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Abstract :

the company's customers ' } : .
g . @ltributable 1o ineffi . te solution 1o the
transportation model of the company e Yooyt Approdmaan it

3 product distribution paltern, using the Vogel's A, imation Method shows that the
r . o 1 gel's Approximation Method show:
i:’:;f;::::'n:::‘: : ‘;‘:gfﬁr ::I: ;; r;ﬂpnrlulmn cost from N60,095,397.20 1o N58,385.972.20. This saving made front product distribution
oF management of the s . et (proy
the reliability rating of the mm;m.rﬁ- fthe company 1o ensure adherence to the uccompanying shipping list, thus improving

due to a mare efficient product distributi ' : Lz
on, This study would help enlighten companies,
especially the case study company, j ‘ o o

perspective), and analyse their activities with a view
efficiency and effectiveness.
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(o improving customer satisfaction, service delivery and their operational

AL ( B, service quality, logistics, product distribution, customer satisfaction
Email: Ldingwu@inminna edu.ng.

Reeeived:
Accepted:
DOL: bitps Zdx dotorg/ 1043 14mjte v14i3, 14

Introduction

Zeglat (2008) indicates that service quality has
a  positive, though indirect, effect on

profitability because service quality in affecting ‘

customer  satisfaction  and  retention,
productivity, as well as market share, invariably
affects the profit aceruing to an organisation. [t
has been observed that firms strive to achieve
customer satisfaction and loyalty through
improved service quality as it leads to improved
[inancial performance (Chi Cui ef al., 2003).
Earlier studies on customer satisfaction had also
identified a link between service quality and
customer satisfaction (Bolton and Drew, 1992;
Cronin Jr and Taylor, 1992; Levesque and
McDougall, 1996). Zeithaml (2000) notes that
service quality is an important indicator of
customer satisfaction. In a seminal work on
service quality and customer satisfaction,

Parasuraman ef al. (1988) list reliability,

responsiveness, as well as competence as major
factors that determine customers’ perception of
servieg quality. Althougheall these factors, 10 ae
large extent, influence the level of satisfaction
with a given product of service, there are
suggestions by authors such as Zeithaml (2000)
that reliability is the most important dimension
of service quality. Reliability refers to the
ability to perform and complete promised
service, quality and accuracy to the standard
agreed upon by an organisation and its customer
(Alhkami and Alarussi, 2016). Recent works in
this arca have established that there is a very
strong positive correlation between reliability
and customer satisfaction (Alhkami  and
Alarussi, 2016).

WAy s ST,

The intended outcome of this study is two-fold.
First, is an establishment of the overall level of
satisfaction by customers with the services ol a
building materials wholesaler with warchouses
in Suleja (near Abuja) and Enugu, Nigeria, The
level of satisfaction would be assessed based on
quality of product and customer services in
arcas such as product availability. The second
aspect of the study is to evaluate the distribution
pattern of the company and determine the

optimal distribution pattern in terms of cost. Il

is envisaged that establishing the shortest sales
path that minimizes the total cost/time would
ensure faster product dcelivery from the
warchouses or warchouses, at reduced cost. It
would also reduce or eliminate the tendency to
keep orders until a certain quantity is reached
before despatching the products to customer.
Therefore, by optimizing product distribution,
delivery would meet customers’ expectations
and by extension improve service quality.

There is an increased awareness of the
relMionship between  service quality and
organisational growth has grown (Nakhuda,
2016). It is the ability to consistently conform
to customers’ expectations (Lewis and Booms,
1983). It is therefore, an expression of the

. “match between what the customer expects and

what the customer experiences™ (Rushton er al.,
2010). A conceptual model of service quality
with various gaps experienced at each stage is
shown in Figure | below. Although there is a
small body of literature that link service quality
with linancial performance, there are, however,
indirect links through other constructs such as
customer satisfaction exist. Parasuraman et al.
(1985) suggest that this may be because service
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..quglity; is a vague and indistinct construct,
having requirements  which according to
“rakeuchi and Queleh (1983) are not easily
expressed by consumers.

These views
notwithstanding, service quality could be
measured based on the basis of consistency of
pcfformance and dependability (a guarantee
(hat a firm performs a service right the first
(ime), the preparedness (o provide required
service, as well as the availability of requisite

skills and knowledge (Parasuraman et al.,

1985).
e L L otk h”‘“ “l"'k' Va = ‘\.‘.
i [ concmar |
L T ~
| (Rl spcadunke gy | =
|" c--:—r_ion
E Parceived service I+
| e w—— 4
e dum s S A CE = PO MO [ = e e,
e T
1 Sernce delivary ) ey - Euunﬂwniui:\
; (W"’P’b"““'! : witerrl '. to CLALOr Y
.'. ] . _'.l'_-.‘.-______.: :l'r.ﬂ-ﬂ: I

}npculhl-i' Service quality standards | J

| pumpnet asd specification

- L

:._..l.:!- aad E'I.'H;:-W o Caplion ~ rvice sanurd Ffj
I —------r--—-—d-l---r-‘—r——-- ———————— 2
H Managernint percoption of o
=" custoner expectation

Figure 1: Conceptual model of service quality and service
gaps. Source: Rushton er. al. (2010)

A link exists between the level of satisfaction
over services provided and perception of
service quality (Bolton and Drew, 1992; Cronin
Jr and Taylor, 1992; Jamal and Naser, 2003).
According to Boulding er al. (1993),
satisfaction could be described as transaction-
specific satisfaction or cumulative satisfaction.
Shiv and [uber (2000) observe that these
descriptions deal with the post-consumption
experience(s) of the consumer, compared with
the pre-consumption cxperiences. Inference
from earlier studies is that both forms of
satisfacti
consumer. While Homburg et. al. (2005) for
Jinstance note that that transaction-specific

e with a product, other sources
‘cumulative satisfaction in terms of an

of a product over time (Olsen,
Valsh er al., 2008). Anderson et al.
) argue  that transaction-specific

tion are influenced by the emotion of the

_ satisfaction is most likely to give specific

information about a particular product or
service, while cumulative satisfaction is a more
fundamental indicator of the firm's past,
current, and future performance.

Bolton and Drew (1991) as well as Bitner
(1990) observe that satisfaction leads to service
quality, there are, however, views that service
quality leads to satisfaction, to the extent that it
exerts a positive influence on it (Carrillat ef al.,
2007). It is, perhaps, on the strength these
arguments that Boulding et al. (1993) advisc on
the need for firms to compete on the service
aspects of their augmented products. But in
spite of this advice, Cronin Jr and Taylor (1992)
insinuate that satisfaction is not predicated on
quality only as consumers do not cssentially

. buy the highest quality service but also consider

convenience, price, or availability of product or
service. Along this line of thought, the effect of
customer satisfaction on loyalty has been
variously emphasized ( Zcithaml er al., 1996;
Bolton, 1998; Bolton and Lemon, 1999;
Fornell et al., 1996; Mittal and Kamakura,
2001; Fornell et al., 2010).

Fornell et al. (1996) showed that customer’s
overall satisfaction with services/products has a
strong positive effect on customer’s loyalty
intentions. Intended behaviours of customers is
noted to be positively associated with
perception of service quality (Boulding er al.,
1993). This is suggested by sources such as
Grewal et al. (2010) who believed that customer
satisfaction is linked to long-term sharcholder

* value and financial growth. This is because it

affects customer retention, which invariably
impacts on revenue and profitability (Reichheld
and Sasser, 1990). This view is supported by
studies which show that higher levels of
customer satisfaction and quality are associated
with market success (Lele and Sheth, 1987).
Again, higher level of customer satisfaction
positively impacts on market share and
profitability (Anderson er al., 1994). The level
of customer satisfaction can cqually be linked
directly to the sales recorded by an organisation
(Hwang and Zhao, 2010), as well as increases
in sharcholder value and average nel income
(Anderson er al., 2004).

There is a need, for firms to be responsive to

. customers’ needs, and strive to satisfy these

needs with a view to enhancing revenue growth,
Gunasckaran et al. (2008), for instance,
encourage organisations to develop agile supply
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