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Abstract

In order to ensure efficient, cost effective, aetlable import and export movement of
cargo to and from the Djibouti port, the governménsted multimodal transport system.
This system is carriage of goods by more than oodenof transport under a single
contract. Ethiopian Shipping and Logistics ServiEggerprise, as a multimodal operator
is responsible for the execution of multimodal s@ort contract, and is fully mandated to
lead the multimodal transport operations. Howevbere are many internal and external
factors that have challenged the area not to pre\adquality service to its customers. The
main objective of this study was to find out thgamahallenges affecting the day to day
operational activities. This study employed bothlgative and quantitative methods. Data
were collected from different customers and stakksns that have direct partnership with
a multimodal transportation. A well-structured, fsatiministrated questionnaire and an
interview were used to collect the data. The rasirtlicated that the major constraints
were categorized in to two main groups. Poor emgdsy performance, poor
documentation handling, unavailability of physictcility were among the internal
challenges. Unprofessional involvement on the sidstakeholders, inadequate financial
capacity to carry out the operation sustainablyddoreign commission agents receiving
orders beyond their actual capacity, and othersidtg issues have been identified as
external challenges. In close collaboration withethcompany’s customers and
stakeholders, the Ethiopian shipping and Logistesvices Enterprise (ESLSE) should
take an immediate corrective measure on the gag#iited.



CHAPTER ONE

1. Introduction
1.1. Background of the study

Multi-modal transportation is the choice of trangdpmode not only between the types of
transportation, systems or process of transpontdit also between manufacturer or seller
and customer or buyer. It involves separate sedigween production line to go downs/
ware house material handling interfaces of eachmital facility and documentation
process to support the product. The complete matik@nel has to be defined and each
sector is demarcated and analyzed separately dosgort requirements in coordination
with customer characteristics, volume and operagmgronment in order for the operation
to be precise (Mohanty, 2005)

The most fundamental level of multimodal transpastaplanning recognizes the fact that
there is no single solution to the transportationbfems facing a metropolitan area.
Coordinating program of action is necessary to dedh the complex nature and
interactions of the transportation phenomena. ddrecept of a coordinated includes the
components such as supply chain management, demmamé&gement, and land use
management. Note that a key word that describ&s @amponent is management because
much of the US transportation system is in pladéne decisions include questions like
what additional capacity is needed, what types mdrational improvement should be
made, how to influence demand for the purpose dficig the impact of traffic, how to
develop compatible land use and how to providertbtutional and funding structure that

support the program are all in essence managereeisiah system ( Kadiyal, 2007).

Managing the transportation system by adding nevilittas or by making operational
change to improve system performance has been tbst mommon response to
transportation problems for many years. Typicailoacincludes new highways and transit
facilities improved traffic signalization schemésffic engineering improvements such as
turn lanes one-way street reversible lanes and guhibitions, new or improved transit
services preferential treatment for those who usgtinoccupant vehicles, and ramp
metering. Increasingly transportation professisrta@ve become interested storages that
minimize the effects of accidents and other nomumgtg incidents on traffic flow,
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including incident detection programs. The appiarat of information processing
communications technologies, advanced controlegji@s and electronics device would
reduce the rate of accident. The intelligent tranggion system to improve the safety and
efficient use of transport service has been comsieas the part of Metro Politian

transportation strategies. (Eric, 2006)

Currently the management of logistics in the modday multi-modal transport has
become a great facilitator. Containerization mogetrof goods has led to an integration
of various modes, particularly road, rail, and watéich are several combinations of
modes, possibly by taking this into considerati@S(SE 2006 E.C).

The Ethiopian government focuses on increasing rtrgnad export expansion, one of the
strategic areas. The strategic action can be \amthiby direct involvement of Ethiopian

Shipping and Logistics Enterprise, known as a deydnterprise gives liner services by
multi-modal transportation operation.( ESLSE 20@)E.

Ethiopian shipping and logistics enterprise wastted in 1964 G.C and started operation
in 1966 with three newly built ships and two gehesgos and tankers.The company was
established as a share company with capital ofOBO)@ Birr, subsequently raised to

3,750,000.00 Birr. Tacprus investment inc. of Wagton DC agreed to subscribe to 51%
of the capital requirements designating two directd the company. (ESLSE 2006E.C)

The Ethiopian government underwrote the remainifi§o4of the capital required
designating two director. Finally the company hasrbfully owned by the government of
Ethiopia since 1967/70 G.C. Ethiopian shipping &odistics Services Enterprise is the

only company involved in sea fright activity in tbeuntry.

The companies in its long sea transportation sesvimanage to build a reputation of
reliability efficiency and good services it givesliner service in north continent and
Mediterranean routs. It also gives a cross trateices mostly from Europe, to red sea,
and Gulf ports.



Currently the enterprise it believed that the idtrction of multimodal transport system
will benefit the country in many respects, notably minimizing time loss at transit
shipment points, reducing warehouse improve thempetitive position in the

international market minimizing burden of documénta and formalities, improve safety
and security of goods in the country.( ESLSE 2EE,)

Ethiopian Shipping Transport and Logistics entegiis the only company in Ethiopian
providing such kind of multi-modal transportatiopesation. The limitation of the study is
it only focuses on the case company because thengoacompanies with similar business
firm in the country due to this draw conclusion &dsroad country that related the same
services. The data only collected from companystamers and stockholders. Assessing
the practices of other multi-modal transportatioovimlers outside the country and detalil
analyzing of data quantitatively is needed for Hart conclusion. Also detail depth
interview with all relevant stakeholder and the pamy’s logistics experts.( ESLSE, 2006)

1.1.1. Statement of the problem
In order to ensure efficient, cost effective antialde import and export movement of
cargo in the given country, multi-modal transportsystem is the main determent of
satisfying customers as well as keeping the colsnggonomy sustainable for the long
time. (Mohanty, 2005)

Furthermore, due to the rapid growth of Ethiopiaoremy and globalization of the world,
it is believed that the introduction of multimodahnsportation system will benefit the
country in many respects. notably by minimizing dirfoss at trans-shipment points,
reducing the warehouse cost, faster transit of ccargducing the cost of export and
improve their competitive position in the interma@al market ,minimizing burden of
documentation and formalities improve safety andusty of goods. However, today
Ethiopian market diversified and increase in a higte despite of the entire efforts that
Ethiopian shipping transport and logistics entemriyet challenged by the same visible
problems and it has affecting investors and cotsxegonomy. However, the researcher
investigates based on personal observation stataslsess the following focus area. Those
are unavailability of enough containers, inadequiyeport, system performance that can

be directly related to the level and operationarahteristics of interests to users, extended
4



waiting time to get the transportation services,nopplized cargo transportation by
ESLSE, in effective on line operation, length otdmentation process, in effective human
resource assigned in the services in proper pacagoods are some of the problems
described in report and journal newspapers. Howeesystematic research is undertaken
to empirically validate the problem. Thereforestpaper aims at to investigate challenges
of Multi modal Transportation services in Ethiopi@hipping and Logistics Enterprise.
1.1.2. Research Questions
Based on the previous statement of the researdbigono the following main research
guestions were formulated:
1. What are the challenges of multi-modal transpatatoperation facing in
Ethiopian shipping and logistics enterprise?
2. To what extent does the Ethiopian shipping andstaggi enterprise evaluate its
challenges during the operation time?
3. What are the factors that affect the multimodahsport operation activities of
the enterprise?
4. How does the multimodal operation practice of tt@mpany look like
especially in import and export facilities?

5. What is the level of customer’s satisfaction lo& tompany’s services?

1.2. Objective

1.2.1. General objective
The general objective of this study is to assess rfulti-modal transport services

challenges in the case of Ethiopian shipping agdtTs services enterprise.

1.2.2. Specifies objectives
The following are the specific objectives that giedent’s research will try to achieve:
To identify what the multi-modal transportation tgya of a company looks like.
To identify the causes of delays on the operatioe br the movement of goods.
To point out whether the enterprise’s facility testomer is good or not?

To identify the major factors affecting multi-modednsportation services.

ok~ w0 bnp P

To identify the causes of containers unavailabdiffiects the company.
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6. To point out how inadequate dry port affects thggdtics operation.

1.3. Significance of the study

Ethiopian shipping transport and logistics entegilis the only company involved in sea

fright activity in the country. In addition to thae of it is implementing multi-modal

transportation services. The intention of this gtuds to explore the common challenges

of Multimodal Logistics service and provide thedings for a better improvement and

policy revision to be performed by the decision Brakof the enterprise. The outcomes of

this study help the concerned parties in the erisarpo identify the current problems in the

enterprise and take the corrective measure. Morethie study will be used as a reference

material for students and other interested groups seek to conduct an in depth study on

multi-modal transportation services. In additidrwill help to produce new knowledge and

ideas for the students and researchers who hawgtesast on this area.

1.4. Operational Definitions

Shipping transport and logistics enterprise:

Multi-modal transportation : As is known, this is a transport service system
which places the responsibility for transport at# under one operator(carrier)
who then managers and coordinates the total task the shipper's door to the
consignee’s door ,ensuring the movement of the g@bong the best root.by the
most cost effective means to meet the shippersresgant of delivery.

Land lock: port less country

Clearing agent: Agents that facilities in countrgcdmentation process to the
customers

Freight forwarding service: The freight and forwarding sector of the entexpiis
concerned multi modal and unmoral services prodessf import and Export
cargo. Customers: Individual or peoples who areagad on Import/Exporter
activities.

Tricking : Heavy trucks with the objectives of speeding ngmsportation of freight
form Djibouti to Inland ports and vice versa

Stockholders an organization/agency that directly involved hwthe enterprise

operation and being considered as a customer.



- Customers: in this paper direct uses of the enterprise sesvithose are importers
and exporters
- Port and Terminal sector: of the enterprise is a point of destination to the
Ethiopians in port and export trade where goodslaa€ed unloaded; customs
formalities are completed. Goods are temporarityest, stuffed and un-stuffed
made ready for transport, and distributed to thea destination.
1.5. Significance of the study
Ethiopian shipping transport and logistics entegilis the only company involved in sea
fright activity in the country. In addition to thaine of implementing multi-modal
transportation operation in the country, so, thention of this study is to assess the current
multi-modal transportation practice in the Ethiopighipping transport and logistics
enterprise. The study will have practical sigrafice to assess the practice of the multi-
modal transportation services as well as challefgesd in the company’s. The decision
makes of enterprise to identify problem area. Thekcomes of this study help the
concerned parties in the enterprise to identifphieé concerned parties in the enterprise to
identify the current problems in the enterprise &alce corrective measure moreover this
study can be used as a reference material forrstudad other interested groups who seek
conduct and in depth study on multi-modal transgam services in addition to that the
study should be help the students research to ge¢ kmowledge in this area and to have

experience conducting researches.

1.6. Scope of the study

Even if a concept of multimodal transportation ggvs a broad concept which is consists
of the movement goods different mode transportadiuch facilities. The agent of Ethiopian
shipping logistics enterprise distributed throughthe world. Due to the geographical
limitation and time constraint the student reseanghconcentrated more in customers and
stakeholders located on the basis her in Addis loégce. Moreover, the study focuses

specifically on the multimodal transportation oftiena services .

1.7 Limitation of the study
The study included only a single enterprise expeee documents, customers and

stakeholders due to the fact that there is no ctimaifar enterprise available in the country.
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During the data collection process using an ineawmethod, a very limited number of

expert and managers were contacted as a multinsstaice is a new approach to the
country.

1.8 Organization of the study

The study is presented in four chapters. The @hstpter consists of background of the
study, statement of the problem, objective of tlwelyg significance of the study, definition

of terms, research design and methodology, organiizaf the paper. The second chapters
also present review of related literature which lgaeater importance in showing a

direction of multi-modal transportation and logistitheories from different scholars

prospective. The third chapter deals with the datasentation and analysis and
interpretation of the study. The four chapter® aixlude summary of interpreted data.
The five chapters also incorporate conclusion amtbmmendation based on the real

finding of the research.






CHAPTER TWO

Theoretical Framework

2 in order to discuss multimodal transportation services challenges and factors affecting the
operation of enterprise, the scope of multimodal transportation has to be very wide. In this
chapter a multimodal operation from general prospective, emerging global challenges and
common factors of multimodal operation experience is described. Questions being discussed
include how multimodal operation should be managed in order to be considered excellent, to
ensure the most efficient and effective movement goods what type of operation support in
Ethiopian shipping and logistics enterprise to followed. Due to this fact there are different
country’s experience her indicated.

2.1. Multi-modal Transportation Operation

All over the world the choice of transport modenist only a choice between type of
transport but between a system and process ofpwaasion, between manufacturer or
seller and customer buyer. It involves separat#ose between production line to go
down/warehouse material handling interfaces at e#&ehminal facility and the

documentation process to support the product. cdmeplete market channel has to be
defined and each sector demarcated and analyzécif@port requirement, in coordination

with customer characteristics, volume, and the afp®gy environment through which the

operation is carried out. Each of sectors woutfjire separate transport mode to precise.
(Balaja 2002).

§ e

Source ESLSE 50th year’s annual newspaper (especial adiol4)
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According to ( Balaja, 2002) Multimodal transponpepations carriers’ selection It is

evident that transportation is one of the imporfants of logistics and equally important of
supply chain management because the impact ofroestservices and other area of cost.
These decisions are parametrical within the prevwvéwompany logistics decisions due to
the factor of trade off potential that exists betwelternative e modes of transportation
and other logistics functions within the firm. TaBre an understanding of costs and
benefits of alternative transport, modes, togethéth an in-depth evaluation of overall

corporate implications is mandatory.

2.2Transportation Definition
Transportation is the most fundamental part oftsgia logistic management. Transport
includes all modes of transportation/like air, e/, see and vehicles. Transportation is
the movement of product materials and services fsamarea to another, both in bond and
out bound. It can also as movement from one nédepmply chain to other.
is by providing for swift and uninterrupted flow products back and forth through the
chain, transportation provides a sort of lubricatto run the chain smoothly. It also
permits deeper penetration of newer markets fan filoe point of production.( Deshmukh
2004)

Therefore in order to effectively manage this tporgation system the first stapes would
be to establish a cost effective transportation enodn other words highest customer

services in lowest price, leads to company growth.

Transportation system has a strategic bearing otorapany’s operation efficiency.
Therefore, failure to identify the best transpwatmode can directly affect the growth of a
company’s. Since higher transportation costs naiie prices which will directly affect the
customer satisfaction in a negative way. The tifmetors as mentioned by to consider the
following. ( Gattom and Walters, 2003)

Customer, environment, product and company orgaaizawhich involves physical
movement of grads, requires transport services.ichVis more elaborate the researcher
rising on multi-modal transportation services thaties from mode to mode. The best

suitable mode required to be identified depend opth® nature of product that has to
11



move. Like it coal or carbon has to minimize lesdeme and cost factor. Therefore, in
order to identify the right transportation systeimpact of the transport system on the
supply chain, Factors that determine the choictafsport mode, environmental issues,
type of products, company’s profile, customer feslls, and reports should considered
appropriately.

2.3Multi-modal Transportation Operation Global Practic es

All over the world choice of transport mode is rtly a choice between type of

transport, but between a system and a processrdportation, between manufacturer
or seller and customer or buyer. It involves safgasection between producing line to
go down/warehouses material handling interfacessaah terminal facility and the

documentation process to support the product. cbingplete market channel has to be
defined and each sector demarcated and analyzadasay for transport requirements,
in coordination with customer characteristics, wody and the operating environment
through which the operation is carried out eachse€tor would require separate
transport mode. to be precise more ,control, ovimgy$éinance, security documentation
and product., movement of product and handlinguirement of stock at each levels,
packaging and safety standards, market factorsplap turnover of both goods and

manpower, must be reconsidered and followed phpper

Therefore in order to maximize the usage of trartspeing offered, the transport
companies should be able to match and synchroh&entarket requirements, which will
then have a major influence on the choice of trarismade. Specialization is created by
the impact of channel costs, which are includedegibefore or after transportation, where
the specialization reduces the mechanical handiiogt, packaging costs and related

expenditures mainly during terminal activity.( Bdwgek, 2003)

The very objective, by which the transport model@¢dae chosen, depends upon weather
the company is using revenue or capital to by thesport. In case of revenue, minimum
cost throughout the transport operation should Hee dbjective and in case of capital
maximum tax return upon capital should be the diyecsince this give maximum return.
(Boweksok, 2003).

12



2.4 Consideration Influencing Transportation system

v

In order to avoid delays in transportation and Hiagdof logistics both the suppliers
and distributer are relying more and more on ebedtr transfer system, IT and the
Internet. This will help in considerable reductiontime delays and ensure better
cooperation between the chains and Customer coneation.

Market coverageTransportation cost influence the size of marlatgered in a big
way. The characteristics are cost, flexibilityjakility, and availability. The products
parse will influence the economics of the decisioA.low volume and high value
product will be able to support a higher cost whiockans extended delivery distances
and increase in delivery frequency.

Sourcing decision The geographical dimension of the source marketa be
influenced by low cost of transportation systematdé bulk freight services could
extend the source market, say companies therefore to consider a tradeoff between
price and quality and the cost involved in delivesythe processing point, volume ad
cost of transportation. (Deshmukh and Mohanty, 2804

Manufacturing operationcost of transportation has direct being on treation of the
manufacturing market center. That is why extractiased unit are close to the source
of raw materials and the products related to custensatisfaction are closer home,
near to the customer hub centers,( Muthiah, 2003)

Pricing decision Transportation happens to be the important compbof product
cost. Therefore, selection of the appropriate Sppartation made will have a direct
bearing on the product cost parse with more relewato export. Increase in
transportation cost increase the product pricikythiah, 2003)

Customer service decisipboth customer’s services policy and transpontatiecisions
go hand in hand and hence one cannot be consitgeigalation of the other moreover
the type of market will also dictate the decisiom avill vary considerably. Therefore,
it is pertinent to overrule the cost factor whiknscing the medical customers since

speed is more important than cost in selectingrdresport mode.( Muthiah, 2003)

2.5INTERNATIONAL LOGISTICS

There are several logistics activities that firmgsinget involved in while it is difficult to

develop a compressive list of logistics activitil®e major activities are transportation,

13



storage, packaging materials handling, order psicgsforecasting, production scheduling
and site location. The culture social, politiGaid economic environments of international
business are important in deterring how much dédeht logistics functions are carried out
Logistics network can range from simple to compl&Xhere input are close to production
facilities and production take place close to trerkat, logistics are likely to be relatively
simple where production is distinct from both sasrof supply and market the network is
likely to be more complex. A system approach thabgnizes the trade-offs will be useful

to apply( Rotenberg 1982).

e

Source ESLSE 50th year’s annual newspaper (especial adkiol4)

The issues associated with international transporntaf finished goods from production

site to market are essentially the same as thaseaipply to domestic production and
transportation to domestic market. However tleeeimportant differences between the
two international operations, the goods can beob@ixporter control for longer period of

time, more documentation is required packaging rbay more costly shipping and

insurance is more closely. The transportationrdiéves include ocean shipping and
containerization as well as air freight air expressl parcel post. The basic activities
involved in the flow of goods are transportatiorgrahouse and inventories, all of which,
as we have emphasized should be integrated in tanggsapproach if the number of

warehouses is increased at more places. Simildrlgn attempt is made to decrease
inventory costs by reducing number of warehousdsmarentory levels, transportation cost

will be go up. The system’s approach would recogine trade-offs and may often lead to

14



the use of more expensive air fright rather thas kexpensive ocean shipping because of
savings in warehouse and inventory costs.( BrowB5)

2.6 Logistics and Supply Chain Management

A supply chain may be considered as a group ofrizgions connected with a service of
trading relationships. This group covers the logssand manufacturing activities from
raw materials to the final consumer. Each orgdimmain the chain procures and the

transforms materials into intermediate/final pradyand distribution.

The importance of logistics can be gained from fem that logistics and supply chain
management costs are in range of 10 to 15 of the @bdeveloped countries while it is
around 18 to 20 percent for developing countri@he concept of integrated logistics
consists of two interrelated efforts: Logistics @i®n and Logistics coordination.
Logistics operation can be basically clubbed intoysical distribution management,
materials management, and internal inventory teandfogistics coordination pertains to
forecasting, order processing, operational plan@ng product procurement or material
planning management this integration is effectesbugh effective information flows.

(Kaminsky, 2000)

According to ( Christopher ,1992) supply chain istwork of organizations that are
involved, through upstream and downstream linkagesthe different processes and
activity that produced value in the form of produend services in the hands of the
ultimate consumer managing these linkages and etelly the product/services to the

customer in cost effective way is SCM.

Supply chain management encompasses materialsipply snanagement from the supply
of basic raw material to final product and possitdeycling and re-use supply chain
management focuses on how firms utilize their sSeppl processes; technology and
capability of enhance competitive advantage. H rmanagement philosophy that extends
traditional intra-enterprise activities by bringitrgding partners together with the common

goal of optimization and efficiency.
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Supply chain management is a set of approachegatitih to efficiently integrate
suppliers, manufacturer, warehouse and stores &b rtterchandise is produced and
distributed at the right quantities, to the righie, in order to minimize system under costs

while satisfying service level requirement.( Gattgr1995)

2.7 Shipping and Logistics Services practices in Ethidp Sea Port
Addis Ababa the capital city is linked by road twnmodern container port in Djibouti
(Durable terminal) at the Gulf of Aden. The pdrBarbara in Somali land and Port Sudan
are other external trade routes that provide sesvior export-import trades of the country.
Another potential port accessible to Ethiopia isnb@sa in Kenney. (Capital news latter
2006)

For delivering safe, reliable and cost-effectivensport and logistics services, Ethiopian
Shipping transport and logistics services entegphias built and operates two dry ports
which are located ad¥lodjo, in the Oromiya Regional State andSamara which is Afar
Regional state. The establishmentMdjo andSamaradry ports will facilitate the export
and import transaction more and more helps easedhgestion at the port of Djibouti.
The two dry ports include warehouse In- land roadsitainer depots, Customer office,
insurance companies, and maritime transit.

Source ESLSE 50th year's annual newspaper (especial edizidl4)
Modjo and Semeradry ports help to reduce transport logistic costshe price paid per
container at the dry port would about half of tabDjibouti port. This will help export and
import to more efficient. The significance is motly the reduction of cost since it will also

help reduce the foreign currency being paid atpibwe of Djibouti as payment is made in
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local currency. However the company’s doing suctiviies stele there is remarkable

problem faces in the current situation
2.8 Physical Distribution Management

There are many decisions that must be taken wheanmgany organizes a channel or
network of intermediaries, who take responsibifity the management of goods as the
move from the producer to the customer. Each chamiember must be carefully selected
and the company must decide what type of relatipnsh seeks with each of its
intermediate partner. Having established such avor&f the organization must next
consider how these goods can be efficiently traredien the physical since form the place
of manufacture to the place of consumption physitisiribution management (PDM) is

concerned with ensuring the product is in the rigate at the right time.( Meindl, 2001)

It is now recognized the physical distribution mge@ent is a critical area of overall
supply chain management business logistical teciesiqcan be applied to PDM so that
cost and customer satisfaction are optimized. Tlselitle point in making large saving in
the cost of distribution in the long run, sales st because of customer dissatisfaction.
Similarly it does not make economic sense to p@wadevel of service that is not required
by the customer but leads to an erosion of profitkis cost and service balance is a basic
dilemma that physical distribution managers fagée reason for the growing importance
of PDM is the increasingly demanding nature oflibsiness environment.

In the past it was not uncommon for companiesold karge inventories of raw materials
and components. Although industries and individdiams differ widely in their
stockholding polices, nowadays, stock levels anet ke a minimum wherever possible.
Holding stock is wasting working capital for itn®t earning money for the company. The
think of the logistical process merely in termgrainsportation is much too narrow a view
physical distribution management (PDM) is concermgth the flow of goods from the
receipt of an order until the goods are delivecethé customer.

In addition to transportation, PDM involves clodaidon with production planning,
purchasing order processing, material control amadetousing. All these area must be
managed so that they interact efficiently with eattrer to practice the level of service that

the customer demand and a cost that the companyfizard.
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2.9 Components of Physical Distribution

Order processing is the first of the four stagethim efficiency of order processing has a
direct effect on lead times. This is directly redatto the student research because most of
multi-modal transportation operation that affelct@th relation to order processing that is
why the student research in corporate their arti®® orders are received from the sales
team through the sales department. Many compasedlish regular supply puts than
remain relatively stable over a period of time emgy that the supplier performs
satisfactorily.( Muthiah ,2003)

Very often contracts are drawn up and repeat adsenming part of the initial control) are
made at regular intervals during the contract pkriteken to its logical conclusion this
effectively does away with ordering and leads tatnk called partnership sourcing. This
is an agreement between the buyer and seller fgysagarticular producer or commodity
as and when required without the necessity of natyog a new contract every time on
order is placed order-processing systems shouldtiam quickly and accurately. Other
departments in the company need to know as quiaklpossible that an order has been
placed and the customer must have rapid confirmatidhe order’s receipt and the precise

delivery time.( Croucher, 2000)

2.9.1 Inventory

Inventory or stock management is a critical areRIBM because stock levels have a direct
effect on levels of service and customer satisfactiThe optimum stock level is a function
of the type of market in which the company operatéew companies can say that they
never run out of stock but if stock-outs happerulady than market share will be lost to
more efficient competitors. The key lies in astiogrthe re-order point might ultimately
mean stock-out whereas too high stock levels areeassary and expensive to maintain.
(Meindl, 2002)

2.9.2 Warehousing

Many companies function adequately with their ownsde warehouse from where good
are dispatched direct to customer. When a firmketargood that are ordered regularly but
in small quantities it becomes more logical to tecaarehouses strategically around the

country. Transportation can be carried out in bindm the place of manufacturer to
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respective warehouses where stocks wait for futlis&ibution to the customers. This
system is sued by large retail chains except thatwarehouses and transportation are
owned and operated for them by logical expertsi¢ewé service will of course increase
when number of warehouse locations increase butvaisncrease accordingly. Again an
optimum strategy must be established that refleetdesired level of service. (Lambert
,2000)

2.9.3 Transportation

According to transportation usually representshihi& of distribution cost it is usually easy
to calculated because it can be related directlitiiinodel transportation this idea more
supported the student research how to fulfill ghgthiopian Shipping transportation and
logistics enterprises because of the company higtigcted by this operation so to height
or numbers of units. Costs must be carefully cdleriothrough the model of transport
selected amongst alterative and these most colystaaeived. ( Douglas M. Lambert
1998,)

The patterns of retailing that have developed aedotessure caused by low stock holding
and short lead times have made road transportpedsable when the volume of goods
being transported reaches a certain level some aoiep purchase their own vehicles,
rather than using the services of haulage contmctélowever some large retail chains

have now entrusted all their warehousing and tramgp specialist logistics companies.

Source ESLSE 50th year’s annual newspaper (especial adiol4)
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For some types of goods transport by rail still hdsantages. When lead time is a less
critical elements of marketing effort, or when lowg transport costs is a major
objectives, this mode of transport becomes vialdemilarly when goods are hazardous or
bulky in relation to value, and produced in largelumes than rail transport is
advantageous. Rail transport is also suitabldigbt goods that require speedy delivery
(e.g. letter and parcel post) except where goodshaghly perishables or valuable in
relation to their weight air transport is not usyaln attractive transport alternative.

For long-distance overseas routes air transpopbpular. Here it has the advantage of
quick delivery compared to sea transport and withtbe cost of bulky and expensive

packaging needed for sea transportation as wéliigh®r insurance costs.

The chosen transportation mode should adequatetggqirgoods from damage in transit (a
factor just mentioned makes air freight popular rolmger roots as less packaging is
needed than for long sea voyages) not only do dadhagpde profits, but frequent claims

increase insurance premiums and inconveniencestormer endangering future business.

2.9.4Third Party Logistics

Third Party Logistics (3 PLS) is the use of an mlgsompany to perform all or part of the
company’s materials and product distribution fumcti The competitive advantage for any
company’s is to focus on their core competencias lah 3PL firm handle those supply
chain function in which they specialized. In orderprovide truly value-added services,
3PL firms must interact with customers to underdtdoeir needs and then their offering to
meet them.

This types of activity on the growing country’sdilEthiopian more advantages because all
necessary technology and human resource skill yeasihsfer specially land locked
country more many spinets for port rants due ts third party logistics to avoid large
amount of money. So it is obvious that companies garcel out numerous supply chain
processes to entities that specialize in the efficiperformance of those processes.
Outsourcing a wide any of supply chain processesgenerate value across the entire

supply chain because specializing firms perfornthgselected processes enjoy a level of
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expertise and leverage that would be not availableanufactures wholesalers or retailers.
Transportation warehousing order processing arfdiugnt packaging, labeling and bill
payment is some of the process that can be outstaocspecialist firms called third party

logistics firms.

According to Rogres, D.S. and Tibben R.S third ypéogistics can create value for their

customers in the accuracy, quality and timelindgti@ information that they provide their

client, different channel partner and to ultimatestomer. This information can be

electronically integrated into the customer's MI& firect access.( Rogres, D.S. and
Tibben R.S 1999)

Third party logistics can help customers reduceemory and fixed assets such as
buildings and equipment. This leads to better aailon and financial returns on both
working and fixed capital. Although capital utiltzzn is important to 3 p customers,
reduction of supply chain costs and shoring thensawith customers is probability the

most visible though not the most important value.

2.9. 5Vehicles Scheduling
Vehicle scheduling is a major economic and busiressity it determines the quality of
delivery services to customer in terms of speed, @hability. It determines too how

many travels and drivers or unwise investment.

In extra vehicles to meet delivery commitment vidsccaught in traffic jams burn up
gasoil nonetheless and are manned by drivers wisb paid nonetheless. Yet no benefit is
returned to company or customer. According to ganmotors’ report that more than 2
billion vehicles hours are lost each year in traffelay. The cost is estimated at 70 billion
in lost time. Leading the way towards improvedffitaflows and eventually better
vehicles routing and scheduling are the UniversityMichigan through its intelligent
vehicles through its program. The new idea it igigdarge cities with automatic traffic
monitoring equipment that sends signals informatoncongestion accident, and flows
routs-to local control centers. EBERT (1989:26:30)
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Vehicles too would be equipped with tracking anthowinication devices so dispatchers at
the local control centers know the vehicles locsi@t all times information about the
roads and vehicles would be processed by a commasverted into recommended routs
and transmitted to vehicles. A cellular phone realio or dashboard CRT monitor might
be the vehicles information receiving device. TEheww technologies will reshape
production planning and scheduling for vehiclesrapens throughout the word. The

result will be greater productivity, suffer highwand conserved energy.( Candle. 1990)

Rail and trucks: fishy back, water and true trdiipswater and rail and air trucks air and
truck each coordinated mode offers specific adygegdor example, Peggy back is cheaper
than tracking alone, yet provides flexibility anoneenience in deciding on transportation
modes, shippers can choose from private, conteaad, common carriers If a shipper
become private carrier. A contract carrier is audependent organization selling
transportation services to others on contract bagiscommon carrier provides services
between predator mind points on a scheduled basisisa available to all shippers at
standard rates.( Philip Rotler 2002).

2.9.6 Role of Clearing and Forwarding Agents

Distribution logistics is an important area of plarg exports. Distribution logistics refer
to the process of physical flow of good from thegael of exporter to the location of
importer at right time, with minimal cost. In theggnificant area clearing and forwarding
agents are a link between the owners of goods amegrs of means of transport. They
help cargo owners in efficient movement of goodthtobuyer by completing a number of
procedural and documentary formalities. They apogs and knowledgeable in laws and

regulations governing shipment of goods throughctistoms authorities.

Their basic function is to provide different rangfeservices to exporters to ensure smooth
and timely shipment of good. Clearing and Forwagdhgents play a vital role in selection
of mode and route of transport. Export and impootpdures booklet (2006 ;103-120 )

They are the specialized people to guide in thestiog to ensure that the goods reach the

final buyers in specified time and at minimal castthe condition they are not sent. The

22



essence of distribution, logistics is the decis®nespect of mode of transport to be used.
Clearing agent advises exporter about the avaialoit alternative modes of transport and
guides exporter in decision-making about the fetadice of transport to achieve optional

cost is transporting the goods, well within theidely schedule.

In addition to these activities he undertakes nobghe functions connected with export
such as market labeling, packing, of goods advisingtrade lows, arranging local

transportation as well as apprising developmentstransportation and cleaning duty
drawback claims on behalf of the exporter. Anogft clearing and forwarding agent,
indeed, goes a long way to the exporter in then®muof exporters to make the matters
easier, comfortable and may be cheaper too. Ahbythe agents act trouble-shooters for
the export, in case of movement problems. It i 8a&d a real clearing agent can perform
all the Functions export, in case of movement molsl. It is well said a real clearing agent

can perform all the functions except selling thedm

2.9.7 Benchmarking in Supply Chain Management

Benchmarking is the continuous process of measuyshogluct, services, and practices
against the toughest competitors, or those compareeognized as industry leaders
“Benchmarking is an external focus on internahaiiéis, functions or operations in order

to achieves continuous improvement. Starting femmanalysis of existing processes or
activities and then to identify an external poimtreference or standard, by which each
activity can be measured or judged. A benchmarkhz established at any level of the
organization in any functional area. The ultimgbal is to be better than the best to attain

a competitive advantage.

Organization that introduces benchmarking correcdly use it to make a quantum leap in
their performance, and develop a culture in whic@nagers and staff constantly searches
for improvement within logistics and supply managaibenchmarking can be used for a
number of different purposes, from assessing théogmeance of the entire operation,
through prioritizing improvements to searchingtloe off-the shelf improvement strategies
in a specific area of logistics or supply chainiait in some senses benchmarking is
imitation and stealing-creative swiping. At itssbé is skillful appropriation and adaption

requiring imagination and innovation at its worstcan be an expensive and time-
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consuming piece of corporate tourism. It is a ladegm process requiring senior
management's commitment which the emphasis uportincus improvement and

organization learning. (Kaplan and Norton, 199679}

2.9.8 Information and Technology in the IntegratedSupply Chain

According to( Rosen, L.T. 2000) they explain thaformation is the key to the decision
making in business. Prior to the 1980s a signifigertion of the information used to flow
between functional area within an organization, d®tween supply chain member
organizations were paper based transactions andnoaications were slow, unreliable,
and error pron. Conducting business in this mawas costly because it decreased firms
effectiveness in being able to design develop pmcmanufacture, and distribute their
products during this period information was oftereolooked as a critical competitive
resources because its value to supply chain mem@s ot clearly understood. However
firms that are embarking open supply chain managémdiatives now recognize the vital
importance of information and the technologies thake this information available in a
sense information systems and the technology.iz&lilin the supply chain represent one
of the fundamental elements that link the orgammpain to a unified and coordinated
system, and perhaps even the survival, of any gugphin management initiative cycle
time reduction, implementing redesigned cross-fionel processes, utilizing cross-selling
opportunities and capturing the channel to the otnset underpin the competitive

positioning of business.

Timely and accurate information is more criticalmthan at any time. Three factors have
strongly impacted of information .Satisfying in fagleasing; customers have become
something of a corporate obsession. Serving tkeomer in the best, most efficient and
effective manner has become critical, and inforamatabout issues such as order status,
product availability, delivery schedules and inesichas become a necessary part of the
total customer service experience. Informationrigcial factor in the manger abilities to
reduce inventory and human resources to competiivel. Information flows play an

essential role in the strategic planning for angla@ment of resources.
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The need for virtually seamless bonds within andvben organizations is a key notion in
the essential nature of information systems in kigreent and maintenance of successful
supply chain. That is creating inter-organizatlqmracesses and link to facilitate, delivery
of seamless information between marketing, salesshasing, finance, manufacturing,
distribution and transportation internally as wadl inter organizationally, to customers,
suppliers carriers and retailers across the suppam will be improve fill rates of the
customers service increase forecast accuracy, tredua the total inventory and savings

in the company’s transportation costs-goals whisddto be achieved.

2.9.9 Characteristics of Services

According to (Zethaml and Bitner 2000) explainedttservices have four different or

unique characteristics they are.

Intangibility: Services are processes and performance due t® ftheers they cannot be
seen, tested or inventories like we do in tangigmod for instance multi-modal
transportation services is a process moving gomu fone please to another and since it's a
process we cannot feel it rather we can encouhefinal out put which is gathering our
consignment in the needed place and process iagibta and sometimes difficult to
demonstrate. The way how it is performed can eragjap in the customer’s satisfaction.

Heterogeneityservices are performances by human no two servikelse precisely a like
and can be explained as the core services rendgred public transportation company
might be the same which is transporting goods im& i$ is performed by human, the way
they perform can be absolutely deferent and canlyintpe services heterogeneity.
Customer can build their expectations on their pogierienced service at other public
transport provider and if the services is not piedi just like their previous experience, it
will affect their satisfaction this is due to thergces is heterogeneity. ( Zethaml and Bitner
2003)

(Balaji 2002) add two more characteristics those ar
> Inseparability: Some services are inseparable thighservice provider due to this

reason that the customer must be presented tb@geedquired services for instance
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the Ethiopian shipping and logistics transport ®&w must be presented to get the
transportation because the mode of services anclidtemer are inseparable.

» Variability: The quality of service may very depeod who provides it as well as
when and how it's provided. For instance suppgrshipping logistics service
activities cannot be performed at the same waydryice® employees and their
psychological condition: can also determine tharfgrmance and variability of
service can be observed.

While every service standards set by the companséet customer satisfaction: there
should be an instruction which is specific targetedthe customer measurable, and
achievable, goal relevant to customer timely angpsetied by the company (Karr and
Blohowrak , 1998:36)

To meet quality dimensions, every company must awgrits quality recommended some
point regarding to how improve service quality whare listening what the customer want,
putting reliability as a service priority, betteergice design encouraging customers to
complain to how the company weaker side and devgdopblem solution system,
surprising customers to exceed their expectatsimsywing fairness to customers as well as
to employees, promoting team work in the compangking research on employees to
know why service problems occur and finally devetopinspiring leadership throughout
the company because quality services will be ddrfvem it.( Kotler and Keller: 2006)

2.9.10 Classification of Clearing Agent Services

The following are some of the services providedlbglearing and forwarding agents.

- Warehousing before transportation.
Seen after the goods are manufactured and are feradiipping, warehousing facility
for goods in made available before they are traregdo the docks/port.

- Container Arrangement
Movement through containers has been gaining pdpule facilitate export goods
reach in the original condition, they are sentcdse of need, this service is provided.

- Reservation of shipping space
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Unless shipping space is finalized there is no ajuae about the shipment of goods
agents books the shipping space contacting thetag#nthe shipping company,
alternatively, making arrangement for air fighting.
- Selection of mode of transport

Mode of transport is a matter of negotiation betwdke exporter and importer,
invariably incorporated in the contract. Eitherpeser or importer arranges
transportation, depends on price terms the ageniges information about different
shipping lines, air lines, and guides on the smacbf route, optimal from the
standpoint of delivery date and distribution codiBelivery of goods as agreed upon is
one of the conditions on which success in expoegsedds. As transportation cost
occupies a significant place in total cost, streetuservices of clearing agents are
highly valuable in managing timely, delivery, cdntag cost to achieve sales and

profit goals for exporter. (Export import procedsir2006)

2.9.10.1 Causes for Customer Dissatisfaction

Dissatisfaction customer will not only take the iness away but they will probably tell
several others about their experience. For thasae a factor that causes dissatisfaction
needed to be identified.( Alexander, 2003)

Pointed out some of the reason why customers akelsblder get dissatisfied. These are
misinformation from an employee, feeling of beingtimized by the business operation,
delay and long waits, promise not delivered, cotiig message from employee lack of
communication between parties, treatment as beinghgv or unimportant moreover,

detective or inferior quality product, feeling oktibg dismissed or discounted by the

personal and business. ( Meaneil, 1995)

For further explanation stated that the other ncaimse for customer dissatisfaction is the
marketing promises. If the marketers raise expiectawo high by making exaggerated

promises. The buyer is likely to be dissatisfiedew promises were not delivered.
However, if the company expectation two low it @nit attract enough buyers.( Kotler

2002)
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2.9.10.2 Customer Complaint

Customers might complain if the actual service grenbince is below their expectation
because it will make them dissatisfied. If a compaver promise about its service in its
promotion, it will lead to over expect the servarformance. Angry customers often tell
many other people about their problems and agawappy customers might tend to reach
thousands of people by posting complaints on hallebards and its final result will

darken the good will of the company.

A customer can complain for many reasons like tat ¥leeir anger, obtain compensation

from the company and help to improve the service.

When a customer seek fairness for his/her comptaere are three dimensions which are
stated (lovelock and writz, 2004)

1. Procedural Justice: has to do with the policiesraies that any customer will have
to go through in order to seek fairness. It inewidlexibility of the system and
consideration of customer input into the recovencpss.

2. Interaction Justice: It involves the firm's empleyavho provide the service
recovery and their behavior towards that custofkerdiving an explanation for the
failure and making an effort to resolve the prohlem

3. Outcome Justice: It pertains to the compensatiahaltcustomer receives as a result

of the losses and inconveniences incased becassevides failure.
When complaints are satisfactory solved, the custamvolved are much more likely to

remain loyal and lovelock and (writz,2004) descsibgome dose not for handling

complaints.
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CHAPTER THREE
Research Design and Methodology

3.1. Research Design

The research design employed of the study is qes@i survey method, and both
guantitative and qualitative research approachwsas. Based on the descriptive methods,
it describes the multi-modal transport operatioallemges of Ethiopian shipping transport
and logistics enterprise.

Quantitative methods were used to assess direalviewent of the operational activities in
the case of the company’s working together. Bygraéng supplies chain management, it
activates the satisfaction of the customers anerotblevant body. The challenges of
multimodal transportation in the shipping are dattimeasured by using 5-point likers
scale method and variables under the challengescandes of those challenges are
discussed.

3.2. Sample and Sampling Technique

To study about the Ethiopian shipping transport &wgistics enterprise and its many
challenges on multi-modal transportation operasiervices, Stakeholders and customers of
the company have been directly involved; both ardutfill the necessary developing

guestioner to get the relevant information.

To discuss on different issues of multi-modal tpaors operation practices, the company’s
multi-modal expert and operation mangers were weared to get data about the Ethiopian

shipping and logistic enterprise services.

Ethiopian shipping transport and logistics servieese mainly involved in import and

exports actives and other government tasks. Tluy strea is in Addis Ababa since most of
the customers are in Addis Ababa; the total popnas 950, out of this 350 are customers
and 600 are stakeholders. These are selected stsatifjed sampling technique because of
the enterprise customer have different characiesisind heterogeneity due to this reason
and to reduce simple basins categorized in to $tnatum. These are 200 importers, 150
exporters, 100 transporters, and 500 clearing ageate included to get a reliable data,

30



Using the sample formula developed by Nasiurma@20be researcher calculated a total

sample of 110, assuming that a 95 % confidenceviateand 0.05 Coefficient of variation.

NC?
n=— 5
C?+4+(N-—1)e?

Where, n=sample size, N=population, C=Coefficiehvariation (0.05), and e= level of
precision (0.05)

n=110 with a 5% of error
The one hundred ten customers and stakeholderseeted by stratum random sampling
techniques by using their company name. Of the sataple, 50 of it were collected from
customers and the remaining 60 from stakeholde@iestioners were filled by both:
stakeholder and customers each of questioner eiffesince the case company multi-
modal operation expert and operation manager wasviawed to get about the concrete
information regarding to the overall operation @ndtomer perception.
3.3. Type of data and Tool
In an effort to address the research objectivestamutovide possible recommendations,
the study used both primary and secondary datacesulVith regards to primary data,
guestionnaires have been distributed to the compenstomers and stakeholders. An
interview was conducted with the company’s logigtkperts and operation mangers. The
interview was aimed to obtain the detail informatmoncerning the major challenges and
their causes, customers’ attitude towards the dverdti modal transport performance and
to obtain their practical way forward. Operation ger responsible for day to day
activities of the multimodal operation was alseimtewed. Interview questions presented

to the interviewee so as to collect relevant infation to meet with the study objectives.

3.4 Procedures of Data Collection

The procedure for the data that was collected ugiregtionnaires was first to identify the

respondents after that communicated to get themsemt. Once the respondents gave
consent, the prepared questionnaires were distdbtd each participant by appreciating
their participation and devoting their preciouseifior the research. The questionnaires
were collected by rechecking the completeness efddita. Regarding to interview, the

researcher have interviewed Ethiopian shippiagdport logistics enterprise operation

manager and logistics experts by creating comftatabmosphere during the interview.
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The interview questions composed of different issa® it has been stated in the objectives
A brief introduction was provided and the aim oé thtudy was clearly described to the
interviewee. The face to face Interview was cdrraut following the respondent’s

willingness to participate in study and understtioel procedures. Lastly, the Company’s

report and literature was reviewed and collected aeans of secondary data.
3.5Method of data Analysis

Quantitative

The collected data were entered and analyzed Wwehhelp of statistical software SPSS
version 20. Data were cleaned for outliers andeobed and frequency, percentages,
tables, and graphs were used for the descriptiodatd as deemed required. Mean and
standard deviations were also used a descriptialysia. .

Qualitative

The qualitative data were transcribed based on Aimlaad then translated into English.
Data cleaning was made on both Amharic transcnpdind English translation .Then; the
data were classified in main thematic areas andnsammed to identify the major
challenges of multimodal transportation service.

3.6 Ethical consideration

There is much more than the ethics behind the chasdject to consider during the
research process. Considerable focus must be mrtsatring that more specific research
ethics, especially while dealing with the constiattof the thesis frameworks during the
stage of data collection. There should be resmedhe participants of both the survey and
the interviews. Research ethics include the privatyossible and actual participants.
There should be confidential handling of the datavigled by participants, additionally

there must be an acknowledgement of the effectsrédsearch might have on the
participants and their provided information. Theeach paper believed to fulfill all the

research ethics started above in collection arprétation of primary data.
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CHAPTER FOUR

Results and Discussions

Table 4 .1Background Information of Respondents

Item Measurement Frequency Percentage

(%)

Male 37 72.5

Gender Femal 13 27 E
Primary schoc 3 5.¢

Level of Education High school/seconda 19 39.7
Diplome 7 13.7

BSC/BA 20 39.2

MSC/MA 1 2.C
Import/Expor 22 43.1

Job Title Government Employ¢ 4 7.€
Transporte 16 3.¢

Cleaning agel 5 9.€

Other: 1 2.C
Working with | <1 year 11 21.€
Ethiopian shipping and | *>Y¢%" 18 31
o . 5-10year 10 21.€
logistics Enterprise >i0year 10 o€

Table 4.1 shows gander distribution and 37(72.5%J)espondents are male, whereas
14(27.5%) are female. This implies that the Ethaopshipping transport and logistics

enterprise has slightly higher percentage of thaterat a time of undertaking the research.

Regarding the level of educational background, ¢hstomers of Ethiopian shipping
transport and logistics enterprise are 20(39.2%)32.2%) percent of the respondents are
degree holders and high school leavers, whereg& 7B@), and 3(5.9%) of respondents

have diploma, and the rest of them completed jaseeondary school.
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Regarding the third item in the table, one custoofeEthiopian shipping transport and
logistics occupation of the respondent 22(43.18) £7(33.3%) of the respondents work
import and export while (17.33%) and 5(9.8%) ofp@sdents work as transporter and
document processers, but the remaining 4(7.8%) 148d%) of respondents are civil
servants and other constitutions. As the findmgjdated the majority of respondents are
more familiar with multimodal transportation sogyhhave provided the researcher to gat

reliable information.

As shown in item 4, on table 1 we can understaatl 18(37.3%) of the respondents have
long time working with enterprise for 1-5 years titker 11(21%.6) for working 5-10 years
while the remaining 10(19.6%) for 5-10 years. sincgority of two categories working
long time with Ethiopian shipping transport andiftigs enterprise it is believed that they
have much experience with multimodal transportasiervices.

Table 4.2 Operational service of Shipping and Logigks Enterprise by customers

Percentage
Item Measurement Frequency

(%)

The most commonly used Shipping 32 62.

Transportation system Air 1 2.C

Vehicle 17 35.2

Train 0 0

Total 50 100

Pool 16 31.¢

Physical  facilities  during Mediur 16 33.2

. Gooc 18 35.¢
Operation

Total 50 10C

Very Low 17 33.c

Operational Responsibilities of | Mediurr 28 56.¢

Ethiopian ~ Shipping  and | High 5 9.6

Logistics Enterprise Total 50 100

Overall  Satisfaction  with | Low 10 19.€

operational service Mediumr 25 51.C

High 16 29.£
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Total 50 100

According to item one on table two, 32(62.7%) of tlespondent customers mostly used
shipping transportation while 18 (35.3%) used Mesic The rest 1(2.0%) used air
transportation, having the two majority percentagésespondents from shipping and
transportation services. This is implies that it && a references for the researcher output
since currently most imports and exports of goodsvements by the above specific

transportation.

As demonstrated in item 2, on table 2 about 17@3.8f respondents medium perception
of the physical facilities of Ethiopian and shippimansport and logistics’ enterprise on the
same percentage of them is said very low while 3.3@) of them are rated low. The rest
3(5.9%) and 1(2.0%) of respondents are ranked amghvery high respectively. having
sufficient machines and other physical facilities multimodal transportation system is
fundamental but in case of shipping enterprise Igoavailable, this is implies that the

enterprise has got a difficulty in carry out itsetRiand responsibility.

According to item 3 in table 2 concerning the rewpbility of shipping line to the

customers, 29(56.9%) of respondents have mediucepgon, 11(21. %) of them have
low responsibility and the remaining 6(11.8%) ar{f.8%) rated the level of meeting its
responsibility as very high and high. This reveékls majority of the respondents believe
the company’s commitment in fulfilling its respoloisity is not satisfactory. Consequently,

this has a negative impact in damaging the imageeo€ompany.

According to item 4, on table 2, concerning the rallesatisfaction of the operational
services of Ethiopian shipping transport and laggsénterprise, 10(19.6%) of respondents
replied low, 26(51.0%) of them ranked medium atituand the remaining 16(29.4%) of
respondent rated high. From the above percentage than 50% of customers’ were

dissatisfied.
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M Poor
B Medium

= Good

Fig-1 Physical facility of multi modal operation in percentage

As shown in figure 1 on table 2 about 32% of reslgmms have poor perception of the
physical facilities of Ethiopian and shippingrsaort and logistics’ enterprise, 33% of
respondents indicated medium and the remaining 868%em responded as having good
perception. Although sufficient machines and otpéysical facilities for multimodal
transportation system are fundamental, the shipgnggrprise is poorly availed with
physical facilities. This implies the enterprisestgot a difficulty in carrying out its duties
and responsibility.

19.6
I -

Very Low Medium High Very High

Fig-2 Use of modern technology for document proceisg in percent
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We can clearly observe from figure 2 that the resps of most of respondent customers
tend to be for documentation purposes in the Ethioghipping transport and enterprise;
the use of modern technology for 34.4 % of respoteleanked high while 27.5 % of

respondents rated low modern technology practisel % respondents also is said to be
very low, the remaining 19.6% and 5.9 % of respatgleanked very high and medium

respectively. This is implies that multimodal trpogation system cannot meet their
objective without fast technology documentationgess due to this the company try to

maximizing their technology capacity

Table4.3 Major challenges of Shipping and logisticEnterprise by customers

Item Response Categories Mean SD
SA A N D SD
Prior notification for any | Frec |0 3 18 11 |18 2.1z 0.98(
transportation schedule| % |0 5.6 [37.5 | 21.€)|35:¢
changes
Frec | O 1 25 17 7 2.4 0.75:
Containers availability % 0 2.C |51.C 3351137
Short time documentation| Frec |1 4 8 21 |17 2.0¢ 1.01(
process % 1.9¢ 7.€ |15.€ |[41.1| 33.c
Availability of | Frec |2 9 12 14 14 2.4% 0.09(
transportation Service % | 3.€ 17.€ | 23.5£ | 27.4 | 274
dry port availability Frec | 5 15 |14 8 9 2.5 1.007

% 9.8 29.2 1275 |15¢ | 17.¢

Availability of modern | Frec | 1C 16 3 14 8 3.1 1.42:

technology for Information

processing

% 19.¢ 31.4|5.€ 27.5 1155
Inconsistency shipping| Frec | 2 4 2 17 |24 1.7¢ 1.052
schedule

% 3.6 7.6 |3.€ 33.5 1 47.C
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The table above summarizes the challenges of thlénmodal transportation services in
Ethiopian shipping transport and logistics entegon behalf of the customer side on prior
notification for any transportation schedule changehe majority of the respondents is
neutral and strongly disagrees. Reponses’s theeval mean is 2.13 located between
neutral and strongly disagree and tends more t@mvaedtral and the value of mode also
confirmed (mode-3). The value of standard deviatsod.980 the percentage of natural and
strongly disagree is 37.3 and 35.3 respectivelyicWis indicated that prior notification
less attention given by enterprise and customecepsion also changing for long run

existence with the enterprise.

Regarding the second item, 26(51.0%) and 17(33.@%e respondents are said to be
neutral and strongly disagree. This indicates mhajority of company’s customers believe
that there is lack of counters availability whil¢13.7%) and 1(2.0%) of respondents
ranked disagree and agree respectively. The vdlogean also indicated 2.4 while mode
conformed that (3). The value of standard deviattomdicated 0.753 the finding shows
that how much containers availability the most Ermges in multimodal transport
operation activities in Ethiopian shipping entespri

When considering the third item in the table, laklong term documentation process
faces the Ethiopian shipping transport and logstiastomers regarding to this the table
shows the value of mean is 2.03 which indicatedveen strongly disagree and disagree
also the mode confirmed that 1, The value of stahdeviation is 1.010 from the
respondents responses the enterprises have totakéme documentation process this is
indicates that most the enterprise customer affett¢ documentation proses and to

exposed foe additional warehouse costs .

Regarding the fourth item in the table, the valienean is 2.43 which is located between
strongly disagree and disagree. The value of mea@éso 2 and indicated to be neutral and
agree. The value of standard deviation is 0.09@nftbe respondent response we can
conclude that unavailability of transport serviceghe current challenges of in multimodal

transportation services in Ethiopian shipping tpammsand logistics enterprise.

In the item fifth on the table the value of mearis which means the value of answers is

located between agree and neutral and the valusodk is 1, confirming the response
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direction towards neutral. The percentage of nhtamawer indicated 14(29.4%) and the
percentage of agree answer were 15(29.4%) frontothéanswers. The value of standard
deviation is 1. 007 the finding implies that in Biiian shipping transport and logistics
enterprise dry ports are the most desirable edpeitidhe growing counters like Ethiopian

in the last six year Ethiopian shipping transpartl dogistics enterprise by introducing
multimodal transportation saving large amount dfagtan Djibouti ports in spite of this if

there is adequate dry port you can imagine the tcp@tonomy by fair increase. So the

companies try to maximizing dry port availabilitysatisfy multimodal transport operation

In the item sixth on the table the value of meaB.iswhich mean that the value of answers
is located between agree and disagree and the ohlnede is 4, confirming the response
direction towards agree. The percentage of agnewexr was 10(31.4 %) and percentage
of disagree was 14 (27.5%) from the total of answeFhe value of standard deviation is
1.4233. The statistics implies that availabildly modern technology for information

process is not availing for smooth operation intimddal transportation services.

On table 4 item seven summarized to what extargoregent’ agree’ on availability of
shipping scheduling during the operation time. Vaklie of mean stated 1.76 and indicates
a concentration reward between strong disagreedssabree. The value of mode is
indicates 1 the ability of respondent strong glisa. The value of standard division is
1.052 and indicates the answer implies that moshefcustomers of Ethiopian shipping
transport and logistics have not dissatisfactionmujtimodal transport services because in
the global market time scheduling the most funddaiessue for competitive advantage

due to this the company try to fulfill this gap.

Table 4.4 Status of shipping and logistics Enterpse employee performance and

customer satisfaction

Item Response Categories Mean SD
SA A N D SD | 247 1.046
Assigned Qualified employee| Frec |1 6 17 (18 |9
% 2.C 11.¢ | 33.2 | 35.2 | 17.€
Customer satisfaction with| Frec |0 1 29 |17 |4 1.69 0.51(
employee performance % 0 1.9¢ | 56.€ | 33.2 | 7.E
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Willingness to be a future| Frec |2 2 10 |3C |7 2.8¢ 0.431
customer % 3.C 3.€ 19.€ | 58.¢ | 13.7

In item 4 on table 4, the value of mean is 2.47ciwhineans that the value of answer is
located between neutral and disagree the value nso8econfirming response directions
towards neutral. the percentage of disagree anawaerl8(35.3%) and the percentage of
neutral 17(33.3%) from the total answers the valustandard division is 1.046 the finding
of analysis assigned qualified employer in thetriglace one of the measure challenges in
Ethiopian shipping transport and logistics entesprithis is reduced the company

effectiveness and reliability by large portion.

Concerning the Ethiopian shipping transport andstazs, employees’ performance on how
to measure on the customer side regarding thestatati data interpreted 30(58.8%) and
10(19.6%) respondents ranked disagree and neteatetmaining 2(3.9%) and 2(3.9%)
were rated strongly agree and agree the value @ihnhecated 2.88 which is between
neutral and disagree perception the value mode stised (3) the value of standard
division 0.431 the finding implies that majority sfiipping customers have dissatisfied by
the employees

Table 4.5 Background information of Respondents/Steholders

Item Measurement Frequency Percentage

(%)

Gender Male 40 67.2
Femal 20 32.¢

Primary schoc 12 19.7

Level of Education Secondary scho 24 39.c
Diplome 12 19.7

BSC/BA 12 19.7

MSC/MA 1 1.9¢

Transporte 34 55.7

Job Title Clearing Ager 14 23.(
Fleet forvarc 6 9.8

Custom 5 8.2

Wholesal 2 3.8
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Years of partnership with | <1 year 6 9.€
Ethiopian  shipping and | 1-Syear 28 45.¢
logistics Enterprise 5-10year 21 34.4

>10year 6 9.6

Regarding the level of education background, thexk$tolders of Ethiopian shipping
transport and logistics enterprise 12(19.7%) an@1.3%) of respondent are degree and
diploma holders, whereas 24(39.3%) and 12(19.7%egpondents are high school and
second degree. The data shows that stakeholdeEthadpian shipping transport and
logistics enterprise may not have a problem to camioate with English an international

language.

Regarding the third item in the table, one stoc#tbolof Ethiopian shipping transport and
logistics enterprise job was assessed in the abaivie 34(55.7%) and 14(23.0%) of
respondents were transporters and clearing ageat,eimaining 6(9.8%) and 5(8.2%) of
respondents were working customs authority and dsrokspectively. As the finding
indicated majority respondents are direct related ntultimodal transport operation

services. This is implies that the researcher lggteraluable information.

As it is described in item 4, table one, 28 (45.986}he respondents are working with
Ethiopian shipping transport and logistics; 1-5 rgeavere 21(34.4%) of respondents
working with 5 to 10 years and 6(9.8%) of resporsl@vorking less than six years; the rest
5(8.2%) working more than ten years as the findidicated the majority of respondent
working long years respectively. this shows thatrsearcher questionnaire achieving the

targeted.
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Table 4.6 Major Challenges of Shipping and logist& Enterprise for stakeholders

Item Response Categories Mean SD
SA A N D SD

Facility Availability Frec |4 7 5 45 18 2.5¢€ 0.78¢
% 6.t 11.2£] 8.2 73.¢

Sufficient containers| Frec | 5 8 1 40 |7 2.1 1.1€

availability % 8.2 13.1]1.€ 65.€ | 11.t

Short time documentation| Frec | 2 5 3 43 131 |21 0.76¢

process % 3.27 [8.1¢€]14.91 |70.4]|13.1

Schedule based goodsFrec |1 3 40 3 14 2.7 0.957

transportation % 1.€ 4¢ |65.¢€ [4.¢ | 23.C

dry port availability Frec |3 8 9 34 |7 2.4 1.02¢
% 4.6 13.1|14.¢ |55.7 |11t

Availability  of modern | Frec |1 3 41 13 3 2.7 0.67:

technology for Information | o4 1.€ 4¢ |e7z |21214c

communication

Inconsistency shipping| Frec |1 13 |5 33 |7 1.7¢ 1.052

schedule % 1.6 |21:]82 [57.£]11F

Prior notification for any | Frec 3 19 11 |18 2.04 0.6t

transportation schedule| % 0 5. |37.2 |21.€|35¢

changes

Supply chain integration Frec | 2 4 13 17 25 2.t 0.87(
% 3.2 6.5 |21t |27.€|40.C

Good Compliant | Frec |1 2 0 48 10 1.¢ 0.73(

Management system % 1€ 3.2 |0 78.7 | 16.2

Apart from specific challenges in each multimodansportation services, Stakeholders
were asked about the availability of physical ides. as shown in table 4.6 the
respondents stated the value of mean is 2.56 whezdns that, the value of mode (mode 3)
confirming the answer is said to be disagree froemgercent of 45(73.8%) from the total

answer and 18(1.0%) for strongly disagree answers.
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The value of standard deviation was 0. 786. Frioenrespondents, we can conclude that
Ethiopian shipping transport and logistics entegilave provided multimodal operation
physical facilities. It is the key instrument gigirdifferent type of services when the

absence of physical facilities resulted ultimaialgecline of the company’s customers.

Having sufficient container availability the mostinflamental issue for multimodal
transport operation but in case of Ethiopian shmgpiransport and logistics services is
poorly availably were the date indicated from tadblen item 2 the value of mean 2.56
which means that the value of answer between diratigagree and disagree also the
value of mode is 2 the percent of strongly disaghe answer is 40(65.5%)and disagree

7(11.5%) from the total answer this is implies ttreg company try to manage the existing

gap.

Iltem 4 on table 4 indicated the extent of responsgsrding long time documentation
process. From statistical data, it shows that #ileevof mean is 2.15 ranked the value of
answer is located between disagree and strongrdisdlge value mode(3) from the mode
value and percentage we can see the general divectianswer towards the value of
disagree which 43(70.4%) from the total answer atrdngly disagree 13(13.3%) of
answer The value of standard Deviation is 0.09%8 indicates that to create implication
for import and export activities and the custoniso & exposed unnecessary expanse. due

to this reason the company changes in electromicsrdentation process.

Apart from specific challenges multimodal transpsdrvices stockholders were are
common challenges in supply chain management alla on item six indicated the value
of mean is2.5 which means that the value of anssvlrcated between strongly disagree
and disagree the value of mode is 2 confirmingati®@ver tends to be strong disagree from
the percentage we can see the general directioransfver towards the value of
disagreel7(27.8%) of answer .the value of standaxdation is 0.870 from stockholder
responses which implies that shipping transport laggstics enterprise there is limited

supply management network this is also affecteckstmders activities.
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Fig 4.3 Supply Chain Integration in percentage

Apart from specific challenges, multimodal trangpservices are common challenges in
supply chain management as the table on item slicates. The graph indicated that the
value of mean is 2.5 which means that the valuansfver is located between strongly
disagree which has 40.9% and disagree; the valoedt is 2 confirming the answer tends
to be strong disagree from the percentage. We eantt®e general direction of answer
towards the value of disagree 27.8% of answer #leevof standard deviation is 0.870
from stockholder responses implies that shippiagdport and logistics enterprise there is

limited supply management network this is alsocéd stockholders activities.
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Fig-4.4 Prior notification for any transportation schedule change in percentage

Apart from specific challenges multimodal transpsdrvices stockholders were are
common challenges in supply chain management alsla on item six indicated the value
of mean is 2.5 which means that the value of anssvircated between strongly disagree
and disagree the value of mode is 2 confirmingati®@ver tends to be strong disagree from
the percentage we can see the general directioransfver towards the value of
disagreel7(27.8%) of answer the value of standaxdation is 0.870 from stockholder
responses implies that shipping transport and tiegi®nterprise there is limited supply
management network this is also affected stockhsldetivities

Qualitative Data Analysis
I nterview with logistics expert and operation manager

Eight questions were presented to expert of Ethio@hipping and Logistics Services

Enterprise. The responses for an interview arensanzed and analyzed as follows:

Q 1. What are the major activity being performegonr company?
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According to the logistics experts, the current daa of the company was from the house
Peoples Representatives on code number 196/ 19@4. drovided sea transport services
in the country surrounding area and internatioeal ®uts, protecting the country socio-
economical interest in international sea transpiortasector, and providing shipping
transportation services for cargoes bought on F&&b from the ports that the company’s
services covers which is to make efficient useavéiyn currency that might be paid if
foreign shipping company’'s service used. In additto that responsible to licensing
deferent stockholder,

Q2.What kinds of procedures are taken by your deysant?

The major activity of this section is leading, trolling, evaluating and monitoring all
Ethiopian shipping and logistics enterprise operatincluding multimodal transport
services inside country and abroad. There arerdiftesupplies chain in corporate working
with our company for example, freight forwarder, limiodal transport services,
transporter and clearing agent all this stakeholden the operation started to complete
the process were applying the latest software deeel to control and evaluating the
performance of each stakeholders activities to awgrtheir competitive position in the
international market and reducing warehouse castef transit of cargo facilitate for the

country as well as the customers of Ethiopian shgppnd logistics enterprise.

Q3. What are the controlling mechanisms in youradgpent?

As the interviewee responds concerning the comgplinechanisms, it enable to judged
whether shipping service is quality or not andelistsome of them as freight rete
competitiveness, on time delivery cargo, cargo tgafall documentation process,
availability of service from the needed ports andtomer friendly by manual system. IT
based communication exchange area among thoseiecritarrently new soft were

developed to the overall movements of goods andcgs mentored by this system

Q 4, what kind of system is currently used in yofiice to reduce transport logistics costs?
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According to operation managers, currently the agtsrimport and export demands to
increases by large number due to this Ethiopiappshg transport and logistics enterprise
conducting multimodal transportation system thistem to ensure efficiency ,reducing
waiting time, to minimizing warhorse cost, anditaqprove the lead time movement of

goods from pervious time.

Q5. What are the challenges associated with thtersys

Ethiopian shipping and logistics enterprise hawapoasible body for to reduce transport
logistic and other relevant expenses for this neatwuld be conduct multimodal operation
responsible to lead this operation in order to engificient cost effective and reliable in
port and export movement of cargo from shippingnpdio destination. Know the

challenges are the company employees, stockholaeds customers it cannot easily

understand the multimodal operation.

Yes the major challenges are the company's empoyaestomers, stakeholder unable
multimodal transportation system due to this stelmarkable problems those are delays
goods at the port financial constant lack of infation system all this are happened on the
customer side, on the company side also lack of &fufResource effective operation

facilities and resistance of adapting new technpltbg main challenges.

Q6. In what way those challenges affect the cust@nd stakeholders?

Multimodal transportation system is the known pimaena in the country due to this
remarkable problem; those are delays goods at trg financial constant, lack of

information system inadequate dry pot, lack ofoédfit counters’ availability, lack of

human resource all this are happened on the cortgsialg. On behalf of the customer for
the lack awareness it lead us to insure extragéocost, the goods to spoiled in the port
Djibouti, it leads to bankruptcy, to exposed foraoessary lion, and disqualifies the
market competition the stockholder like transportieivers and assistance driver for
dealing loading unloading schedules to exposedufurecessary expenses all this are

affects the customer and to reduce the companfjtsezicy.
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Q7. How do you evaluate your operational officekisowledge and skill regarding the

multi-modal transportation system?

According to the logistics expert, employee’s knesge and skill is limited because the
multimodal transportation operation system is neatyducting in the past seven years
that is one problem; furthermore there is lack ffgssional workers in this area. There
for in the near future to fulfill this gap we hapéanned to give training to employee’s

customers and professional workers.

Q8. What do you recommend for the above problebeteolved?

Multimodal transportation service by itself is vesgmplex and challenged operation. To
ensure effective and reliable activity, all stakeleos, customers, the government body are
working hand in hand. The procedures and multirhadavities should be supported by
online technology because the demand of growingtrgumport and export transaction to

increase time to time.

The major challenges that multimodal transport ises/face in day to day operation are
fragmented unscheduled transport availability, @adte dry port un-consistency shipping
scheduled lack of adequate containers delays gaiothe port resistance of adapting new
technology lack of human resource, effective arfetieht operation facilities the main

company'’s challenges.

According to the officer interview all those chalige can be solved there is different
strategies states by the company the first onewstomers stakeholders and employees
come to the modern technology and working togethilr Ethiopian shipping and logistic
enterprise the second one also the government emophasis for this section to facility
different operation materials like Forklifts, Loltgall truck, computers and other machines
the third one is the Ethiopian shipping and logsenterprise try to upgrade the carrier of
employees and continues training with regardingnéav technology transformation in
addition to that try to create awareness abouthtalklers and customers what do you main
multimodal transportation and what is the advantaigthis operation to give benefit the
country economic and investors all this are workiogether while the company simply

achieving for the five years strategic plan.
48



CHAPTER FIVE

Summary of Findings, Conclusion and Recommendations

5.1. Summary of Findings

Since multimodal transportation system is new tdidfpian shipping and logistics
enterprise, the enterprise is facing various chgls in undergoing its operation.
According to the finding the challenges are categadr into four main groups. The first
challenges are related to factors within the comipafhe second challenges concentrate
on external factors from stakeholders and custaonidre third challenges come from the
government side. Finally, the last challenge ik laf awareness about supply chain
management.

5.1.1Quantitative Data summary

v" Among the respondents population, (72%) of the @yjs customers were male
and the rest were female.

v" More than 39% of the respondents were BA/BSC helder

v' About 55% of the respondents were importers andrters in their job assignment
while 13% and 10% were transporters and clearingntsgrespectively. The
remaining 7.8% were government employees.

v" More than 80% of the respondent customers and etéders were working with
the company for more than 5 years and the remai®@¥g were working for less
than five years.

v" More than 85% the respondents were used either goadilways as a mode of
transportation, and the remaining 15% were used air

v' 87% of respondents were dissatisfied about the@nge physical facility

v" For more than 78% of respondents were answeredlgeryor the company’s
operational responsibility.

v" Regarding to modern technology uses of for docuatiemt process, 31.4% of
respondents were answered high level of satisfactibile 27.5% and 19.6% of
responded very low.

v' 55% of the customers are dis-satisfied about pradification for any transportation
schedule changes, but 32% were answered neutral.
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85% of the company’s customers were dissatisfigd aontainer availability
73% of the respondents claim that they were nophaout the time required for
the documentation process.

65% of the respondents were dissatisfied about the
service rendered at the country dry ports

81% of the customer respondents were a dissatisfied
by the company’s inconsistent shipping schedule.

65% of the customers were responded low
satisfaction about qualified workers is not assigfoe the job.

More than 55% of customers had less satisfaction
about the company’s complaint management system.

79% of the respondents were showed their level of

disaffection for supply chain integration with ettpartners

5.1.2 Internal Challenges

v

Enterprise’s employees lack inadequate knowledgemodern technologies and
understanding that helps to execute the operatimecessfully, and to entirely
implement multi modal activities as planned, in tdo®intry. In addition, there was
no continuous and adequate on site/off site. Aaohitng was provided to the staff
as part of human resource capacity building.

Employees’ reluctance for accepting and applyieg/ nechnologies has greatly
affected the smooth implementations multimodal apen service.

The concept and aim of multi modal transportatigstesm is not understood equally
among the enterprise workers.

Poor documentation process and its handling weserobd and the time for
document processing tack extended time againstémelard.

The enterprise over all controlled the entire openal activities and there was a
limited involvement on partners side

Inconsistent shipping schedule and lack of coottna integration to use a very
inadequate resource wisely.

Delays of goods at the port, waiting for documeatatprocess, and transport

unavailability, that affected the operation.

50



v

The non-functionality of the new dry ports otheartiMojo andsemera dry ports
were seriously affected the sector not facilitatithg logistics associated with

export/import shipment.

5.1.3 External Challenges

v

Customers were forced to pay extra storage. Th& mabal operation service is
yet not fulfilled the demand requested by its cosdrs

Adequate containers and other port machinerieglffp terminal tracker, and
terminal chassis) remained as the major area cigdl®or loading /unloading
related activities.

The rationale, concept/ideas and overall missiomati modal operation service
was not equally understood by its customers arkeBtdders. The effort to curb
this problem is not yet acceptable. Customers Wisqualified from market
competition.

Stakeholders and customers were not finically olgp&nough to facilitate the
operations and it has enormously affected to &ehee standard lead time for
moving goods from the origin pint to final destioatcustomer ware house
Inadequate operation coordination due to the tapges of professional/qualified
workers

Inadequate Supply Chain Integration between thepemyis and Stakeholders
Poor performance in the practices of S.C.M in dégfeé commercial and
governmental sector of Ethiopia. For example

Lack of qualified workers in the operation place

Poor documentation process and handling

Unclear and inconsistent legal agreements [legtweeistomers and Multi modal
operators

The enterprise foreign agents focused on theirfiismevive un necessary orders to
maintain their benefits only

customers and stakeholders have a limited awaredvesg multi modal operation
Delayed shuttling by Importers/exporters affectede t overall operation
performance.

The enterprise agents found in the abroad receimedcessary/extreme order from
their customers to expand their business and wsldltl customer. Thus, artificial

containers shortage and goods movement would bgupted sharply.
51



5.1.4 Secondary Data summary

It is believed that the introduction of multi modednsport system has benefited the
country in many respects, especially by minimiztmge loss at transit shipment
points, reducing warehousing cost, faster trankitavgos, reducing the cost of
exports and improved their competitive position tive international market ,
minimizing burden of documentations and formaliti@sprove safety and security
of goods. However, the pervious lead time from fjibouti to the country dry
port on average was 1-30 days, because of thedimtton of Multimodal
transportation services, the lead time was planodze reduced by half and it was
calculated below 15 days. Due to physical availgbibssignment of qualified
workers in the sector, and lack of awareness ofirmddal operation by importers

and exporters, the calculated lead time was not asef yet by the enterprise.

As shown in the secondary data, the enterpriseeltablished seven dry ports
across the country, but currently only two poméojo&Semera are working at
their full capacity. As a result of this and thewmg demands import/export the
existing containers are not fulfilling customertguiry. In addition, poor supply
chain integration became the fueling factors fotegrise to achieve below the
standard.
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5.2. Conclusion

The study was conducted to find out the major emgiés of multimodal transportation
services in relation to the Ethiopian Shipping dmdgjistics Service Enterprise. Also, it
intended to discover the major activities of mutiohal transportation and the factors that

influence in shipping and logistics activities.

The Ethiopian shipping and logistics enterprisenot operating as it is expected to
because of lack of physical facilities, unskillednpower and poor coordination among
customers and stakeholders, Therefore in order amage different activities under
multimodal transport operations, i.e., freight farding, clearing and transporting,
incorporating clearing agents, transporters andoous officials is a big challenge. To
mention some, inadequate dry port, waiting for aoentation process, lack of information
technology, unskilled human resource, uncommittegpleyees are determinant factors
that challenge multimodal transport operation inhigtian shipping and logistics

enterprise.

Based on the gathered data in line with the basearch questions raised, the following
conclusions are drawn after assessing the chabesfgaultimodal transportation operation
posed in Ethiopian shipping transport and logiséngerprise. The researcher concluded
that some major failures were identified and alglighted under the summary of major
findings. With regard to physical facilities, thellbwing are the drawbacks of the
company: inadequate dry port, unavailability of eglo containers, inconsistency in
shipping schedule, waiting time of transportatioeliwkry, and slow documentation
process. These have affected import and exporsdctions in the country as well as
individual investors.

According to the findings, multi modal enterprisgound to be not issuing payment for the
transporters in timely manner, because of this amawehicles stuck with different
technical problems while on the road to the porb@jti and the owner of the truck could
not take an immediate action as they are not get fpaely and faced a huge financial
shortages to carry the operation. Therefore, amldititime has required to fix the truck
problems and to reach in to the port Djibouti. Sgpeently, a substantial amount of

containers would appear at the port.
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The lack of contractual agreements between Enssrpaind stakeholders has caused a
regular operational service interruption and adaecdxtra burden to the enterprise not to
fulfill the current growing demand. Furthermore,ckaof proper coordination, inadequate
multi modal operation awareness and limited finahdapacity by the customers has

strained the facilitations of smooth goods movenpent to destination point.

With regards to human resource, the date indictitadthe performance of the employees
is not up to the expectation. There is no prioffieattion when there is delay in shipping or
changing schedules at the ports. There is pooopeance in supply chain integration.
This, in turn, leads to losing trust in customensl atockholders. Sometimes it incurs the
company additional cost&thiopia is a land lock country and it has a negaimpact on
the national import and export activities if a muttodal transportation system is not
strengthen and implemented systematically thatetsure effective and efficient

transportation service.

5.3 Recommendation

The recommendations are made based on the fabdlisesved and in a way that answers
the major research questions and with intentioméet the objective of the study. The

recommendations highlighted as follows.

» The study was conducted to find out the major eimgié of multimodal
transportation services in Ethiopian shipping tpamsand logistics enterprise .The
company should fulfill the physical facilities likelry port availability, in
consistency shipping schedule, dealing of docuntientgrocess and transport
availability; this is to create strong relationshith the customer and stockholder
in addition to that more investor came from abrdiad is to maximizing country

economy and to gat valuable foreign currency.

> The company should expand the
availability of its services through latest techogyl and provide a real time solution
by integrating customer relationship and managersgstem. It can also automate

its customer service features like cargo trackprgcessing fright and quotation,
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inquires, online customer support, and to creatisareness stations periodically.
All this facilities available by the company’s .atatge amount of dollar will be

saved in the land locked country.

Evaluating employee’s performance
survey can also help the company to identify thetemial multimodal
transportation services delivery problems that &laee a direct relationship with
the customer satisfaction. Besides that the comould providing extensive
training can help to make employees capable ofarng the expected service from
them while motivating them at the same time to gwsible contribution for

shipping transport industry.

The company should prompt have to
deploy to fasten the process implemented to rethedamount of deposit for the
containerized package till the consignees’ ware@ous

It is better to provide customers with
a chance to present their appeal on the spot angpemsating them if their
complaint is logical and to decrease their disapipeents by creating impression.
This can help the company to get more accuratebte#dfrom customers rather

than taking time to conduct satisfaction surveys

The company should improve its
delivery time as fast as possible in order to iaseethe movement of goods by
adding value to satisfy import and exporter. Beeadslays is the vital concern of
customers which affect their business and it paal them from the existing

computation.

Even if it is the only company in
Ethiopian that renders shipping industry servitkes,company’s should handle the
multimodal transportation services properly otheevthe domestic investors and

foreign investors to shifted the capital for othesll facilitated counters.
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Ethiopian shipping transport and
logistics enterprise should establish a strong koimg and evaluation system for

the movement of goods in the operation time.

To ensure effective multimodal
transportation services, the company should conduébrmation sharing
experience with stockholder and customers. Sinfieriration is vital through the
shipping industry and to making diction timely whietroducing system to collect
analyses and disseminates desirable. The informaiistem should be acceptable

and use friendly by its customers

To ensure effective multi modal
transportation operation service, the enterprismilshplace a standard contractual

agreement with customers and stakeholders.

Customers and stakeholders should
improve documentation process and work by settinglam of action for each

activities.
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Appendix A:  Questionnaires for Multimodal operation
Appendix B: Interview for the company experts

Appendix C:  Questionnaires for stockholder
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Interview questions for Ethiopian shipping and logstics enterprise for higher official

1.

What are the major activities being perform in yoompany?

2. What kind of procedures taken by your department?
3.
4

. What kind of system currently used in your officeréduced transportation logistic

What are the controlling mechanisms in your depant

costs?

5. What are the challenges associated with multimtvdakport system?

6. In what way those challenge affect customers aamicebblders?

7. How do you evaluate your operational officers’ kiedge and skill regarding to

multimodal transporting system?

What is your recommendation of solution to avoie #ibbove problem?

61



