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APPENDIX I 

LETTER OF REQUEST FOR QUESTIONNAIRE SESSION. 

KYAMBOGO UNIVERSITY SCHOOL OF MANAGEMENT AND ENTREPRENUERSHIP 

Dear Respondent, 

This questionnaire is intended to facilitate the study on "Freight Forwarding Outsourcing and 
Supply Chain Efficiency in Uganda; A Case of Mukwano Industries Ltd". This study is for 
academic purposes and is carried out as a partial requirement for the award of the Masters of 
Science Degree in Supply Chain Management ofKyambogo University. 

This letter is to request you to spare some few minutes to respond to this questionnaire. Your 
responses are very important for this study and shall be treated with utmost confidentiality and 
anonymity. 

I thank you very much for your valuable time. 

Yours faithfully 

Grace Makumbi 
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APPENDIX II 

QUESTIONNAIRE. 

SECTION A: BACKGROUND INFORMATION 

1. What is your position in Mukwano Industries? 

Director 0 

Operations Department . 
0 

Procurement Department 0 

Stores Department 0 

Finance and Accounts 0 

Sales and Marketing 0 

2. How do you rank your position within Mukwano Industries? 

Directorate Level 0 

Top Management Level 0 

Middle Management Level 0 

Lower Management Level 0 

Non-managerial staff. 0 

3. How long have you worked in this position? 

0-3 Years 4-8 Years 9-12 Years 13-15 Years Above 15 Years 

0 0 0 0 0 

~ 

4. How long have you been employed by Mukwano Industries? 

0-3 Years 4-8 Years 9-12 Years 13-15 Years Above 15 Years 

0 0 0 0 0 
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5. What is your highest level of education? 

Certificate Diploma ''r Degree · .,,Postgraduate Other(Please specify) 

0 0 0 0 

6. What is your age group? 

18- 24 years 25-30 years 31:._ 35 years 36-40 years Above 40 years 
' 

0 0 0 0 0 

7. Gender 

Male D Female D 
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c) 

a) 

Strategic Factors lt¥JESJ": JN@,~ 

The ability of the freight forwarder to quickly adapt to the changing needs of 
0 i) Mukwano Industries 

The evidence of investment of the freight forwarder in development of new ideas 
0 ii) and logistics solutions 

The need of Mukwano Industries to focus on the core business of production and 
0 iii) marketing of its products 

The compatibility of the freight forwarder's work-related norms and culture with 
0 iv) that of Mukwano Industries 

2. How would you rank the following factors according to their level of importance in the 
decision to outsource the freight forwarding function at Mukwario Industries? 

Please indicate the appropriate response to the above question with a tick in the 
corresponding check-box. 

..... = .... ~ = ..... 
~ 

,_ 
.... Q 

"" c::i.. 
Q e Q.. -e ,.e -.... .... ' 

Financial Factors Q ~ z , "' ~ 

i) The freight rates offered by the freight forwarder 0 0 

ii) The credit terms offered by the freight forwarder 0 0 

iii) The demurrage/storage free-time offered by the freight forwarder 0 0 

iv) The demurrage, storage and handling tariff of the freight forwarder 0 0 
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"" ~ 

= .... 
"" 00 Q .... Q.. z e -

0 0 

0 0 

0 0 

0 0 

0 

0 

0 

0 

.... = ~ .... 
"" Q 
Q.. e -t' 
~ 

' > 
0 

0 

0 

0 



. -= -H -
C<:S = ; - C<:S s -- ,.. 

. ,.. c.. - 0 
0 e ~ = c.. 
Q; .... ,.. C<:S e e = ->. ,.. -- "i: 00 0 ;;.... - ·- - Q; ,.. 

b) Technical Factors .~ C<:S ~ e > ~ -Service Quality Assurance, eg. ISO, C-TPAT, FIATA, certification 
0 0 0 0 0 i) of the freight forwarder. 

ii) The ability of the freight forwarder to manage risks 0 0 0 0 0 

0 0 0 0 0 

iii) The state of the art technologies possessed by the freight forwarder 

The ownership or possession of facilities for handling cargo ( e.g 0 0 0 0 0 

iv) trucks, Yards, Containers, Warehouses, e.t.c) 

The geographical coverage of the freight forwarders network of 0 0 0 0 0 

v) offices. 

The professional experience of the freight forwarder in handling 0 0 0 0 0 

vi) similar projects. 

0 0 0 0 0 

vii) The statutory compliance of the freight forwarder 

0 0 0 0 0 

viii) The Human Resource composition of the freight forwarder 

Adherence of the freight forwarder to Health, Safety and 0 0 0 0 0 

ix) Enviromnent (H.S & E) issues. 

Accreditation of the freight forwarder to professional bodies(e.g 
0 0 0 0 0 x) UFFA, UCIFA, PPDA, KIFWA, USC, e.t.c) 

r 
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.... 
= ..... ..... ~ = = .... ell 

ell "" ..... ..... 0 "" "" Q. ..... 0 
0 e Q> = Q. 
Q. ell s e - ,.. ..... 

;;... = a. -- - 00 0 

" ..... "" ..... Q. ..... 
c) Strategic Factors I • 0 ~ ~ ! > z i;.; 

The ability of the freight forwarder to quickly adapt to the changing 
0 0 0 0 0 i) business needs of Mukwano Industries Ltd 

The evidence of investment of the freight forwarder in the 
0 0 0 0 0 ii) development of new ideas and logistics solutions 

The need of Mukwano Industries to focus on the core business of 0 0 0 0 0 
iii) production and marketing of its products. 

The compatibility of the freight forwarders work-related norms and 0 0 0 0 0 
iv) culture with that of Mukwano Industries 

The compatibility of the freight forwarders vision and mission to the 0 0 0 0 0 
v) outsourcing strategy goals of Mukwano Industries 

/ 
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SECTION C: OUTSOURCING IMPLEMENTATION 

This section focuses on the extent to which the planning, management (administration) and the 
monitoring and evaluation functions of the freight forwarding outsourcing project have 
influenced supply chain efficiency (In terms of Cost, Service Quality and Delivery Precision) m 
Mukwano Industries Ltd. 

In this section, please respond by ticking the appropriate response in the corresponding check­
box alongside the statements. 

a) • Freight Forwarding Outsourcing Planning and Supply Chain 
~ 

Efficiency. ~ 
i.. 
bl) = ~ ~ 
~ ~ 

.... ... ~ ~ 

Q i.. - ~ Cll i.. i.. 
>. ~ ~ Cll - ~ CJ < The Influence of freight Forwarding Outsourcing Planning on Cost in t)I) ... = = Q ~ 

Mukwano Industries. 0 
i.. -00 

1 Proper planning of the freight forwarding outsourcing activities has enabled 
Mukwano Industries obtain lower freight rate offers. 

2 Planning of the freight forwarding outsourcing activities has resulted m 

favorable credit terms to Mukwano Industries. 

3 Proper planning of the freight forwarding outsourcing activities has enabled 
Mukwano Industries reduce demurrage and storage costs 

4 Proper planning of the freight forwarding outsourcing activities has enabled 
Mukwano Industries reduce the cost of holding inventory. 

The Influence of freight Forwarding Outsourcing Planning on Quality of 
Service in Mukwano Industries. 

5 Freight forwarding outsourcing planning has increased product availability to 
end consumers at Mukwano Industries. 

6 The plam1ing process of freight forwarding outsourcing activities has helped 
reduce response time to shipment orders. 

7 The planning of freight forwarding outsourcing activities has helped reduce the 
time products take to reach the consumer. 

The Influence of freight Forwarding Outsourcing Planning on Delivery 
Precision in Mukwano Industries. 
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8 Planning of freight forwarding outsourcing activities has enabled Mukwano 
Industries improve shipment transit time. 

9 The planning of freight forwarding outsourcing activities has enabled 

Mukwano Industries ensure full deliveries as ordered. 

10 The planning of freight forwarding outsourcing activities has enabled 

Mukwano Industries improve shipment safety in transit. 

b) • Freight Forwarding Outsourcing Administration and Supply ~ 
~ ~ 

Chain Efficiency. .. ~ 
bl) 

= .. 
~ ~ .... bl) 
fl) ~ ~ ~ < .... .. The Influence of freight forwarding outsourcing administration on Supply ~ t: ~ 

bl) .. .... .... ~ ~ 

~ -chain costs in Mukwano Industries. - fl) (j bl) 
bl) .... = = = ~ ~ 0 
0 .. .. .... .... 00. 

00. 

1 Setting up of clear contractual obligations of the freight forwarding outsourcing 
project has enabled Mukwano Industries reduce or eliminate commercial and 
legal disputes. 

2 Establishment of clear communication lines m the freight forwarding 
outsourcing relationship has resulted in smooth and faster flow of information 
between the service providers and Mukwano Industries. 

3 Effective management of the transition of freight forwarding functions from 
Mukwano Industries to the service provider has enabled Mukwano Industries 
reduce operational disruptions. 

4 The transfer of freight forwarding functions from Mukwano Industries to the 
service provider has enabled Mukwano Industries reduce rental and overhead costs 
on some fixed assets and manpower. 

5 Effective management of risks in the freight forwarding outsourcing activities has 
enabled Mukwano reduce its finance costs. 

The Influence of freight forwarding outsourcing administration on Quality of 
Service in Mukwano Industries. 

6 Clear definition of roles and process ownership of the freight forwarding 
outsourcing processes has helped reduce the procurement process time at 
Mukwano Industries. 

7 Clear definition of project deliverables and measurement metrics of the Freight 
forwarding activities has enabled Mukwano Industries attain or exceed their cost, 

1· 
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quality and service expectations. 

8 Establishment of clear communication lines in the freight forwarding outsourcing 
relationship has helped increase materials and product availability at Mukwano 
Industries. 

9 Establishment of clear communication lines in the freight forwarding outsourcing 
relationship has helped in reducing the time products reach the market. 

The Influence of freight forwarding outsourcing administration on Delivery 
Precision at Mukwano Industries. 

10 Effective management of risks in the freight forwarding outsourcing activities has 
resulted in an increase in complete delivery of orders at Mukwano Industries. 

11 Effective management of risks in the freight forwarding outsourcing activities has 
helped reduce the number of incidents at Mukwano Industries. 

12 Service Provider's understanding of Mukwano Industry's business needs in the 
freight forwarding outsourcing relationship has resulted in reduction in transit time 
of materials and products at Mukwano . 

.. 
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SECTION D: SUPPLY CHAIN EFFICIENCY 

This section focuses on the extent to which supply chain efficiency in terms of Cost, Service 
Quality and Delivery Precision have been attained at Mukwano Industries Ltd as a result of 
outsourcing the freight forwarding function. 

h1 this section, please respond by ticking the appropriate response in the corresponding check­
box alongside the statements. 

a) • Cost efficiency Q,) 
Q,) 

'"' Qi! 

= to: Q,) ·-..,,, 
Q,) to: Q,) ... 
'"' ~ .... Q,) 

The extent to which Cost efficiency has been influenced by Freight 
Qi! '"' '"' >-. to: Q,) ell - ..,,, CJ < forwarding outsourcing at Mukwano Industries. OJ) ... = = ~ ;;;;;i 

Q 

'"' .... 
rJ'J. 

1 Outsourcing of freight forwarding has helped reduce the overall cost of freight 
of imports and exports at Mukwano Industries 

2 Outsourcing of freight forwarding at Mukwano Industries has helped reduce 
capital costs as a result of credit offerings. 

3 Outsourcing of freight forwarding has helped reduce the exposure to 
demurrage and storage costs on shipments at Mukwano Industries. 

4 Outsourcing of the freight forwarding activities has enabled Mukwano 
Industries reduce the cost of holding inventory. 

5 Outsourcing of freight forwarding functions at Mukwano Industries has helped 
reduce legal costs. 

6 Freight forwarding outsourcing at Mukwano Industries has enabled the 
organization reduce on information costs. 

7 The process of freight forwarding outsourcing has helped reduce cost of idle-
time and overhead costs at Mukwano Industries 

8 Freight forwarding outsourcing at Mukwano Industries has helped reduce the 
cost of finance in freight forwarding activities. 
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b) • Quality of Service ~ 
~ ~ .. ~ 

The extent to which quality of service has 
01) = .. 

been influenced by Freight ~ <!) 01) 
VI <!) 

.... < .... .. ~ <!) 

Forwarding Outsourcing at Mukwano Industries. ~ ..... <!) 
01) .. .. ..... ..... ~ ~ bl:) -- VI ~ < 01) 

01) .... 
~ = = ~ 0 

0 .l: .. ..... 00 
00 

1 Freight forwarding outsourcing at Mukwano Industries has made products 
unavailable to customers. 

2 Freight forwarding outsourcing at Mukwano Industries has resulted into 
increased order response time. 

3 Outsourcing of the freight f01warding functions by Mukwano Industries has 
resulted in increased time to market of final products. 

4 Outsourcing of the freight forwarding functions by Mukwano Industries has 
lengthened the procurement process time. 

a) • Delivery Precision ~ 
~ <!) .. <!) 
01) = .. 
~ <!) ·- 01) 
VI <!) ~ <!) < ... .. A ..... <!) 

The extent to which Cost efficiency has been influenced by Freight 
01) .. .. ..... ..... ~ <!) 01) -- VI ~ < 01) 

forwarding outsourcing at Mukwano Industries. 01) .... = = = ~ ;;;J 0 
0 .. .. ..... .... 00 

00 

1 Outsourcing of freight forwarding at Mukwano Industries has helped reduce 
the overall transit time of orders to ensure timely delivery. 

2 Outsourcing of freight forwarding at Mukwano Industries has helped increase 
the number of complete order deliveries. 

3 Outsourcing of freight forwarding at Mukwano Industries has helped increase 
safety of orders while in transit and upon delivery. 

Thank You. 
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APPENDIX III 

INTERVIEW GUIDE 
1. Introduction Questions. 

i) What is Mukwano Industries and What do they do? 
ii) What role does Freight forwarding play in Mukwano Industry's business? 
iii) How does Mukwano access freight forwarding Services? 

2. Freight Forwarding Outsourcing Decision 

i) What were the reasons for Mukwano Industries to outsource the freight forwarding 
function? 

ii) In your opinion, what do you think was the most important reason among the ones you 
have mentioned above? 

iii) What qualities were you looking for in your decision to outsource freight forwarding? 
iv) In your opinion, which quality do you think was most important in this decision? 
v) In your opinion, would there be anything else you would have considered, apart from the 

above, to select the right candidate for the job? 
vi) At what level does Mukwano Industries view its relationship with the third party logistics 

provider(s)? 
vii) In your opinion, what do you think of such a relationship? 

3. Freight Forwarding Outsourcing Implementation 

i) 

ii) 
iii) 

iv) 

During the implementation of the outsourcing project, what were the phases Mukwano 
Industries underwent to ensure success of the project? 
In your opinion, in what ways did each of the phases serve its purpose? 
How does Mukwano Industries know that they have achieved their objectives as 
anticipated at the signing of the outsourcing deal? 
In your opinion, under the circumstances, would you have expected better results? 

4. Challenges. 

i) What are the challenges Mukwano Industries faced before the company decided to 
outsource its freight forwarding? 

ii) How did Mukwano Industries deal with these challenges? 

iii) What challenges does Mukwano Industries face while implementing the freight 
forwarding outsourcing project? 

iv) How has Mukwano dealt with these challenges now? How about in the future? 

Thank You for your time. 
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