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ABSTRACT

Today’'s dynamic business environment has forcedhbss managers to constantly review
their firms’ business activities and strategiesoiter to compete effectively. Strategic
managers often develop strategies that will givartfirms an edge over their competitors.
Businesses therefore frequently adopt innovatiomsgain competitive advantages or
capabilities. The objectives of this study wereegiablish the adoption of e-business by
Multiple Hauliers (E.A) Limited as a strategy inha&ving competitive advantage and to
determine the factors that influence adoption blsiness for competitive advantage by the
company. The research design was a case studycaBeestudy was considered appropriate
because the focus of the study was to answer “had’ “why” questions and the study
covered contextual conditions that are relevathéophenomenon under study. Primary data
was collected using an interview guide focusingamoption of E-Business in achieving
competitive advantage in Multiple Hauliers (E.A)nlited. This gave an original and
authentic view of the issues being sought aftet émabled valid generalization about the
company. The questions were addressed to Staffiange of the Modernization Program.
They were twenty respondents for the interview.sThicorporated positions of senior
managers in the departments of fleet managemesdyicy and forwarding and internal
container depot. The data collected was cleanetidated, and edited for accuracy,
uniformity, consistency and completeness. Contamlygis was used considering the
gualitative nature of the data that was collectadugh in-depth personal interviews. The
study established that e-business practices has bdepted and implemented by the
company in the departments of fleet managemenariolg and forwarding and internal
container depot. It was also established that @bss practices helped the business in
maintenance of inventory, proper maintenance otmtery, compliance, cost reduction,
reduced delays, data safety and improved custoeneice. The study further established that
the factors that influence adoption of e-businessude knowledge of e-business benefits,
existing ICT infrastructure, cost of e-business lengentation and available ICT skills and
knowledge of the employees. From the study, thet mgsortant factor to influence adoption
of e-business practices is the knowledge of bendBtived from e-business. This forms the
basis on which the business puts in relevant effordopt and successfully implement e-
business for competitive advantage. the study reoemded that since e-business is
increasingly becoming an important tool for busssssto gain a competitive advantage and
in turn drive economic growth, the government sdoedme up with relevant policies that
will support the education of owners and employaedifferent companies on importance of
adoption of e-business and also improve on theentiinfrastructure available to companies.
This is based on the finding in this study thatrien consideration in adopting e-business is
the knowledge of the benefits accruing from its. Useaddition, owners and employees of
companies should be encouraged to regularly attesrtshops and courses to constantly
improve on their technical skills and knowledge esbusiness given the fickle nature of
Information Technology. The findings would be usefinen developing policy guidelines
for making changes in the institutional framewogtsd policy interventions in E-Business
activities. With regard to theory the study willdadalue to the body of strategic management
discipline especially in the more demanding conserhstrategic issues in management and
will form the basis of further research by idenitity the knowledge gap that arises from this
study. With respect to practice, this project pnes@mple opportunity for business people to
acquire clientele by improving on services offeti@eugh E-Business.
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CHAPTER ONE: INTRODUCTION

1.1Background of the Study

Today’'s dynamic business environment has forcedhbss managers to constantly review
their firms’ business activities and strategiesoirler to compete effectively. Strategic
managers often develop strategies that will givartfirms an edge over their competitors.
These strategies are chosen based on the firmjsi@miore competencies and capabilities as
well as favorable industry factors. Some of the gmwn corporate strategies used include the
grand competitive strategies, strategic alliance @artnership, merger and acquisition,
vertical integration, outsourcing, defensive/ofieasstrategies, functional strategies and
diversification (Thompson, Strickland and Gambl@0®&). Firms have been focusing on
technological innovations in product and servickvdey, closer communication and better
customer relationship as a way of enhancing promiiplacement in the market. Adoption of
e-business as a strategy can allow small firm&topete with bigger names in their sector. A
firm is said to have competitive advantage wheronganizes and combines its core
competencies and capabilities in a manner thateixgwed by customers as of value

compared to its rivals.

The relevance of particular theories that are widgbplied in the E-business adoption
literature to current research is vitally importafihese theories are the theory of competition
and the theory of innovation. E-business shoulgd of the overall competitive strategy
and be integrated into core business processes&Hdajluf (1996) stated that competitive
advantage is created when resources and capabihitie are owned exclusively by the firm
are applied to developing unique competencies. \modd of increasing competition and
technological change, the generation and diffusibimnovations increasingly rely upon new
technological knowledge which is generated not dnhylearning processes within internal
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Research & Development department, but also byaaot®ns with sources of innovation in

the systems of innovation (Tidd, 2006). This fortims relevance of the theory of innovation.

Service industries hold an increasingly dynamic pivadtal role in today's knowledge based
economies. The logistics industry is a classic gdarof the birth and development of a vital
new service-based industry, transformed from th&n®ass concept of transportation to that
of serving the entire logistical needs of custom&santum advances in science, technology,
and communication in the new millennium have comegefirms to consider the potential of
the new resources that are essential if firms areperate effectively within the emerging
business model, and to utilize the opportunitiesnimovate and gain market leadership
(Chapman, Soosay and Kandampully, 2003). In thewledge based economy, many
organizations are forced to re-think their businegmtegies and move away from the
traditional approach of doing business. Organizatimust adopt new and innovative ways of
maximizing information technology and internet ineir business process and service

delivery to their customers (Chan and Al-Hawam@&glg2).

1.1.1Competitive Advantage

The concept of competitive advantage refers to wirats do differently in winning
customers and continue doing so in business. PA®&5) defines competitive advantage as
a way in which a firm chooses a generic strateggdmpete in the market. The generic
competitive advantage chosen could be a cost aayargnd differentiation advantage. Cost
advantage is achieved through consistent produdigiroducts and services at lower cost
than comparable competitors. Differentiation adaget is achieved through continuous
development of unique products and performing atises in a superior manner than
comparable competitors. The two competitive adwgagaform the basis in which a firm

selects a competitive strategy such as throughleadership, differentiation and focus. The
2



choices of a competitive strategy would be infllehby the industry structure and the firm’s
core competencies. Hills and Jones (2001) positchiapetitive advantage is the ability of a
company to outperform competitors within the samdustry. They further assert that
innovation, efficiency, quality and customer resgiganess are the main building blocks of

competitive advantage.

Thompson & Strickland (2002) assert that a comgaas/competitive advantage whenever it
has an edge over its rivals in securing customeds defending itself against competitive
forces. They further argue that a company competirigat market place with a competitive
advantage tends to be more profitable and it islyiko earn higher returns than the one
competing with no advantage. A firm experiences petitive advantage when its action in
an industry or market creates economic value arehvilaw competing firms are engaging in
a similar action. When a firm earns a higher rdteconomic profit of other firms competing
within the same market, the firm has a competitdyantage in that market (Besanko,
Dranove & Shanley, 2000). Organizations achievepmiitive advantage by providing their
customers with what they want or need better oremaffectively than competitors. The
intensity of competition among firms varies acrasslustries. Strategic decisions are
normally about trying to achieve some advantagetligr organization over competition

(Johnson & Scholes, 2002).

1.1.2 The Competitive Advantages and E-business Agliton

Businesses frequently adopt innovations to gainpaiitive advantages or capabilities. An
organization may adopt an innovation because itrsfdaeing left behind by other
organizations that do so. During innovation difarsiearly adopters are more likely to seek
efficiency and profit gains, whereas later adoionay reflect the pursuit of legitimacy

(Westphal, Gulati & Shortell, 1997). Specificallppwerful customers and suppliers may
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demand the adoption of innovative processes tleat plerceive will either reduce their costs
of, or increase their benefits from, dealing wille focal organization. Companies must be
flexible to respond rapidly to competitive and nedrichanges. They must benchmark
continuously to achieve best practice. In additistrategic positions can be based on
customers’ needs, customers’ accessibility, ovtreety of a company’s products or services

(Ramsay, 2001).

Electronic business is recognized as an importaga #or information technology innovation
and investment (Sauer, 2000). Firms are increasiatiempting to incorporate e-business
into their existing information systems applicasoand business processes, and build
Internet-based technologies for transacting busimeth trading partners (Teo, Ranganathan,
and Dhaliwal, 2006). Developing e-business capghgian important undertaking because it
is not only rapidly chaining the way that compariey, sell, and deal with customers, but
also becoming a more integral part of its busirststegies (Abu-Musa, 2004). E-business is
an integration of communication technologies witlsiness processes and management
practices via internet (Simpson and Doherty, 200 domain of e-business covers almost
all of the firm’s business functions such as tramgfig of funds, communication with
customers, electronic buying and selling of goodsl @ervices, servicing customers,
collaborating with business partners, and condgctiansactions within organization. The
potential of electronic business to transform bessnmodels, organizational structures and
processes and relationship with customers, sugphedd other business partners is now
universally acknowledged (Xu, Zhu, and Gibbs, 20@&Bveral reasons seem to underlie the

rapid uptake of e-business globally.

Straus & Frost (2002) assert that most of e-busim@plementation decisions in business

processes are based on the possibility to readifisant cost efficiency which means bigger
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company profits and higher level of competitiven@sshe market. E-business enables a firm
to create value for its current and potential coslis and also for itself by sending cost-
effective customized communication about new pretgland services. The tension between
the organization’s economic motivations and nomeafressures to adopt innovations is
particularly relevant in the context of e-busineBeom a theoretical perspective, Porter’s
value chain framework suggests that value creawdhin a business unit can be traced
through distinct stages - beginning with the inkwbunterface (where supplier related
processes are concentrated), through the busited§ and culminating at the outbound
interface (where customer-related processes areentnated). Consistent with this view, it
emerges that managers cognitively clustered e-bssiactivities as pertaining to suppliers,

the internal operations of the business, and tomeyrs (Porter, 1985).

1.1.3 Multiple Hauliers (E.A) Limited

Multiple Hauliers (EA) Limited was formally establied in 1982 as a family business with
only a handful of trucks. The aim was to be themsairvice provider for the haulage industry
in East Africa. The company was initially conceivadthe early 1970’s, from a small
residential yard in the South C area of Nairobie Thuck enthusiasts, started with 3 brand
new Leyland bodied trucks and worked hard to btlikel business well into the 1980’s until
acknowledging there was a need to fill a void ia bulk haulage, with particular focus on
Petroleum Products. It has a territorial presendéanya, Uganda, Tanzania & Rwanda and
has over 1,000 employees. Multiple Hauliers (E.AJ bas a fleet of above 1000 Trucks.
The fleet is comprised of a mixture of general oatrgicks, skeletal for carrying containers,
bulkers for carrying bulk cement, tippers for femgy goods such as clinker, soda ash,

gypsum, fuel and gas tankers. The company opeestes subsidiary of Multiple Group



namely; RT Roadways Tanzania Ltd, Muloil Ltd, Mplg ICD Ltd, Multiple ICD Kenya

Ltd, Multiple Solutions Ltd, Multiple Industries dtand RT (E.A) Ltd (Onyango, 2013).

The Company’s Vision Statement is to be the preiRiead Transport Contractor in Africa
by setting the highest standards of integrity, tyad@d best environmental innovations whilst
offering total transport solutions to our valueds@mers and the Mission Statement is to
excel with consistent improvements in every areanwnagement and operations by
providing quality and timely service with pride &tegrity whilst ensuring safe & secure
environmental working practices at all times. Themany’s Headquarters are in Nairobi
with branch Offices in Mombasa, Kisumu, Busia, M@&aKampala and Mwanza. Being the
flagship of a group of Companies, the Company $® g@roud of its state-of-the-art Inland
Container Depot (ICD) in Kampala, Uganda and thail@r, Tankers & Tippers Assembly
plant in Nairobi, Kenya. The petroleum product&fleomprises mainly of not older than 5-7
years Mercedes Benz & NISSAN trucks that are supdoby a large number of smaller

convoy (Road Patrol) and maintenance vehicles (0gya2013).

1.2 Research Problem

Competitive advantage is a key determinant of sap@erformance, and ensures survival
and prominent placing in the market. In today’srldlo competition in the market has
become so intense that firms are continuously dg@ued and implementing strategies to stay
relevant in business. Firms strive to gain and asmstompetitive advantage through
technological innovations, efficiency, quality pumtis and services and being responsive to
customer needs. E-business is a contemporary gfrate achieving cost-effective firm
customer connectivity and in lowering trade anainfation barriers. It has an important role
in supply chain management where there are a Igposkibilities to improve business

processes at a lower cost hence bigger companigspanid higher levels of competitiveness
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in the market. E-business would provide the basmnéwork for activities in haulage

business including fleet management, safety comgdiand training of employees.

Multiplers Hauliers (E.A) Limited is a formidablerce with a territorial presence in Kenya,
Uganda, Tanzania and Rwanda. With one of the mpgb wWate transport fleets in Eastern
Africa, the company has the ability to transpodiverse spectrum of goods for some of the
largest companies in the region, moving both imgp@mnd exports. E-Business practices
would be applicable in fleet management, clearing #orwarding and internal container
deport. In clearing and forwarding, the activitibsit would be supported by a E-Business
platform include; declaration of imports and exppreceiving the goods from the factories
or premises, warehousing of goods, receiving dispatders from the principal, arranging
dispatch of goods as per the directions of thecjpal by engaging transport on his own or
through the authorized transporters of the pridc@pa maintaining records of the receipt and
dispatch of goods and the stock available at thehause. In fleet management E-Business
adoption would help in reducing and minimizing alercosts through maximum, cost

effective utilization of resources such as vehiclesl and spare parts (Onyango, 2013).

Early research on e-business emphasized how coagpdarived competitive advantage, and
primarily focused on case studies of a small samplerganizations (Ihistrom & Nilsson,
2003). Croom (2005) asserted that companies greaftmowledge the benefits of using
e-business in logistics processes. Johnson, Klagssmders & Awayshehet (2007) studied
the impact of éusiness adoption to customer service, orderingoancirement. He argued
that understanding of how and where firms udriginess and the direct benefits that they
provide is still limited. In Kenya, Mutua, Oteyo I§jeru (2011) studied the strategic value of
e-commerce in SMEs in Nairobi. This study estalklisthat e-commerce is not widespread.

43% of all the firms surveyed had no functioningbsites. 31% of the firms had static
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websites, while 22% of the firms had active welssiteat allowed interactive communication
with customers. Finally, Ayuma & Munyoki (2012) tineir paper ‘E-Commerce Strategy and
Performance of Commercial Banks in Kenya' aimedstablishing the relationship between
e-commerce strategy and performance of commer@aksd in Kenya, and the factors
influencing the adoption of e-commerce strateg\e fidsults indicated that there was a strong
relationship between the e-commerce strategy amfbrpgance of commercial banks in
Kenya. The importance of logistics industry in #@nomy has attracted a lot of attention
from various stakeholders thereby necessitatingpvarstudies which try to tackle emerging
issues. This study will attempt to answer the netegquestion, ‘is adoption of e-business as

strategies by logistics firm help it gain compegtadvantage?

1.3 Research Objectives

I. To establish the adoption of e-business by Multideuliers (E.A) Limited as a
strategy in achieving competitive advantage.
ii. To determine the factors that influence adoptioneedbusiness for competitive

advantage by Multiple Hauliers (E.A) Limited.

1.4 Value of Study

This study will offer valuable contribution to thgoand practice. First the study will add
value to the body of strategic management dis@phkspecially in the more demanding
concept of competitive advantage and will form Haesis of further research by identifying
the knowledge gap that arises from this study. &rmss being a contemporary issue, will
effectively contribute to theory development. Reskars will be able to understand
emerging competition based on new technology andfitms are positioning themselves in

the market place to increase customer share. Haings of this study would be useful to



policy makers by informing them on important E-Biess management practices needed be

addressed in order to foster a fair competitivariess environment.

The findings would be useful when developing polizydelines for making changes in the
institutional frameworks and policy interventionElectronic commerce and especially
adoption E-business will add value to growth of ds®nomy. This is contingent upon the
adoption of legislation that supports electronangactions. This study will add insights into
the area of legislation from its benefits pointvidw. This research also offers scholars a

foundation into the extent significance of e-bussias a competitive strategy policy area.

For practices purposes, if organizations are toesehcompetitive advantage by delivering
value to the customers, the information in thisdgtwill help managers understand how
value is created when e-business is adopted aataggt in their firms. They will be able to

understand and address factors that facilitate iodein the adoption of e-business. The
government will also have a chance to formulatecpes related to e-business adoption in
government institutions. To scholars, the resultsilel contribute to the existing knowledge
on E-Business practices in achieving competitiveaathge in Logistics companies. It would

assist in providing sources information for furtihesearch studies.



CHAPTER TWO: LITERATURE REVIEW

2.1 Introduction

This chapter provides a discussion of the varidusories and concepts that provide
explanations regarding adoption of E-Business ihieatng competitive advantage in
logistics companies; studies that have been datetk relevant to this study and a summary
of the literature review. The chapter is organizedsuch a way that it begins with a
discussion of the relevant theories followed by capts then the empirical review, and

finally a summary of literature review.

2.2 Theoretical Foundation

This section focuses on theoretical review of hawsibesses achieve competitive advantage
by adopting E-business practices. Two theoriesrerewed in this study and they include

theory of competition and theory of innovation.

2.2.1 Theory of Competition

Barney (1991) asserted that a firm has a competdatvantage when it is implementing a
value creating strategy not simultaneously beinglémented by any current or potential
competitors. When two or more firms compete witthie@ same market, one firm possesses a
competitive advantage over its rivals when it earqersistently higher rate of profit (Grant,
1996). Competition exist when different organizateeek commitments of time and energy
from the same target markets and an organizatmesfaompetition when its success depends
upon behaviour of other actors who are trying télfgimilar customer needs. Porter (1979)
noted that it is a prudent for any firm to undemstahe underlying sources of competitive
pressure in this industry in order to formulate rappate strategies to respond. Firms often

respond to such environmental changes througlegicatesponses.

10



Hax & Majluf (1996) stated that competitive advaygais created when resources and
capabilities that are owned exclusively by the fiare applied to developing unique
competencies. Moreover, the resulting advantage lmnsustained due to the lack of
substitution and imitation capabilities by the fisntompetitors. Advances in information
and communications technology have allowed fordewange of electronic business models
and applications. These applications are providirmpmpetitive advantage for organizations
by creating efficiencies and cost reductions. Exess should therefore be part of the

overall competitive strategy and be integrated amiee business processes.

2.2.2 Theory of Innovation

It was developed by Schumpeter (1934). He descril@®@lopment as historical process of
structural changes, substantially driven by innmvatvhich was divided by him into five

types namely; launch of a new product or a new ispeof already known product;

application of new methods of production or sales @roduct; opening of a new market;
acquiring of new sources of supply of raw matesiasemi-finished goods and new industry
structure such as the creation or destructionmbaopoly position. Schumpeter argued that
anyone seeking profits must innovate. That willssathe different employment of economic
system’s existing supplies of productive means. ushnand Pyka (2007) believed that
innovation is considered as an essential drivezomhpetitiveness and economic dynamics.
They also believed that innovation is the centerecbnomic change causing gales of
‘creative destruction’, which a term is created $ghumpeter in Capitalism, Socialism and

Democracy (Schumpeter, 1942).

According to Schumpeter (1942) innovation is a pssc of industrial mutation that
incessantly revolutionizes the economic structooenfwithin, incessantly destroying the old

one, incessantly creating a new one. In a worlthafeasing competition and technological
11



change, the generation and diffusion of innovatioeseasingly rely upon new technological
knowledge which is generated not only by learningcpsses within internal Research &
Development department, but also by interactiorth wources of innovation in the systems
of innovation (Tidd, 2006). Thus, a critical comeat of successful innovation is the ability
of a firm to exploit and utilize external knowledfyem different sources of innovation (Lin

and Chen, 2007).

2.3 Factors Affecting Adoption of E Business for Competitive Advantage

Peng and Trappey (2005) assert that e-businessiaaap closely related to the rapid use of
the Internet technology as the Internet has becammemmercial medium that attract and
motivate the enterprises to experiment a new wageofing their customers. However, for
organizations to fully apply e-business in theie@gtions they must consider certain factors
depending on the type of business. These includeriarelated to application, intra-firm
related factors, management emphasis, human resoard competitive attitude. Lin and
Lee (2005) indicated that organizational learniragtdrs and knowledge management
processes are closely related to the level of @bsas adoption in any organization. Business
owners, who are aware of the e-business applicatod its benefits, are more motivated to
gain the knowledge and understanding of e-busieess its practices. However, if the
business owners have negative attitude and peocefawards e-business, then those factors
will become their reasons or barriers for reluceatawchange. Another factor that is related to
e-business adoption is the readiness level of m&t® suppliers, intermediaries, competitors

and the public.

The factors can also be generally classified irteed namely; factors relating to the
applications, intra-firm related factors and fastoelated to the supply chain. Application

factors include operational compatibility, relatieglvantage, complexity and the cost of
12



e-business applications. Operational compatibilitgald with how compatible are the
e-business applications with the existing activittfscompanies (Rogers, 1995); Relative
advantage refers to the expected benefits and #efulness arising from -leusiness
applications in comparison to other applicationed&s, 1995) while complexity refers to
the difficulties that a company is expected to feccenderstanding and using the applications
(Van der Veen, 2004). Finally, cost is linked t@ therceptions of the persons interviewed

regarding the capital needed for investments.

The Internet changes the basis of competition dicadly altering product/service offerings
and the cost structure of firms. The Internet atdmnges the balance of power in
relationships with buyers and suppliers by incre@sir decreasing the switching costs of
these buyers and suppliers. By reducing custonsees’ch costs, the Internet makes price
comparison easy for customers, and thus increases pompetition (Bakos, 1998). The
price competition resulting from lowered customearsh costs increases rivalry among
existing competitors, reduces switching costs oftmmers, and thereby shifts bargaining
power to customers. On the other hand, IT reducesunctost; the cost of administering
multiple prices for a number of different productsservices and, in part, facilitates price

discrimination (Bakos & Brynjolfsson, 1997).

The Internet creates new substitution threats bgbkmy new approaches to meeting
customer needs and performing business functiomstgi? 2001). World Wide Web
technology itself has produced new promotion venudse Internet also facilitates an
electronic integration of the supply chain actesti achieving efficient distribution and
delivery. It also facilitates partnerships or sttat alliances by networking partners or allies.
The Internet enables consumers to compare pricedugts, and services across suppliers.

According to Bakos (1998) lower search costs facepand product offerings in Internet
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marketplaces promote price competition among sellEne Internet thus significantly affects

competition, and intensive price competition camelate sellers' profits.

Christensen & Methlie (2003) claimed that e-bussnesproves business processes through
the automation and optimization of usual businesggsses. The main benefits associated
with e-business solutions are increased efficieany effectiveness of various business
processes, improved internal and external commtiaicaeduced costs and the like (Chong,
2010). Those benefits are often related to the etinge advantage of the company, which
suggests that company competes successfully @lE). According to Croom (2000) key
application areas of e-business solutions may ke oriented and outward oriented.
Concrete outward oriented application areas of ®Hmss are value system integration
achieved by closer cooperation between differeayeats in the industry, customer-oriented
activities and supply chain integration. Main eihass solutions for the described
application areas are e-procurement solutions, n@yoerce, order management systems,
Customer relationship management and e-invoicirey lward e-business application area
is management of internal work processes with tbkp fof such e-business solutions as
Enterprise resource planning, Knowledge managensystem, Enterprise document

management system and e-learning applications {@&r&&uurling, 2003).

2.4 Empirical Literature on E-Business Practices

The adoption of e-commerce is tending to automatieer than re-design existing business

processes. High levels of internal information egst integration appear to be associated
with low levels of business process integrationsiBess process management is a systematic
approach to improving an organization's businesgqgsses. It seeks to make business

processes more effective, more efficient, and noapmble of adapting to an ever-changing
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environment (David, Matthew & Suzanne, 2002). Oa thternational domain, Hedberg,
Dahlgren, Hansson & Olve, (1997) carried out a syron the influence of E-commerce on
customer-facing operations, relationships with $siepg and internal operations throughout
the whole organization whether in the front offibat is, those areas that involve contact
with customers or in the back office that is, are#d no customer contact. They concluded
that the impact of e-commerce on operations managehas, to date, focused primarily on
the external links in the supply chain. This maydoe to an assumption that e-commerce is
associated with moves to more outsourcing, linkétl woncepts of the virtual organization.

It may also be due to the need to manage the greateectivity afforded by e-commerce.

Soto-Acosta & Meroio-Cerdan (2008) attempted tontifle e-business resources and
capabilities and to find out the relationship bedswéhose two separate variables and firm’s
performance. The result showed that IT resourca® wet related with e-business value.
However e-business capabilities had a positive ahpa procurement costs, cost of logistics
and inventory and relation to suppliers. Sande@®72 analyzed the benefits of e-business
technologies from the supplier perspective. Studgults showed the association of e-
business with strategic and operational benefitsthie study on the interaction of e-

commerce and IT on firm performance, Zhu (2004 ntbthe positive relationship between

e-business capabilities and company’s improved ntire performance. Zhu (2004)

replicated in previous study developed concept@héwork relating two set of variables; e-

commerce capabilities and IT infrastructure witimfiperformance.

In Kenya, Ochieng (1998) found out that e-commasc@a key factor on bank business
process management. However, irrespective of thel lef operational activity retained
within the organization, the adoption of e-commessems bound to have significant

implications for the way that business processes managed internally and externally.
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Magutu, Ongeri & Mwangi (2009) studied modeling #féects of E-Commerce adoption on
business process management. The general objettikies study was to model the effects of
e-commerce adoption on business process managelnhards found that the commercial
banks in Kenya have formalized policy on E-Commeacel internal business process
management. The major effects of e-commerce onsbbnginess process management were

found to be improved image of the bank through mupd service provision.

2.5 Summary

The adoption of e-commerce is tending to automatieer than re-design existing business
processes. High levels of internal information egst integration appear to be associated
with low levels of business process integrationsiBess process management is a systematic
approach to improving an organization's businessqsses. Business Process Management
activities seek to make business processes mazetiglf, more efficient, and more capable
of adapting to an ever-changing environment. Eguakchnology is what drives the
phenomena of globalization and provides competiadewantage to firms. Technological
factor reduces costs, improves quality and leadsrtovation. It can benefit consumers as
well as the organizations providing the productsleRantly, adoption of E-Business is the

right option for businesses including logistic#fs.

16



CHAPTER THREE: RESEARCH METHODOLOGY

3.1 Introduction

This chapter discusses the research design, thelgtigm, the sample, the type of data
needed and the source of the data. This chapierealsdains how the data will be analyzed

and conclusions arrived at.

3.2 Research Design

The research design was a case study. Young (E88@)ts that a case study is a powerful
form of qualitative analysis that involves a catefnd complete observation of a social unit,
irrespective of what type of unit is under studjeTcase study was considered appropriate
because the focus of the study was to answer “hawd “why” questions and the study

covered contextual conditions that are relevatihhéogphenomenon under study (Yin, 2003).

Young (1960) as cited in Kothari (2004) describasecstudy as a comprehensive study of a
social unit be that unit a person, a group, a $awséitution, a district or a community. It is a
form of qualitative analysis where in careful ammanplete observation of an individual or a
situation or an institution is done; efforts ared®do study each and every aspect of the
concerning unit in minute details and then from ¢hee, data generalizations and inferences

are drawn. Multiple Hauliers (E.A) Limited thereéomet the criterion for the case study.

3.3 Data Collection

Primary data was collected using an interview gdateising on adoption of E-Business in
achieving competitive advantage in Multiple Hadi€E.A) Limited. This gave an original
and authentic view of the issues being sought #itgrenabled valid generalization about the
company. An interview guide was prepared to agsiah in-depth interview. It is a justified

tool as it helps to collect in-depth data usingbpng questions on key E-business practices
17



adopted at different departments and tasks espedmlthe areas of fleet management,
clearing and forwarding and internal container depbe questions targeted top management

at the three departmental areas.

The questions were addressed to Staff in chargheoModernization Program; they were
twenty respondents for the interview. This incogted positions of senior managers in the
departments of fleet management, clearing and faliwg and internal container depot. The
interviews covered levels of staff across all tepattments. The procedure involved personal
interviews conducted by the researcher. By doinghgsoresearcher was able to determine
how Multiple Hauliers (E.A) Limited has adopted kidthess practices and the factors that
influenced adoption of E-Business. The senior marsagere the target of the interviews as
they are deemed to be well versed with the E-Bgsinpractices in the respective

departments.

3.4 Data Analysis

The data collected was cleaned, validated, aneéceddr accuracy, uniformity, consistency
and completeness. Content analysis was used congidbe qualitative nature of the data
that was collected through in-depth personal imgsvs. This is a systematic qualitative
description of the composition of objects or matleaf study. It involves observation and
detailed description of objects, items or things ttomprise the study (Mugenda, 1999). This
technique uses a set of categorization for makalgl\and replicable inferences from data to
their context (Baulcomb, 2003). The data collested meant to establish the adoption of e-
business by the logistics firm and to help deteentlme factors that influence adoption of e-
business by Multiple Hauliers E.A Limited. Issuesiag from the interviews were analyzed
appropriately. This offered a systematic and qatié description of the objectives of the

study.
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CHAPTER FOUR: DATA ANALYSIS, RESULTS
AND DISCUSSIONS

4.1 Introduction

This chapter presents research results and findingghen concludes by presenting detailed
analysis and discussions of the research objectiseguided by the research questions and
objectives. The objectives of the study was toldstia the extent of adoption of e-business
by Multiple Hauliers (E.A) Limited as a strategy achieving competitive advantage and to
determine the factors that influence adoption blisiness for competitive advantage by the

company.The interview guide was administered to 20 intexges.

4.2 Profile of Multiple Hauliers (E.A) Limited

Multiple Hauliers (EA) Limited was formally establied in 1982 as a family business with
only a handful of trucks. The aim was to be thems&rvice provider for the haulage industry
in East Africa. The company was initially conceivedthe early 1970’s, from a small
residential yard in the South C area of Nairobie Thuck enthusiasts, started with 3 brand
new Leyland bodied trucks and worked hard to bthkel business well into the 1980’s until
acknowledging there was a need to fill a void ia bulk haulage, with particular focus on
Petroleum Products. It has a territorial presendéanya, Uganda, Tanzania & Rwanda and
has over 1,000 employees. Multiple Hauliers (E.Apited has a fleet of 1500 Trucks. The
fleet is comprised of a mixture of general cargacks, skeletal for carrying containers,
bulkers for carrying bulk cement, tippers for fémgy goods such as clinker, pet coke,
gypsum, fuel and gas tankers. The company opeestes subsidiary of Multiple Group
namely; RT Roadways Tanzania Limited, Multiple 1aQDmited, Multiple ICD Kenya

Limited, Multiple Solutions Limited, Multiple Ind@ses Limited and RT (E.A) Limited.
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The Company’s Vision Statement is to be the prefRiead Transport Contractor in Africa
by setting the highest standards of integrity, tyad@d best environmental innovations whilst
offering total transport solutions to our valueds@mers and the Mission Statement is to
excel with consistent improvements in every areanwnagement and operations by
providing quality and timely service with pride &tegrity whilst ensuring safe & secure
environmental working practices at all times. Then@any’s Headquarters are in Nairobi
with branch Offices in Mombasa, Kisumu, Busia, M@aKampala and Mwanza. Being the
flagship of a group of Companies, the Company $® g@roud of its state-of-the-art Inland
Container Depot (ICD) in Kampala, Uganda and thail@r, Tankers & Tippers Assembly
plant in Nairobi, Kenya. The petroleum product&fleomprises mainly of not older than 5-7
years Mercedes Benz and NISSAN trucks that aremstgap by a large number of smaller

convoy (Road Patrol) and maintenance vehicles.

The market of the company spans in the wider e&stah region including Uganda, Kenya,
Rwanda, Burundi and Tanzania. The company carr@sows disparate products from
numerous sources. The principal items include pmiro products, cement and ancillary
goods, chemical, salt and soda ash, grains andstigif&] other agricultural goods and
general cargo. These different commodities requilifferent fleet and equipment
specifications. The company has over the yearseldped, designed and invested in
equipment and facilities that have enabled themetwice these diverse sectors. Being the
one of the most reputable haulage companies inAfast, the company’s’ fleets are easily

identifiable as they are painted in the compangipaorate colours; bright orange and blue.

The company has done a huge investment in 150Rstihat have the latest safety features
and modern technology. The fleet is comprised wiixd@ure of general cargo trucks, skeletols

for carrying containers, and bulkers for carryindklocement, tippers for ferrying goods such
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as clinker, pet coke, and gypsum as well as fuélgas tankers. The entire fleet is fitted with
the latest tracking systems, enabling constant tmong from a central control room,

ensuring conformity of a vehicle’s journey plan afddance to company driving rules. The
company has also recently invested in the instaflabf cargo tracking systems. This is a
prime importance for fuel tankers, cement bulkerd eontainer cargo, wherein it alerts if

there is any tampering or opening of the doorsaiches.

The clients of the company include Bamburi Cemedt Taita Chemicals Magadi Ltd, Athi
River Mining Company Ltd, Damco — Uganda, Shell g Ltd, Jacobson Uganda Power
plant co. Ltd and Electro-Maxx Uganda Ltd. The pamy has won several awards; in 2002
the company won the President's HSSE Award (SouatheY and Presidents’ HSSE Award
(North West E.A); in 2003 the company was awardetha best transporter E.A and Grade
‘A’ Uganda league while in 2007 the company got 1iePrize road safety initiatives. The
company also got the*prize road safety award in 2009 while in 201Ceiteived 2 place
road safety award (Motor commercial) arld Bace road safety award (general cartage). The

company has therefore maintained competitive perdmice overtime.
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4.3 E-business Practices at Multiple Hauliers (E.Alimited

E-business is the processes and tools that allompanies to use internet-based information
technologies to conduct business internally ancreztly. Lately company’s investments
into e-business infrastructure and e-businessisokibave been considered to be of primary
importance for the companies seeking to competeesstully in any industry and market.
Companies attempting to be competitive can baredyage without e-business. Multiple
Hauliers has adopted a number of E-business peactit fleet management, clearing and

forwarding and internal container depot.

4.3.1 Fleet Management

Fleet management includes many diverse tasks apamsibilities. It requires a dedicated
staff to manage vehicle acquisition, maintenanepairs and disposal, while following all
laws, regulations and policies. The fleet managermlkam addresses all long-range strategic
and business aspects of owning, operating and slisp@f vehicles. It also addresses the
financial aspects of establishing vehicle use rates replacement funding. Having timely
and accurate data is vital to professional fleehagament. The study established that the
fleet is comprised of a mixture of general cargmrks, skeletols for carrying containers, and
bulkers for carrying bulk cement, tippers for fengy goods such as clinker, soda ash, and
gypsum as well as fuel and gas tankers. The efitiet is fitted with the latest tracking
systems, enabling constant monitoring from a céotatrol room, ensuring conformity of

a vehicle’s journey plan and abidance to companyndy rules. The researcher also found
out that the company has made a huge investmeaheifieet with an estimate of Kshs. 18
billion. The company has also private owned yardsthvKshs 2.1 billion. The picture

below shows a section of the company’s trucks énydrd:
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Figure 4.1 Section of the Company’s Trucks in the ard
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Source: Research Data, 2014

E-business practices in fleet management are émsémtkeep the fleet safe and well
managed. It requires advanced and innovative téogpato provide full service fleet
management solutions. The data was collected usimaon-one interview, visit and
observation and taking of pictures. The researtiedd an interview with the fleet co-
ordinator, sea freighter manager and operationsageanand also took pictures of the fleet
of vehicles in the some of the yards. The studgt#sthed that the company has installed a
management information system designed specifi¢éalythe fleet that can track, analyze

management information system designed specifiéalythe fleet that can track, analyze
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and provide the reports necessary to ensure aecamdttimely decision-making, so that the
company can optimize overall fleet performance. T™atabase can help to maintain
inventory, manage proper maintenance, identify andlyze high-cost vehicles, develop
reports for regulatory compliance, monitor vehiake and establish vehicle-replacement

cycles.

The research established that the fleet manageswtware at the company has the
capacity to supervise, manage, locate, schedule raathtain vehicle fleets. The
comprehensive maintenance and logistics systenurisata modular architecture with
integrated applications for activities such as assmagement, maintenance requirements,
planning and forecasting, configuration managemesmtd defect analysis. Asset
management involves tasks such as the definitiomdi¥idual assets and asset families,
cost analysis and valuation, and calculating degtiea. Maintenance requirements
describe scheduled maintenance activities such & &, and D checks. The software also
support department of transportation (DOT) guidedin With the fleet management
software, planning and forecasting activities a@ ttompany include line maintenance
planning, work packaging, estimating, capacity plag, and supply chain management. It
was further established that work packaging allossrs of fleet management software to
combine different maintenance requirements, sonaestion different assets, to complete
work in the most efficient way while estimatingaa important module for users of fleet
management software who have budgetary, accouotifigancial oversight activities. The
company has invested 80,000 dollars in the softwahe company has further sourced
experts from Indonesia that continuously develog #oftware and tailor-make it
applications to operations of the company and tae of continuous business changes.

These experts are three (3) software engineerspead!t®,000 dollars monthly.
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It was found out that the superior software ha®githe company a host of competitive
advantages. The company enjoys low cost monthiyiceewith optional cellular data plan.
Planning more efficient routes helps to serve mawstomers, reduce fuel costs, cut
overtime hours, and reduce vehicle maintenance. sidigvare allows the company to
schedule and plan recurring routes as well as neaaad even adjust dynamic routes at just
a moment’s notice. The software also shows reat-tumhicle locations, customers, and
routes. It also sends routes and instructions to goivers with the click of a mouse. The
in-vehicle sensors enable complete vehicle momigoriCustomizable driver forms also
allow the company to tailor the business needs. Sdfevare also maintains a historical
record of vehicle routes, breadcrumbing, and rcam@lysis. These advantages make

Multiple Haulier (E.A) limited a market leader ine region.

4.3.2 Clearing and Forwarding

As a clearing and forwarding agent, the companwarckhipments of goods through the
country's Customs Inspection facilities and theip shem onwards to their final destination
within that country. Clearing and forwarding adies are handled by Multiple Freight
Solutions Limited (hereafter referred as MFSL) isfuly Licensed Logistics, Customs
Clearing and Freight Forwarding. MFSL employs ds@mualified staff with strong logistics
experience in the Region, MFSL is well positionedthe Great Lakes Region to deliver
quality service to meet and exceed customer remeinds and expectations.
United by a commitment to customers and energiyeithé role in helping them succeed, the
company has steadily grown in the region sinceestsblishment in 2008. MFSL provides
individual supply chain consultation through itggiktics experts and brings specialized
knowledge to specific industries, like Project Lsigis, Customs clearing, Ware Housing and

cargo consolidation. The company’s Sea /Air Freightt Ware Housing products are an
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integral part of the total Solution Package produdtich includes dedicated Sea, Road and
Air Freight departments. The activities here ineludceiving the goods from the factories or
premises of the principal or his agents; warehau#irese goods; receiving dispatch orders
from the principal; arranging dispatch of goodspas the directions of the principal by
engaging transport on his own or through the ai#hdr transporters of the
principal; maintaining records of the receipt amspdtch of goods and the stock available at

the warehouse.

Data was collected using observation and intervielse researcher interviewed the
warehouse manager, the warehouse manager and peesidnnel. The study established that
the company employs highly qualified and experienckearing agents who are properly
remunerated. The company has its own trucks the¢ #ae transportation of goods after
clearing. This is cheaper as compared to outsagrciansportation hence giving the
company a competitive advantage. The company ha®@mately 6000 trucks stationed in
its own yards built within its premises within thegion. This is an implication of reliability
which is of prime competitive advantage. On a wedddsis, the researcher established that
the company receives approximately 400 contair@rsléarance. The figure below shows a

section of the company’s containers in clearinglyar
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Figure 4.2 Section of the Company’s Containers

Source: Research Data, 2014

The clearing agent takes physical stock at the pomediately the ship arrives so that
immediate transportation of the containers is dimstead of waiting for the ship to offload
all the cargo. This allows the importer to arrarige verification of the cargo and faster
clearance at the ICD. Invoicing is controlled bjtware and data is saved on clouds so that it
can be retrieved on line in case of any destruciitve researcher found out that billing is on
line so that clients can get their charges fronirtbifices and the calculation of charges is
based on information input on probable date ofasteof goods. Confirmation of bank
payment is on line due to on line banking. Thisesaelients the hustles of unnecessary

delays and cost.

In sea service, the study established that the aogpns a Non-Vessel Operating Common
Carrier (NVOCC) and sea Freight Forwarder specdradizn the movement of Sea Freight in
Full Container Load (FCL) or Less than Containeradlo(LCL) volumes. Through the

company’s association with FIATA and World Cargdi#ice, it is able to negotiate large
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volume confidential contracts with multiple steaipslines in all global trade lanes. These
contracts allow the company to offer competitiviesao their clients. With a complete range
of Sea Freight Services, the company leverage vesusmartly to deliver competitive seas
transportation in every major trade lane betweenyke Europe, Middle and Far East and
Asia. The study established that through the colyipametwork of experienced

professionals, strong world shipping connectionsl @xtreme flexibility, it is able to

specifically respond to whatever the shipping nemastomers. The figure below shows a

section of the company’s sea related services tdkang the research:

Figure 4.3: Section of the Company’s Sea Services

Source: Research Data, 2014

In road services, the study established that Meltifauliers (EA) Limited is the largest road
haulage contractor in the Eastern Africa Regionvds established that Multiple Hauliers
(E.A) Limited operates a fleet in excess of 1500cks and Trailers and is able to move
diverse products such as Bulk Goods (Coal, Cembnke?, Finished Cement, Pet coke and

Gypsum), all Petroleum Products, Containerized @aeneral Cargo and Outsize Items.
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With facilities across the region, Multiple Haubes able to ensure that all goods are moved
in a Safe and Secure manner. All fleet vehiclesfited with the latest satellite trackers
enabling Multiple Solutions Track and Trace to Ipelated with accurate positioning of the
cargo being carried. Whether it is only one corgraior thousands of tons of goods, Multiple
Hauliers will, with the assistance of its yearsegperience move any commodity within the
entire region, including Rwanda, Burundi and South®udan. The company has therefore
established a strong competitive footing in thaaeglue to its reliability and high efficiency

levels arising from adoption of E-business prastice

4.3.3 Internal Container Depot

This involves entire item-wise package of serviativities for handling the temporary
empty/laden container storage, loading/unloadingheg export/import goods, and
containers under custom clearance. All the adtisitielate to clearance of goods for home
use, warehousing, temporary admissions, re-exjgrporary storage for onward transit and
outright export, transshipment, take place froms #tation. An inland container depot has the
following related departments functioned in its osovered area or premises; Container
Service Department, Import Department, Containereight Station/Warehouse,
Documentation Department, Equipment Department,ndpartation Department, Port
Removal Department, Trucks/Cover van Parking Statmd Direct Yard Stuffing/De-

stuffing Department.

The study established that Multiple Solutions Ledibffers State of the Art Storage facilities
in both Mombasa, through Multiple ICD Kenya Limitadd in Kampala, through Multiple
ICD Limited. Located in close proximity to Kilindinharbour, it is the largest Inland
Container Depot, outside the port, with a capaoitysome 15,000 TEU's (20 equivalent

units). It also offers bonded and general waremgus$ogether with the most expansive
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covered bulk commodity facilities in the regionreditly linked to the berth by automated
conveyor systems. Cargo can be transferred intooahdf the port in a speedy and efficient
manner either by road or rail shunting, directlipithe facility across a bridge link from the
port. Multiple ICD Limited on the outskirts of Ugda's capital city is also the largest ICD in
Uganda, with a capacity of some 4,000 TEU's. Thalitia also offers customers with
extensive Bonded and General warehousing. Mulakitions Limited is, therefore able to
offer clients with the choice of direct delivery gbods or the use of the regions latest storage
facilities. This is an aspect of competitive adeget The company adopts E-business best
practices to avoid the off shelf package which wegil, to avoid frustrating customers, to
focus on turnover and to establish competitivesrateget more business. The figure below

shows cargo handling activities at the companyéspses:

Figure 4.4 Cargo Handling Activities
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Source: Research Data, 2014
The research established that the ICD gates acenatgd. Immediately the cargo arrives at
the gate, the system send alert message to thenwaistare desk, the ICD operator and the
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importer that the goods have arrived. This closeplioles that may cause delays and enables
importers to quickly arrange for clearance of tbeds. When containers enter the ICD, they
are fitted with special seals that are customizeith wontainer details. These details are
detected by the top loader during loading. Thermfttion is picked up by the top loader to
help the machine operator to locate the contaifie system calculates the time the
container has stayed in the ICD yard. Since theéawoer has importer details, the operator is
able to profile the importers based on how fasy tblear their goods from the ICD. The
information is necessary during staking of the aowrs so that when new shipment comes
in, those that are usually cleared faster are glawe first moving lanes while those that
stagnate are staked at the back lanes. The fighreelow shows the automated system at the

entry gate of the ICD yard:
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Figure 4.5 Automated System at the entry of the ICDrard

Source: Research Data, 2014

At the exit gate, the system picks information frame electronic seal which includes the
truck number, identification number of the drivéie container details and send it to the
importer and the operator signaling the releasth@fcontainer. The figure 4.6 below shows

the automated system at the exit of the ICD yard:

32



Figure 4.6 Automated System at the exit of the ICYard

Source: Research Data, 2014

These applications, the study established havestigle company to get real time updates, to
reduce human movements in the yard, facilitate tegpand reduce fraud. The gate pass is
printed per container and this helps to seal lotgsh®f loosing storage fee in bulk
consignments. In this system, when the containavele the ICD yard, the gate pass is
confirmed and the system locks automatically amthoaallow re use of the same gate pass.

Automated warehousing allows reports to be trariethigasily to the main system.

4.4 E-business Practices and Competitive Advantage

E-business solutions create diverse benefits ferbirsiness. Although the integration of e-

business solutions in the usual business procesagsmprove all activities throughout the
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value chain, e-business impact on the improvemeéfitra’s financial performance of the
company is debatable. Studies on the e-businessfitseregard e-business solutions as an
important source of competitive advantage. E-bssirienefits are the positive impact of e-
business on different business processes. Thisdaslan increase in profits and/or sales due
to e-business solutions. Electronic business metleo@ble companies to link their internal
and external data processing systems more effigiantd flexibly, to work more closely with
suppliers and partners, and to better satisfy deglsi and expectations of their customers. E-
business involves business processes spanningitine ealue chain: electronic purchasing
and supply chain management, processing ordergra@iemally, handling customer service,
and cooperating with business partners. Speciahteal standards for e-business facilitate
the exchange of data between companies. E-bussoéisgare solutions allow the integration

of intra and inter firm business processes.

The study established that E-business practicesdwead to increased number of customers,
reduction in cost, increased customer satisfactefficiency in operations and increased

revenue. It was also found that the superior sotiwsas given the company a host of

competitive advantages. The study establishedhledteet management software enables the
company to enjoy low cost monthly services, to senore customers, reduce fuel costs, cut
overtime hours, and reduce vehicle maintenance thstin-vehicle sensors enable complete
vehicle monitoring to help reduce possible losseassets. The software also maintains a
historical record of vehicle routes, breadcrumbiagd route analysis. In clearing and

forwarding, Invoicing is controlled by software addta is saved on clouds so that it can be
retrieved on line in case of any destruction. Thmpgany also has invested in a large fleet of

different types that has given them cheap tranaport, flexibility and economies of scale.
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The study also established that the company iod taxpayer. This gives confidence to their
customers especially in the clearing and trandfeamyo. This improves customers’ loyalty.
The researcher also found out that billing is oe o that clients can get their charges from
their offices and the calculation of charges iseblasn information input on probable date of
release of goods. Confirmation of bank paymennidiree due to on line banking. This saves
clients the hustles of unnecessary delays and cbstias also established that all fleet of
vehicles are fitted with the latest satellite trck enabling Multiple Solutions Track and
Trace to be updated with accurate positioning @f ¢argo being carried. This enhances
reliability to customers as it makes it easy tadra&argo on transit. In internal container
depot, the company adopts E-business best pratticsoid the off shelf package which is
rigid. This helps to avoid frustrating customers, focus on turnover and to establish
competitive rates to get more business. The IClegjate automated. Immediately the cargo
arrives at the gate, the system send alert mes$sdge customer care desk, the ICD operator
and the importer that the goods have arrived. @loises loopholes that may cause delays and
enables importers to quickly arrange for clearasfce goods. This improves efficiency in
dealing with customers. The e-business practiveretore have a significant positive effect

in enhancing competitive advantage.

4.4 Factors that influence adoption of E-businessr&ctices

These factors were divided into knowledge of e4hess, available infrastructure, cost of e-
business implementation and technical skills and kiiowledge of staff. The study
established the significance of internet reliapjlisecurity and access to computers as key
aspects of infrastructure affecting adoption ofusibess practices. The internet security and
reliability was given priority over access to cortgyg as decision making aspect. It was also

established that affordability of the business lgeg driving cost factor when E-business is

35



adopted. It shows that the business of the compeanyd be cheaper with E-business. It also
shows that high maintenance cost and cost of ietewould also influence e-business
adoption. The study also established that bothethployees’ knowledge of computers and
existence of workshops and training affect adoptbre-business in the company. It was
further established that the benefits of e-busirtesshe company was the major factor
considered in adopting e-business practices. Thesefits are based on the concept of

competitive advantage.

4.5 Discussion of Findings

The findings of this study established that Mudipiauliers (E.A) Limited has adopted a
number of E-business practices in fleet managenwedying and forwarding and internal
container depot. The research established thatdhgany has fleet management software
that has the capacity to supervise, manage, loselteedule and maintain vehicle fleelhe
software allows the company to schedule and plamrreg routes as well as manage and even adjust
dynamic routes at just a moment’'s notice. The sméwalso shows real-time vehicle locations,
customers, and routes. It also sends routes atrdigtiens to drivers with the click of a mouse. The
in-vehicle sensors enable complete vehicle momigpriCustomizable driver forms also allow the

company to tailor the business neefike software also maintains a historical recordedficle
routes, breadcrumbing, and route analysis.

In clearing and forwarding, Invoicing is controllbg software and data is saved on clouds so
that it can be retrieved online in case of anyrdesbn. The researcher found out that billing
is online so that clients can get their chargemftbeir offices and the calculation of charges
is based on information input on probable dateetdéase of goods. Confirmation of bank
payment is online due to online banking. This sahents the hustles of unnecessary delays

and cost.
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The internal container depot (ICD) gates are autedhdmmediately the cargo arrives at the
gate, the system send alert message to the custarerdesk, the ICD operator and the
importer that the goods have arrived. This closeplioles that may cause delays and enables
importers to quickly arrange for clearance of tbeds. When containers enter the ICD, they
are fitted with special seals that are customizéti wontainer and customer details. This
information is picked up by the top loader to h#lp machine operator locate containers
during loading. The system has the capacity to edenpme of stay of the containers which
is necessary to profile ICD clients in terms of himst they remove their goods. Profiling is
necessary during staking of the containers sowthah new shipment comes in, those that are
usually cleared faster are placed on first movarges while those that stagnate are staked at
the back lanes. At the exit gate, the system pitkgmation from the electronic seal which
includes the truck number, identification numbettd# driver, the container details and send
it to the importer and the operator signaling tbkease of the container. These applications,
the study established have helped the company taegé time updates, reduce human
movements in the yard, facilitate reporting andussdfraud. Automated warehousing allows

reports to be transmitted easily to the main system

In the case of competitive advantage, E-businekdi®os create diverse benefits for the

business. Although the integration of e-businedatisms in the usual business processes
may improve all activities throughout the valueioh&-business impact on the improvement
of firm’s financial performance of the company isbdtable. Studies on the e-business
benefits regard e-business solutions as an imgosiaurce of competitive advantage. E-

business benefits are the positive impact of eAassi on different business processes. This
includes an increase in profits and/or sales due-bosiness solutions. Electronic business

methods enable companies to link their internal extérnal data processing systems more
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efficiently and flexibly, to work more closely wittuppliers and partners, and to better satisfy
the needs and expectations of their customers. siivdss involves business processes
spanning the entire value chain: electronic purcgasand supply chain management,
processing orders electronically, handling custoserice, and cooperating with business
partners. Special technical standards for e-busifeslitate the exchange of data between
companies. E-business software solutions allow ititegration of intra and inter firm

business processes (Research data, 2014).

The study established that E-business practicesdwead to increased number of customers,
reduction in cost, increased customer satisfactedficiency in operations and increased
revenue. This is consistent with an earlier stugy anhu (2004). He found a positive
relationship between e-business capabilities amgpany’s improved financial performance.
It was also found that the superior software hagrgithe company a host of competitive
advantages. The study established that the fleeagament software enables the company to
enjoy low cost monthly services, to serve more austs, reduce fuel costs, cut overtime
hours, and reduce vehicle maintenance cost. Thdy stesult is consistent with a research
done by Soto-Acosta & Merofio-Cerdan (2008) whidialdshed that e-business capabilities
had a positive impact on procurement costs, cosbgistics and inventory and relation to
suppliers. The in-vehicle sensors enable complelecie monitoring to help reduce possible
losses of assets. The software also maintains taribe record of vehicle routes, bread

crumbing, and route analysis.

The researcher also found out that billing is oe o that clients can get their charges from
their offices and the calculation of charges iseblasn information input on probable date of
release of goods. Confirmation of bank paymennidiree due to on line banking. This saves

clients the hustles of unnecessary delays and ddss is consistent with a study conducted
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by Hedberg, Dahlgren, Hansson and Olve, (1997) edrded out a survey on the influence
of E-commerce on customer-facing operations, kaiahips with suppliers, and internal
operations throughout the whole organization anghdoout that it improves operational
performance and hence customer relations. It vemsedtablished that all fleet of vehicles are
fitted with the latest satellite trackers enabliMgltiple Solutions Track and Trace to be
updated with accurate positioning of the cargo dp&ransported. This enhances reliability to

customers as it makes it easy to trace cargo ositra

At the internal container depot (ICD), the gates antomated. Immediately the cargo arrives
at the gate, the system send alert message tastenter care desk, the ICD operator and the
importer that the goods have arrived. This closepholes that may cause delays and enables
importers to quickly arrange for clearance of tlheds. This improves efficiency in dealing
with customers. The e-business practices therefiane a significant positive effect in
enhancing competitive advantage. The study eshaulis. host of factors affecting adoption
of E-business practices. These factors are divided knowledge of e-business, available
infrastructure, cost of e-business implementatiod gechnical skills and IT knowledge of

staff (Research data, 2014).

The study established the significance of interakability, security and access to computers
as key aspects of infrastructure affecting adoptdrE-business practices. The internet
security and reliability was given priority overcass to computers as decision making
aspect. It was also established that affordabdftyhe business is a key driving cost factor
when E-business is adopted. It shows that the bssiaf the company would be cheaper with
E-business. It also shows that high maintenancearmbcost of internet would also influence
e-business adoption. The study also established bibth the employees’ knowledge of

computers and existence of workshops and trainffectaadoption of e-business in the
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company. It was further established that the b&nefi e-business to the company was the
major factor considered in adopting e-businesstiges: These benefits are based on the
concept of competitive advantage. These findings @nsistent with an earlier study
Matopoulos, Vlachopoulou and Manthou (2012). Thaydied understanding the factors
affecting ebusiness adoption and impact on logistics processhsy found out that
E-business adoption is not exclusively a matter ebueces. Increasedbeisiness adoption
and impact are caused by increased operational iy, as well as increased levels of
collaboration. In terms of-business impact, they found out that it leads tolecyime

reductions and quality improvements.
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CHAPTER FIVE: SUMMARY OF FINDINGS, CONCLUSIONS AND
RECOMMENDATIONS

5.1 Introduction

This chapter presents a summary of the findings @ntlusion of the study. The study
sought to establish the adoption of e-business hytiple Hauliers (E.A) Limited as a
strategy in achieving competitive advantage andl@étermine the factors that influence

adoption of e-business for competitive advantagthbycompany.

5.2 Summary

The study established that e-business practicedbéas adopted and implemented by the
company in the departments of fleet managemengriolg and forwarding and internal
container depot. It was also established that @bss practices helped the business in
maintenance of inventory, proper maintenance okmtery, compliance, cost reduction,
reduced delays, data safety and improved custoeneics. All these benefits are expected to

give the company its competitive advantage.

It was also found out that the company has adequoatestructure to implement e-business.
Most of the respondents have access to computendtagy with a relative increase also
having computer software available in the busin@ssnises. In addition, the employees
demonstrated adequate skills to implement e-busiaequired through IT training, Internet
user skills and knowledge of use of computer satwdhese skills and knowledge are
improved by having employees attend courses todwgicomputer skills. The study also
found out that respondents consider the cost ofementing e-business practices in their
business to be a bit prohibitive due to high cadtinternet subscription and other related

services such as computer maintenance. The stutheficlassified the factors that influence
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adoption of e-business into knowledge of e-busiressefits, existing ICT infrastructure,

cost of e-business implementation and available $&ills and knowledge of the employees.
The study established that the benefits of e-bgsite the company were the major factor
considered in adopting e-business practices. Thesefits are based on the concept of

competitive advantage.

5.3 Conclusion

The research concludes that the company adoptsiedss in all its departments. These
departments include fleet management, clearingf@mebarding and internal container depot.
The extent of adoption of e-business is determibgda number of factors including

knowledge of benefits of e-business by the emplyewailability of infrastructure and

technical skills and know-how and the cost of eitess. From the study, the most important
factor to influence adoption of e-business prastisethe employees’ knowledge of benefits
derived from e-business. This forms the basis orchwvthe business puts in relevant effort to

adopt and successfully implement e-business pesctar competitive advantage.

The objectives of the study were met; the first ahivas to establish the adoption of e-
business by Multiple Hauliers (E.A) Limited as aattgy in achieving competitive

advantage. The study found out that company adepksisiness practices in fleet
management, clearing and forwarding and internatatoer depot. On the second objective,
the study found out that the factors that influeadeption of e-business include knowledge
of e-business benefits, existing ICT infrastructurest of e-business implementation and
available ICT skills and knowledge of the employd&®m the study, the most important
factor to influence adoption of e-business prastisethe knowledge of benefits derived from
e-business. This forms the basis on which the bssimputs in relevant effort to adopt and

successfully implement e-business for competitiheaatage.
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5.4 Recommendations for Policy and Practice

From this study, the following recommendationsgoficy and practice are advanced: Since
e-business is increasingly becoming an importaok fiar businesses to gain a competitive
advantage and in turn drive economic growth, theegament should come up with relevant
policies that will support the education of ownarsel employees of different companies on
importance of adoption of e-business and also irgom the current infrastructure available
to companies. This is based on the finding in #gtisdy that the main consideration in

adopting e-business is the knowledge of the benefticruing from its use. In addition,

owners and employees of companies should be ergmalita regularly attend workshops and
courses to constantly improve on their technicdlssand knowledge of e-business given the

fickle nature of Information Technology.

5.5 Limitations of the Study

Since the respondents were senior managers, tirmeawmnstraint in that they were busy
attending to managerial duties and some were nlet tabgive ample time to answer the
guestions. Consequently, this resulted to a fepaeses received from the respondents. The
study focused on senior managers in each departmieotmay have not been directly
involved in the actual work process where e-busineembraced. This may lead to biasness

in the analysis.

5.6 Suggestion for further research

The study used twenty (20) respondents; it shoaldepeated using a larger sample to verify
the results. The study also focused on one compatiyn the logistics industry. Another
study should be conducted comprising of severahdirto confirm whether the same

conclusion can hold. Since the identified core daatf consideration in adoption of e-
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business is the knowledge of benefits derived othirers and employees of companies must
be educated on the importance and benefits of iMmss application. The knowledge by the
owners and employees on the benefits of ICT toalslevdrive the increased and sustainable
adoption of e-business in the logistics sectorhm ¢ountry. Accordingly, there is need for

further studies to be done to investigate easy sustainable approaches that can be
employed to educate owners and employees of logistbmpanies on the benefits of e-
business practices in business. This kind of aystmduld build on the existing body of

knowledge and give greater insights on how e-bgsiman be adopted faster and easily for

greater growth of the logistics sector in Kenya.
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APPENDIX I: LETTER OF INTRODUCTION

UNIVERSITY OF NAIROBI,
SCHOOL OF BUSINESS,
P.O BOX 30197 NAIROBI

Dear Sir/Madam,

RE: ADOPTION OF E-BUSINESS IN ACHIEVING COMPETITIVE

ADVANTAGE IN MULTIPLE HAULIERS E.A. LTD

The above subject matter refers.

| am a Postgraduate student undertaking a MastBusihess Administration (MBA) degree
at the University if Nairobi. | am currently undaking a research on the title outlined above.
Your organization has been chosen to be used ferrésearch. | would therefore like to
request for your assistance in completing the viggr guide to enable me complete the
research. The information you provide will be teshwith strict confidence and will only be

used for academic purposes (this research).

Your cooperation in completing the questionnairk m@ highly appreciated.
Yours faithfully,
SHIDAH KHAMILA

MBA student

52



APPENDIX II: INTERVIEW GUIDE

PART A: BACKGROUND OF RESPONDENTS

1. Name of respondent (Optional)

2. What position do you currently hold

3. Time worked at Multiple Hauliers (E.A)

PART B: E-BUSINESS PRACTICES AT THE MULTIPLE HAULIE RS E.A.LTD

A. FLEET MANAGEMENT DEPARTMENT

1. What are the main reasons for adopting E-businesgiges in fleet management?

2. What are the E-business practices adopted in tlemviog areas of fleet management:

a. Procurement of motor vehicles

o

Assignment of motor vehicles
c. Personal use of motor vehicles by the staff
d. Management of motor vehicles in terms of fuel colntvehicle insurance and vehicle
replacement
e. Guidelines for drivers
f. Hiring, training and deployment of human resources
3. What benefits has the company achieved by adojitbgsiness practices in the above
areas
B. CLEARING AND FORWARDING
4. Does the company have a policy covering the ass/bf clearing and forwarding?
5. Has the company computerized the following acegi#
a. Receiving the goods from the factories or premiebe principal or his agents
b. Warehousing these goods
c. Receiving dispatch orders from the principal
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d. Arranging dispatch of goods as per the directiohghe principal by engaging
transport on his own or through the authorizedspanters of the principal
e. Maintaining records of the receipt and dispatclgadds and the stock available at the
warehouse
6. What are some of the difficulties that the managambas experienced when
computerizing operations in this department?
7. What advantages has the company experienced byirgla@omputer-based systems in

the above activities?

C. INTERNAL CONTAINER DEPOT
8. What are the company’s objectives in adopting Ex®ss practices?

9. What specific E-business practices have been adaptée following areas:

a. Receipt and dispatch of cargo

b. Stuffing and stripping of containers

c. Transit operations

d. Customs clearance

e. Temporary storage of cargo and containers

f. Maintenance and repair of container units

10.What are the benefits that the company has expmatiehy adopting E-business practices

in the above areas?
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PART C: FACTORS THAT INFLUENCE ADOPTION OF E-BUSINE SS

174

Kindly indicate the extent to which you agree watjree with the

If we adopt e-business:

statement. Use the five pointer scale of 1-5 wHerBot at all g
2=Little extent 3=Moderate extent 4=Great extentVgry great, % ° E <
extent Sl ElE.| 8] L
sl glge| Elpe
z| 3|23 6 |> 3
KNOWLEDGE OF BENEFITS OF E-BUSINESS 1 2 3 4 5

The business would operate more efficiently

Reduced business costs

Increased revenue

Increased number of new customers

al A w e

Improved overall customer satisfaction

INFRASTRUCTURE

6. The company has access to computer technology

7. There is assured internet security

8. Auvailability of fast and reliable Internet servipsovider

COST OF E-BUSINESS IMPLEMENTATION

9. To use computer technology the business is afféedab

10. It is affordable for the business to subscribéntihternet

11.To pay for computer support for the company is raffible

12. Computer maintenance costs are too high

TECHNICAL SKILLS AND ICT KNOWLEDGE OF STAFF

13. Employees know how to use the internet

14.Employees know how to use computer software andt¢©Ils

15.Employees regularly attend workshops to improveirthe

computer skills
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PART D: EXTENT OF INFLUENCE IN ADOPTION OF E-BUSINE SS

Kindly rate the following factors in horder of their importance Is it?
influencing adoption of e-business by the compasipnagithe scale = =
] 8
of 1-5 where 1=Very Important 2=Important 3=Neut##taNot very| & g §_
]
Important 5= Not at all important E_ - E E
C ) =
E| 8 3| 8| 3
> 8| 3| 2| S
() £ 5] (@) o
> £ Z Z Z
1 2 3 4 5

Knowledge of e-business benefits

Infrastructure

Cost of e-business implementation

B W NE

Technical Skills and IT knowledge of staff
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