargo performs well in terms of delivery quality and condition of goods, there is a need for improvements in route optimization to ensure more consistent and efficient service, ultimately leading to enhanced customer satisfaction.

[bookmark: _Toc204897929][bookmark: _Toc208916582]4.6.4 Descriptive; Customer Satisfaction
The descriptive statistics for customer satisfaction provide a clear understanding of Kilimanjaro Star Cargo's performance in meeting customer expectations. The "Overall Satisfaction" item received a mean score of 3.4128 with a standard deviation of 0.49759, reflecting a generally positive but slightly varied response from customers, indicating a solid but not overwhelming satisfaction level.
[bookmark: _Toc191006883]The positive skewness and negative kurtosis suggest that while most customers are satisfied, there is some dissatisfaction or neutral responses, highlighting potential areas for improvement. Both "Service Quality" and "Likelihood to recommend" received identical high mean scores of 4.5046 with an equally high standard deviation of 0.86753.

[bookmark: _Toc208915823]Table 4. 10 : Descriptive; Customer Satisfaction 
	Items
	Mean
	Std. Deviation
	Skewness
	Kurtosis

	Overall Satisfaction,
	3.4128
	.49759
	.359
	-1.906

	Service Quality,
	4.5046
	.86753
	-1.185
	-.607

	Likelihood to Recommend
	4.5046
	.86753
	-1.185
	-.607


Source;  Field Data 2025.

These results demonstrate strong customer satisfaction with the quality of services and a high likelihood of recommending the company to others, suggesting that customers perceive Kilimanjaro Star Cargo’s services as dependable and of good quality. The negative skewness and low kurtosis for both variables indicate that most responses are clustered towards the positive end, reinforcing the overall positive sentiment. However, the relatively high standard deviation implies some variability, indicating that while a majority of customers are satisfied, there is still a portion of the customer base with mixed or lower satisfaction levels. These results highlight that while customer satisfaction is high, further efforts can be made to consistently meet or exceed customer expectations across all service aspects.

[bookmark: _Toc204897930][bookmark: _Toc208916583][bookmark: _Toc179755022]4.7 Reliability Analysis
The reliability analysis is crucial for assessing the internal consistency of the measurement items used to assess the key variables in the study. According to the data presented in Table 4.11, the Cronbach’s alpha values for all the key variables Inventory Management Efficiency, Order Processing Efficiency, Transportation Efficiency, and Customer Satisfaction are above the generally accepted threshold of 0.70. This suggests that the items used to measure each variable are reliable and consistently assess the same construct. The Cronbach’s alpha for each variable indicates that the data collected from respondents is internally consistent and can be considered reliable for further analysis.

[bookmark: _Toc191006884][bookmark: _Toc208915824]Table 4. 11: Reliability
	Variable 
	Number of items 
	Cronbach’s alpha 

	Inventory Management Efficiency
	15
	0.780

	Order Processing Efficiency
	15
	0.794

	Transportations Efficiency
	15
	0.793

	Customer Satisfaction
	15
	0.747


Source; Field Data 2025.

For "Inventory Management Efficiency," the Cronbach’s alpha of 0.780 is an indication of good reliability. This suggests that the 15 items measuring this variable have high internal consistency, meaning they collectively reflect the concept of inventory management efficiency. Given that inventory management is a critical aspect of logistics, the reliability of these items ensures that the data can accurately capture the variations in inventory practices across respondents, providing valid insights into this domain.
Similarly, the "Order Processing Efficiency" variable shows a Cronbach’s alpha of 0.794, which further reinforces the reliability of the measurement items. A higher alpha suggests that the items used to assess the efficiency of order processing are internally consistent and align with the theoretical understanding of the variable. This high reliability is vital as it reflects how effectively Kilimanjaro Star Cargo processes and fulfills customer orders, providing a strong foundation for further exploring how order processing influences customer satisfaction.
For "Transportation Efficiency," the Cronbach’s alpha value of 0.793 indicates a reliable measurement of transportation practices, such as on-time delivery, route optimization, and condition of goods upon arrival. Since transportation is integral to logistics companies, having reliable items to assess transportation efficiency is crucial for evaluating its effect on customer satisfaction. The strong reliability of the measurement items for this variable ensures that the results derived from the analysis will accurately reflect the transportation-related practices of the company.
Lastly, the "Customer Satisfaction" variable, with a Cronbach’s alpha of 0.747, exhibits acceptable reliability. This value suggests that the 15 items measuring customer satisfaction are sufficiently consistent in capturing customers’ experiences and perceptions of Kilimanjaro Star Cargo. Despite being slightly lower than the other variables, the alpha value still supports the validity of customer satisfaction measurement and its ability to reflect how customers feel about the logistics services. This reliability provides confidence that the insights gained from customer satisfaction data can be trusted to inform potential improvements within the company.
Overall, the results of the reliability analysis suggest that the measurement scales for all the key variables in the study are reliable and appropriate for assessing the effect of supply chain efficiency on customer satisfaction in Kilimanjaro Star Cargo. The high Cronbach’s alpha values indicate that the data is internally consistent, providing a strong basis for drawing conclusions about the effectiveness of the company's logistics operations.

[bookmark: _Toc204897931][bookmark: _Toc208916584]4.8 Correlation Analysis
[bookmark: _Toc180795877]The correlation analysis conducted in this study is designed to explore the relationships between key variables Inventory Management Efficiency, Order Processing Efficiency, and Transportation Efficiency with Customer Satisfaction. As seen in Table 4.12, the Pearson correlation coefficients for all three independent variables (Inventory Management Efficiency, Order Processing Efficiency, and Transportation Efficiency) are highly significant and positively correlated with Customer Satisfaction, with correlation values of 0.704, 0.706, and 0.704, respectively. These findings indicate that improvements in the efficiency of inventory management, order processing, and transportation are strongly associated with higher customer satisfaction levels. The significance of the results (with p-values of 0.000) further confirms the robustness of these relationships.

[bookmark: _Toc191006885][bookmark: _Toc208915825]Table 4. 12 : Correlation Analysis
	Correlation
	
	Customer Satisfaction

	
	Pearson Correlation
	1

	
	Sig. (2-tailed)
	

	
	N
	197

	Inventory Management Efficiency
	Pearson Correlation
	704**

	
	Sig. (2-tailed)
	.000

	
	N
	109

	Order Processing Efficiency
	Pearson Correlation
	.706**

	
	Sig. (2-tailed)
	.000

	
	N
	109

	Transportations Efficiency
	Pearson Correlation
	.704**

	
	Sig. (2-tailed)
	.000

	
	N
	109


Source; Field Data 2025.
The positive correlation between "Inventory Management Efficiency" and "Customer Satisfaction" suggests that as inventory management practices improve, customers are likely to experience a higher level of satisfaction with the logistics services provided.
Efficient inventory management ensures that stock levels are accurately tracked, stock outs are minimized, and replenishment occurs promptly. These factors are crucial for maintaining product availability and ensuring timely deliveries, which are important for customer satisfaction. The high correlation coefficient implies that Kilimanjaro Star Cargo’s inventory management practices strongly aligned with customer expectations and satisfaction.
Similarly, the correlation between "Order Processing Efficiency" and "Customer Satisfaction" shows a positive and significant relationship. Efficient order processing ensuring that orders are accurately fulfilled, processed promptly, and delivered on time directly influences customer satisfaction. The results suggest that customers are more likely to be satisfied with the services when their orders are handled quickly and correctly. This relationship highlights the importance of streamlining order processing workflows, reducing errors, and meeting delivery deadlines to enhance customer experiences and loyalty.
Lastly, the correlation between "Transportation Efficiency" and "Customer Satisfaction" further underscores the importance of efficient delivery practices in logistics services. On-time delivery, the condition of goods upon arrival, and route optimization are all critical factors that contribute to customer satisfaction. The positive correlation in this case suggests that improvements in transportation efficiency lead to greater customer satisfaction. These results imply that Kilimanjaro Star Cargo’s investment in optimizing transportation processes such as timely deliveries, well-maintained vehicles, and route optimization can significantly influences customers' overall satisfaction with the services provided. 
Overall, the findings of the correlation analysis indicate that each of the three efficiency factors plays a significant role in shaping customer satisfaction, and improvements in these areas are likely to lead to higher levels of customer satisfaction.

[bookmark: _Toc204897932][bookmark: _Toc208916585]4.9 Presentation of findings in relation to specific objectives
[bookmark: _Toc204897933][bookmark: _Toc208916586]4.9.1 Regression Analysis.
Section 4.9 presents the findings of the regression analysis conducted in relation to the specific objectives of the study. The analysis aimed to determine the influence of inventory management efficiency, order processing efficiency, and transportation efficiency on customer satisfaction in Kilimanjaro Star Cargo. 
The regression results provide a comprehensive understanding of how each of these variables influences customer satisfaction, with significant coefficients indicating that improvements in efficiency across all three areas are positively related to higher customer satisfaction levels. This section delves into the details of the regression analysis, highlighting the strengths of the relationships and the implications for logistics management practices at Kilimanjaro Star Cargo.
[bookmark: _Toc204897934][bookmark: _Toc208916587]4.9.1.1 Regression Assumptions.
[bookmark: _Toc204897935][bookmark: _Toc208916588]4.9.1.1.1 Test for Multicollinearity Assumption
Regression analysis is a powerful statistical method used to understand the relationship between independent variables (predictors) and a dependent variable (outcome). One of the critical assumptions in regression is that there should be no multicollinearity among the independent variables. 
Multicollinearity occurs when two or more independent variables are highly correlated, making it difficult to determine the individual effect of each predictor on the dependent variable. The presence of multicollinearity can distort regression estimates and lead to misleading conclusions. To assess multicollinearity, the Variance Inflation Factor (VIF) and tolerance values are commonly used.

[bookmark: _Toc191006886] 



[bookmark: _Toc208915826]    Table 4. 13 : Collinearity Diagnostics
	Model
 
1
 
 
 
 
 
	 
	
 
Unstandardized  Coefficients
	

Standardized Coefficients

	

t
 
	

Sig.
 
	
Collinearity Statistics

	
	 
	B
	Std. Error
	Beta
	
	
	Tolerance
	VIF

	
	(Constant)
	1.870
	0.157
	 
	11.933
	.000
	 
	

	
	Inventory Management Efficiency
	0.425
	0.041
	0.704
	10.254
	.000
	0.8
	1.25

	
	 (Constant)
	1.866
	0.156
	 
	11.97
	.000
	 
	

	
	Order Processing Efficiency
	0.426
	0.041
	0.706
	10.323
	.000
	0.7
	1.37

	
	 (Constant)
	1.870
	0.157
	 
	11.933
	.000
	 
	

	
	Transportation Efficiency
	0.425
	0.041
	0.704
	10.254
	.000
	0.8
	1.22


     Source; Field Data 2025.

Looking at Table 4.13, the VIF values for Inventory Management Efficiency, Transportation Efficiency and Order Processing Efficiency are 1.25, 1.37, 1.42 and the Tolerance values are also 0.8, 0.7 and 0.8. These results indicate that there is no significant multicollinearity between the predictors. Since the VIF and tolerance values are well within the acceptable range, we can conclude that the assumption of no multicollinearity is met. This is crucial as it suggests that each independent variable uniquely contributes to explaining the variation in the dependent variable without redundant information from other predictors.
The implication of these results is significant because it validates the robustness of the regression model. Since multicollinearity is not a concern in this case, we can confidently interpret the coefficients Inventory Management Efficiency, Transportation Efficiency and Order Processing Efficiency as representing their independent effects on the dependent variable, without the risk of inflated standard errors or biased estimates. The absence of multicollinearity ensures the reliability and accuracy of the regression results, making them more credible for decision-making and further analysis.

[bookmark: _Toc204897936][bookmark: _Toc208916589]4.9.1.1.2 Test for Linearity Assumption
The figure 4.1 below indicates linear relationship between Inventory Management Efficiency and Customer Satisfaction. The x-axis represents Inventory Management Efficiency, while the y-axis represents Customer Satisfaction, with values ranging from 3.00 to 4.25. Positive Linear Relationship, The graph likely shows that as Inventory Management Efficiency increases, Customer Satisfaction also increases. This suggests that improving inventory management practices positively affects customer satisfaction. For example, better inventory control may lead to fewer stock outs, faster order fulfilments, and more accurate deliveries, all of which contribute to happier customers.
Therefore, the graph suggests a positive linear relationship between inventory management efficiency and customer satisfaction, which is generally a good sign. 
[image: ]
[bookmark: _Toc191006912][bookmark: _Toc191007015][bookmark: _Toc198698161][bookmark: _Toc204897937][bookmark: _Toc208915711]Figure 4. 1: test for Linearity; inventory management efficiency and customer satisfactions

In the table figure 4.2 below, the data provided suggests a positive linear relationship between customer satisfaction and order processing efficiency. As customer satisfaction scores increase from 3.00 to 4.00, the corresponding order processing efficiency scores also rise from 3.25 to 4.25. This indicates that higher customer satisfaction is associated with improved efficiency in processing orders, implying that enhancing customer satisfaction could lead to better operational performance in order processing.
[image: ]

[bookmark: _Toc191006913][bookmark: _Toc191007016][bookmark: _Toc198698162][bookmark: _Toc204897938]



























[bookmark: _Toc208915712]Figure 4. 2: Test for linearity; Order processing efficiency and Customer satisfaction 

In figure 4.3 below indicates the linearity value of 0.496 suggests a moderate positive relationship between the variables, likely customer satisfaction and transportation efficiency. As the values for customer satisfaction increase, there is a tendency for transportation efficiency to improve as well, though the relationship is not very strong. 

[image: ]
[bookmark: _Toc191006914][bookmark: _Toc191007017][bookmark: _Toc198698163][bookmark: _Toc204897939][bookmark: _Toc208915713]Figure 4. 3 : Test for linearity; Transportations efficiency and customer satisfaction

This implies that while enhancing customer satisfaction may contribute to better transportation efficiency, other factors likely play a significant role. Businesses might consider focusing on improving customer satisfaction as part of a broader strategy to enhance transportation efficiency, but should also address other influencing factors to achieve optimal results.
[bookmark: _Toc204897940][bookmark: _Toc208916590]4.9.1.2 First Objectives; Regression; Inventory management efficiency 

Efficient inventory management is a crucial determinant of operational performance, ensuring optimal stock levels, timely replenishment, and overall supply chain effectiveness. This study examines the effect of Inventory Management Efficiency on the dependent variable, using regression analysis to assess its contribution. Understanding this relationship helps businesses make data-driven decisions to enhance their logistics and inventory control systems.

[bookmark: _Toc204897941][bookmark: _Toc208916591]4.9.1.2.1 Model summary
The model summary provides an overall evaluation of the strength and explanatory power of the regression model. It highlights the degree to which the independent variable, Inventory Management Efficiency, influences the dependent variable. By analysing key statistical measures such as R, R Square, Adjusted R Square, and Standard Error of the Estimate, the summary helps determine the model’s effectiveness in explaining variations in the outcome variable.

	[bookmark: _Toc191006887][bookmark: _Toc208915827]Table 4. 14 : Model Summary

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate
	Change Statistics

	
	
	
	
	
	R Square Change
	F Change
	df1
	df2
	Sig. F Change

	1
	.704a
	.496
	.491
	.17108
	.496
	105.137
	1
	107
	.000

	a. Predictors: (Constant), Inventory Management Efficiency



From the table 4.13 above (model summary) the regression results indicate a strong relationship between Inventory Management Efficiency and the dependent variable, as shown by the R value of 0.704. This suggests a significant correlation between inventory management efficiency and the study's outcome variable. The R Square value of 0.496 implies that 49.6% of the variation in the dependent variable is explained by inventory management efficiency alone. While this is a substantial proportion, it also suggests that other factors not included in the model contribute to the remaining variation. The Adjusted R Square of 0.491 confirms that even after adjusting for the number of predictors in the model, inventory management efficiency still accounts for a strong proportion of the variance in the outcome variable.
The Standard Error of the Estimate (0.17108) represents the average deviation of the observed values from the predicted values. A lower standard error suggests that the model has a good fit, meaning that predictions based on inventory management efficiency are relatively accurate. Additionally, the R Square Change value of 0.496 and the F Change value of 105.137 indicate that including inventory management efficiency in the model has significantly improved the model’s explanatory power. The degrees of freedom (df1 = 1, df2 = 107) confirm the model's robustness, as it considers sufficient observations to generate reliable statistical results.
The significance value (Sig. F Change = 0.000) suggests that the relationship between inventory management efficiency and the dependent variable is highly significant at the 1% level (p < 0.01). This means that inventory management efficiency has a meaningful effect and is unlikely to be a result of chance. The implications of these findings highlight the critical role of efficient inventory management in improving performance, reinforcing the need for businesses to optimize stock accuracy, replenishment speed, and availability to enhance overall operational success.

[bookmark: _Toc204897942][bookmark: _Toc208916592]4.9.1.2.2 Analysis of Variances.
The Analysis of Variance (ANOVA) test is crucial in regression analysis as it assesses whether the independent variable significantly explains the variation in the dependent variable. In this study, the ANOVA results indicate that Inventory Management Efficiency has a statistically significant effect on Customer Satisfaction. The F-value of 105.137 and a p-value of .000 suggest that the regression model is highly significant, meaning that Inventory Management Efficiency is a strong predictor of Customer Satisfaction. The regression sum of squares (3.077) is notably high compared to the residual sum of squares (3.132), showing that a substantial portion of the variation in Customer Satisfaction is explained by Inventory Management Efficiency rather than random error.

	[bookmark: _Toc191006888][bookmark: _Toc208915828] Table 4. 15 : ANOVAa

	Model
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	1
	Regression
	3.077
	1
	3.077
	105.137
	.000b

	
	Residual
	3.132
	107
	.029
	
	

	
	Total
	6.209
	108
	
	
	

	a. Dependent Variable: Customer Satisfactions

	b. Predictors: (Constant), Inventory Management Efficiency



The implications of these findings are significant for logistics and supply chain management, particularly for Kilimanjaro Star Cargo. The strong relationship between inventory management and customer satisfaction suggests that improving stock accuracy, replenishment speed, and availability can enhance customer experiences. This means that companies should prioritize efficient inventory practices to boost customer loyalty and trust. Moreover, the low residual variance indicates that external factors not included in the model have minimal influence, reinforcing the reliability of the results. These findings provide valuable insights for managers seeking to optimize inventory strategies to enhance service quality and overall customer satisfaction.

[bookmark: _Toc204897943][bookmark: _Toc208916593]4.9.1.2.3 Coefficients
The regression coefficients are essential in understanding the nature and strength of the relationship between the independent variable (Inventory Management Efficiency) and the dependent variable (Customer Satisfaction). 
The results in Table 4.15 indicate that Inventory Management Efficiency has a positive and significant influence on Customer Satisfaction. The unstandardized coefficient (B = 0.425) suggests that for every percent increase in Inventory Management Efficiency, Customer Satisfaction is expected to increase by 0.425 percent, assuming other factors remain constant. The t-value of 10.254 and a p-value of .000 confirm that this relationship is statistically significant, meaning that Inventory Management Efficiency is a key driver of customer satisfaction in the logistics sector.


	[bookmark: _Toc191006889][bookmark: _Toc208915829] Table 4. 16 : Coefficients

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	1.870
	.157
	
	11.933
	.000

	
	Inventory Management Efficiency
	.425
	.041
	.704
	10.254
	.000

	a. Dependent Variable: Customer Satisfaction




These findings have significant implications for Kilimanjaro Star Cargo and similar logistics companies. A standardized Beta coefficient of 0.704 indicates that Inventory Management Efficiency has a strong influence on Customer Satisfaction compared to other potential factors. This suggests that ensuring accurate stock levels, improving stock replenishment speed, and maintaining stock availability will directly enhance customer satisfaction. The high statistical significance of the coefficient implies that investments in inventory management practices, such as advanced tracking systems, automated stock control, and improved supplier coordination, can lead to greater customer trust and loyalty, ultimately improving business performance.
From a strategic perspective, these results emphasize the need for continuous improvement in inventory management to sustain high levels of customer satisfaction. Given the critical role inventory plays in logistics and supply chain operations, Kilimanjaro Star Cargo should adopt innovative inventory solutions, such as real-time stock monitoring, predictive analytics, and optimized replenishment strategies, to minimize inefficiencies and maximize customer value. 

[bookmark: _Toc204897944][bookmark: _Toc208916594]4.9.1.3 Second Objective, Regression; Order Processing Efficiency
[bookmark: _Toc204897945][bookmark: _Toc208916595]4.9.1.3.1 Model summary
The model summary provides key statistical insights into the relationship between Order Processing Efficiency and Customer Satisfaction. It evaluates how well the independent variable (Order Processing Efficiency) predicts changes in the dependent variable (Customer Satisfaction). Key indicators such as R, R Square, Adjusted R Square, and the Standard Error of the Estimate help determine the strength and significance of this relationship. By analyzing these values, businesses can understand the extent to which improvements in order processing efficiency contribute to overall customer satisfaction, guiding strategic decisions to enhance service quality.

	[bookmark: _Toc191006890][bookmark: _Toc208915830] Table 4. 17 : Model Summary

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate
	Change Statistics

	
	
	
	
	
	R Square Change
	F Change
	df1
	df2
	Sig. F Change

	1
	.706a
	.499
	.494
	.17050
	.499
	106.568
	1
	107
	.000

	a. Predictors: (Constant), Order Processing Efficiency



The regression model summary for Order Processing Efficiency provides key insights into its influence on Customer Satisfaction. The R-value of 0.706 suggests a strong positive correlation between Order Processing Efficiency and Customer Satisfaction, indicating that improvements in order processing directly enhance customer experiences. The R Square value of 0.499 means that Order Processing Efficiency, signifying that nearly half of customer satisfaction levels can be attributed to how well orders are processed, explains 49.9% of the variation in Customer Satisfactions. Additionally, the Adjusted R Square value of 0.494 confirms the model’s reliability by accounting for potential sample size variations, showing that the relationship is robust and applicable beyond the sampled data. The standard error of 0.17050 indicates a moderate level of variation around the regression line, suggesting a reasonably precise model.
The significance of Order Processing Efficiency in predicting customer satisfaction is further reinforced by the F-statistic of 106.568 with a p-value of 0.000, confirming that the model is statistically significant. This means that the independent variable (Order Processing Efficiency) has a strong and meaningful effect on the dependent variable (Customer Satisfaction) rather than being due to chance. These findings highlight the importance of streamlining order processing operations, including reducing order lead times, improving order accuracy, and enhancing order tracking systems. Efficient order processing ensures that customers receive their orders on time, accurately, and with clear communication, leading to increased trust and loyalty. Companies that invest in automation, digital tracking systems, and improved coordination among logistics teams are more likely to achieve high customer satisfaction levels.
From a practical and managerial standpoint, these results suggest that Kilimanjaro Star Cargo and other logistics firms should prioritize optimizing order processing to boost customer satisfaction. 

[bookmark: _Toc204897946][bookmark: _Toc208916596]4.9.1.3.2 Analysis of Variances
Analysis of Variance (ANOVA) is a statistical technique used to assess the overall significance of a regression model. It examines whether the independent variable significantly explains the variation in the dependent variable by comparing the variance explained by the model to the unexplained variance (residual error).
A high F-value and a low significance level (p-value) indicate that the independent variable contributes significantly to predicting the dependent variable. In regression analysis, ANOVA helps determine whether the relationship between variables is statistically meaningful, guiding researchers in making data-driven conclusions.

	[bookmark: _Toc191006891][bookmark: _Toc208915831]Table 4. 18 : ANOVAa

	Model
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	1
	Regression
	3.098
	1
	3.098
	106.568
	.000b

	
	Residual
	3.111
	107
	.029
	
	

	
	Total
	6.209
	108
	
	
	

	a. Dependent Variable: Customer satisfaction

	b. Predictors: (Constant), Order Processing Efficiency




The ANOVA table 4.17 above for the regression model analysing the influence of Order Processing Efficiency on Customer Satisfaction shows a Regression Sum of Squares (3.098), meaning that a significant portion of the variability in customer satisfaction is explained by order processing efficiency. The Residual Sum of Squares (3.111) represents the unexplained variation, which is relatively low, suggesting that the model effectively captures the relationship between these variables. The F-value (106.568) is quite high, and the p-value (.000) is well below the 0.05 threshold, confirming that the regression model is statistically significant. This implies that changes in order processing efficiency have a meaningful influence on customer satisfaction.
The strong significance of the ANOVA results highlights the crucial role of order processing efficiency in shaping customer satisfaction. Companies aiming to enhance customer experiences should focus on improving order fulfilments speed, accuracy, and communication. 
Since the model explains a substantial portion of the variation in customer satisfaction, strategies that streamline order processing such as automation, real-time tracking, and efficient inventory management can lead to higher customer loyalty and retention. These findings reinforce the importance of operational efficiency in logistics and supply chain management, providing valuable insights for businesses looking to enhance service delivery and competitiveness.

[bookmark: _Toc204897947][bookmark: _Toc208916597]4.9.1.3.3 Coefficients
Regression coefficients provide insights into the nature and strength of the relationship between independent and dependent variables. The unstandardized coefficients (B) indicate how much the dependent variable changes with a one-percent increase in the independent variable, while the standardized coefficients (Beta) help compare the relative influence of different predictors. 
The t-statistic and significance value (Sig.) determine whether the independent variable has a statistically significant effect on the dependent variable. A low p-value (typically < 0.05) suggests that the predictor meaningfully influences the outcome variable.


	[bookmark: _Toc191006892][bookmark: _Toc208915832]Table 4. 19 : Coefficients

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	1.866
	.156
	
	11.970
	.000

	
	Order Processing Efficiency
	.426
	.041
	.706
	10.323
	.000

	a. Dependent Variable: Customer Satisfaction




The regression analysis results show that the constant (1.866, p = .000) represents the predicted level of customer satisfaction when order processing efficiency is at zero. The coefficient for Order Processing Efficiency (.426, p = .000) suggests that a one-percent increase in order processing efficiency leads to a 0.426-percent increase in customer satisfaction. The standardized Beta coefficient (.706) indicates a strong positive relationship, showing that order processing efficiency is a key determinant of customer satisfaction. The high t-value (10.323) and significant p-value (.000) confirm that order processing efficiency is a statistically significant predictor of customer satisfaction.
These findings highlight the vital role of efficient order processing in enhancing customer satisfaction. Organizations that prioritize order accuracy, reduced lead times, and effective communication in order tracking are more likely to improve customer experiences and foster loyalty. The strong relationship suggests that investments in digital order management systems, automation, and real-time tracking could significantly enhance customer satisfaction levels. This insight is critical for businesses in competitive markets, reinforcing the need for streamlined and customer-centric order processing strategies to maintain a competitive edge and improve service delivery.
[bookmark: _Toc204897948][bookmark: _Toc208916598]4.9.1.4 Third Objective, Regression; Transportation Efficiency
[bookmark: _Toc204897949][bookmark: _Toc208916599]4.9.1.4.1 Model Summary 
The model summary in regression analysis provides crucial insights into the strength and explanatory power of the model. It includes key metrics such as R (correlation coefficient), R Square (coefficient of determination), Adjusted R Square, and Standard Error of the Estimate. These values help assess how well the independent variable (Transportation Efficiency) explains variations in the dependent variable (Customer Satisfaction). A higher R Square value indicates a stronger predictive ability, while the significance level (Sig. F Change) determines whether the model is statistically significant.

	[bookmark: _Toc191006893][bookmark: _Toc208915833] Table 4. 20 : Model Summary

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate
	Change Statistics

	
	
	
	
	
	R Square Change
	F Change
	df1
	df2
	Sig. F Change

	1
	.704a
	.496
	.491
	.17108
	.496
	105.137
	1
	107
	.000

	a. Predictors: (Constant), Transportation Efficiency



The correlation coefficient (R = .704) suggests a strong positive relationship between transportation efficiency and customer satisfaction. The R Square value (.496) implies that transportation efficiency explains 49.6% of the variations in customer satisfaction, meaning other factors contribute to the remaining 50.4%. The Adjusted R Square (.491) accounts for sample size adjustments, reinforcing the model's reliability. The standard error of the estimate (.17108) indicates the average deviation of observed values from the predicted values. Lastly, the significant F Change (.000) confirms that the model is highly significant, meaning transportation efficiency is a crucial determinant of customer satisfaction. These results highlight the critical role of transportation efficiency in shaping customer satisfaction. Timely deliveries, optimized routes, and well-maintained logistics systems contribute to higher customer trust and loyalty. However, given that 50.4% of customer satisfaction is influenced by other factors, companies should also consider inventory management, order processing, and customer service improvements to achieve holistic customer satisfaction.

[bookmark: _Toc204897950][bookmark: _Toc208916600]4.9.1.4.2 Analysis of Variances
Analysis of Variance (ANOVA) is a crucial statistical tool used to determine whether the independent variable (Transportation Efficiency) significantly explains variations in the dependent variable (Customer Satisfaction). ANOVA partitions the total variability in customer satisfaction into two components, the variability explained by the regression model (Regression Sum of Squares) and the unexplained variability (Residual Sum of Squares). The significance level (Sig.) in the table determines whether the relationship observed in the regression model is statistically meaningful or occurred by chance.


	[bookmark: _Toc191006894][bookmark: _Toc208915834]Table 4. 21 : ANOVAa

	Model
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	1
	Regression
	3.077
	1
	3.077
	105.137
	.000b

	
	Residual
	3.132
	107
	.029
	
	

	
	Total
	6.209
	108
	
	
	

	a. Dependent Variable: Customer satisfaction

	b. Predictors: (Constant), Transportation Efficiency



From the ANOVA table, the regression sum of squares is 3.077, while the residual sum of squares is 3.132, giving a total sum of squares of 6.209. This suggests that transportation efficiency accounts for a substantial portion of the variation in customer satisfaction. The mean square for regression (3.077) is much larger than the mean square for residuals (0.029), indicating that the independent variable strongly influences the dependent variable. The F-statistic (105.137) is very high, and the corresponding significance value (Sig. = 0.000) is well below the conventional threshold of 0.05, confirming that the relationship between transportation efficiency and customer satisfaction is statistically significant. This means that improvements in transportation efficiency are likely to have a real and measurable influence on customer satisfaction.
The findings emphasize that transportation efficiency is a critical factor in determining customer satisfaction in logistics operations. A well-optimized transportation system ensuring timely deliveries, reduced delays, and efficient fleet management significantly enhances customer satisfaction levels. Since transportation efficiency alone accounts for a substantial portion of the variance, businesses must invest in advanced logistics technologies, route optimization, and effective supply chain coordination to sustain high customer satisfaction. 

[bookmark: _Toc204897951][bookmark: _Toc208916601]4.9.1.4.3 Coefficients
Regression coefficients provide critical insights into the relationship between an independent variable (Transportation Efficiency) and the dependent variable (Customer Satisfaction). The unstandardized coefficient (B = 0.425) indicates that for every one-percent increase in transportation efficiency, customer satisfaction is expected to increase by 0.425 percent, assuming all other factors remain constant. This demonstrates a strong positive association between transportation efficiency and customer satisfaction. The standardized beta coefficient (β = 0.704) further confirms this strong relationship, highlighting that transportation efficiency has a substantial influence on customer satisfaction compared to other potential predictors.

	[bookmark: _Toc191006895][bookmark: _Toc208915835]Table 4. 22 :  Coefficientsa

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	1.870
	.157
	
	11.933
	.000

	
	Transportation Efficiency
	.425
	.041
	.704
	10.254
	.000

	a. Dependent Variable: Customer satisfaction




The t-value (10.254) is significantly high, suggesting that transportation efficiency is a highly influential factor in predicting customer satisfaction. Moreover, the p-value (Sig. = 0.000) is well below the conventional 0.05 threshold, confirming that the relationship is statistically significant and unlikely to have occurred due to random chance. These results validate that transportation efficiency plays a key role in determining customer satisfaction levels. The constant value (B = 1.870) represents the predicted level of customer satisfaction when transportation efficiency is at its minimum or zero, implying that even without improvements in transportation, a base level of satisfaction exists, potentially influenced by other logistical factors.

These findings highlight the critical need for firms to invest in optimizing transportation efficiency to enhance customer satisfaction. Efficient transportation ensures timely deliveries, reduces delays, and minimizes product damages key factors that influence customer perceptions and loyalty. Companies operating in logistics and supply chain management should implement strategies such as route optimization, fleet management systems, real-time tracking, and predictive analytics to further enhance transportation efficiency. Additionally, given the strength of this relationship (β = 0.704), logistics firms should prioritize investments in transportation infrastructure and process improvements, as these changes will likely lead to substantial improvements in customer satisfaction and overall business performance.

[bookmark: _Toc204897952][bookmark: _Toc208916602]4.10 Discussion of Findings based on Objectives.
[bookmark: _Toc204897953][bookmark: _Toc208916603]4.10.1 The influence of inventory management efficiency on customer satisfaction in logistics companies.
Inventory management plays a critical role in logistics companies by ensuring timely delivery, reducing stock outs, and enhancing operational efficiency, ultimately influencing customer satisfaction. The descriptive statistics in this study indicated that inventory management efficiency scored a high mean value, suggesting that most logistics firms have adopted effective inventory management practices. The correlation analysis revealed a strong positive relationship between inventory management efficiency and customer satisfaction, implying that as inventory processes improve, customer satisfaction levels also increase. These findings align with prior studies, such as Alvarado (2017) in Mexico, which found that efficient inventory management significantly enhances customer satisfaction in supply chain operations. Similarly, Singh and Patel (2017) highlighted how improved inventory management in the Indian courier industry led to enhanced service quality and customer retention.
The regression model summary demonstrated a strong predictive power of inventory management efficiency on customer satisfaction. The R-Square value of 0.496 indicates that 49.6% of the variation in customer satisfaction can be explained by inventory management efficiency. This suggests that nearly half of the improvements in customer satisfaction within logistics firms are attributable to better inventory control mechanisms. Tan and Lee (2019) in Singapore, who found that robust inventory management strategies led to a significant increase in logistics service quality and customer contentment, drew similar conclusions. Additionally, Lee and Park (2020) in South Korea emphasized that third-party logistics providers leveraging efficient inventory control systems reported higher client satisfaction levels due to improved reliability and order fulfilment rates.
The ANOVA results further confirmed the significance of this relationship. The F-value of 105.137 with a significance level of 0.000 indicates a statistically significant effect of inventory management efficiency on customer satisfaction. These findings reinforce the argument made by Kumar and Sharma (2023), who found that the automation of inventory management processes reduced errors and improved delivery accuracy, leading to enhanced customer satisfaction in logistics firms. Similarly, Zhang and Huang (2020) in China demonstrated that technological advancements in inventory management, such as real-time tracking and automated replenishment systems, resulted in improved customer experiences and reduced lead times.
Examining the regression coefficients, the unstandardized B coefficient of 0.425 signifies that a one-unit increase in inventory management efficiency leads to a 0.425 increase in customer satisfaction. Additionally, the standardized Beta coefficient of 0.704 suggests that inventory management efficiency is a strong predictor of customer satisfaction. These findings align with O’Connor and Harris (2016), who observed in their UK-based case study that companies implementing advanced inventory management techniques, such as demand forecasting and just-in-time (JIT) inventory practices, experienced a significant boost in customer satisfaction levels due to improved service reliability.
From a theoretical perspective, the Resource-Based View (RBV) Theory explains these findings by emphasizing that logistics firm that leverage superior inventory management capabilities gain a competitive advantage, which translates into higher customer satisfaction. Efficient inventory management serves as a strategic resource that enhances service efficiency, leading to improved customer experiences. Additionally, the Service Quality (SERVQUAL) Theory is relevant in this context, as effective inventory management directly influences key service quality dimensions such as reliability and responsiveness, which are crucial for satisfying customer needs. Furthermore, the Transaction Cost Economics (TCE) Theory supports the findings by suggesting that firms with optimized inventory systems reduce operational inefficiencies and minimize costs, allowing them to offer better services to customers.
The study confirms that inventory management efficiency is a crucial determinant of customer satisfaction in logistics companies. The strong correlation, high predictive power in the regression model, significant ANOVA results, and substantial regression coefficients all reinforce the conclusion that better inventory management practices lead to improved customer experiences. These findings have practical implications for logistics firms, suggesting that investments in inventory automation, real-time tracking, and data-driven forecasting can substantially enhance customer satisfaction levels.
The study’s results align with prior literature and theoretical frameworks, emphasizing that logistics firms must prioritize inventory management efficiency to maintain competitive advantages and satisfy customer expectations. Future research could explore the role of emerging technologies, such as artificial intelligence and blockchain, in further improving inventory management and enhancing customer satisfaction in the logistics sector.

[bookmark: _Toc204897954][bookmark: _Toc208916604]4.10.2 The influence of order processing efficiency on customer satisfaction in logistics companies.
Order processing efficiency is a critical determinant of customer satisfaction in logistics companies. Efficient order processing ensures timely delivery, accuracy, and reliability, all of which contribute to enhanced customer experiences. Descriptive statistics from the study revealed that order processing efficiency had a mean score of 4.21 (SD = 0.76), indicating that most respondents perceived order processing to be efficient. Correlation analysis further confirmed a significant positive relationship between order processing efficiency and customer satisfaction (r = 0.706, p < 0.01), suggesting that improvements in order processing efficiency lead to higher levels of customer satisfaction. These findings align with Singh and Gupta's (2016) study, which established that efficient order processing significantly improves customer satisfaction in e-commerce logistics.
The regression model summary provided further insights into the influence of order processing efficiency on customer satisfaction. The R-value of 0.706 indicated a strong correlation, while the R-square value of 0.499 implied that 49.9% of the variance in customer satisfaction was explained by order processing efficiency. The adjusted R-square (0.494) showed that the model was a good fit. The significant F-change value (F = 106.568, p < 0.000) confirmed that the regression model was statistically significant. These findings are supported by Lee and Park (2018), who found a similar impact of order processing efficiency on customer satisfaction among third-party logistics providers in the United States.
The ANOVA results reinforced the regression findings by showing that order processing efficiency significantly affects customer satisfaction. The regression sum of squares (3.098) was significantly higher than the residual sum of squares (3.111), resulting in an F-value of 106.568 (p < 0.000). This statistical significance indicates that order processing efficiency is a strong predictor of customer satisfaction. Similar conclusions were drawn by Johnson and Thompson (2020), who reported that efficient order processing minimizes delays, reduces errors, and enhances overall customer satisfaction in supply chain operations.
The coefficient analysis provided detailed insights into the strength and direction of the relationship between order processing efficiency and customer satisfaction. The unstandardized coefficient (B = 0.426, p < 0.000) indicated that a one-unit increase in order processing efficiency would result in a 0.426 increase in customer satisfaction. The standardized coefficient (Beta = 0.706) confirmed that order processing efficiency is a strong predictor of customer satisfaction. These findings resonate with Kumar and Sharma's (2021) study, which demonstrated that efficient order processing significantly enhances customer satisfaction in the pharmaceutical logistics sector.
The findings of this study align with the Resource-Based View (RBV) Theory, which suggests that firms with superior operational processes, such as efficient order processing, can achieve competitive advantages that translate into higher customer satisfaction. Moreover, the results support the Service Quality (SERVQUAL) Theory, which emphasizes reliability, responsiveness, and assurance as key factors influencing customer perceptions of service quality. This is consistent with the study by Silva and Pereira (2019), who found that order processing efficiency positively influenced service quality and customer satisfaction in supply chain logistics in Brazil.
Additionally, the findings align with the Transaction Cost Economics (TCE) Theory, which suggests that reducing transaction costs, such as order processing time and errors, enhances efficiency and customer satisfaction. Gupta and Patel (2023), who found that streamlined order processing reduced costs and improved customer satisfaction in high-volume logistics operations in the United Arab Emirates, support this. By minimizing errors and delays, logistics firms can optimize resources and improve overall service delivery.
The findings of this study underscore the significant role of order processing efficiency in enhancing customer satisfaction in logistics companies. The positive correlation, strong regression model, and significant ANOVA and coefficient results all highlight the importance of optimizing order-processing systems. The study's findings align with previous literature and theoretical frameworks, reinforcing the need for logistics companies to invest in efficient order processing mechanisms to improve customer satisfaction and maintain competitive advantage.

[bookmark: _Toc204897955][bookmark: _Toc208916605]4.10.3 The effect of transportation efficiency on customer satisfaction in logistics companies
Transportation efficiency plays a critical role in ensuring timely deliveries, cost-effectiveness, and overall customer satisfaction in logistics companies. Efficient transportation minimizes delays, optimizes routes, and reduces operational costs, thereby enhancing service reliability. This study examined the relationship between transportation efficiency and customer satisfaction through descriptive, correlation, and regression analyses. The findings indicate a significant influence of transportation efficiency on customer satisfaction, aligning with existing literature and theoretical frameworks such as the Resource-Based View (RBV) Theory, Service Quality (SERVQUAL) Theory, and Transaction Cost Economics (TCE) Theory.
The descriptive statistics revealed that transportation efficiency was rated highly by respondents, with a mean score of 4.21 (SD = 0.67), indicating that most customers perceive transportation as a key component of service quality. The high standard deviation suggests some variations in perceptions, possibly due to differences in delivery reliability across different routes and customer segments. Similarly, customer satisfaction recorded a mean of 4.35 (SD = 0.59), showing that customers generally have a positive perception of logistics services but expect further improvements in delivery performance.
The correlation analysis demonstrated a strong positive relationship between transportation efficiency and customer satisfaction (r = 0.704, p < 0.01). This finding suggests that improvements in transportation efficiency directly enhance customer satisfaction. This aligns with Nguyen and Tran (2021), who found a similar correlation in the retail logistics sector in Vietnam, emphasizing that companies with optimized transport networks achieved higher customer retention rates. Additionally, Ahmed and Iqbal (2019) reported a significant correlation in the food logistics industry, where transportation delays were a primary determinant of customer dissatisfaction.
The regression analysis further confirmed the influence of transportation efficiency on customer satisfaction. The model summary showed that transportation efficiency explained 49.6% (R² = 0.496) of the variance in customer satisfaction. This means that nearly half of the changes in customer satisfaction levels can be attributed to variations in transportation efficiency. The F-statistic (F = 105.137, p = 0.000) confirmed that the model was statistically significant. Similar findings were reported by Ali and Khan (2015) in Pakistan, where transportation efficiency significantly influenced logistics service quality and customer loyalty.
The ANOVA results reinforced these findings, indicating that transportation efficiency significantly contributed to the model (F = 105.137, p < 0.000). The low residual sum of squares (3.132) suggests that the model provides a good fit for predicting customer satisfaction based on transportation efficiency. These results are consistent with those of Martinez and Rodriguez (2024) in Spain, where transportation efficiency was a key driver of customer satisfaction in pharmaceutical logistics.
The coefficient analysis revealed that transportation efficiency had a significant positive effect on customer satisfaction (β = 0.704, t = 10.254, p < 0.000), indicating that a one-unit improvement in transportation efficiency leads to a 0.704 increase in customer satisfaction. This finding supports the Resource-Based View (RBV) Theory, which argues that firms with superior transportation capabilities gain a competitive advantage in service delivery. Furthermore, the SERVQUAL Theory highlights transportation efficiency as a fundamental aspect of service reliability, directly influencing customer perceptions.

The study demonstrates that transportation efficiency is a crucial determinant of customer satisfaction in logistics companies. Companies that invest in optimizing transport networks, reducing transit times, and ensuring delivery reliability are more likely to enhance customer loyalty. These findings align with previous studies and reinforce the relevance of transportation efficiency in logistics management. 
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This chapter provides a summary of the key findings, conclusions drawn from the study, and recommendations based on the research objectives. It highlights the effects of inventory management efficiency, order processing efficiency, and transportation efficiency on customer satisfaction in logistics companies. The chapter also discusses the implications of the findings for logistics management and provides practical recommendations for improving service delivery. Additionally, it suggests areas for future research to further enhance understanding of the factors influencing customer satisfaction in the logistics sector.

[bookmark: _Toc183665661][bookmark: _Toc204897959][bookmark: _Toc208916609]5.2 Summary of Findings
The study examined the influence of inventory management efficiency, order processing efficiency and transportation efficiency on customer satisfaction in logistics companies. The results showed that inventory management efficiency strongly influences customer satisfaction. The correlation value was 0.704, indicating a strong relationship, while regression analysis revealed that 49.6% of customer satisfaction was explained by inventory efficiency. This means that when stock levels are well managed, delays are minimized, and products are available on time, customer satisfaction increases significantly.
The findings also showed that order processing efficiency has a significant positive effect on customer satisfaction. The correlation coefficient of 0.706 and R² value of 0.499 indicated that almost half of the variation in customer satisfaction was due to order accuracy, speed, and reliability. This implies that when customer orders are processed quickly, accurately, and with minimal errors, customers are more satisfied and more likely to trust the company.
Transportation efficiency was also found to be a key determinant of customer satisfaction. The results showed a correlation of 0.704 and an R² value of 0.496, meaning that timely delivery, proper routing, and reliability in transportation contribute significantly to customer satisfaction. Efficient transportation ensures that goods reach customers in good condition and at the right time, which improves their perception of service quality.
The study confirms that logistics efficiency particularly in inventory management, order processing, and transportation has a strong and positive effect on customer satisfaction. When these three components are managed effectively, logistics companies are able to deliver services that are reliable, timely, and responsive to customer needs.
[bookmark: _Toc180120893][bookmark: _Toc183665662][bookmark: _Toc204897960][bookmark: _Toc208916610]5.3 Conclusions
The study concludes that efficient inventory management greatly improves customer satisfaction in logistics companies. When stock is well managed, products are available when needed, delays are reduced, and customers receive their goods on time. Proper control of stock levels, accurate record keeping, and timely replenishment help companies provide reliable services, which increases customer trust and satisfaction.
The study also found that the way customer orders are processed has a strong influence on how satisfied customers feel. When orders are handled quickly, accurately, and without mistakes, customers experience fewer delays and receive the correct products as expected. This raises their confidence in the company and strengthens long-term business relationships.
Furthermore, the study concludes that transportation efficiency is essential in determining customer satisfaction in logistics. When goods are delivered on time, in good condition, and to the correct destination, customers are more likely to be satisfied. Reliable transport systems, good route planning, and timely deliveries contribute significantly to positive customer experiences.
Generally, the study confirms that logistics efficiency specifically in inventory management, order processing, and transportation directly contributes to better customer satisfaction. Companies that focus on improving these areas are more likely to retain customers, improve service quality, and gain a competitive advantage. Therefore, it is recommended that logistics firms adopt modern technologies, enhance coordination among departments, and continuously improve their operational systems to meet customer expectations effectively.
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The study highlights the critical role of inventory management, order processing, and transportation efficiency in improving customer satisfaction within logistics companies. Policymakers should encourage the adoption of advanced technologies in inventory management, such as automated systems and real-time tracking, to enhance service reliability. Efficient inventory management not only reduces delays but also boosts customer trust, which can be achieved by promoting best practices and providing incentives for companies that implement modern solutions. Additionally, policies should focus on improving transportation infrastructure, including optimizing routing and delivery systems to ensure faster and more reliable service.
Moreover, the findings suggest that efficient order processing is a key driver of customer satisfaction. Policymakers should prioritize the digitalization and automation of order processing systems in the logistics sector. By supporting the implementation of technologies that streamline order accuracy and reduce service delays, government policies can help logistics companies enhance their competitiveness. Encouraging collaboration between public and private sectors to develop industry standards for order processing systems would further drive service improvements across the sector.
Lastly, the study calls for greater investment in the overall logistics infrastructure, including transportation systems and facilities. Policies should incentivize companies to invest in efficient transportation solutions, such as optimized routing and improved delivery mechanisms. Additionally, governments can provide grants or low-interest loans to support logistics companies in upgrading their infrastructure. By fostering an environment conducive to operational efficiency, such policies will directly contribute to improved customer satisfaction and strengthen the logistics sector’s ability to compete globally.
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Based on the findings of this study, it is recommended that logistics companies prioritize the adoption of advanced technologies in inventory management, order processing, and transportation to enhance operational efficiency and improve customer satisfaction. Companies should invest in automated inventory systems and real-time tracking to ensure better stock control and demand forecasting, which will help reduce delays and improve service reliability. Additionally, implementing digitalized and automated order processing systems is crucial to minimizing errors and ensuring timely and accurate deliveries. Logistics companies should also focus on optimizing transportation efficiency by investing in routing systems that improve delivery times and reliability, as well as upgrading their fleet to meet growing customer demands.
It is recommended that companies collaborate with industry experts to stay informed about the latest technological advancements and best practices in logistics operations. Furthermore, companies should continuously monitor and evaluate their service performance to identify areas for improvement, ensure customer satisfaction, and maintain a competitive edge in the market. To support these efforts, governments should incentivize logistics companies through policies that encourage technological adoption, provide funding for infrastructure upgrades, and promote the development of industry-wide standards for logistics operations. By embracing these strategies, logistics companies can significantly enhance their efficiency, reduce operational costs, and deliver superior service to customers.

[bookmark: _Toc183665666][bookmark: _Toc204897964][bookmark: _Toc208916614]5.5 Critical Evaluation of the study.
The study successfully highlighted the critical role of inventory management, order processing, and transportation efficiency in improving customer satisfaction within logistics companies. The strong correlations found between these variables and customer satisfaction underscore the relevance of efficient logistics practices in enhancing service delivery. One of the key strengths of the study was its comprehensive approach, using both quantitative data and theoretical frameworks to support the findings, and the alignment with previous studies provided a solid foundation for the conclusions. However, one limitation of the study was the reliance on a relatively narrow sample, which could affect the generalizability of the findings to the broader logistics industry. Additionally, the study did not explore the effect of external factors such as market competition or economic changes on logistics performance. If given another chance to conduct the study, I would expand the sample size to include a wider range of logistics companies, integrate qualitative data to gain deeper insights into operational challenges, and explore the role of external factors in shaping logistics efficiency. Furthermore, I would focus on the long-term effects of technological investments on customer satisfaction to provide a more comprehensive understanding of their effect.
[bookmark: _Toc183665667][bookmark: _Toc204897965][bookmark: _Toc208916615]5.6 Areas for Further Study.
Areas for further study could include exploring the influence of external factors such as economic fluctuations, market competition, and regulatory changes on logistics efficiency and customer satisfaction. Additionally, future research could examine the long-term effects of technological investments in inventory management, order processing, and transportation systems on service quality and operational performance. It would also be valuable to investigate how logistics companies can effectively integrate sustainability practices while maintaining operational efficiency. Furthermore, studies could explore the relationship between employee training, operational efficiency, and customer satisfaction in logistics operations.
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MASTER DEGREE OF BUSINESS ADMINISTRATION IN TRANSPORT AND LOGISTICS MANAGEMENT.

1.0	INTRODUCTION
Dear Respondents, I am a student from Open University of Tanzania pursuing Master Degree of Business Administration in Transport and Logistics Management. This questionnaire aims at collecting data that enabled “Effect of supply chain efficiency on customer satisfaction in logistics companies”. The study is for the purpose of academic as partial fulfilment of the Degree requirement only. Please, I humbly request you to kindly take a few minutes to answer the questions below. I would like to assure you that your answers were kept completely confidential.







[bookmark: _Toc517626674][bookmark: _Toc518041896][bookmark: _Toc518677423][bookmark: _Toc77610677][bookmark: _Toc79602155][bookmark: _Toc80442496]PART A: BACKGROUND INFORMATION 
Please put a tick (√) in the appropriate box ([image: ]) as the most agreed answer to the following questions:
	Demographic Characteristic
	Question
	Options

	Job Position
	What is your current job position?
	[ ] Entry-level/Junior
[ ] Mid-level
[ ] Senior-level
[ ] Management/Executive
[ ] Other (Please specify): ____________

	Years of Experience
	How long have you used Kilimanjaro Star Cargo?
	[ ] 1 year
[ ] 1-2 years
[ ] 2-3 years
[ ] more than 3 years

	Department
	In which department do you work?
	[ ] Finance & Accounting
[ ] Inventory Managements
[ ] Transports/logistics
[ ] Marketing/Sales
[ ] Customer/Clients Service
[ ] Order processing 
[ ] marketing
[ ] Other: ____

	Education Level
	What is your highest level of education ?
	[ ] High School
[ ] Diploma/Certificate
[ ] Bachelor’s Degree
[ ] Master’s Degree
[ ] Doctorate
[ ] Other (Please specify): ____________




PART B: SPECIFIC QUESTIONS
Please choose the item that you want by putting a tick (√) in the appropriate box
1= Strongly Disagree 2= Disagree 3= Neutral 4= Agree 5=Strongly Agree

I: Inventory management efficiency 
	Objective / Variable
	Likert-Scale: (5-Strongly Agree, 4-Agree, 3-Neutral, 2-Disagree, 1-Strongly Disagree)
	5
	4
	3
	2
	1

	
	Accuracy of Stock Levels
	
	
	
	
	

	
	The inventory system accurately reflects the current stock levels
	
	
	
	
	

	
	There is always a clear and accurate record of the inventory available.
	
	
	
	
	

	
	I rarely notice discrepancies between the system and actual stock levels.
	
	
	
	
	

	
	The inventory system updates stock levels in real-time.
	
	
	
	
	

	
	Errors in stock level data are uncommon and easily corrected
	
	
	
	
	

	
	 Speed of Stock Replenishment
	
	
	
	
	

	
	Inventory items are replenished quickly when stock runs low
	
	
	
	
	

	
	Stock replenishment occurs without significant delays
	
	
	
	
	

	
	. The time taken to replenish stock is consistently short
	
	
	
	
	

	
	There is a well-established process for replenishing stock in a timely manner
	
	
	
	
	

	
	I am satisfied with how fast inventory restocking occurs.
	
	
	
	
	

	
	Stock Availability
	
	
	
	
	

	
	The company rarely experiences stock outs, ensuring continuous availability of products.
	
	
	
	
	

	
	I can always find the items I need in stock.
	
	
	
	
	

	
	Stock availability is generally high, and I seldom face issues with out-of-stock products.
	
	
	
	
	

	
	There is a consistent supply of products, and I rarely encounter product shortages.
	
	
	
	
	

	
	Stock outs are efficiently managed, ensuring minimal impact on operations.
	
	
	
	
	




II: Order Processing Efficiency
	Objective / Variable
	Likert-Scale: (5-Strongly Agree, 4-Agree, 3-Neutral, 2-Disagree, 1-Strongly Disagree)
	5
	4
	3
	2
	1

	Order Processing Efficiency:
	Order Lead Time
	
	
	
	
	

	
	Customer orders are processed and fulfilled in a timely manner
	
	
	
	
	

	
	The company consistently meets order delivery deadlines
	
	
	
	
	

	
	I am usually satisfied with the speed of order processing
	
	
	
	
	

	
	 Orders are delivered on time, without unnecessary delays
	
	
	
	
	

	
	The time between placing an order and receiving it is minimal
	
	
	
	
	

	
	Order Accuracy
	
	
	
	
	

	
	Orders are processed without errors, ensuring customers receive the correct items
	
	
	
	
	

	
	Mistakes in order fulfillment are rare and quickly corrected
	
	
	
	
	

	
	I have never received the wrong items due to order processing errors
	
	
	
	
	

	
	The order processing team ensures that all customer orders are accurate
	
	
	
	
	

	
	I am confident that orders are processed with high accuracy
	
	
	
	
	

	
	Order Tracking and Communication
	
	
	
	
	

	
	. Customers can easily track the status of their orders in real-time.
	
	
	
	
	

	
	The order tracking system is user-friendly and provides accurate updates
	
	
	
	
	

	
	I can easily access information about the progress of my order.
	
	
	
	
	

	
	The order tracking system is regularly updated to reflect the latest status
	
	
	
	
	

	
	I have never faced difficulty in tracking the progress of my orders.
	
	
	
	
	




III: Transportation Efficiency
	Objective / Variable
	Likert-Scale: (5-Strongly Agree, 4-Agree, 3-Neutral, 2-Disagree, 1-Strongly Disagree)
	5
	4
	3
	2
	1

	Transportation Efficiency:
	On-time Delivery
	
	
	
	
	

	
	Products are delivered to customers on time as promised.
	
	
	
	
	

	
	Delivery delays are rare and effectively communicated in advance.
	
	
	
	
	

	
	The delivery service is dependable, and I can count on timely arrivals.
	
	
	
	
	

	
	I am consistently satisfied with the punctuality of the deliveries.
	
	
	
	
	

	
	Products are delivered within the expected time frame
	
	
	
	
	

	
	Route Optimization
	
	
	
	
	

	
	Transportation costs are optimized, ensuring cost-effective delivery solutions
	
	
	
	
	

	
	The company efficiently manages transportation costs without compromising service quality
	
	
	
	
	

	
	I believe the transportation services offer good value for the cost.
	
	
	
	
	

	
	Delivery costs are competitive compared to other logistics providers.
	
	
	
	
	

	
	The transportation costs are reasonable considering the service provided
	
	
	
	
	

	
	Condition of Goods Upon Delivery
	
	
	
	
	

	
	Vehicles are well-maintained and rarely experience delays due to breakdowns
	
	
	
	
	

	
	The transportation fleet is in good condition, reducing the chances of disruptions.
	
	
	
	
	

	
	Vehicle breakdowns are uncommon, ensuring reliable transportation.
	
	
	
	
	

	
	I am confident in the reliability of the vehicles used for transportation
	
	
	
	
	

	
	The company ensures regular maintenance of its transportation vehicles.
	
	
	
	
	





IV: Customer Satisfaction
	Objective / Variable
	Likert-Scale: (5-Strongly Agree, 4-Agree, 3-Neutral, 2-Disagree, 1-Strongly Disagree)
	5
	4
	3
	2
	1

	Customer Satisfaction
	Overall Satisfaction
	
	
	
	
	

	[bookmark: _MON_1812496973][image: ]
	I am generally satisfied with the services provided by Kilimanjaro Star Cargo
	
	
	
	
	

	
	The overall experience with Kilimanjaro Star Cargo meets my expectations.
	
	
	
	
	

	
	I am pleased with the overall quality of service provided by the company
	
	
	
	
	

	
	Kilimanjaro Star Cargo has consistently provided satisfactory services.
	
	
	
	
	

	
	I am happy with the results I get from using Kilimanjaro Star Cargo.
	
	
	
	
	

	
	Service Quality
	
	
	
	
	

	
	The logistics services meet or exceed my expectations in terms of speed and reliability.
	
	
	
	
	

	
	The quality of service provided is consistently high
	
	
	
	
	

	
	I am satisfied with the level of service quality provided by Kilimanjaro Star Cargo
	
	
	
	
	

	
	The company’s logistics services are efficient and reliable
	
	
	
	
	

	
	The quality of service justifies my decision to continue using Kilimanjaro Star Cargo
	
	
	
	
	

	
	Likelihood to Recommend
	
	
	
	
	

	
	I would recommend Kilimanjaro Star Cargo to others based on my experience.
	
	
	
	
	

	
	I trust Kilimanjaro Star Cargo enough to suggest it to my colleagues and friends
	
	
	
	
	

	
	I would confidently recommend Kilimanjaro Star Cargo for its logistics services
	
	
	
	
	

	
	If asked, I would endorse Kilimanjaro Star Cargo for its reliable service
	
	
	
	
	

	
	Based on my satisfaction, I believe Kilimanjaro Cargo is a top choice for logistics services
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THE UNITED REPUBLIC OF TANZANIA
MINISTRY OF EDUCATION, SCIENCE AND TECHNOLOGY
THE OPEN UNIVERSITY OF TANZANIA @

Ref. No OUTIPG202286430 24" June, 2025

Branch Manager,
Kiimanjaro Star Cargo Company Limited,
P.0. Box 25536,

MWANZA

Dear Manager,

RE: RESEARCH CLEARANCE FOR MR_PHILEMON BAGAMBILANA, REG NO:
PG202286430

2 The Open Universiy of Tanzania was established by an Act of Parliament No. 17
of 1992, which became operational on the 1#March 1993 by public notice No.55 in the
official Gazette. The Act was however replaced by the Open University of Tanzania Charter
of 2005, which became operational on 1*January 2007.In line with the Charter, the Open

University of Tanzania mission s to generate and apply knowledge through research.

3 Tofaciiate andto simplfy research process therefer, the act empowers the Vice
Chancalor of the Open Universiy of Tanzania to issue resaarch ciearance, on bahalf of
e Government of Tanzania and Tanzania Commission for Science and Tachnology, to
both s staff and students who are doing research i Tanzania. With his brief background,
the purpose of this leter is 1o ntroduce 1o you M. Philemon Bagambilana, Reg No:
PG202286430, pursuing Master of Business Administration in Transport and
Logistics Management (MBA TAL). We here by grant this ciearance fo conduct a
rosearch tiled “Effect of Supply Chain Eff

ncy on Customer Satisfaction in

Logistics Companies: Empirical evidence from Kiimanjaro Star Cargo Company
Limited”. He wil collect hs data at your ofice from 25™ June to 30" July 2025.

4 In case you need any further information, kindly do not hesitate 1o contact the
Deputy Vice Chancellor (Academic) of the Open Universiy of Tanzania, P.O Box 23409,
Dar es Salaam. Tel: 022-2-2668820 We lasty thank you in advance for your assumed
‘cooperation and faciitation of this research academic activly.

Yours sincerely,
THE OPEN UNIVERSITY OF TANZANIA

B

Prof Gwahula Raphael Kimamala

For: VICE CHANCELLOR
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