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ABSTRACT 

 

 

Supplyi ichaini iresiliencei istrategiesi iarei iregardedi iasi icriticali iini iimprovingi iservicei ideliveryi iofi 

iheathcarei iinstitutions,i iini iensuringi iuninterruptedi isupplyi iofi imedicinesi iandi imedicali iequipment.i 

iMosti ihospitalsi ihavei iimplementedi isupplyi ichaini iresiliencei istrategiesi iini iorderi itoi ipreventi ideathsi iandi 

iprovidei iadequatei ihealthcarei iservicei ideliveryi iduei itoi iunavailabilityi iofi imedicinesi iasi iai iresulti iofi 

iinterruptedi isupplyi ichains.i iTherefore,i ithei iintentioni iofi ithis/studyi iis/toi iestablishi iwhichi isupply/chaini 

iresiliencei istrategies/arei iemployedi ibyi iprivatei ihospitalsi iini iHararei iprovincei iandi itheiri ieffectsi ioni 

iservicei ideliveryi iofi ithei iprivatei ihospitalsi iini iHararei iprovince.i iThisi istudyi iemployedi iai ipragmatisti 

iresearchi iparadigm,i iai idescriptivei iresearchi idesigni iandi iai imixedi iresearchi imethodi iapproach.i iPrimaryi 

idata/wasi icollected/throughi ibothi iquestionnairesi iandi iinterviews.i iAi isamplei iofi i22i ihospitalsi ifori 

iquestionnairesi iwasi idrawni ifromi iai ipopulationi iofi i23i iprivatei ihospitalsi iini iHararei iprovince.i iFori 

iinterviews,i irespondentsi i5i ihospitalsi iwerei irandomlyi ipickedi iouti iofi ithei i22i iprivatei ihospitalsi iini iHararei 

iprovincei iandi iinterviewed.i iDescriptivei iandi iinferentiali ianalysisi iwasi iconductedi itoi ianalysei 

iquantitativei idatai iusingi iStatisticali iPackagei ifori iSociali iSciencesi isoftware,i iversioni i13.i iThei ianalysedi 

iquantitativei idatai iwasi ipresentedi iini itables,i ichartsi iandi ifigures.i iQualitativei idatai ifromi iinterviewsi iwasi 

ianalysedi iaccordingi itoi isubjectsi ievolvingi ifromi iobjectivesi iofi ithisi istudyi iandi iwasi ipresentedi iini 

ivignettes.i iThei ioutcomesi iofi ithisi istudyi ishowni iai ipositivei irelationshipi ibetweeni isupplyi ichaini 

iresiliencei istrategies;i icollaboration,i isupplyi ichaini iagility,i isupplyi ichaini ireengineeringi iandi iservicei 

ideliveryi iofi iprivatei ihospitalsi iini iHararei iprovince.i iFollowingi ithei iabovei ifindings,i ithisi istudyi 

iconcludesi ithati isupplyi ichaini iresiliencei istrategiesi ihavei iai ipositivei ieffecti ioni iservicei ideliveryi iofi 

iprivatei ihospitalsi iini iHararei iprovince,i iini itermsi iofi iimprovingi iservicei ideliveryi itimes,i ireductioni iofi 

icostsi iandi iincreasedi iclienti isatisfaction.i iThisi istudy,i ithereforei irecommendsi iprivatei ihospitalsi iini 

iHararei iprovincei itoi icollaboration,i isupplyi ichaini iagilityi iandi isupplyi ichaini ireengineeringi iini 

iimprovingi iservicei idelivery.i iFinally,i ithisi istudyi irecommendsi ithati iini ifuturei ithei istudyi icani ibei 

iextendedi itoi iotheri iregionsi iofi ithei icountryi ifori iassessmenti ipurposesi iandi ishouldi ialsoi ibei iextendedi itoi 

iotheri isupplyi ichaini iresiliencei istrategiesi ithati iaffecti iservicei idelivery. 
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CHAPTERi iI 

 

 
INTRODUCTION 

 

 

 

1.1i iIntroduction 

Thisi istudyi iaimsi itoi ievaluatei ithei iimpactsi iofi isupplyi ichaini iresiliencei istrategiesi ioni iservicei ideliveryi iofi 

iprivatei ihospitalsi iini iHararei iprovincei iandi iidentifyi isupplyi ichaini iresiliencei ipracticesi itoi imakei isupplyi 

ichaini iresilient.i iThisi ichapteri icoversi ithei ibackgroundi iofi ithei istudy,i istatementi iofi ithei iproblem,i ithei 

ipurposei iofi ithei iresearch,i iobjectives,i iandi iresearchi iquestions,i isignificancei iofi ithei istudy,i iassumptions,i 

ilimitations,i iandi idelimitationi iofi ithisi istudy. 

1.2i iBackgroundi iofi ithei istudy 

Globally,i ithei ibusinessi ienvironmenti iisi ifacingi ihighi ilevelsi iofi iuncertaintyi iandi icomplexityi ithati imakei 

iorganizations'i isupplyi ichainsi ivulnerablei itoi isupplyi ichaini idisruptionsi i(Fani ieti ial.,i i2016).i iHigh-profilei 

ieventsi isuchi iasi inaturali idisasters,i ipoliticali iturmoil,i idiseases,i iandi iterrorismi ihavei idisruptedi ithei 

inormali idailyi ibusinessi ioperationsi iofi ihealthcarei iinstitutionsi ileadingi itoi ipoori iservicei ideliveryi i(Cheni 

ieti ial.,i i2013;i iSawik,i i2018).i iSixi imillioni ichildreni iaroundi ithei iworldi idiei iyearlyi iduei itoi iinadequatei 

iprovisioni iofi iservicei ideliveryi i(UNDP,i i2016).i iRecently,i iCOVID-19i ihasi ialteredi iandi ichangedi ithei 

ideliveryi iofi iandi ialsoi iaccessi itoi ihealthcarei ifacilitiesi iacrossi ithei iworld,i ileadingi ipeoplei itoi ifaili itoi igeti 

iadequatei ihealthi iservicei idelivery.i iThisi ihasi ibeeni iwitnessedi ibyi imanyi ihealthcarei iprovidersi iresortingi 

itoi itelephonei ihealthi iandi iavoidingi iofficei ivisitsi itoi iservei ipatientsi idirectlyi iduei itoi ifailurei itoi igeti 

ipersonali iprotectivei iequipment,i isomei imedications,i idisinfection,i iandi ihygienei iproducti i(Pauli iandi 

iChowdhury,i i2020,i iAmankwah-Amoah,i i2020).i iDuei itoi ithei iongoingi ipandemic,i isomei ihealthi isupplyi 

ichainsi imayi icontinuei itoi iexperiencei icriticali ishortfalls.i iThei iCOVID-19i ipandemici ihasi ihadi iani 

ioverwhelmingi ihumani iimpacti iandi iexertedi iunrelentingi ipressurei ioni ipharmaceuticali iandi ihealthcarei 



  

2 
 

isupplyi ichains.i iOnei istudyi ibyi iDuni iandi iBradstreeti ishowedi ithati i51000i icompaniesi iworldwide,i i163i iofi 

iwhichi iarei iini ithei iFortunei i1000,i ihavei ionei iori imorei idirecti iori itieri i1i isuppliersi iini ithei iimpactedi iWuhan,i 

iChinai iregioni i(Smith,i i2020).i iAdditionally,i idistincti ifromi ithei iaforementionedi ioutbreaks,i ithisi 

ipandemici ihasi iwedgedi ialli ithei inodesi i(supplyi ichaini iassociates)i iandi iedgesi i(ties)i iini iai isupplyi ichaini 

isimultaneouslyi i(Gunesseei iandi iSubramanian,i i2020,i iPauli iandi iChowdhury,i i2020). 

Thei iaccomplishmenti iofi iadequatei iprovisioni iofi iservicei ideliveryi iisi irelianti ioni ithei icapabilityi iofi 

ihospitalsi itoi iencouragei iresiliencei iandi imitigatei iagainsti irisksi iandi ithreatsi ithroughi ithei isupporti iofi 

idynamici iproficienciesi ithati ireducei ithei inegativei iimpacti iofi isupplyi ichaini idisturbancesi iandi iincreasei 

iservicei ideliveryi i(Krishnani iandi iPertheban,i i2017).i iResiliencei iisi iai imulti-facetedi idynamici icapabilityi 

imeaningi ithati iresiliencei iactsi iasi ithei idynamici icompetencei ibyi iwhichi ibusinessesi iintegrate,i ishape,i iandi 

ireconfigurei iinternali iandi iexternali icapabilitiesi ithati icani iwithstandi ifirmi iperformancei i(Eltantawy,i 

i2016).i iManagingi idisruptionsi ifromi isupplyi ichaini ithreatsi ihavei ithereforei igainedi igreati iinteresti iini ithei 

isupplyi ichaini imanagementi ifieldi i(Hohensteini ieti ial.,i i2015).i iAsi iai iresult,i iattentioni ihasi ifocusedi ioni 

isupplyi ichaini iresiliencei istrategiesi iandi ihowi itheyi iimpacti iservicei idelivery.i i 

Thei ifirsti iwidespreadi iexplorationi ioni isupplyi ichaini iresiliencei istartedi iini ithei iUnitedi iKingdom,i 

ifollowingi itransporti idisruptionsi ifromi ifueli iprotestsi iini i2000i iandi ithei ioutbreaki iofi ithei iFooti iandi iMouthi 

iDiseasei iini iearlyi i2001i i(Pettiti ieti ial.,i i2010).i iThesei istudiesi idiscoveredi ithati iservicei ideliveryi icani ibei 

iimprovedi ithroughi ibuildingi irobusti isupplyi ichaini iresiliencei istrategies.i iSupplyi ichaini irisksi iarei 

iunexpectedi ieventsi ithati idisturbi ithei inormali iflowi iofi imaterialsi iandi igoodsi iwithini iani iorganization‟si 

isupplyi ichaini i(Craigheadi ieti ial.,i i2007).i iAlthoughi ithesei ieventsi iarei iunpredictable,i itheyi iarei iveryi 

icommoni iini ithei icurrenti ibusinessi ienvironment.i iThei iAllianzi iGlobali iCorporatei iandi iSpecialtyi 

i(AGCS)i ipropagatesi ithati ithei iaveragei iamounti iofi ilargei ibusinessi idisturbancei iclaimsi ibetweeni i2010i 

iandi i2014i iwasi igreateri ithani i$2i imillioni iandi iescalatingi ieveryi iyear,i iwhichi iisi i36%i igreateri ithani ithei 

iequivalenti iaveragei ilossi iduei itoi ipropertyi idamagei i(AGCS,i i2015).i iHowever,i ithroughi isupplyi ichaini 

iresiliencei iorganizationsi icani imanagei idisruptionsi iandi iloweri ithei iriski iofi ilossesi ihencei iimprovementi 

iini iservicei idelivery.i iWHOi i(2015),i istatesi ithati ionei imillioni ipeoplei iini iAfricai idiei ieachi iyeari ifromi 

iAIDS-relatedi iillnesses.i iMosti iofi ithesei ideathsi icani ibei ipreventedi iifi itherei iremainsi iai ismoothi iflowi iini 

ithei imovement,i idistribution,i iandi isupplyi iofi imedicinesi itoi ihospitali ipharmacies.i iHospitalsi iarei 

ibeginningi itoi irecognizei ithati iadoptingi isupplyi ichaini iresiliencei istrategiesi iini ithei isupplyi ichaini iisi iai 

icriticali icomponenti iini iensuringi iani iuninterruptedi isupplyi iofi imedicines. 
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Therefore,i ithei iuniversali isupplyi ichaini irisksi iandi imarketi idisruptionsi ithati iarei iaffectingi ihealthi icarei 

iinstitutions'i iservicei ideliveryi iarei iati iani iunprecedentedi ihigh.i ii iBusinessi ileadersi iaroundi ithei iworldi 

iagreei ithati imodernizationi iandi imajori ichangesi itoi itheiri isupplyi ichaini istrategiesi iwilli ibei inecessaryi iifi 

itheyi ihopei itoi ibei imorei iresilienti iandi icompetitivei iini ithei icurrenti imarket.i i 

Therefore,i ithei ineedi ifori imorei iresearchi ioni ithei iphenomenoni iofi iSCRESi ihasi ibeeni iemphasizedi iini ithei 

isupplyi ichaini imanagementi iliteraturei i(Pereirai ieti ial.,i i2014;i iAmbulkari ieti ial.,i i2015;i iHohensteini ieti ial.,i 

i2015;i iKimi ieti ial.,i i2015a;i iScholteni iandi iSchilder,i i2015),i ibuti itoi idate,i ionlyi iai ifewi iempiricali istudiesi ioni 

isupplyi ichaini iresiliencei ihavei ibeeni ireportedi iini ithei iliteraturei iandi ifewi istudiesi ifocusi ioni ithei 

iimprovementi iofi isupplyi ichaini iresiliencei iini ithei ihealthcarei iindustry.i iFurther,i itherei iisi ievidencei iofi 

ilimitedi iusei iofi iphilosophyi iframesi itoi iimprovei iouri iunderstandingi iofi isupplyi ichaini iresilience.i iThisi 

iresearchi iwilli ibridgei ithei igapi ibyi ievaluatingi ithei iimpactsi iofi isupplyi ichaini iresiliencei istrategiesi ioni 

iservicei ideliveryi iofi iprivatei ihospitalsi iini iHararei iprovince. 

1.3i iProblemi istatement 

Thei iincreasedi ioccurrencei iandi ithei icriticali ieffectsi iofi ipasti isupplyi ichaini idisruptionsi iini ithei iglobali 

iworldi ihavei imadei imanyi ihealthcarei iprovidersi istrugglei iini iconstructingi iai ihealthi isystemi ithati icani 

ieffectivelyi iandi iefficientlyi iprovidei iadequatei ihealthi iservicesi itoi ipeople.i iSixi imillioni ichildreni iaroundi 

ithei iworldi idiei iyearlyi iduei itoi iinadequatei iprovisioni iofi iservicei ideliveryi i(UNDP,i i2016).i iRecently,i ithei 

iCOVID-19i ipandemici ihasi ialteredi iandi ichangedi ithei ideliveryi iofi iandi iaccessi itoi ihealthcarei ifacilitiesi 

iacrossi ithei iworld-leadingi ipeoplei ifaili itoi igeti iadequatei ihealthi iservicei ideliveryi i(Pauli iandi iChowdhury,i 

i2020;i iAmankwah-Amoah,i i2020).i iThisi iisi iduei itoi imanyi ihealthcarei isupplyi ichainsi iexperiencingi 

icriticali ishortfallsi iini ithei isupplyi iandi ideliveryi iofi ipersonali iprotectivei iequipment,i isomei imedications,i 

idisinfection,i iandi ihygienei iproduct.i iThesei ishortfallsi icani ibei imanagedi ibyi icreatingi iagilei iandi iresilienti 

isupplyi ichains.i iThei iWorldi iHealthi iOrganizationi i(2015)i istipulatesi ithati ioveri ionei imillioni ipeoplei iini 

iAfricai idiei ieachi iyeari ifromi iAIDS-relatedi iillnessesi iduei itoi iinadequatei iprovisioni iofi ihealthi iservices.i 

iMosti iofi ithesei ideathsi icani ibei ipreventedi iifi itherei iremainsi iai ismoothi iflowi iini ithei imovement,i 

idistribution,i iandi isupplyi iofi imedicinesi iini ihospitali ipharmaciesi itoi iimprovei iservicei idelivery.i 

iHospitalsi iarei ibeginningi itoi irealizei ithati iadoptingi isupplyi ichaini iresiliencei istrategiesi iini ithei isupplyi 

ichaini iisi iai icriticali icomponenti iini iensuringi iani iuninterruptedi isupplyi iofi imedicines.i iIti iisi ibelievedi ithati 

ithei iinitiativei itoi iadopti isupplyi ichaini iresiliencei istrategiesi ihelpi iini icreatingi iani ieffectivei isupplyi ichaini 

isystemi itoi iimprovei iservicei ideliveryi i(Gurnani,i iRay,i iandi iYunzeng,i i2011)i ii iandi isecurei icontinuedi 
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iaccessi itoi ilife-savingi itreatmenti i(UNAIDS,i i2014).i iThisi ihasi ialsoi iledi ithei iMOHCWi iofi iZimbabwei iini 

icollaborationi iwithi iUNDPi itoi icreatei iani ieffectivei imedicinei isupplyi ichaini isystemi itoi iimprovei iservicei 

ideliveryi i(WHO,i i2015).i iTherefore,i ithisi iresearchi iseeksi itoi ievaluatei ithei iimpactsi iofi isupplyi ichaini 

iresiliencei istrategiesi ioni iservicei ideliveryi iofi iprivatei ihospitalsi iini iHararei iprovince. 

1.4i iPurposei iofi ithei istudy 

Thei imaini iaimi iofi ithisi istudyi iisi itoi ievaluatei ithei iimpactsi iofi isupplyi ichaini iresiliencei istrategiesi ioni 

iservicei ideliveryi iofi iprivatei ihospitalsi iini iHararei iprovince.i iThei ireasoni iisi itoi ifindi iai isolutioni itoi ireducei 

ithei iimpacti iofi irisksi iini ithei isupplyi ichaini ioni ihealthcarei ibusinessi iservicei idelivery. 

1.5i iResearchi iobjectives 

Thisi istudyi iseeksi itoi iachievei ithei ifollowingi iobjectives: 

 Toi ideterminei ithei ieffecti iofi icollaborationi ioni iservicei ideliveryi iofi iprivatei ihospitalsi iini iHararei 

iprovince. 

 Toi iestablishi ithei iinfluencei iofi isupplyi ichaini ireengineeringi ioni iservicei ideliveryi iofi iprivatei 

ihospitalsi iini iHararei iprovince. 

 Toi iassessi ithei ieffecti iofi iagilityi ioni iservicei ideliveryi iofi iprivatei ihospitalsi iini iHararei iprovince. 

1.6i iResearchi iquestions 

Thei iresearchi iseeksi ianswersi itoi ithei ifollowingi iresearchi iquestions: 

 Whati iisi ithei ieffecti iofi icollaborationi ioni iservicei ideliveryi iofi iprivatei ihospitalsi iini iHararei 

iprovince? 

 Whati iisi ithei iinfluencei iofi isupplyi ichaini ireengineeringi ioni iservicei ideliveryi iofi iprivatei ihospitalsi 

iini iHararei iprovince? 

 Whati iisi ithei ieffecti iofi iagilityi ioni iservicei ideliveryi iofi iprivatei ihospitalsi iini iHararei iprovince?  
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1.7i iSignificancei iofi ithei iStudy 

Thisi iresearchi iwilli ibei iofi isignificancei itoi ithei istakeholders:i ii i 

1.7.1i iAcademiai i 

Thei iresearchi iisi iexpectedi itoi icontributei itoi ithei ibodyi iofi iknowledgei iparticularlyi ioni ithei iimpactsi iofi 

isupplyi ichaini iresiliencei istrategiesi ioni iservicei ideliveryi iandi icani ibei ikepti iini ithei iUniversity‟si 

irepositoryi ilibraryi iasi iliteraturei ifori iviewi iini ithei ifuturei ibyi iotheri iresearchersi iwhoi imayi iwishi itoi 

iundertakei iresearchesi ioni isimilari itopics.i i 

1.7.2i iPractitioners 

Thisi iresearchi iisi iveryi isignificanti itoi ipractitionersi ibecausei ithei ioutcomesi iwilli ienablei ithemi itoi imitigatei 

irisksi iandi ireducei icostsi ifromi iadoptingi isupplyi ichaini iresiliencei istrategies.i iTheyi iwilli ibei iablei itoi 

iminimizei idisruptionsi iandi iraisei itheiri iservicei ideliveryi ilevels.i iThisi ihelpsi ithemi itoi iimprovei iservicei 

ideliveryi itoi ithei iclients. 

1.7.3i iPolicyi iMakers 

Thei iGovernmenti iofi iZimbabwei iasi iai ipolicymakeri iwilli ialsoi ibei iinterestedi iini ithei ioutcomesi iofi ithei 

istudy.i iPoliciesi ioni ie-procurementi iwilli itheni ineedi itoi ibei icrafted,i iori ienhancedi idependingi ioni ithei 

iresultsi iofi ithei istudy. 

1.8i iAssumptions 

Thei iresearcheri imadei ithei ifollowingi iassumptions: 

 Thati ithei irespondentsi iprovidedi itruei iandi iaccuratei iinformation. 

 Thati ialli irespondentsi itoi ithei iquestionnairei iandi iinterviewsi ihavei isufficienti iknowledgei ioni ithei 

iissuesi iofi isupplyi ichaini iresiliencei istrategiesi iandi iservicei ideliveryi iofi iprivatei ihospitalsi iini 

iHararei iprovince. 

 Thati ithei iresearchi ienvironmenti iwilli iremaini iconducivei itoi iresearchi iunderi ithei igiveni itimei 

iframe. 
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1.9i iDelimitationsi iofi ithei istudy 

Thei istudyi ipopulationi iwasi iconfinedi itoi iprivatei ihospitalsi iini iHararei iprovince.i iThei istudyi iwilli ievaluatei 

ithei iimpacti iofi isupplyi ichaini iresiliencei istrategiesi ioni iservicei ideliveryi iofi iprivatei ihospitalsi iini iHararei 

iprovince. 

1.10i iLimitationsi i  

Thei ifollowingi iarei ilimitations,i iwhichi icouldi ibindi ithei igeneralizabilityi iofi ithei iresearchi iresults: 

 Thei istudyi ineedsi ifundingi itoi icollecti iinformation;i ithereforei ithei ifinanciali ilimiti icouldi 

iconstraini ithei isample.i iHowever,i ithei istudenti iwilli istrategizei iwelli iini iadvancei ioni ithei 

imobilizationi iofi ifinance. 

 Thei istudyi iwilli ibei icarriedi iouti iini iai ilimitedi ispacei iofi itime,i ihencei ithei istudenti iwilli ibei ifocusingi 

ioni ikeyi iresulti iareasi iofi ithei istudy 

 Thei istudyi iwilli icoveri isomei icomplexi iquestionsi ibuti ithei iparticipantsi iwilli ibei iwarnedi iandi 

iensuredi iofi itheiri iprivacyi iandi iconfidentiality. 

 Somei irespondentsi iwilli ifaili itoi iunderstandi ithei isignificancei iofi ithisi istudyi ibuti ithei istudenti iwilli 

ispringi iai icleari idescriptioni ihighlightingi ithei isignificancei iofi ithei istudy. 

1.11i iDefinitionsi iofi ithei itermsi i 

Keyi itermsi itoi ibei iusedi iini ithisi istudyi iarei iclarifiedi ibelow: 

Supplyi ichaini iresilience:i iSupplyi ichaini iresiliencei iisi idefinedi isupplyi ichaini iresiliencei iasi ithei iadaptivei 

icompetencei iofi ithei isupplyi ichaini itoi ipreparei ifori iunanticipatedi ievents,i irespondi itoi iinterruptionsi iandi 

irecoveri ifromi ithemi ibyi iupholdingi icontinuousnessi iofi ioperationsi iati ithei idesiredi ileveli iofi 

iconnectednessi iandi icontroli ioveri istructurei iandi ifunctioni i(Ponomarovi iandi iHolcomb,i i2009). 

Servicei idelivery:i iServicei ideliveryi irefersi itoi ithei ifirm‟si iabilityi itoi iservei iandi iproducei iwhati ithei 

imarketi irequiresi iati iai iparticulari itimei iandi iefficientlyi i(Grassing,i i2002).i i 

Strategy:i iStrategyi iisi iai iprocessi iofi iconsolidating,i idecision-making,i iandi iscopei iofi iani iorganizationi itoi 

ialigni idifferenti iantecedentsi iini ivariousi ichallengingi ienvironmentsi itoi imeeti ithei ineedsi iofi imarkets,i 

ifulfilli istakeholderi iexpectationsi iandi iachievei iresultsi i(Grötsch,i iBlome,i iandi iSchleper,i i2013).i i 
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Supplyi iChaini iRisk:i iSupplyi ichaini iriski iisi idefinedi iasi iani iunintendedi iandi iunexpectedi iincidenti ithati 

idisturbsi ithei iflowi iofi igoodsi iori iservicesi iwithini ithei isupplyi ichaini i(Scholten,i iStevenson,i iandi iVani 

iDonk,i i2019). 

Riski imitigation:i iRiski imitigationi iisi ithei ileveli iofi iexposurei itoi iuncertaintiesi ithati ileadersi imusti 

icomprehendi iandi ieffectivelyi imanagei iwithi istrategiesi itoi iachievei ibusinessi iobjectivesi iandi igeneratei 

ivaluei i(Diabat,i iGovindani iandi iPanicker,i i2012). 

1.12i iAbbreviations 

ACRONYM MEANING 

MOHCW Ministryi iOfi iHealthi iAndi iChildi iWelfare 

UNAIDS Unitedi iNationsi iAidsi iOrganization 

UNDP Unitedi iNationsi iDevelopmenti iProgram 

SC Supplyi iChain 

SCM Supplyi iChaini iManagement 

SCRM Supplyi iRiski iChaini iManagement 

SCRES Supplyi iChaini iResilience 

WHO Worldi iHealthi iOrganization 

WTO Worldi iTradei iOrganization 

1.13i iOrganizationi iofi ithei istudyi i 

Thisi isectioni iprovidesi iani ioutlinei iofi ithisi iresearch,i iwhichi iisi idividedi iintoi ifivei ichaptersi iandi iorganizedi 

iasi ibelow:i i 

Chapteri i1:i iThisi ichapteri iisi ithei iintroductioni iofi ithisi iresearch.i iIti iprovidesi ithei ibackgroundi iofi ithei 

istudy,i iresearchi iobjectives,i iandi iquestions.i iIti ialsoi iprovidesi ifori ijustification,i iassumptionsi iand 

limitationsi iofi ithei istudy. 

Chapteri i2:i iThisi ichapteri ireviewsi iliteraturei iini ithei ifieldi iofi isupplieri idevelopment.i iIti ialsoi iprovides 

empiricali ievidencei ioni isimilari iresearchi idonei ioni ithei ieffectsi iofi isupplieri idevelopmenti ioni isupplier 

performance.i iAnalysisi iofi iempiricali ievidencei iisi iimportanti itoi ireveali iresearchi igapsi ifromi iprevious 

studies. 

Chapteri i3:i iThisi ichapteri icoversi ithei iresearchi imethodologyi iusedi iini ithisi iresearchi itoi igatheri idata.i iIti 
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ialsoi icoversi iaspectsi isuchi iasi iresearchi idesign,i isamplingi iprocedure,i iresearchi iinstruments,i iandi idata 

analysis. 

Chapteri i4:i iThisi ichapteri icoversi idatai ipresentation,i ianalysis,i iandi idiscussion.i iTablesi iandi ifiguresi iarei 

ibeingi iusedi ifori iquantitativei idatai iandi iinterviewsi iwilli ibei ipresentedi iasi iquotedi iverbatim. 

Chapteri i5:i iThisi ichapteri iprovidesi ifori isummary,i iconclusion,i iandi irecommendationsi iofi ithisi istudy.i iIti 

ialsoi iconcludesi ithisi iresearch. 

1.14i iChapteri iSummaryi i 

Thei imaini iaimi iofi ithisi istudyi iisi itoi ievaluatei ithei iimpactsi iofi isupplyi ichaini iresiliencei istrategiesi ioni 

iservicei ideliveryi iofi iprivatei ihospitalsi iini iHararei iprovince.i iThisi ichapteri icoversi ithei ibackgroundi iofi ithei 

istudy,i istatementi iofi ithei iproblem,i ithei ipurposei iofi ithei iresearch,i iobjectives,i iandi iresearchi iquestions,i 

isignificancei iofi ithei istudy,i iassumptions,i ilimitations,i iandi idelimitationi iofi ithisi istudy.i iThei inexti ichapteri 

ipresentsi iani ioutlinei iofi ithei iliteraturei iwhichi iunderpinsi ithei istudy. 
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CHAPTERi iII 

 

 

LITERATUREi iREVIEW 

 

 

 

2.1.i iIntroductioni i 

Thisi ichapteri ireviewsi ithei iexistingi iliteraturei iscrutinizedi ibyi iotheri iresearchers.i iThei iinformationi iwasi 

iobtainedi ifromi ipublications,i itheoreticali iframeworks,i iempiricali ievidence,i itextbooks,i iandi ijournalsi 

ithati ihadi iinformationi ithati irelatedi itoi ithei istudy.i iThei imajori ireasoni iisi itoi iestablishi ithei iknowledgei igapi 

ibetweeni iwhati ihasi ibeeni iresearchedi iandi iwhati ithei iresearcheri iwilli icomei iupi iwithi iori iwhati ithei 

iresearcheri iisi ifocusingi ion.i iThisi ichapteri iaimedi itoi igivei iai icriticali ievaluationi iofi ithei ipresenti istudyi 

ievidencei iabouti isupplyi ichaini iresiliencei istrategiesi iandi itheiri ieffecti ioni iservicei ideliveryi iofi iprivatei 

ihospitalsi iini iHararei iprovince.i iIti ialsoi ihighlightsi itheoriesi iofi isupplyi ichaini iresilience.i iThei ichapteri 

ialsoi icoversi ithei iconceptuali iframeworki iofi ithisi iresearch. 

2.2.i iTheoreticali iframework 

Theoreticali iframeworki iisi ithei istructurei ithati isupporti iai itheoryi iofi ithisi iresearchi istudy.i iThei itheoreticali 

iframeworki iintroducesi iandi idescribesi ithei itheoryi ithati iexplainsi iandi iindicatei ivariablesi iandi 

irelationshipsi irelevanti itoi ithisi istudy.i iTheoriesi iarei iformulatedi itoi iexplain,i ipredict,i iandi iunderstandi 

iphenomenai iand,i itoi ichallengei iandi iextendi iexistingi iknowledgei iwithini ithei ilimitsi iofi icriticali iboundingi 

iassumptions.i iIti iisi ialsoi iimportanti iini iexplainingi ithei iobservedi ifactsi iandi ipredictingi ioutcomesi iofi 

irelationships. 
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2.3i iTheoriesi iofi iSupplyi iChaini iResilience 

Variousi itheoriesi iexplaini ithei irationalei ifori isupplyi ichaini iresilience.i iThesei itheoriesi iand 

viewsi iarei iproposedi ibyi iseverali iauthorsi itoi ihavei ithei ipotentiali ifori iexplainingi ivariousi iaspectsi iofi 

iSCRES.i ii iThei istudyi iwilli ibei iinformedi ibyi ithei iStrategici iChoicei iTheoryi iandi iResource-Basedi iTheory.i i 

2.3.1i iStrategici iChoicei iTheoryi i(SCT) 

Accordingi itoi iStrategici iChoicei iTheory,i itherei iexistsi iai ilinki ibetweeni ichoicesi iundertakeni ibyi ithei itopi 

imanagementi iteami iandi ithei iperformancei iofi ithei ibusiness.i iActionsi iofi iidentifying,i ievaluatingi 

imitigating,i iandi imonitoringi iunexpectedi ieventsi iori iconditionsi ideterminei ithei ioveralli iperformancei iofi 

iani iorganization.i iThesei iactionsi ithati imanagementi iofi iorganizationsi iundertakeni ientailsi isupplyi ichaini 

iresiliencei i(Ponomarovi iandi iHolcomb,i i2009).i iThei itheoryi ilooksi iati ithei iinteractioni iofi ithei iactionsi iofi 

iani iorganizationi iandi ieventsi i(Dei iRondi iandi iThietart,i i2007).i iAni iintegrativei iapproachi iofi ithei iStrategici 

iChoicei iTheoryi iisi iimportanti iini iriski imanagement.i iFori iexample,i iemphasizingi icross-functionali 

iintegrationi iini iorganizationsi i(Touboulici iandi iWalker,i i2015).i iThei iStrategici ichoicei itheoryi irepresentsi 

ithei irelationshipi ibetweeni iriski imanagement,i ichoices,i iandi iorganizationali iperformancei iandi ithei 

ienvironmental,i iorganizationali iinteraction.i iIti istressesi ithei iimportancei iofi imanageriali iriski 

imanagementi ioptionsi iandi ipracticesi i(Huangi ieti ial.,i i2016).i iIti iviewsi iorganizationsi iasi ipartlyi 

iinfluencedi ibyi itheiri ienvironmenti iandi iaffectedi ibyi ithei ichoicesi itheyi imakei itoi icontroli ienvironmentali 

idisturbances.i iThei itheoryi ifurtheri isuggestsi ithati imanagersi iplayi iai isubstantiali irolei iini iproducingi 

iorganizationali iperformancei ibyi imakingi idecisionsi iori ileadingi iorganizationali ichangesi i(Ketcheni iandi 

iHult,i i2007).i iThisi istudyi iisi itailoredi itoi ithei iSCTi ibecausei imanagersi iplayi iai isignificanti irolei iini iattainingi 

iorganizationali iagilityi ithroughi itheiri idecision-makingi i(Scholteni ieti ial.,i i2014). 

2.3.2i iResource-Basedi iViewi i(RBV) 

Resource-Basedi iTheoryi iarguesi ithati ifirmsi iusei iresourcesi itoi igaini icompetitivei iadvantagei iandi ithusi 

iperformancei i(Ahuja,i i2000).i iRiski iidentification,i ievaluation,i imitigation,i iandi imonitoringi irequirei iani 

iorganizationi itoi ihavei icertaini iresourcesi iini itermsi iofi ibesti ipractices,i itechnology,i iandi iconcepti itoi ieasilyi 

icurbi ithei irisksi iini ithei iorganizationi iwhichi iisi ibesti iexplainedi ibyi ithisi iResource-Basedi iTheory. 

Thei ifocusi iofi ithisi itheoryi iisi ioni ithei iorganization'si icompetitivei iadvantagesi igeneratedi ibyi iitsi iuniquei iseti 

iofi iresources.i iClulowi ieti ial.i i(2007)i istressi ithat;i ivitali iresourcesi ihavei ibeeni irecognizedi iasi itangiblei 



  

11 
 

iassetsi iori iintangible.i iTangiblei iassetsi iarei imadei iupi iofi ibundlesi iofi iresourcesi iini iani iorganizationi ithati 

ionei icani ifeeli iandi itouch.i iIntangiblei iresourcesi icani ineitheri ibei itouchedi inori ifelt,i itheyi iarei icreatedi ibyi 

imanagersi iandi istaffi iofi iani iorganization.i iTheyi iincludei ithingsi ilikei ireputation,i ibrandi inames,i ithei 

iknowledgei ibasei iofi iemployeesi igainedi ithroughi iexperience,i iintellectuali ipropertyi iofi ithei icompanyi 

ilikei itrademarks,i icopyrights,i iandi ipatentsi i(Montgomery,i i2011).i iThei imosti iimportanti icharacteristici 

iofi ithei iRBVi iisi ithei ifocusi ioni ithei iinternali iforcesi iofi iai ifirmi iwhichi igivesi ithei ifirmi iai icompetitivei iedgei 

ioveri iitsi icompetitors.i iThei iresourcesi iofi ithei ifirmi icani ibei iclassifiedi iaccordingi itoi ithei ifollowingi 

icategories:i icapabilities,i ilocationi iresources,i itangiblei iandi iintangiblei iresources,i istrategici iresources,i 

iassets,i ihumani iresources,i itechnologicali iresources,i iriski imanagementi iresources,i isociali iresources,i 

iandi iorganizationali iresources. 

Thisi itheoryi inotedi ithati ifirmsi icompetei ibasedi ioni itheiri iuniquenessi iini itermsi iofi icorporatei iresourcesi 

iavailablei itoi ithemi iandi ihowi itheyi imanagei ithei iturbulencei iofi ithei iriski iini ithei ienvironment.i iThesei 

icorporatei iresourcesi ishouldi ibei irarei itoi ibei ifoundi iandi idifficulti itoi iimitatei iori isubstitute.i iThisi iisi iai icleari 

iwayi iofi igainingi iai icompetitivei iadvantagei iandi iinfluencingi ithei iservicei ideliveryi iofi ithei ifirmi i(Holland,i 

i2004).i iOnei iofi ithei iassumptionsi iofi iai iresource-basedi itheoryi iisi ithati iresourcesi iarei idistributedi iini iai 

iheterogeneousi imanner.i iThei itheoryi ialsoi iassumesi ithati iresourcesi iarei inoti iperfectlyi imobile.i iThei 

itheoryi ileveragesi iresourcesi ithati iarei iwithini iani iorganizationi ifori ithei iformulationi iofi istrategiesi 

iespeciallyi ithosei imitigatingi ithei irisksi iini ithei iorganization.i iThroughi ithis,i icompetitivenessi iandi ihighi 

iperformancei iarei iachievedi iandi iimprovei iservicei idelivery.i iResource-basedi iviewi itheoryi i(RBV)i 

iadvocatesi imitigatingi idisruptionsi iwithi iproperi iutilizationi iofi iorganizationali iresourcesi iandi 

icapabilitiesi i(Barney,i i2001).i iRBVi iisi iusefuli ifori ithisi istudy,i iasi iresourcesi iplayi iai ivibranti irolei iini 

iimprovingi iorganizations‟i iservicei idelivery. 

2.3.3i iNetworki itheory 

Thei inetworki itheoryi iwasi ifirsti iestablishedi ibetweeni ithei i1970si iandi ithei i1980si iwithi iresearchersi 

iconcentratingi ioni irelationshipsi ibetweeni itwoi ientities,i iori itacticali iassociations,i itowardsi iani iapproachi 

ithati ientailedi inumerousi irelationshipsi ibetweeni idiversei isupplyi ichaini imembersi i(Wellenbrock,i i2013).i 

iLysonsi iandi iFarringtoni i(2006)i idefinedi iai inetworki iasi iani iarrayi iofi ipartnerships,i istrategici ialliances,i 

iandi ioutsourcingi ithati iorganizationsi iformi iwithi isuppliers,i iproducers,i iandi itradersi itoi iproducei iandi 

imarketi iai iproduct.i iMcNicholsi iandi iBrennani i(2006),i inotei ithati inetworki itheoryi iconcentratesi ioni ibothi 

idyadici irelationshipsi iandi icooperativei irelationships.i iNetworki itheoryi iemphasisi iwasi ioni idevelopingi 



  

12 
 

idurablei iandi iclosei irelationshipsi iamongi ithei isupplyi ichaini imembersi ithroughi ipartnership,i istrategici 

ialliance,i iandi ioutsourcingi i(Gunasekaran,i ieti ial.,i i2008).i iThei itheoryi iisi isuitablei itoi ithei istudyi isincei 

iNetworksi iallowi ihealthcarei iinstitutionsi itoi iconsolidatei iresourcesi ifori ilong-termi icommitments,i icuti 

icostsi iandi iimprovei iqualityi iwithouti ihugei iexpendituresi ithati icharacterizei iinvestingi iini iparticulari 

iresources. 

2.4i iSupplyi iChaini iResilience 

Ai isupplyi ichaini icomprisesi ithei isuppliers,i iorganizationi iandi iconsumers,i iandi iotheri ipartnersi iengagedi 

iini ithei ioperationsi iofi ithei ifirm.i iIni isupplyi ichaini iresilience,i itherefore,i ifunctionsi iandi ipracticesi ithati iwilli 

iensurei ianticipation,i iresistance,i irecovery,i iandi iresponsei istrategiesi itoi ithei iforeseeni iandi iunforeseeni 

irisksi iini ithei ioperationsi iofi ithei iupstream,i idownstream,i iandi iproducingi ifirms.i iReengineering,i 

icollaboration,i iagility,i iandi iriski imitigationi iculturei iini ithei isupplyi ichaini iarei ithei ikeyi ielementsi iofi 

isupplyi ichaini iresiliencei i(Christopheri iet.al,i i2004).i iTheyi iarei ifacilitatedi ibyi iorganizationali 

irelationshipi ilinkagesi iandi iinformationi iintegrationi i(Lee,i i2012). 

Supplyi ichaini iresiliencei iresultsi iini ihighi iresponsivenessi itoi icustomers'i idemands,i ireductioni iini icyclei 

itime,i itransactioni ivisibility,i ireductioni iini ioperationali icosts,i iandi iincreasedi iqualityi icustomeri iservicei 

ideliveryi ilevelsi i(Bargchii iandi iLarsen,i i2002).i iAlli ithesei iresultsi iini ihighi ioperationali iandi ifirms'i 

iperformancei iofi ithei isupplyi ichaini iplayersi iandi iincreasesi iservicei idelivery.i iSupplyi ichaini iresiliencei 

iaimsi iati iunifyingi ithei iorganizations'i iskills,i iideasi iandi iculture,i ithusi ienhancingi idecisioni imakingi iandi 

ireducingi ithei iconflicti iofi iinterest,i irisks,i iandi icosti iimplicationsi iimposedi ioni ithei ifirmi iwhilei iati ithei isamei 

itimei ienhancingi igreateri icustomeri ivaluei ithroughi isystematici iandi ifrequenti imeasurementi iofi icustomeri 

isatisfactioni iandi imonitori ithei icommitmenti iofi icustomers'i ineedsi i(Lii ieti ial.,i i2017). 

Accordingi itoi iForkmann,i iVarzandeh,i iHenneberg,i iNaude,i iMitregai i(2016),i iorganizationsi iarei 

ibecomingi iincreasinglyi iforewarnedi ioni idisruptionsi icausedi ibyi ithei isupplyi ichain.i iToday,i isupplyi 

ichaini iresiliencei iisi iai ikeyi icomponenti iofi iglobali ifirmsi iandi ieconomies.i iOrganizationsi iarei ithereforei 

idevelopingi isupplyi ichaini iresiliencei istrategiesi itoi imanagei ithei irisksi ifacingi ifirmsi iasi iai iresulti iofi 

itechnology,i iuncertaini iglobali icustomers,i iandi icomplexityi iini ithei isupplyi ichaini ifunctioni itoi iremaini 

icompetitivei iini ithei icurrenti idynamici imarketplace. 
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2.5i iSupplyi iChaini iResiliencei iStrategiesi i 

Accordingi itoi iYangi ieti ial.i i(2009),i icompaniesi ineedi itoi ibei iablei itoi ianticipatei iandi ipreparei ifori ipossiblei 

ifuturei idisturbances.i iToi ireducei iriski iandi idisruptioni ivulnerabilityi itoi iimprovei iservicei idelivery,i ithei 

imembersi iofi iai isupplyi ichaini imusti ibei iini iai ipositioni itoi iproactivelyi ianticipatei idifferenti iscenariosi iandi 

iimplementi ireliablei isolutionsi iandi istrategiesi ithati ipreventi itheiri isupplyi ichainsi ifromi ithei inegativei 

ieffectsi iini ithei ifuturei i(Hendricks,i iSinghali iandi iZhang,i i2009;i iZsidisini iandi iWagner,i i2010).i iThusi ithei 

istrategiesi ifosteringi ithesei icompetenciesi iarei iessentiali ifactorsi iofi iresilienti isupplyi ichainsi itoi iimprovei 

icustomeri iservicei idelivery.i i 

Mariai iJesusi iSaenzi ieti ial.i i(2015)i iproposei ithati isupplyi ichaini iresiliencei iisi icategorizedi iintoi ithreei 

iphasesi iwhichi iarei ipreparednessi i(statei iofi ibeingi ifullyi ipreparedi ifori iandi idisruptioni ithei isupplyi ichain),i 

iresponsei i(thei iabilityi itoi ireacti itoi idisruption),i iandi irecoveryi i(returni itoi ithei ioriginali istatei iafteri iai 

idisruption.i iSeverali iresiliencei istrategiesi iwerei idiscussedi iini ithisi istudyi ibuti ithei iresearcheri imainlyi 

ifocusedi ioni icollaboration,i iagility,i iandi isupplyi ichaini ireengineeringi istrategiesi iasi itheyi ifosteri ithei ithreei 

iphasesi iofi isupplyi ichaini iresilience.i iFori iexample,i iresponsei irequiresi iani iagilei isupplyi ichaini itoi iquicklyi 

ireacti iandi irectifyi idisruptions;i ipreparednessi ineedsi icollaborationi iwithini ithei isupplyi ichain,i iandi 

irecoveryi irequiresi ithei ireconstructioni iandi ireengineeringi iofi ithei isupplyi ichains. 

2.5.1i iSupplyi ichaini ireengineering 

Supplyi ichaini ireengineeringi irefersi itoi ithei iintegratedi iperspectivei iini ithei iprocessi iofi isupplyi ichaini 

idesigni iwithi ithei itraditionali iconstraints,i icosti ioptimization,i iandi icustomeri iservicei itoi ienhancei 

iflexibilityi ithroughi icustomizationi iini idifferenti isituationsi i(Santosi ieti ial.,i i2014).i iSupplyi ichaini 

ireengineeringi iinvolvesi iai icleari iunderstandingi iofi ithei isupplyi ichaini ipartnersi iandi itheiri ifunctions,i iai 

iflexiblei isupplyi ichaini ibasei ithroughi iidentificationi iofi isupplieri iriski isourcesi iandi iassessmenti iofi ithei 

icurrenti istrategies,i iandi ire-evaluationi iofi ithei iredundancyi iandi iefficiencyi itrade-offsi i(Liker,i i2004).i i 

Literaturei idisclosesi iinnumerablei isupplyi ichaini ireengineeringi ipracticesi ithati icani iimprovei iSCRES.i 

iThesei ipracticesi iincludei ipostponement,i iflexiblei itransportation,i iai iflexiblei isupplyi ibase,i iorderi 

ifulfillmenti iflexibility,i iandi iflexiblei ilabori iarrangementsi i(Tang,i i2006b;i iChristopheri iandi iHolweg,i 

i2011;i iPettiti ieti ial.,i i2013).i iFori iinstance,i iiti iisi idebatedi ithati iflexibilityi ithroughi ipostponementi iboostsi 

iresiliencei iduringi iai icrisisi ibyi ideferringi idemandi itoi ithei iforthcomingi iperiodi i(Tang,i i2006b).i 

iAccordingly,i iflexibilityi ibuildsi iSCRESi ibyi iimprovingi ispeedyi iadaptabilityi iduringi iturbulencei 
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i(Christopheri iandi iHolweg,i i2011).i iFlexibilityi ialsoi isupportsi iai isupplyi ichain‟si iprompti iresponsei iandi 

irecovery,i iandi ithisi icani ibei iexpeditedi ibyi ithei iconveniencei iofi ichoicesi i(redundancy),i icomprisingi 

ialternatei isuppliersi i(Sheffii iandi iRice,i i2005).i iThisi iempowersi iresourcesi itoi ibei imorei ieasilyi 

iredistributed,i iincludingi ishippingi iandi ilabori iresourcesi i(Pettiti ieti ial.,i i2013).i iMorei igenerally,i isupplyi 

ichaini ireengineeringi iisi inecessaryi igiveni ithati ithreatsi itoi iresiliencei iarei inon-stationary,i irequiringi 

iresponsesi ithati iarei isimilarlyi iadaptive. 

2.5.2i iCollaboration 

Collaborationi irefersi itoi iai icontinuousi irelationshipi ibetweeni isuppliersi iandi iani iorganization.i iIti ihelpsi 

iorganizationsi itoi iinfluencei itheiri iplannedi iandi ioperationali iefficienciesi iandi icapabilities.i iIti 

iemphasizesi ilong-termi idirecti irelationshipsi ibetweeni ifirmsi iandi itheiri isuppliersi iwithi isharedi iproblemi 

isolvingi iandi iplanningi icapabilitiesi i(Lii ieti ial.,i i2006).i iPartneringi idescribesi inumerousi irelationships.i 

iAccordingi itoi iPettiti ieti ial.i i(2013),i isupplyi ichaini icollaborationi irefersi itoi ithei iabilityi itoi iworki ieffectivelyi 

iwithi iotheri ientitiesi ifori imutuali ibenefiti iini iareasi isuchi iasi iforecasting,i ipostponement,i iandi irisk-sharing.i 

iCollaborationi icani ialsoi iencompassi iinformationi iexchange,i iwhichi icani ilesseni iuncertainty,i iupturni 

itransparency,i iandi ihelpi ithei icreationi iandi isharingi iofi iknowledge,i isuchi iasi iabouti isupplyi ichaini ithreatsi 

iandi iuncertaintiesi i(Christopheri iandi iPeck,i i2004).i iWielandi iandi iWallenburgi i(2013)i inotei ithati 

irelationshipsi ibetweeni isupplyi ichaini imembersi irelyi ioni ithei iavailabilityi iofi iinformationi ithati iisi ivisiblei 

itoi ithei iactorsi ialongi ithei isupplyi ichain.i iCollaborationi ialsoi ienablesi isupplyi ichaini ipartnersi itoi isharei ithei 

icostsi iofi ibuildingi isecurityi iandi iresiliencei i(Bakshii iandi iKleindorfer,i i2009). 

Moreover,i iiti iinfluencesi ithei iprocessesi iadoptedi ibyi isupplyi ichaini ipartnersi itoi iensurei isupplyi ichaini 

irecoveryi i(Ghadgei ieti ial.,i i2012).i iFori iexample,i icollaborationi icani ifacilitatei ithei isharingi iofi iresourcesi 

iandi iotheri icomplementaryi iskillsi inecessaryi ifori irecoveryi ifromi iai idisruptioni i(Scholteni ieti ial.,i i2014;i 

iScholteni iandi iSchilder,i i2015).i iCollaborationi ialsoi ienhancesi iSCRESi ibyi ienablingi isupplyi ichaini 

ipartnersi itoi isupporti ieachi iotheri iduringi iai idisruptivei ieventi i(Jüttneri iandi iMaklan,i i2011)i iandi itoi iprovidei 

iai iflexiblei iandi icoordinatedi iresponse.i iFori iexample,i iToyota‟si icollaborationi iwithi isuppliersi ifollowingi 

ithei i1997i iAisini iSeikii iKariyai iplanti ifirei i(Nishiguchii iandi iBeaudet,i i1998).i iThisi iexamplei iisi ialsoi iusefuli 

iini iremindingi iusi ihowi icertaini ipracticesi iini isupplyi ichaini irelationships,i ilikei ijust-in-timei isupplyi iandi 

isingle-sourcingi isupplyi ipartnershipsi icreatei ivulnerabilitiesi ithati imusti ibei itradedi ioffi iagainsti ithei 

ibenefitsi iofi ithesei ipractices,i ilikei istrongi inetworksi ithati icouldi ipotentiallyi ifacilitatei iai irapidi iresponsei itoi 

iai icrisis.i iButi isuchi icollaborationi icani ialsoi iproducei ifragility,i ifori iexample,i iini imakingi isociali 
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icommitmentsi ithati ihavei itoi ibei ihonoredi ieveni iwheni icounter-productive.i iThisi iwasi ievidenti iini ithei 

ifindingsi iofi ithisi istudyi iwherei ifirmsi icouldi ibei irequestedi itoi iwaiti ipatientlyi iini icasei iofi isupplieri ideliveryi 

idelaysi iandi ifailuresi ilimitingi iflexibilityi itoi iswitchi isuppliersi iandi iaffectingi ithei idownstreami ibyi 

isimilarlyi idelayingi ideliveryi itoi icustomers. 

2.5.3i iAgility 

Beingi ireactivei iisi iani iincreasinglyi ivitali iskilli ifori ifirmsi iini itoday‟si iglobali ieconomy;i ithusi ifirmsi imusti ibei 

iagilei i(Swaffordi ieti ial.i i2008).i iOrganizationali iagilityi iisi iai iproactivei imanagementi istrategyi ithati itargetsi 

iprompti iresponsei itoi idifferenti imarkets,i isafeguardingi ithei iorganization'si iresourcesi isuccessfully,i iandi 

iattainingi ithei irequirementsi iofi icustomersi iini iai isuitablei imanneri ithati iinfluencesi ioni ifirm‟si iservicei 

ideliveryi i(Gligori ieti ial.,i i2015).i iAccordingi itoi iWielandi iandi iWallenburgi i(2013),i isupplyi ichaini iagilityi 

irefersi itoi ithei ifirm‟si icapabilityi itoi irapidlyi iadjusti iitsi isupplyi ichaini istrategiesi iandi iprocesses.i iAgilityi iisi 

ialsoi iani iaspecti icloselyi itangledi iwithi ithei iefficacyi iofi istrategici isupplyi ichaini imanagement.i iAgilityi ihasi 

ialsoi ibeeni idefinedi ibyi iSwaffordi ieti ial.i i(2008)i iasi ithei iabilityi itoi icopei iwithi iunexpectedi ichallenges,i itoi 

isurvivei iunprecedentedi ithreatsi iofi ithei ibusinessi ienvironment,i iandi itoi itakei iadvantagei iofi ichangesi iasi 

iopportunities.i iTherefore,i iagilityi iimpliesi ithei iusei iofi iknowledgei iofi ithei imarketi iandi iai ivirtuali 

icorporationi itoi iharnessi iprofitablei iopportunitiesi iini ivolatilei imarketsi i(Mason,i iNaylor,i iandi iTowill,i 

i2000).i iIti iisi iai ibusiness-widei icapacityi ithati iworksi iwithi iorganizationali istructures,i iinformationi 

isystems,i ilogisticali iprocesses,i iandi iriski imitigationi ipracticesi i(Christopheri iandi iTowill,i i2001).i iThei 

ieffectivenessi iofi ianyi iabilityi itoi irespondi iquicklyi itoi ithei imarketi idynamicsi iwilli ibei itoi iai ilargei iextenti ibei 

ideterminedi ibyi ithei icapabilitiesi iofi itradingi iparties.i iTherefore,i ithei iconcepti iofi iagilityi ihasi itoi ibei 

iextendedi ibeyondi ithei iindividuali iorganizationsi itoi iincludei ithei ioperationsi iofi ithei isupplyi ichaini iini 

iwhichi ithei ifirmi ioperatesi i(Power,i iSohal,i iandi iRahman,i i2001).i iThei irationalei iofi iani iagilei isupplyi ichaini 

iisi ithei iabilityi itoi irespondi iquicklyi iandi iefficientlyi itoi iai idynamici imarketplace. 

Christopheri iandi iPecki i(2004)i isuggestedi ithati isupplyi ichaini iagilityi iisi imainlyi icomposedi iofi ivisibilityi 

iandi ivelocity.i iSupplyi ichaini ivisibilityi irefersi itoi ithei iabilityi itoi iseei ithroughi ithei ientirei isupplyi ichain.i iIti 

ienablesi iai icleari iviewi iofi ithei iwholei ichain,i iwhichi imayi ihelpi iini idetectingi isignalsi iofi iimpendingi 

idisruptions.i iVisibilityi iimpliesi ihavingi iknowledgei iofi ithei istatusi iofi iai isupplyi ichain‟si iassetsi iandi 

ienvironmenti i(Pettiti ieti ial.,i i2013),i itherebyi ialsoi ihelpingi itoi iavoidi ioverreactions,i iunnecessaryi 

iinterventions,i iandi iineffectivei idecisionsi iini icircumstancesi iofi iriski i(Christopheri iandi iLee,i i2004).i 

iFurthermore,i iiti ihelpsi ithei isupplyi ichaini itoi ieffectivelyi irespondi itoi iandi irecoveri ifromi idisruptionsi 
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ithrough,i ifori iexample,i iidentifyingi ivulnerablei isuppliers,i itherebyi iallowingi ienoughi itimei itoi idevelopi 

icountermeasuresi iagainsti ipotentiali ifailuresi i(Jüttneri iandi iMaklan,i i2011).i iFori iexample,i iProcteri iandi 

iGamble'si iplannersi ihavei itriedi itoi istrengtheni itheiri isupplyi ichaini ivisibilityi ibyi iinstallingi imonitoringi 

itoolsi itoi imapi ithei isupplyi ichaini itoi iimprovei ithreati iawarenessi iandi ireceivei itimelyi iwarningsi iofi 

ipotentiali idisruptionsi i(Saenzi iandi iRevilla,i i2014).i i 

Saenzi iandi iRevillai i(2014)i ifurtheri idescribei ihowi isupplyi ichaini ivisibilityi ihelpedi iCiscoi itoi iimprovei iitsi 

iagilityi iandi iresiliencei itoi ithei iJapanesei iearthquakei iandi itsunamii iofi i2011.i iWithini itwelvei ihoursi iofi ithei 

idisaster,i iCiscoi iwasi iablei itoi imapi iouti iitsi isupplyi ibasei ibeyondi itier-onei isuppliersi i(morei ithani i300i 

isuppliers)i iandi iwithini itwenty-fouri ihours,i iiti iwasi iablei itoi itracei iitsi icustomersi iandi ifieldi i118i icustomeri 

iinquiriesi ihencei iimprovedi iservicei idelivery.i iThisi ihelpedi iiti itoi ibuildi iai ifirmi iSCRESi iagendai iandi 

isurvivei ithei ieffectsi iofi ithei idisasteri i(Saenzi iandi iRevilla,i i2014).i iThei isecondi ielementi iofi iagilityi 

ireferredi itoi ibyi iChristopheri iandi iPecki i(2004)i iasi isupplyi ichaini ivelocityi ifocusesi ioni ithei ipacei iofi iflexiblei 

iadaptationsi i(Stevensoni iandi iSpring,i i2007),i iandi ithusi ideterminesi ithei irecoveryi ispeedi iofi ithei isupplyi 

ichaini ifromi iai iriski ieventi i(Jüttneri iandi iMaklan,i i2011). 

2.5.4i iStrongi icorporatei iculturei idevelopment 

Thei idevelopmenti iofi istrongi icorporatei iculturei iasi iai iresilienti istrategyi ihelpsi ialli iemployeesi ibei iwelli 

iinformedi iabouti ithei iorganization'si iactivitiesi iandi iobjectivesi ithroughi icontinuousi icommunication.i 

iCorporatei iculturei iisi ilikei ithei iDNAi iofi iani iorganization.i iWithi istrongi icorporatei iculture,i iemployeesi 

iandi imanagementi iunderstandi iwhati iisi irequiredi iofi ithemi iandi iacti ibyi ithei icorei ivaluesi iandi iobjectivesi iofi 

ithei iorganization.i iThisi iwilli ihelpi iandi ienhancei ithei iriski imitigationi iprocess.i iEmployeesi iarei ialsoi 

iempoweredi itoi imakei iquicki idecisions.i iSupplyi ichaini idisruptionsi isuchi iasi inaturali idisasters,i 

ipandemics,i iandi iotheri iformsi iofi idisturbancesi irequirei iquicki iresponsesi itoi igeti iridi iofi ithei irisks.i 

iTherefore,i istrongi icorporatei iculturei idevelopmenti iassistsi iini iimprovingi iemployeei iengagementi iini 

iriski imitigationi iprograms.i iStrongi icorporatei iculturei idevelopmenti ialsoi iallowsi iquicki irecoveryi iafteri 

idisruptions. 

2.5.5i iRedundancy 

Redundancyi irefersi itoi ibackupi iori ialternativei isuppliersi iandi ithei iamounti iofi itimei iiti itakesi ifori iani 

iorganizationi itoi iswitchi ibetweeni isuppliersi ifollowingi iai idisruption.i iAsi iwitnessedi ibyi imanyi iauthors,i 

idisruptionsi itoi isinglei iandi isolei isourcei iglobali imanufacturersi icani icontributei itoi iwidespreadi ishortagesi 
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iofi icriticali iproducts.i iFori iinstance,i ithei i2011i iTohokui iearthquakei iini iJapani idamagedi ithei iprimaryi 

iproductioni ifacilityi ifori ithei ispecialtyi ipigmenti iZirallic,i iwhichi iledi itoi iai iglobali ishortfalli iofi iai ipainti 

iadditivei iusedi ibyi iFord,i iVolkswagen,i iBMW,i iToyota,i iandi iseverali iotheri iautoi imanufacturers.i 

iTherefore,i iredundancyi iisi ivitali itoi ibei iablei itoi iquicklyi irespondi iandi imanagei idisruptions.i iThroughi 

iredundancy,i iani iorganizationi icani iholdi iextrai iinventory,i imaintaini ilowi icapacityi iutilization,i iandi ihavei 

imanyi isuppliersi iandi ikeep.i iHowever,i iredundanti istrategiesi iaddi icostsi itoi ioperationsi i(Sheffii iandi iRice,i 

i2005)i iasi iiti iisi itemporaryi iandi iani iorganizationi icani ifaili itoi imitigatei irisksi iini ithei ilongi itermi iori iextendedi 

irisks.i iThesei istrategiesi iachievei iresiliencei iandi ireducei ithei ioveralli isupplyi ichaini iriski i(Tang,i i2008).i 

iChristopheri iandi iPecki i(2004)i iarguei ithati ioptingi ifori isupplyi ichaini iresiliencei istrategiesi ithati ileavei 

iseverali ioptionsi iopeni imayi ibei imorei iexpensivei ifori iai icompanyi iini ithei ishorti itermi ithani ileani iandi 

iefficienti ipracticesi ibuti ireducei ithei ilikelihoodi iandi iimpacti iofi idisruptionsi iandi ithereforei ipayouti iini ithei 

ilong-term. 

2.6i iServicei ideliveryi i 

Servicei ideliveryi iisi iai ibusinessi iframeworki ithati isuppliesi iservicesi ifromi iai iprovideri itoi iai iclient.i iIti 

iincludesi ithei iconstanti iinteractioni ibetweeni itwoi ipartiesi iduringi ithei idurationi iofi ithei itimei iini iwhichi ithei 

iprovideri isuppliesi ithei iservicei iandi ithei icustomeri ipurchasesi iit.i iSo,i iServicei ideliveryi iisi itakeni itoi ibei ithei 

ifunctioni iofi iani iorganization'si iabilityi itoi imeeti iitsi igoalsi iandi iobjectivesi ibyi iexploitingi ithei iavailablei 

iresourcesi iefficientlyi iandi ieffectively.i iServicei ideliveryi ientailsi ieffectivenessi iwhichi irefersi itoi ithei 

ifirm‟si iabilityi itoi iservei iandi ibringi iwhati ithei imarketi irequiresi iati iai iparticulari itimei iandi iefficiencyi imeansi 

imeetingi ithei iobjectivesi iati ithei ilowesti ipossiblei icosti iwithi ithei ihighesti ipossiblei ibenefitsi i(Grassing,i 

i2002).i iIni ithisi icase,i iservicei ideliveryi iisi ithei iparti iofi iai ihealthcarei isystemi iwherei ipatientsi ireceivei ithei 

itreatmenti iandi isuppliesi itheyi iarei ientitledi ito.i iToi iassessi iservicei idelivery,i imanagersi iusei iactioni 

idesignedi itoi igeneratei isuitablei ilong-termi iimprovement. 

Thei ieffectivenessi iofi iservicesi iisi isatisfiedi iwithi ieffectivei iservicei ideliveryi ibyi iai iparticulari 

iorganization.i iThei ieffectivenessi iofi iservicei ideliveryi iisi imeasuredi iini itermsi iofi iqualityi iservicesi ithati 

isatisfyi iclientsi ithusi iattainingi ithei igoalsi iofi ithei iorganization.i iSupplyi ichaini iresiliencei istrategiesi iarei 

iusedi iasi iai istrategici itooli itoi ienhancei ithei iqualityi iofi iservicesi iandi iarei ithusi icentrali itoi ithei ideliveryi iofi 

iservices.i iImprovingi iservicei ideliveryi iisi ionei iofi ithei ibiggesti ichallengesi ifori imanyi ihealthcarei 

iinstitutions.i iPrivatei ihospitalsi iini iHararei iprovincei iarei ifacingi ipressurei itoi ideliveri imorei ieffectivei iandi 
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iefficienti ihealthi iservicesi itoi icitizensi idespitei ithei imultitudei iofi isocio-economici iandi iglobali ichallengesi 

ithati iiti iisi ifacing.i iTherefore,i ithisi istudyi iwilli ifocusi ioni ithei isuperiorityi iofi iservicei idelivery. 

2.7i iMetricsi iofi iservicei idelivery 

Metricsi ihelpi iorganizationsi iimprovei iservicei iperformance,i ialigni igoals,i iandi irealizei ivalue.i iSomei iofi 

ithei igoodi ithingsi iabouti ihavingi iai imeasurementi iprogrami iarei ithati iiti iprovidesi ithei iinstrumentationi 

inecessaryi itoi icontroli iai iservicei iorganizationi iandi iimprovei iservicei idelivery.i iIti iverifiesi iresultsi iandi 

ibringsi iattentioni itoi ispecifici iservicei iperformancei iissues,i iiti imakesi iiti ieasieri itoi ispoti idangeri iini itimei itoi 

icorrecti iiti ibeforei iyouri icustomeri igetsi iupset,i iandi iiti idrivesi iservicei ideliveryi iefficiency,i ieffectiveness,i 

iandi iquality.i iWithouti iai imeasurementi iprogram,i iunscrupulousi ithingsi icani ihappen,i iincludingi ireducedi 

ivisibilityi iresultingi iini ilossi iofi icontroli iandi iunpredictablei iservicei idelivery.i iThesei ioutcomesi ican,i iini 

iturn,i iresulti iini inegativei icustomeri iperceptions,i iespeciallyi iwheni icosti ieffectiveness,i iservicei ilevels,i 

iandi iqualityi iofi iservicei iarei ipoorlyi iunderstood,i ileadingi itoi idisagreementsi iini ivaluei iperceptioni iandi 

isituationsi iwherei icustomeri icomplaintsi idrivei iimprovements,i iformingi iani iunhealthyi inegativei 

ifeedbacki iloop.Therei iarei ivariousi iwaysi itoi imeasurei iservicei ideliveryi iwithini iani iorganizationi i(ini ithisi 

icasei ihospitals).i iServicei ideliveryi imeasuresi iincludei icustomeri isatisfaction,i iaccessibilityi iofi iservice,i 

iqualityi iofi iservicei iandi iresponsivenessi iori itimelinessi iofi iservice.i iFocusingi ioni ithesei imetricsi icani igivei 

iai ibroaderi iunderstandingi iofi ithei iscopei iofi iservicei idelivery.i ii i 

2.7.1i iCustomeri isatisfaction 

Servicei ideliveryi icani ibei imeasuredi ithroughi icustomeri isatisfaction.i iCustomeri isatisfactioni iisi iai 

imeasurementi ithati ideterminesi ihowi ihappyi icustomersi iarei iwithi iai icompany‟si iproducts,i iservices,i iandi 

icapabilities.i iCustomeri isatisfactioni iinformation,i iincludingi isurveysi iandi iratings,i icani ihelpi iai 

icompanyi ideterminei ihowi itoi ibesti iimprovei iori ichangesi iitsi iproductsi iandi iservices.i iAni iorganization‟si 

imaini ifocusi imusti ibei itoi isatisfyi iitsi icustomers.i iThisi iappliesi itoi iindustriali ifirms,i iretaili iandi iwholesalei 

ibusinesses,i igovernmenti ibodies,i iservicei icompanies,i inonprofiti iorganizations,i iandi ieveryi isubgroupi 

iwithini iani iorganization. 

2.7.2i iAccessibilityi iofi iservicei i 

Accessiblei iservicei iisi iani iaspecti iofi iqualityi iservicei iandi iofi icreatingi iai igoodi iservicei iexperiencei ifori 

icustomers.i iAi iqualityi iservicei iprovidesi iai iresponsei itoi icustomeri ineeds.i iServicei iaccessibilityi ialsoi 
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ientailsi ithei inumberi iofi iclientsi iwhoi iarei iablei itoi igeti iori iaccessi iori iassistedi iwithi iai icertaini itypei iofi iservice.i 

iServicei iaccessibilityi icani ibei iusedi iasi iai imeasurei iofi iservicei ideliveryi iwithini ihealthcarei iinstitutions. 

2.7.3i iQualityi iofi iservice 

Servicei iqualityi iisi igenerallyi iviewedi iasi ithei ioutputi iofi ithei iservicei ideliveryi isystem,i iespeciallyi iini ithei 

icasei iofi ipurei iservicei isystems.i iMoreover,i iservicei iqualityi iisi ilinkedi itoi iconsumeri isatisfaction.i iServicei 

iqualityi iisi iai iperceptioni iofi ithei icustomer.i iCustomers,i ihowever,i iformi iopinionsi iabouti iservicei iqualityi 

inoti ijusti ifromi iai isinglei ireferencei ibuti ifromi iai ihosti iofi icontributingi ifactors.i iQualityi iofi iservicei iisi ithei 

idescriptioni iori imeasurementi iofi ithei ioveralli iperformancei iofi iai iservice.i iTherefore,i iqualityi iisi iusedi itoi 

imeasurei iservicei idelivery. 

2.7.4i iResponsivenessi iori itimelinessi iofi iservice 

Responsivenessi iisi iai iservicei ideliveryi imeasurei iwhichi ientailsi ithei idegreei itoi iwhichi iindividualsi iarei 

iinhibitedi iori ifacilitatedi iini itheiri iabilityi itoi igaini ientryi itoi iandi itoi ireceivei icarei iandi iservicesi ifromi ithei 

ihealthi icarei isystem.i iThei iclientsi ihavei itoi ireceivei ithei iservicei itheyi irequirei ioni itimei i(timelyi iservice).i 

iTherefore,i ithei iratei iati iwhichi icustomersi iarei iservedi icani ibei iusedi iasi iai iservicei ideliveryi imeasure. 

2.8i iSupplyi ichaini iresiliencei iandi iservicei ideliveryi i 

2.8.1i iEffectsi iofi iAgilityi ioni iservicei idelivery 

Ifi iai idisruptioni ihasi ioccurredi iati isomei ipointi iofi ithei isupplyi ichain,i iagilityi iensuresi iani iadequatei iresponsei 

iandi iadaptationi itoi ithei idisturbancesi iandi ienablesi iai isupplyi ichaini itoi istarti ithei irecoveryi iasi isooni iasi 

ipossiblei i(Hohensteini ieti ial.,i i2015)i itoi iimprovei ioni iservicei idelivery.i iRapidi iresponsei itoi idisturbancei 

iallowsi iai isupplyi ichaini itoi iquicklyi irecoveri iandi icani ireducei ithei itotali inegativei ieffectsi iofi iai idisruptioni 

iconsiderablyi i(Manuji iandi iMentzer,i i2008).i iThei imorei itimei iai icompanyi ineedsi itoi ireacti iandi icarryi iouti 

iitsi icountermeasures,i ithei ilongeri idisruptioni imayi iexerti inegativei iimpactsi ioni ithei isupplyi ichaini iandi 

iservicei ideliveryi iwilli ibei icompromised.i iFurthermore,i iBlackhursti ieti ial.i i(2008)i ihighlighti ithei ipositivei 

ieffecti ithei iagilei icomponentsi iofi iresilienti icompetenciesi ihavei ioni iservicei ideliveryi ibyi iconsiderablyi 

ireducingi ithei irecoveryi itimei iafteri iai idisturbancei ioccurredi iini ithei isupplyi ichain.i iThusi iiti iisi itheorizedi 

ithati ithei iagilei istrategyi iofi iresiliencei isupplyi ichaini icontributesi itoi iservicei ideliveryi iini iai ipositivei iway. 
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2.8.2i iEffectsi iofi icollaborationi ioni iservicei idelivery 

Supplyi ichaini icollaborationi iteamsi iupi ipartnersi ifori icompetitivenessi ithroughi iinformationi iexchange,i 

imutuali idecisioni imaking,i iandi idistributingi irewardsi iobtainedi ibyi imeetingi ithei ineedsi iofi iclientsi iwithi 

isuperiori iservicesi iamongsti ithemselvesi i(Simatupangi iandi iSridharan,i i2008).i iSlacki iandi iLewisi i(2011)i 

iasserti ithati icollaborationi iisi iconsideredi iai istrategici ialliance,i iwherei iskillsi iandi iresourcesi iarei isharedi itoi 

iattaini imutuali ibenefitsi iwhichi icannoti ibei irealizedi iworkingi iindividually.i iTherefore,i iFawcetti ieti ial.i 

i(2012)i iarguei ithati icollaborationi iisi iai ivitali isupplyi ichaini iresiliencei istrategyi itoi iassisti iini ideliveringi 

iadequatei iservicesi itoi icustomersi iori iclients.i i 

Collaborationi ihasi ibeeni iemployedi ibyi icorporatesi ibyi itappingi iintoi ibusinessi ipartnershipi 

icomplementarities,i iknowledgei imanagementi iandi iinformationi isharing,i icollaborativei icoordination,i 

iandi ipartnershipi iexpertisei iamongi iotheri iprerequisitesi iofi istrategici icollaborationi itoi iincreasei iservicei 

idelivery.i iIni iai isituationi iofi idisasteri iori ipandemici i(thei irecenti ibeingi icovid-19),i icollaborationi ikeepi 

isupplyi ichaini iorganizationsi itogetheri iandi iincreasei iimprovementi ioni iservicei idelivery.i iAccordingi itoi 

iHsiehi i(2018),i iriski icani ibei imitigatedi ibyi icollaborativei iworki iacrossi isupplyi ichains.i i 

2.8.3i iEffectsi iofi isupplyi ichaini ireengineeringi ioni iservicei idelivery 

Ai isupplyi ichaini irequiresi ire-engineeringi itoi imakei iiti imorei iresilient.i iOncei iai isupplyi ichaini iisi iresilienti iiti 

ihelpsi ientitiesi iini ideliveringi iadequatei iservicesi itoi iclients.i iToi imakei iai isupplyi ichaini iresilient,i itherei 

imusti ibei iai iproperi iunderstandingi iofi isupplyi ichaini inetworki idesigni i(Choii iandi iHong,i i2002).i iAsi 

imentionedi iabove,i iliteraturei idisclosesi iinnumerablei isupplyi ichaini ireengineeringi ipracticesi ithati icani 

iimprovei iSCRES.i iThesei ipracticesi iincludei ipostponement,i iflexiblei itransportation,i iai iflexiblei isupplyi 

ibase,i iorderi ifulfillmenti iflexibility,i iandi iflexiblei ilabori iarrangementsi i(Tang,i i2006b;i iChristopheri iandi 

iHolweg,i i2011;i iPettiti ieti ial.,i i2013).i i 

Therefore,i iflexibilityi ithroughi ipostponementi iboostsi iresiliencei iduringi iai icrisisi ibyi ideferringi idemandi 

itoi ithei iforthcomingi iperiodi i(Tang,i i2006b)i iandi iimprovingi iservicei idelivery.i iAccordingly,i iflexibilityi 

ibuildsi iSCRESi ibyi iimprovingi ispeedyi iadaptabilityi iduringi iturbulencei i(Christopheri iandi iHolweg,i 

i2011)i ihencei ithisi iresultsi iini ithei iprovisioni iofi iadequatei iservicei ideliveryi itoi iclients.i iFlexibilityi ialsoi 

isupportsi iai isupplyi ichain‟si iprompti iresponsei iandi irecovery,i iandi ithisi icani ibei iexpeditedi ibyi ithei 

iconveniencei iofi ichoicesi i(redundancy),i icomprisingi ialternatei isuppliersi i(Sheffii iandi iRice,i i2005).i 
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iAlternatei isuppliersi iarei iveryi icruciali iini itimesi iofi ishortage.i iTherefore,i iani iorganizationi iwilli ihavei iai 

ibackupi isupplyi isourcei iandi ireducei ioperationali istoppagesi ihencei iimprovementi ioni iservicei idelivery. 

2.8.4i iEffectsi iofi istrongi icorporatei iculturei idevelopmenti ioni iservicei idelivery 

Thei idevelopmenti iofi istrongi icorporatei iculturei iasi iai iresilienti istrategyi ihelpsi ialli iemployeesi itoi ibei iwelli 

iinformedi iabouti ithei iorganization'si iactivitiesi iandi iobjectivesi ithroughi icontinuousi icommunicationi ifori 

iexamplei igoalsi ifori iincreasingi icustomeri iservicei idelivery.i iEmployeesi iarei ialsoi iempoweredi itoi imakei 

iquicki idecisions.i iSupplyi ichaini idisruptionsi isuchi iasi inaturali idisasters,i ipandemics,i iandi iotheri iformsi iofi 

idisturbancesi irequirei iquicki iresponsesi itoi igeti iridi iofi ithei irisks.i iThisi iisi isoi ibecausei iifi ilefti iunnoticedi itheyi 

icausei isupplyi ichaini idisturbancesi iincludingi ishortagesi iwhichi iresulti iini ipoori iservicei idelivery.i 

iTherefore,i istrongi icorporatei iculturei idevelopmenti iassistsi iini icomingi iupi iwithi iquicki iresponsesi 

ithroughi iprompti istrategici idecisions.i iStrongi icorporatei iculturei idevelopmenti iallowsi iquicki irecoveryi 

iafteri idisruptionsi ihencei iservicei ideliveryi icani iincrease. 

2.8.5i iEffectsi iofi iredundancyi ioni iservicei idelivery 

Ensuringi iredundanciesi iasi iwelli iasi ienhancedi iflexibilityi ithroughi ithei isupplyi ichaini iallowsi ibusinessesi 

itoi ireducei ithei iimpacti iandi ilikelihoodi iofi ipotentiali idisruptionsi iandi iini iturni ienhancei ithei iresiliencei iofi iai 

isupplyi ichaini itoi iimprovei ioni iservicei idelivery.i iThisi iisi isoi ibecause,i iredundancyi iallowsi ithei icreationi iofi 

ibuffersi iandi ikeepingi iofi isafetyi istocks,i iextrai iinventory,i imultiplei isourcing,i ibackupi isites,i iandi islacki 

icapacityi i(Park,i i2011).i iTherefore,i iwheni ithei idisruptioni ihitsi ithei iorganizationi iiti iwilli ibei ibetteri iablei itoi 

imanagei ithei idisturbancesi iandi iensurei icontinuationi iini ithei isupplyi iofi ialli imaterialsi ineededi ihencei 

iservicei ideliveryi iwilli iincrease.i iRedundancyi ireducesi ithei ioveralli isupplyi ichaini irisksi iandi imakesi ithei 

isupplyi ichaini iresilienti ihencei iincreasei iini iservicei ideliveryi ithroughi iai icontinuousi iflowi iofi imaterialsi 

i(Tang,i i2008).i iSo,i iredundancyi iisi ipositivelyi irelatedi itoi iservicei idelivery. 

2.9i iConceptuali iframeworki i 

Ai iconceptuali iframeworki idepictsi ihowi ithei idependenti iandi ithei iindependenti ivariablei i(Komboi iandi 

iTromp,i i2009)i irelate.i iIni ithisi istudy,i ithei iindependenti ivariablesi iarei ithei isupplyi ichaini iresiliencei 

istrategiesi iandi ithei idependenti ivariablei iofi ithei istudyi iisi iservicei idelivery. 
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Figurei i2.1:i iConceptuali imodeli i 
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Source:i iChristopheri iandi iPecki i(2004) 

Figurei i2.1i ishowsi ihowi isupplyi ichaini iresiliencei istrategiesi iinfluencei iservicei idelivery.i iReengineering,i 

icollaboration,i iandi iagilityi iarei ithei ibasisi iofi isupplyi ichaini iresilience,i iwhichi iarei idevelopedi ithroughi ithei 

ilinkagesi ibyi ivariousi isupplyi ichaini iplayersi ithati iresultsi iini iresponsivenessi itoi icustomeri ineedi ithroughi 

iqualityi iservicei idelivery. 
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2.10i iEmpiricali ievidencei i 

Thei iempiricali ievidencei irefersi itoi ipasti iresearchi isimilari itoi ithisi istudy.i iEmpiricali ievidencei ishowsi ihowi 

ithesei iresearchesi irelatei iori idifferi ifromi ithisi icurrenti istudy.i iIti iwasi iveryi iimportanti iini iestablishingi ithei 

iresearchi igap.i iThei iliteraturei ibelowi ibeginsi iwithi ithei imosti irecenti ipublication. 

2.10.1i iParast,i iMahouri iMellati iandi iSubramanian,i iNachiappani i(2021) 

Parast,i iMahouri iMellat,i iandi iSubramanian,i iNachiappani i(2021)i iexaminedi ithei ieffecti iofi isupplyi ichaini 

idisruptioni iriski idriversi ioni iorganizationali iperformance:i ievidencei ifromi iChinesei isupplyi ichains.i iFouri 

idisruptioni iriski idriversi ifori iai isupplyi ichaini iwerei iidentifiedi inamelyi idemandi idisruptioni irisk,i isupplyi 

idisruptioni irisk,i iprocessi idisruptioni irisk,i iandi ienvironmentali idisruptioni irisk.i iAi icross-sectionali 

isurveyi iwasi ideveloped,i iandi idatai iwasi icollectedi ifromi i315i iChinesei ifirmsi itoi ideterminei ithei 

irelationshipi iofi isupplyi ichaini idisruptioni irisksi itoi isupplyi ichaini iperformancei iandi ifirmi iperformance.i 

iThei iempiricali ifindingsi ishowedi ithati isupplyi idisruptioni irisksi iandi iprocessi idisruptioni irisksi ihavei iai 

isignificanti iimpacti ioni isupplyi ichaini iperformance. 

2.10.2i iNayler,i iJ.,i iandi iSubramanian,i iL.i i(2021)i i 

Nayler,i iJ.,i iandi iSubramanian,i iL.i i(2021)i ievaluatedi ithei iImpacti iofi iCovid-19i ioni iHealthi iSupplyi iChainsi 

iini iAfrica.i iThei istudyi iwasi iundertakeni itoi iunderstandi ithei iareasi iofi ithei ihealthi isupplyi ichaini ithati ihavei 

ibeeni imosti iimpactedi ibyi ithei ipandemic.i iResultsi ialsoi ishowedi ithei ileveli iofi ipreparednessi iofi isupplyi 

ichaini iorganizationsi ibeforei iandi iafteri iCovid-19.i iProcurementi iandi isupplyi ichaini iplanning,i iandi 

idistribution,i iwerei ithei itopi itwoi iareasi icitedi iasi ibeingi iaffected.i iThei iescalatingi iseverityi iofi ithei iCovid-

19i ioutbreaki iamongi icountriesi ihasi iintensifiedi isupplyi ichaini idisruptioni iandi iuncertainty.i iThei isurveyi 

ishowedi ivaryingi ilevelsi iofi ireadinessi ibeforei ithei ioutbreaki iofi ithei ipandemic.i i 

2.10.3i iKrishnani iandi iPerthebani i(2017)i i 

Krishnani iandi iPerthebani i(2017)i iinvestigatedi ithei iinfluencesi iofi isupplyi ichaini iresiliencei istrategies 

oni isupplyi ichaini iambidexterityi iasi iai idynamici icapability.i iIni idetail,i ithei istudyi isoughti itoi iinvestigate 

howi ifirms'i iSCi iambidexterityi iwasi idevelopedi ithroughi iai idynamici icapability-buildingi iprocess 

andi ihowi iambidexterityi icani imitigatei ithei inegativei iimpacti iofi iSCi idisruptionsi iandi iimprove 

businessi iperformance.i iThei istudyi icollectedi idatai ifromi iai isamplei iofi i164i imediumi imanufacturing 

SMEsi ioperatingi iini iMalaysia.i iThei istudyi ifoundi ithati iai idynamici iSCi iresiliencei icapability-building 
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thei iprocessi iisi iani iantecedenti iofi iSCi iperformance.i iThei istudyi iidentifiedi iinventoryi imanagement,i i 

visibility,i ipredefinedi idecisioni iplan,i iandi idiversificationi iasi idynamici iSCi iresiliencei icapabilities. 

2.10.4i iRodrigues,i iVivani iandi iStoropolii i(2016) 

Similarly,i iRodrigues,i iVivan,i iandi iStoropolii i(2016)i iresearchedi ithei iwaysi itoi imodeli ihigher 

educationi iinstitutionsi itoi ienhancei itheiri iattractivenessi iandi iwithstandi ithei iglobali ienvironment.i iThei 

istudyi iusedi iai itheoreticali iframeworki iapproach.i iThei istudyi iaimedi iati ianalyzingi iwaysi iofi icreating 

resiliencei iasi iai iwayi iofi igeneratingi iinstitutionali iattractiveness.i iThei istudyi ifoundi ithati iinstitutional 

attractivenessi icani ibei ibuilti ithroughi iresiliencei ibyi iinternallyi ialigningi iresources,i icapacitiesi iand 

processes. 

2.10.5i iTodo,i iNakajimai iandi iMatousi i(2015) 

Todo,i iNakajima,i iandi iMatousi i(2015)i iexaminedi ihowi isupplyi ichaini inetworksi iaffectedi ithei iresiliencei 

iofi ifirmsi itoi ithei iGreati iEasti iJapani iEarthquake,i iparticularlyi ilookingi iati ithei ieffectsi ioni ithei iperiodi ibeforei 

iresumingi ioperationsi iafteri ithei iearthquakei iandi isalesi igrowthi ifromi ithei ipre-i ito 

thei ipost-earthquakei iperiod.i iThei iresultsi iindicatedi ithati ithei iexpansioni iofi isupplyi ichaini inetworks 

hadi itwoi iopposingi ieffectsi ioni ithei iresiliencei iofi ifirmsi itoi idisasters.i iOni ionei ihand,i iwheni ifirmsi iwere 

connectedi iwithi imorei ifirmsi ithroughi isupplyi ichaini inetworks,i itheyi iwerei imorei ilikelyi itoi iexperience 

disruptionsi iini isupplyi iandi idemand,i iwhichi idelayedi irecovery.i iOni ithei iotheri ihand,i ifirmsi ibenefited 

fromi idiversifiedi inetworksi iwithi isuppliersi iandi iclientsi ibecausei itheyi iwouldi isubstitutei ithe 

survivingi ifirmsi iini ithei inetworki ifori ithei idamagedi ipartnersi iandi ireceivei isupporti ifromi ithem.i iThei istudyi 

iindicatedi ithati ithei ilatteri ipositivei ieffecti ioni irecoveryi iexceededi ithei iformer‟si inegativei ieffecti ifori imanyi 

itypesi iofi inetworks,i iimplyingi ithati idiversifiedi isupplyi ichaini inetworksi iledi itoi ithei iresiliencei iofi ifirmsi itoi 

inaturali idisasters.i i 

2.10.6i iWafulai iandi iGeorgei i(2015)i i 

Wafulai iandi iGeorgei i(2015)i ievaluatedi ihowi istrategici isupplieri icollaborationsi iaffectedi iorganizationali 

iperformance.i iThei istudyi iusedi ithei icasei iofi ithei iKenyai iPipei iLine.i iThei istudyi iusedi iai isamplei isizei iofi 

ififtyi iprocurementi iemployees.i iDatai iwasi icollectedi iusingi iquestionnaires.i iDescriptivei istatisticsi iwerei 

iusedi itoi iobtaini ithei ifindings.i iFromi ithei ifindings,i inetworkingi iandi icommunicationi ichannelsi ihavei 

iimprovedi ibetweeni iai ifirmi iandi iitsi isuppliersi iduei itoi istrategici isupplieri ipartnerships.i iIti ihasi ialsoi 

iimprovedi ithei ideliveryi itimei iofi ithei iproductsi itoi iconsumers. 
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2.10.7i iAigbogun,i iGhazalii iandi iRazalii i(2014)i i 

Aigbogun,i iGhazali,i iandi iRazalii i(2014)i isoughti itoi idevelopi iai iframeworki itoi ienhancei isupplyi ichain 

resilience.i iThei istudyi iaimedi iati iinvestigatingi ithei ivulnerabilitiesi iandi ithei icapabilitiesi iofi ithe 

Malaysiani ipharmaceuticali imanufacturingi isupplyi ichaini ibyi iinterviewingi ikeyi isupplyi ichaini 

ipersonneli iofi iseveni iPharmaceuticali icompaniesi iwithi ilargei imanufacturingi icapacitiesi iini iMalaysia.i 

iThei istudyi idevelopedi iai iframeworki iwithi i4i idimensionsi iofi isupplyi ichaini ivulnerabilitiesi i(Turbulence,i 

iexternali ipressures,i isensitivity,i iandi iconnectivity)i iandi i6i idimensionsi iofi isupplyi ichaini icapabilitiesi 

i(flexibility,i ivisibility,i iadaptability,i icollaboration,i ireservei icapacity,i iandi isupplieri idispersity).i i 

2.10.8i iWielandi iandi iWallenburgi i(2012) 

Also,i iWielandi iandi iWallenburgi i(2012)i ianalyzedi idatai icollectedi ifromi i270i imanufacturingi imanagersi 

itoi iidentifyi ithei ieffecti iofi irobustnessi iandi iagilityi istrategiesi ioni ibusinessi iperformance.i iTheyi ifoundi ithati 

irobustnessi ihasi iai idirect,i istrongi ipositivei ieffecti ioni ibusinessi iperformance,i iwhereasi ionlyi iani iindirecti 

ieffecti iofi iagilityi icouldi ibei ishown.i iThei istudyi irecommendedi ithati iorganizationsi ineedi itoi iconsideri 

irobustnessi iandi iagilityi iduei itoi itheiri iprimaryi iimportancei itoi iwithstandi ieverydayi irisksi iandi iexceptions. 

2.11i iResearchi igapi i 

Therei iisi ilittlei iresearchi ioni ithei iimpacti iofi isupplyi ichaini iresiliencei istrategiesi ioni ithei iservicei ideliveryi iofi 

ihealthcarei iinstitutions.i iMosti iofi ithei istudiesi idonei ifocusedi ioni ihowi isupplyi ichaini iresiliencei istrategiesi 

iaffecti isupplyi ichainsi iofi iorganizationsi iandi iorganizationali iperformancei imainlyi iini imanufacturingi 

iindustriesi i(Krishnani iandi iPertheban,i i2017,i iAigbogun,i iGhazalii iandi iRazalii i2014,i iWielandi iandi 

iWallenburgi i2012).i iNoi iresearchi iwasi ifoundi ioni ithei iimpactsi iofi isupplyi ichaini iresiliencei istrategiesi ioni 

iservicei ideliveryi iofi iprivatei ihospitalsi iini iHararei iprovince.i iTherefore,i iiti iisi iofi ithei iresearcher‟si iinteresti 

itoi iidentifyi isupplyi ichaini iresiliencei istrategiesi ibyi iprivatei ihospitalsi iini iHararei iprovincei iandi ievaluatei 

ithei iimpacti iofi isupplyi ichaini iresiliencei istrategiesi ioni iservicei ideliveryi iofi iprivatei ihospitalsi iini iHararei 

iprovince. 

2.12i iSummaryi i 

Thisi ichapteri iprovidesi iai icomprehensivei ianalysisi iofi ithei iconceptsi ithati iarei irelatedi itoi ithei istudyi iofi 

isupplyi ichaini iresilience.i iThei ichapteri idiscussesi itheoreticali iliteraturei ioni isupplyi ichaini iresiliencei 

istrategiesi iandi itheiri ieffectsi ioni iservicei idelivery.i iIti ialsoi iprovidesi iai ireviewi iofi iempiricali ievidencei 
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ifromi ipasti istudiesi ioni isupplyi ichaini iresiliencei iandi ithei iliteraturei igapi iestablished.i iThei ifollowingi 

ichapteri iwilli iaddressi ithei iresearchi idesigni iandi imethodology. 
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CHAPTERi iIII 

 

 

RESEARCHi iMETHODOLOGY 

 

 

 

3.1i iIntroductioni i  

Thei ipurposei iofi ithisi ichapteri iisi itoi iprovidei iani ioverviewi iofi ithei imethodologyi iandi itechniquesi ithati iwerei 

iusedi itoi iachievei ithei ipurposei iofi ithei istudy.i iThei ichapteri idiscussesi ithei iresearchi iphilosophyi 

iunderpinningi ithei istudyi itoi iinvestigatei ithei iimpacti iofi isupplyi ichaini iresiliencei istrategiesi ioni iservicei 

ideliveryi iofi iprivatei ihospitalsi iini iHararei iprovince.i iIti imainlyi ifocusedi ioni ithei iresearchi idesign,i isamplei 

isize,i iresearchi iinstruments,i iandi idatai icollectioni iprocedures. 

3.2i iResearchi iParadigmi i 

Thei iresearcheri iusedi iai ipragmatisti iparadigmi itoi iovercomei ithei iweaknessesi iofi ithei iqualitativei iandi 

iquantitativei iapproaches.i iThei imixedi iresearchi imethodi i(pragmatism)i iwasi iusedi ibecausei iiti ienabledi 

ithei iresearcheri itoi ihavei iexpressivei iandi itruthfuli iperceptionsi iabouti ithei iimpacti iofi isupplyi ichaini 

iresiliencei istrategiesi ioni iservicei ideliveryi iofi iprivatei ihospitalsi iini iHararei iprovince.i iQuantitativei 

i(positivist)i iresearchi ienablesi ithei iresearcheri itoi igatheri ianswersi itoi iquestionsi iabouti irelationshipsi iori 

ilinksi iamongi imeasuredi ivariables.i iThei ipositivismi iapproachi iisi isuitable,i ifori iai ilargei inumberi iofi 

irespondentsi iandi ihasi ithei iadvantagei iofi igeneralizationi iofi iresearchi ifindings.i iHowever,i iiti iisi ilimitedi itoi 

iquantitativei iissuesi ionlyi iandi iqualitativei idatai icannoti ibei icaptured.i iThei iinterpretivei i(qualitative)i 

iresearchi iwilli ibei iusedi itoi iansweri iquestionsi iabouti ithei icomplexi inaturei iofi iphenomena.i iThei iqualitativei 

imethodi ibringsi iouti idetailedi ifindingsi iwhichi icannoti ibei igeneralized.i i 
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3.3i iResearchi iDesign 

Thei istudyi iusedi iai idescriptivei isurveyi iresearchi idesigni iwhichi igivesi ifocusi itoi ibothi iquantitativei iandi 

iqualitativei iapproachesi itoi iprovidei iai iframeworki itoi iexaminei ithei icharacteristicsi iofi ithei iindependenti 

ivariables.i iThisi iwasi ialsoi irecommendedi ibyi iGilberti i(2005)i iasi iiti ihasi ilessi ibiasi icomparedi itoi iotheri 

idesignsi ilikei iani iin-depthi icasei istudy.i iDescriptivei iresearchi idesignsi iproducei iaccuratei idescriptionsi iofi 

ivariablesi irelevanti itoi ithei idecisioni ibeingi ifaced.i iThei istudyi iusedi iquestionnairesi iandi iinterviewsi itoi 

igatheri iinformation.i iThisi idesigni iisi icheaperi iandi icani igreatlyi ireducei ifinanciali iconstraintsi iwithouti 

inegativelyi iaffectingi ithei ieffectivenessi iofi ithei iresearch.i i 

3.3.1i iJustification 

Iti iisi iconsideredi iappropriatei iasi iiti idealsi iwithi imanyi imembersi iofi ithei ipopulationi ispreadi ialli ioveri ithei 

icountryi iwherei iiti iisi inoti ipossiblei itoi istudyi ialli iofi ithem.i iMugendai iandi iMugendai i(2003)i iagreei ithati 

idescriptivei idesigni iisi imosti ipreferredi ibecausei iiti ireportsi ioni ithingsi iasi itheyi iare. 

3.4i iTargeti ipopulation 

Thei itargeti ipopulationi iini ithisi istudyi iwasi i23i iprivatei ihospitalsi iini iHararei iprovince.i iAccordingi itoi 

iCooperi iandi iSchindleri i(2006),i iai itargeti ipopulationi ishouldi ibei icleari iandi iprecise.i iThisi iparticulari 

ipopulationi iwasi ibelievedi itoi iprovidei ithei inecessaryi iinformationi iabouti ithei isupplyi ichaini iresiliencei 

istrategiesi iusedi iandi itheiri iimpacti ioni iservicei idelivery. 

i i3.5i iSamplei isize 

Thei isamplei isizei iini ithisi istudyi iisi i22i iprivatei ihospitalsi iini iHararei iprovince,i ideterminedi iusingi ithei 

iKrejcie-Morgani i(1970)i isamplei isizei icalculationi iwithi ithei iformulai ibelow.i i 

    

    (   )

  (   )     (   )
 

Where:i iSi iisi ithei irequiredi isamplei isize,i iXi iisi ithei iZi ivaluei i(1.96i ifori i95%i iconfidencei ilevel),i iNi iisi ithei 

ipopulationi isize,i iPi iisi ithei ipopulationi iproportioni iexpressedi iasi iai idecimali i(assumedi itoi ibei i0.5i ithati iisi 

i50%),i iandi idi iwhichi iisi ithei idegreei iofi iaccuracyi i(5%),i iexpressedi iasi iai iproportioni i(0.05);i iiti iisi imargini iofi 

ierror. 
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3.6i iSamplingi itechniques 

Thei iresearcheri iusedi iprobabilityi isampling.i iAi isamplei isizei iofi i22i iprivatei ihospitalsi iini iHararei iprovincei 

iwasi idrawni iusingi ithei iKrejcie-Morgani i(1970)i isamplei isizei icalculator. 

3.6.1i iSimplei irandomi isampling 

Thei iresearcheri iusedi iai iprobabilirtyi isamplingi imethodi ifori iquestionnaire,i iwhichi iisi isimplei irandomi 

isampling.i iIni iprobabilityi isamplingi ieveryi iuniti iini ithei ipopulationi ihasi iai ichancei i(0<X<1)i iofi ibeingi 

iselectedi iini ithei isamplei iwhichi icani ibei iaccuratelyi idetermined.i iSamplingi ireducesi iresearchi icostsi iandi 

iincreasedi ithei ispeedi iati iwhichi idati iisi icollectedi i(Cooperi iandi iSchindler,i i2003).i iSimplei irandom i 

isamplingi iallowsi ithei isamplingi ierrori itoi ibei icalculatedi iandi ireducesi iselectioni ibias.i iAi ispecifici 

iadvantagei iisi ithati iiti iisi ithei imosti istraightforwardi imethodi iofi iprobabilityi isampling.i iAi idisadvantagei iofi 

isimplei irandomi isamplingi iisi ithati iyoui imayi inoti iselecti ienoughi iindividualsi iwithi iyouri icharacteristici iofi 

iinterest,i iespeciallyi iifi ithati icharacteristici iisi iuncommon.i iIti imayi ialsoi ibei idifficulti itoi idefinei iai icompletei 

isamplingi iframei iandi iinconvenienti itoi icontacti ithem,i iespeciallyi iifi idifferenti iformsi iofi icontacti iarei 

irequiredi i(email,i iphone,i ipost)i iandi iyouri isamplei iunitsi iarei iscatteredi ioveri iai iwidei igeographicali iarea. 

3.7i iResearchi iInstrumentsi i 

Questionnairesi iandi iinterviewsi iwerei iusedi iasi iinstrumentsi itoi icollecti iprimaryi idata.i iThei iresearcheri 

isoughti itoi iusei idifferenti iresearchi iinstrumentsi itoi iimprovei ithei ireliabilityi iofi ithei iresearchi ifindings.i i 

3.7.1i iQuestionnaires 

Thei iquestionnairei imethodi iwasi iusedi isincei iiti ienabledi ithei iresearcheri itoi igatheri idatai ibothi 

iquantitativelyi iandi iqualitativelyi ifromi ithei irespondents.i iIni ithisi iresearchi iclose-endedi iquestionsi iwerei 

iusedi itoi imaintaini isimplicityi iandi icollecti iasi imuchi iinformationi iasi ipossiblei i(Hofstee,i i2006). 

Thei iresearcheri ienjoyedi inumerousi iadvantagesi ifromi iusingi iquestionnairesi iwhichi iincludei iai iquicki 

icollectioni iofi iinformation,i iprecisei iresponses,i iandi iunnecessaryi idatai ilefti iout.i iThei iotheri ibenefitsi 

iwerei ithati ithei iformati iisi ifamiliari itoi imosti irespondentsi isoi iiti ibecamei isimplei iandi iquicki ifori ithei 

irespondenti itoi icompetei itherebyi igivingi ithei iresearcheri ienoughi itimei itoi ianalyzei ithei idatai icollected. 

Despitei ithei iabovei ibenefitsi iquestionnairesi ialsoi ihadi iai imajori idrawbacki ithati iparticipantsi itendi itoi 

iforgeti iimportanti iissues.i iSoi iasi iai iresearchi iinstrumenti ithei iquestionnairei iwasi icarefullyi iscrutinizedi ibyi 
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iconsideringi ithei ileveli iofi ieducationi iofi ithei irespondenti ifirsti ibeforei ibasingi ioni iiti itoi iensurei ithati iiti iwouldi 

iprovidei ivalid,i iprecise,i iandi ireliablei idata.i iThei iquestionnairesi iwerei iusedi isincei itheyi iwerei ieasyi itoi 

iadministeri iandi idatai iobtainedi iisi ieasilyi ianalyzedi i(Mugendai iandi iMugenda,i i2003). 

3.7.2i iInterviewsi i 

Thisi istudyi imadei iusei iofi istructuredi iinterviewsi iwherebyi iani iinterviewi iguidei iwasi iusedi itoi iaski 

iquestionsi itoi ikeyi iinformantsi ilikei imanagementi iandi ithosei idirectlyi iini ithei ipurchasingi idepartment.i 

iBecausei iofi ifinanciali iconstraintsi iandi icovid-19i ipandemic,i ithei iresearcheri iusedi itelephonei iinterviewsi 

iwhichi iarei ihoweveri iai ibetteri iwayi iofi iinterviewingi itoi iobtaini ithei ibesti iresultsi isincei itherei iwouldi ibei inoi 

ijudgmenti iofi iphysicali iappearance.i i 

Flanagani i(2015)i ipositsi ithati inumerousi ibenefitsi iarei iderivedi ifromi iusingi itelephonei iinterviews.i iHencei 

ithei iresearcheri ienjoyedi iseverali ibenefitsi ifromi ithisi iinstrumenti iwhichi iincludes;i imorei idetailedi 

iquestionsi iwerei iasked,i iai ihighi iresponsei iratei iwasi iachieved,i iambiguitiesi iwerei iclarifiedi iandi 

iincompletei ianswersi iwerei ifollowedi iup. 

3.8i iDatai iSourcesi i 

Thei iresearcheri iusedi iprimaryi idatai ifori ithisi istudy.i i 

3.8.1i iPrimaryi iData 

Thei iresearchi iadoptedi iprimaryi idatai iwhichi iwasi icollectedi ithroughi iquestionnairesi iandi iinterviews.i 

iPrimaryi idatai iwasi iobtainedi ifromi irespondentsi ifromi iprivatei ihospitalsi iini iHararei iprovince.i iPrimaryi 

idatai iwasi iusefuli itoi ithisi iresearchi iasi iiti icollectedi ispecifici idatai ithati iaddressedi ithei iobjectivesi iofi ithisi 

istudy.i iThei iresearcheri iusedi iprimaryi idatai itoi iextracti iexactlyi iwhati iisi ineededi itoi iansweri iresearchi 

iquestions.i iPrimaryi idatai iisi icurrenti iandi irelevanti itoi ithei iproblemi iunderi iinvestigationi i(Zikmund,i 

i2003).i iThati iisi idatai icollectedi ireflectsi icurrenti isupplyi ichaini iresiliencei istrategiesi iandi itheiri ieffectsi ioni 

iservicei ideliveryi iofi iprivatei ihospitalsi iini iHararei iprovince. 

3.9i iValidityi iandi iReliabilityi i 

Thisi isectioni idiscussedi ithei ivalidityi iandi ireliabilityi iofi ithei istudyi iasi ishowni ibelow. 

3.9.1i iValidity 
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Toi iensurei ivalidity,i iai ipiloti itesti iwasi iconductedi ibeforei iissuingi ithei iquestionnairei itoi isurveyi 

irespondents.i i“pre-testers”i iwerei iusedi ifori ithei iquestionnairei iandi ifori ithei iinterviewi iguide.i iPrei itestingi 

iisi iai imeansi itoi itesti ithei isamplei iprocedurei i(Zikmund,i i2003).Thei iresearchi iinstrumentsi iusedi iwerei 

iaccuratei isincei ithei ijargoni iwasi iadjustedi iandi ibothi ithei iquestionsi iofi ithei iinterviewi iandi ithei 

iquestionnairei ihelpedi itoi icollecti ithei irequiredi idata.i iThei iquestionnairesi iandi isamplei idesignsi iwerei ialsoi 

iinitiallyi ipre-testedi itoi igeti iani iestimationi iofi ithei itimei iandi iresourcesi ineededi itoi icarryi iouti ithei iresearchi 

iandi itoi iuncoveri iproblemsi iofi isampling.i iThisi iexercisei ialsoi ienabledi ithei iresearcheri itoi iensurei ithati 

iquestionnairesi iproducedi ithei irequiredi idatai iandi ithati ithei itechnicali ijargoni iwasi iwelli iunderstoodi ibyi ithei 

itargetedi irespondentsi iasi ipostulatedi ibyi iCreswelli i(2012)i ithati ithei ivalidityi iofi iquestionnairesi iisi ioughti 

itoi ibei ilogicali iandi ifactuallyi isound. 

3.9.2i iReliability 

Thei iCronbachi iAlphai itesti iwasi idonei itesti ithei ireliabilityi iofi ithei iquestionnairei iresults.i iCronbachi iAlphai 

icoefficientsi iproducedi iisi i0.819i iCronbachi iAlphai icoefficientsi imeasurei ithei iconsistencyi ireliabilitiesi 

iofi ithei iresearchi iinstrumenti i(Kline,i i2005).i iThati iis,i iwhetheri iori inoti ithei iinstrumenti iwilli iproducei 

iconsistenti ifindingsi iati idifferenti itimesi iandi iunderi idifferenti iconditions.i iNormally,i ireliabilityi 

icoefficienti iofi i0,80i iori ihigheri iisi iregardedi iasi igood,i ithei ihigheri ithei ico-efficient;i ithei imorei ireliablei ithei 

iresearchi iinstrumenti iisi i(Kline,i i2005).i iTherefore,i ithei ireliabilityi icoefficienti iofi i0.819i iwasi ihigheri iandi 

iregardedi iasi igoodi iandi iacceptable.i ii ii iToi iensurei ithati ithei idatai icollectedi iwasi ireliablei ieveryi 

irepresentativei iofi ithei ichoseni isamplei irespondedi itoi ithei isamei iquestionnairei iwhichi iconsistedi iofi ithei 

isamei iquestionsi iandi iofi ithei iconductedi iinterviewsi ithei irepresentativesi iofi ithei ichoseni isamplesi 

iansweredi ithei isamei iseti iofi iquestions.i iReliabilityi iwasi iachievedi ibyi iusingi iwell-designedi 

iquestionnairesi itoi iavoidi iambiguousi iquestionsi i(Yin,i i2011).i i 

3.10i iPiloti iStudyi i 

Thei iresearcheri icarriedi iouti iai ipiloti istudyi iusingi iCronbach‟si ialphai itoi itesti ithei ivalidityi iandi ireliabilityi 

iofi ithei iquestionnaire.i iThei iresultsi ifromi iCronbach‟si ialphai ihelpedi ithei iresearcheri iini ieliminatingi iandi 

imodifyingi ithei iquestionsi ithati iwerei inoti iablei itoi imeasurei ithei iconstructi iofi ithei istudy.i iAccordingi itoi 

iTeijlingeni iandi iHundleyi i(2001),i iconductingi iai ipiloti istudyi igivesi iai iwarningi iabouti iwherei ithei imaini 

iresearchi iprojecti icouldi ifail,i iwherei ithei iresearchi iprotocolsi imayi inoti ibei ifollowed,i iori iwhetheri 

iproposedi imethodsi iori iinstrumentsi iarei iappropriatei iori itooi icomplicated.i iBasedi ioni ithei ipiloti istudyi ithei 
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iquestionnairesi iwerei irefinedi ibyi iremovingi ianyi iquestionsi ithati iprovidedi iunwantedi iori iirrelevanti 

iinformation. 

3.11i iDatai ipresentationi iandi ianalysisi iprocedure 

Thei icollectedi iinformationi iwasi ipresentedi iandi ianalyzedi iusingi iquantitativei iandi iqualitativei idatai 

ianalysisi itechniquesi iwhichi iarei imathematicali iandi inon-mathematicali ianalyticali iprocedures.i iDatai 

ifromi iquestionnairesi iwasi iquantitativelyi ianalyzedi iusingi iStatisticali iPackagei ifori iSociali iSciencesi 

i(SPSS)i iandi ifrequenciesi iwerei ipresentedi iini ivariousi igraphicali iandi itabulari iaggregationsi iandi icodingi 

iofi idata.i iMultiplei iregressioni ianalysesi iwerei iperformedi ioni iprimaryi idatai itoi ishowi ithei irelationshipi 

ibetweeni itwoi ivariablei ifactorsi iwhichi iarei isupplyi ichaini iresiliencei istrategiesi i(independenti ivariable)i 

iandi iservicei ideliveryi i(dependenti ivariable)i i(Saundersi ieti ial,i i2003).i iThusi iiti iexplainsi iwhetheri itherei iisi 

iai istrongi irelationshipi iori iweaki irelationshipi ibetweeni ivariables.i iThei icorrelationi icoefficienti ifori 

iregressioni irangesi ifromi i-1i itoi i+1i iwherei inegativei ivaluesi iimplyi iai inegativei irelationshipi iwhilei ipositivei 

ivaluesi iimplyi iai ipositivei irelationship.i iThati iisi iregressioni ianalysisi ienabledi ithei iresearcheri itoi imeasurei 

ithei ieffecti iofi isupplyi ichaini iresiliencei istrategiesi ioni iservicei ideliveryi iofi iprivatei ihospitalsi iini iHararei 

iprovince. 

Regressioni imodel:i i 

Thei iresearcheri iusedi ithei ifollowingi imodeli itoi ianalyzei ithei irelationshipi ibetweeni isupplyi ichaini 

iresiliencei ivariablesi iandi ithei iservicei ideliveryi iofi iprivatei ihospitalsi iini iHararei iprovince.i i 

𝒀i i=i i𝜷𝟎i i+i i𝜷   i i+i i𝜷   i i+i i𝜷𝟑 𝟑i i+i i𝜷4 4i i+i i𝜷5 5i i+i i𝜷6 6i i+i i𝜺i i 

Where:i i 

Y=i iServicei ideliveryi ii i 

𝜷𝟎i i=i iConstant 

𝜷 ,i i𝜷 ,i i𝜷𝟑,i i𝜷4,i i𝜷5i iandi i𝜷6i i:i iArei ialli iregressioni icoefficientsi iofi ithei ifollowingi ivariablesi iandi i𝜀i iisi ithei 

ierrori iterm. 

X1=i iLeveli iofi ieducation 

X2=i iPositioni iini ithei iorganization 
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X3=i iExperiencei iini iyears 

X4=i iSupplyi ichaini icollaborationi i 

X5=i iSupplyi ichaini iagility 

X6=i iSupplyi ichaini ireengineering 

Demographicsi iwerei iincludedi iini ithei imodeli itoi iaidi iasi icontroli ivariables. 

3.12i iEthicali iConsiderations 

Thei iresearcheri iensuredi ithati ithei iquestionnairesi iwerei iansweredi ivoluntarilyi iandi ithati irespondentsi ididi 

inoti idisclosei ithei inamesi iofi itheiri iorganizationsi isincei ithei idatai icollectedi iwasi itreatedi iasi igroupedi idata.i 

iCarli i(2002)i istipulatesi ithati iindividualsi iwillingi itoi iparticipatei iini ithei iresearchi iprocessi ihavei iai irighti itoi 

ihavei itheiri iprivacyi iprotected.i iThei iresearcheri iassumedi ithati ithei irespondents‟i iinformationi iwasi igoingi 

itoi iremaini iprivatei iandi iconfidential.i iDuei idiligence,i ifidelityi itoi iprofessionali iresponsibilities,i iandi iai 

idutyi iofi icarei ishouldi ialwaysi ibei iexercisedi iini iai ibusinessi ienvironmenti iaccordingi itoi iLysonsi iandi 

iFarringtoni i(2012).i iAlli istudyi iparticipantsi iwerei itreatedi iwithi irespect,i ifairness,i iandi idignity.i i 

3.13i iChapteri iSummary 

Thisi ichapteri igavei iinsighti iintoi ithei iresearchi imethodologyi iusedi iini ithei istudyi iincludingi itheiri 

ijustifications.i iThei ichapteri idiscussedi ithei iresearchi idesigni iadoptedi ibyi ithei istudy.i iThei ipopulationi iandi 

isamplingi itechniquesi iwerei ialsoi idiscussed.i iThei itargeti ipopulationi iisi i23i iprivatei ihospitalsi iini iHararei 

iprovince.i iThei istudyi ialsoi iusedi iinterviewsi itoi iinterviewi istaffi imembersi ioni ithei iimpacti iofi isupplyi ichaini 

iresiliencei istrategiesi ioni iservicei ideliveryi iofi iprivatei ihospitalsi iini iHararei iprovince.i iThei istudyi ialsoi 

idiscussedi ithei iresearchi iinstrumentsi iusedi iini ithei idatai icollectioni iasi iwelli iasi ithei ivalidityi iandi ireliabilityi 

iofi ithei istudy.i iFinally,i ithei istudyi ilookedi iati ithei iethicali iconsiderationsi iofi ithei istudy. 
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CHAPTERi iIV 

 

 

DATAi iPRESENTATION,i iANALYSISi iANDi iDISCUSSION 

 

 

 

4.1i iIntroductioni i 

Thei ichapteri ifocusesi ioni idatai ipresentation,i ianalysisi iandi idiscussion.i iIti ipresentsi ithei istudyi ifindingsi 

iandi iconcentratesi ioni ibothi iquantitativei iandi iqualitativei idatai ianalysisi iacquiredi ithroughi 

iquestionnairesi iandi iinterviews.i iThei idatai iwasi ipresentedi iini ithei iformi iofi ifiguresi iandi itablesi iwhichi 

imakesi iiti ieasyi ifori ithei ireaderi itoi iclearlyi iseei ithei irelationshipi iini ithei idata.i i 

4.2i iAnalysisi iofi iresponsei iratei i 

Tablei i4.i i1i iAnalysisi iofi iresponsei iratei i 

Instrument 

 

Expected Actual Percentagei i(%) 

Questionnaire 

 

22 22 100 

Interviews 

 

5 5 100 

Source:i iPrimaryi idatai i(Researcher,i i2021) 

Tablei i4.1i iillustratesi ithati ithei iresearcheri idistributedi i22i iquestionnairesi iandi ireceivedi i22i iresponsesi 

igivingi iai iresponsei idegreei iofi i100i ipercent.i iThei iresponsei iratei iisi iadequatei itoi iproceedi iwithi ithei 

ifindingsi iandi idrawi iconclusionsi ifromi ithei istudy.i iThei iresearcheri icarriedi iouti iinterviewsi iwithi 

iprocurementi imanagersi iofi ifivei ihospitalsi iandi iai iresponsei iratei iofi i100i ipercenti iwasi ialsoi ifound.i iCooperi 
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iandi iSchinderi i(1992)i istatei ithati iai iresponsei iratei iofi ibetweeni i50%i iandi i92%i iisi ienoughi itoi igivei ivalidityi 

iandi ireliabilityi iofi ithei istudy.i i 

4.3i iDemographici idatai i 

4.3.1i iLeveli iofi ieducationi iofi ithei irespondents 

Figure:i i4.1i iLeveli iofi ieducation 

 

Source:i iPrimaryi idatai i(Researcher,i i2021) 

Figurei i4.1i ishowsi ithei ileveli iofi ieducationi iofi irespondents.i iFromi ifigurei i4.1i iabovei iiti iisi ievidenti ithati 

i40.9i ipercenti iofi ithei irespondentsi iholdsi iunder-graduatei idegree,i ifollowedi ibyi i27.3i ipercenti iwhoi iholdsi 

iacademici idiplomasi iandi i18.2i ipercenti iwhoi iholdsi ipost-graduatei iqaulification.i iThei irespondentsi iwhoi 

iholdsi iani iadvancedi ileveli iandi iordinaryi ileveli icertificatesi iconstitutesi i9.1i ipercenti iandi i4.5i ipercenti 

irespectively.i iFigurei i4.2i iabovei iindicatesi ithati imosti iofi ithei irespondentsi iarei icompetenti iwithi ithei 

imajorityi ibeingi iholdersi iofi iunder-graduatei idegree.i iThisi isuggestsi ithati imajorityi iofi ithei ihospitali 

iplayersi ihavei isufficienti iandi ienoughi iknowledge. 
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4.3.2i iPositioni iheldi i 

Figurei i4.2i iPositioni iini ithei iorganisation 

 

Source:i iPrimaryi idatai i(Researcher,i i2021) 

Figurei i4.2i ishowsi ithei ipositioni iofi ithei irespondentsi iwithini itheiri iorganisations.i iFromi ifigurei i4.2i iabove,i 

iiti iisi ievidenti ithati i14i ipercenti iholdsi ioperationali ileveli iposition.i iThosei iwhoi iholdi ilowi ileveli 

imanagementi ipositioni iarei ijusti i27i ipercent.i iMiddlei ileveli imanagementi ipositioni iarei i41i ipercenti iwhilsti 

itopi ileveli imanagementi ipositionsi iarei i18i ipercent.i iThisi iimpliesi ithati imajorityi iofi ithei irespondentsi 

iservedi iasi imiddlei ileveli imanagers. 
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4.3.3i iExperiencei iofi ithei irespondents 

Figurei i4.3i iRespondentsi iexperience 

 

Figurei i4.3i ishowsi ithei iexperiencei iofi irespondents.i iAsi ishowni iini ithei ifigurei i4.3i iabovei ithei imajorityi iofi 

irespondentsi iwhichi iisi i36i ipercenti ifalli iini ithei iagei irangei iofi i2-5i iyearsi ifollowedi ibyi i32i ipercenti iini ithei 

irangei iofi i6-10i iyears.i iThei iexperiencei iofi irespondentsi iofi ilessi ithani i2i iyearsi iandi imorei ithani i10i iyearsi ihadi 

i18i ipercenti iandi i14i ipercenti irespectively.i iThisi iimpliesi ithati ithei ihospitalsi iarei irelativelyi idominatedi ibyi 

ilowi ileveli iexperiencedi ipeoplei iwhoi ihavei ipotentiali itoi iimprovei ioni iservicei idelivery.i i 
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4.4i iSupplyi ichaini iresiliencei istrategies:i idescriptivei istatisticsi i 

Tablei i4.i i2i iSupplyi ichaini iresiliencei istrategies:i iDescriptivei istatisticsi i 

SCRESi istrategies N Mean Std.i iDeviation 

Collaboration 22 4.4545 0.91169 

Agility 22 4.2727 0.98473 

SC-i ireengineering 22 4.1818 0.79501 

Strongi icorporatei iculture 22 4.0455 0.95005 

Redundancy  22 3.9091 1.26901 

Source:i iPrimaryi idatai i(Researcher,i i2021) 

Thei iabovei iTablei i4.4i ishowsi ithei imeansi iandi istandardi ideviationsi ifori ithei iresponsei iregardingi itoi ithei 

iimplementationi iofi isupplyi ichaini iresiliencei istrategiesi ibyi iprivatei ihospitalsi iini iHararei iprovince.i iFromi 

ithei idatai iini iTablei i4.4,i ithei imeani iofi icollaborationi iisi i(mean=4.4545)i iwhilsti i(standardi 

ideviation=0.91169).i iSupplyi ichaini iagilityi ihasi iai i(mean=4.2727)i iandi i(standardi ideviation=0.98473)i 

iwhilsti isupplyi ichaini ireengineeringi ihasi ithei i(mean=4.1818)i iandi ithei i(standardi ideviation=0.79501).i 

iStrongi icorporatei iculturei idevelopmenti ihasi iai i(mean=4.0455)i iandi i(standardi ideviation=0.95005)i 

iwhilsti iRedundancyi ihasi iai i(mean=3.9091)i iandi i(standardi ideviation=1.26901).i iThei imeani iisi ithei imosti 

icommonlyi iusedi imathematicali imeasurei iofi iaverage.i iIni itermsi iofi ithei itotali iresponse,i irespondentsi 

idefinitelyi iagreedi ithati itheiri iinstitutionsi ipracticedi isupplyi ichaini iresiliencei istrategiesi iwhichi iarei 

icollaboration,i iagilityi isuppyi ichaini ireengineeringi iandi istrongi icorporatei iculturei idevelopment.i 

iHowever,i isomei irespondentsi iwerei inoti isurei iifi iredundancyi iisi ibeingi ipracticedi iwithini itheiri 

iorganizations.i i 

Thei iresultsi iwerei iconsistencei iwithi iresponsesi ifromi ithei iinterview.i iAlli iofi ithei ifivei iprocurementi 

imanagersi ifromi ithei ipickedi ihospitalsi ipointedi iouti ithati iai ivarietyi iofi isupplyi iSCRESi istrategiesi iarei 

ibeingi iusedi ibyi iprivatei ihospitalsi iini iHararei iprovince.i iAlli ithei itestedi iabovei iSCRESi istrategiesi iwerei 

iacknowledgedi ibyi iparticipantsi itoi ibei iemployedi ibyi iprivatei ihospitalsi iini iHararei iprovince.i i 

(Participanti i1) 
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“Therei iarei iai inumberi iofi isupplyi ichaini iresiliencei istrategiesi ibeingi iimplementedi iati ithei ihospital.i iWei 

iteami iupi iwithi iotheri ihospitalsi iandi ipharmaceuticali isuppliersi iandi iaimi itoi icreatei ivaluei ithroughi 

iintangiblei iforms,i isuchi iasi istrategici iplanning,i ireputation,i iemployeei imotivationi iwhichi iresultsi iini 

iqualityi iservicei idelivery.i iFurthermore,i ithei ihospitali imaintainsi ilong-termi idirecti irelationshipsi iwithi 

isuppliersi ihelpi itoi imanagei ithei irisksi iandi iupturni iservicei idelivery.”i i 

(Participanti i2)i i  

Anotheri iparticipanti istatesi ithei isupplyi ichaini iresiliencei istrategiesi iemployedi iati itheiri ihospitali iasi 

ifollows:i i“Ii iwouldi isay,i icollaboration,i iredundancy,i iagility,i isupplyi ichaini ireengineering,i istrongi 

icorporatei iculturei idevelopmenti iandi iflexibility.i iWei iapplyi iai iquitei iloti iofi isupplyi ichaini iresiliencei 

istrategiesi iherei itoi imanagei iouri isupplyi ichainsi iandi iincreasei iservicei idelivery.”i ii i 

Tablei i4.3i iCollaborationi istrategy 

Statement N Mean Std.i iDeviation 

Teamingi iupi iwithi iotheri iorganizationsi iincreasesi ithei iqualityi iandi ileveli 

iofi iservicei idelivery. 

22 4.0000 1.23443 

Teamingi iupi iwithi iotheri iorganizationsi icreatesi ivaluei ithroughi 

iintangiblei iforms,i isuchi iasi istrategici iplanning,i iemployeei imotivationi 

iandi iresultsi iini iqualityi iservicei idelivery. 

22 4.0000 1.11270 

Long-termi idirecti irelationshipsi iwithi isuppliersi ihelpi itoi imanagei ithei 

irisksi iandi iupturni iservicei idelivery. 

22 3.9091 1.47710 

Earlyi isupplieri iengagementi iandi iteamingi iupi iwithi iotheri iinstitutionsi 

iinsurei iagainsti irisksi iini ithei isupplyi ichaini iandi iincreasei iservicei 

idelivery. 

22 4.0455 1.25270 

Strategici isupplieri ipartnershipsi iincreasei inetworkingi ichannelsi iwithi 

isuppliersi iincreasei iefficiencyi ileadsi itoi iimprovedi iservicei idelivery. 

22 4.1818 1.05272 

 

Tablei i4.3i iabovei ishowsi ithati ithei imeani iofi icollaborationi istrategy.i iThei imeansi iofi ithei iabovei iquestionsi 

iarei irankedi i4i i(4i i=i iagree,i iaccordingi itoi ithei iLikerti iscale)i iwhichi imeansi ithei irespondentsi iagreedi ithati 
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icollaborationi iincreasesi iqualityi iandi ileveli iofi iservicei ideliveryi i(mean=4.0000i iandi istd.i 

ideviation=1.23443),i icreatesi ivaluei ithroughi iintangiblei iformsi isuchi iasi istrategici iplanningi 

i(mean=4.0000i iandi istd.i ideviation=1.11270),i iinsuresi iagainsti irisksi iini ithei isupplyi ichaini 

i(mean=4.0455i iandi istd.i ideviation=1.25270)i iandi iincreasesi iefficiencyi iwhichi ileadsi itoi iimprovedi 

iservicei ideliveryi i(mean=4.1818i iandi istandardi ideviation=1.05272).i iHowever,i isomei irespondentsi 

iwerei inoti isurei iifi icollaborationi ihelpi imanagei iriski i(mean=3.9091i iandi istd.i ideviation=1.47710)i iandi 

iThei iresultsi iwerei ialsoi iini iconsistencei iwithi ithei iresponsesi ifromi iinterviewsi iwherei ithei iparticipantsi 

iacknowledgedi ithati icollaborationi istrategyi iimprovesi iservicei idelivery.i i 

Ai istudyi ibyi iWafulai iandi iGeorgei i(2015),i ithei iresearchersi ievaluatedi ioni ihowi istrategici isupplieri 

ipartnershipsi iaffectedi iorganizationali iperformance.i iFromi ithei ifindings,i inetworkingi iandi 

icommunicationi ichannelsi ihavei iimprovedi iservicei ideliveryi iandi iimprovesi iclienti iservicei ihelpi iandi 

isatisfaction.i iThesei ifindingsi iagreei iwithi ithei iresearchi ifindingsi iini iTablei i4.3i iwhichi ihighlightsi ithei 

ipositivei ieffectsi iofi icollaborationi ioni iservicei idelivery. 

Tablei i4.4i iSupplyi ichaini iagilityi istrategy 

Statement N Mean Std.Deviation 

Quicknessi iandi ialertnessi imaintainsi ioperationali ilevelsi ithati 

iminimizei icostsi iandi iresulti iini iqualityi iservicei idelivery. 

22 4.0000 1.27242 

Thei iadoptioni iofi iagilityi itechniquei ileadi itoi iimprovedi iclienti iservicei 

ideliveryi ilevels. 

22 3.8636 1.45718 

Agilityi iensuresi icontinuousi iflowi iofi imedicali iequipmenti iandi 

imedicinesi iwhichi ileadi itoi iimprovedi iservicei ideliveryi ilevels. 

22 4.0455 1.25270 

Agilityi iini imyi iorganizationi iincludesi irecordingi iandi imonitoringi iriski 

ilevelsi iandi irespondi ioni iiti itoi iimprovei iservicei idelivery. 

22 4.1364 1.08213 

Thei iprocurementi iteami ieffectivelyi ianticipatei ithei ifuturei irisksi iandi 

irespondi iquicklyi iandi ileadi itoi iimprovedi iservicei idelivery. 

22 4.0455 1.21410 
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Tablei i4.4i iabovei ishowsi ithati ithei imeani iofi isupplyi ichaini iagilityi istrategies.i iThei iadoptioni iofi iagilityi 

ipracticesi ihasi ienabledi icontinuousi iflowi iandi iagilityi iini imanyi iorganizationsi imaintainsi ioperationali 

ilevelsi ithati iminimizesi icostsi iandi ireducei iriski ilevelsi iwithi ithei imeani iofi i4.0000,i i4.0455i iandi i4.1364i 

icorrespondingly.i iThei istatementsi iwerei isupportedi ibyi iloweri ivaluesi iofi istandardi ideviationsi iwhichi iarei 

i1.27242,i i1.25270i iandi i1.08213i irespectively.i iThei irespondentsi iagreedi ithati iagilityi ieffectivelyi ihelpi 

ianticipatei ifuturei irisksi iandi iensuresi iquicki iresponsei iwithi ithei imeani iofi i4.0455i iandi istandardi ideviationi 

iofi i1.21410.i iHowever,i irespondentsi iwerei ialsoi ineutrali ioni iwhetheri ithei iadoptioni iofi iagilityi istrategyi 

iimprovei iclienti iservicei ideliveryi iwithi iai imeani iofi i3.8636i iandi istandardi ideviationi iofi i1.45718.i i 

Thei ifindinsi ioni iagilityi istrategyi ishowni iini iTablei i4.4i iindicatei ithati imosti ihospitalsi iarei iablei itoi irespondi 

iquicklyi itoi ithei ichangesi iandi idisruptionsi iini ithei ioperationsi iofi ithei iinstitution.i i 

Tablei i4.5i iSupplyi ichaini ireengineeringi istrategy 

Statement N Mean Std.i iDeviation 

Throughi ireengineeringi istrategy,i ithei iorganizationi imitigatei irisksi 

iandi iresultsi iini iimprovedi iqualityi iofi iservicei ioffered. 

22 4.0455 1.36198 

Supplyi ichaini ireengineeringi ireducesi iconsiderablei icostsi ii iwhichi 

iincreasei ithei iqualityi iofi iservicei idelivered. 

22 3.9545 1.21410 

Throughi isupplyi ichaini iengineeringi iaidi ispecializationi ioni 

icreatingi isustainabilityi iandi iimprovingi iservicei idelivery. 

22 3.3136 1.55978 

Supplyi ichaini ireengineeringi ihelpsi itoi igaini iai icompetitivei iedgei 

iandi ihavei icleari idecisionsi iproceduresi ithati iimprovei iservicei 

idelivery. 

22 4.0000 1.27242 

 

Thei ifindingsi iini iTablei i4.5i iindicatei ithati irisksi iarei imitigatedi itoi iimprovei iservicei ideliveryi iandi ihelpsi itoi 

igaini iai icompetitivei iedgei ithroughi icleari idecisionsi iproceduresi ithati iimprovei iservicei ideliveryi iwithi ithei 

imeani iofi i4.0455i iandi i4.0000i irespectively.i iThisi iisi ishowi iwithi ilowi istandardi ideviationsi iwhichi iarei 

i1.36198i iandi i1.27242i icorrespondingly.i iRespondentsi iwerei ihoweveri inoti isurei iandi ineutrali iwhetheri 

isupplyi ichaini ireengineeringi ireducesi iconsiderablei icostsi iandi iaidi ispecializationi ioni icreatingi 
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isustainabilityi itoi iimprovei iservicei ideliveryi iwhichi iisi ishowni iini iTablei i4.5i iwithi ithei imeani iofi i3.9545i 

iandi i3.3636i irespectively.i iThei istandardi ideviationsi iwerei i1.21410i iandi i1.55978i icorrespondingly. 

Ai istudyi ibyi iSantosi ieti ial.,i iviewedi isupplyi ichaini ireengineeringi iasi iani iintegratedi iprospectivei iini ithei 

iprocessi iofi isupplyi ichaini idesigni iwithi ithei itraditionali iconstraints,i icosti ioptimizationi iandi icustomeri 

iservicei itoi ienhancei iflexibilityi ithroughi icustomizationi iini idifferenti isituations.i iThei ifindingsi ibyi 

i(Santosi ieti ial.,)i imirrorsi ithei iresearchi ifindingsi iini ithei istudyi iunderi iTablei i4.5i ithati ihighlighti ithei ipositivei 

iimpacti ioni isupplyi ichaini ireengineeringi ioni iservicei ideliveryi iofi iprivatei ihospitalsi iini iHararei iprovince.i ii i 

4.5i iServicei idelivery 

Thei idependenti ivariablei iofi ithei istudyi iwasi iservicei idelivery.i iThei ifindingsi iarei iindicatedi iini iTablei i4.6. 

Tablei i4.6i iServicei idelivery 

Statement N Mean Std.i iDeviation 

Reductioni iini icostsi iresultsi iini iimprovedi iservicei idelivery 22 4.0000 1.27242 

Increasedi icustomeri isatisfaction 22 4.0455 1.25270 

Improvedi iqualityi iofi iservicesi ioffered 22 4.0455 1.25270 

Effectivenessi iandi iefficiencyi iini ioperations 22 4.1364 1.08213 

Reducedi iclientsi icomplains 22 4.0455 1.21409 

Tablei i4.6i ishowsi ithati iduei itoi isupplyi ichaini iresilience,i imosti iofi ithei istudiedi iorganizationsi ihavei 

imanagedi itoi ireducei icostsi iresultingi iini iimprovedi iservicei idelivery,i iincreasedi icustomeri isatisfaction,i 

iimprovedi iqualityi iofi iservicesi ioffered,i iimprovedi iini ieffectivenessi iandi iefficiencyi iini ioperationsi iandi 

ireducedi iclientsi icomplainsi iwithi imeansi iofi i4.000,i i4.0455,i i4.0455,i i4.1364i iandi i4.0455i irespectively. 

 

 

4.5i iSupplyi ichaini iresiliencei iandi iservicei idelivery 
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Toi ideterminei ithei ieffecti iofi isupplyi ichaini iresiliencei ioni iservicei idelivery,i ithei iresearcheri iemployedi 

iregressioni ianalysis.i iTablei i4.7i ishowsi ithei ifindingsi iofi ithei imodeli isummary. 

Tablei i4.7:i iModeli iSummary 

Model R Ri iSquare Adjustedi iRi iSquare Std.i iErrori iofi ithei iEstimate 

1 0.789
a 

0.622 0.471 0.28709 

Asi ishowni iini iTablei i4.7,i ithei icoefficienti iofi ideterminationi iRi isquaredi iisi i0.622.i iThisi iinfersi ithati i62.2%i 

ichangei iini iservicei ideliveryi iofi ithei istudiedi ihospitalsi iisi iexplainedi ibyi ithei isupplyi ichaini iresiliencei iini 

iplace. 

Ini iorderi itoi ideterminei ithei ioveralli isignificancei iofi ithei iregressioni imodel,i iiti iwasi iimportanti itoi icarryi iouti 

iani iAnalysisi iofi iVariancei iati i5%i ileveli iofi isignificancei iasi iindicatedi iini iTablei i4.8. 

Tablei i4.8:i iANOVA 

      
i i Df Sumi iofi isqaures Meani iSquare F Sig. 

Regression 6 2.036 0.339 4.118 0.012
b 

Residual 15 1.236 0.082 

  Total 21 3.273 

   Fromi iTablei i4.8,i ithei ivaluei iofi iFi icalculatedi iisi i4.118i iwhilei iFi icriticali i(obtainedi ifromi iFi iDistributioni 

iTablesi iati idegreesi iofi ifreedomi i6i iandi i15)i iisi i2.791.i iTherefore,i ithei ivaluei iofi iFi icalculatedi iisi igreateri ithani 

iFi icritical.i iThei ioveralli iregressioni imodeli iwasi ithereforei ifit. 

Thei isignificancei iofi ithei iindividuali ivariablesi iofi ithei istudyi iwerei ideterminedi ibyi itheiri ipi ivalues.i iThei 

iinterpretationi iofi isignificancei iwasi iconductedi iati i5%i ileveli iofi isignificancei iasi ishowni iini iTablei i4.9. 
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Tablei i4.9:i iRegressioni iCoefficientsi i 

  

Unstandardize

di icoefficients 

Standardize

di 

icoefficients   

 B 

Standardi 

iError Beta T Sig. 

(Constant) .110 .701 

 

.156 .154 

Educationi ilevel .599 .350 .108 1.710 .621 

Position -.404 .390 .317 -1.035 -.379 

Experience .107 .070 .148 1.526 .112 

Collaboration .036 .057 .544 .621 .039 

Agility .058 .060 .352 .961 .062 

SCi ireengineering -.004 .090 .962 -.049 .001 

Thei iresultanti iequationi ibecomes; 

𝒀i i=i i0.110i i+i i0.599  i i–i i0.404  i i+i i0.107 𝟑i i+i i0.036 4i i+i i0.058 5i i–i i0.04 6i i 

  X1=i iLeveli iofi ieducation 

X2=i iPositioni iini ithei iorganization 

X3=i iExperiencei iini iyears 

X4=i iSupplyi ichaini icollaborationi i 

X5=i iSupplyi ichaini iagility 

X6=i iSupplyi ichaini ireengineering 
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Thusi iati i5%i ileveli iofi isignificance,i ileveli iofi ieducationi i(𝜷=0.599,i ip=0.621>0.05)i ipositivelyi iandi 

isignificantlyi iaffectedi ioni iservicei idelivery.i iPositioni iini ithei iorganizationi i(𝜷=-0.404,i ip=-0.379<0.05)i ii 

inegativelyi iandi iinsignificantlyi iaffectedi ioni iservicei idelivery.i iExperiencei i(𝜷=0.107,i ip=-0.112<0.05)i ii 

ipositivelyi iandi isignificantlyi iaffectedi ioni iservicei idelivery. 

Collaborationi i(𝜷=0.036,i ip=0.039<0.05)i ipositivelyi iandi isignificantlyi iaffectedi ioni iservicei idelivery.i 

iSupplyi ichaini iagilityi i(𝜷=0.058,i ip=0.062>0.05)i ipositivelyi iandi isignificantlyi iaffectedi ioni iservicei 

idelivery.i iSupplyi ichaini ireengineeringi i(𝜷=-0.004,i ip=0.001<0.05)i inegativelyi iandi isignificantlyi 

iaffectedi ioni iservicei idelivery.i iThusi iiti icani ibei ideducedi ithei isupplyi ichaini iresiliencei istrategiesi ihasi iai 

ipositivei iandi isignificani iimpacti ioni iservicei idelivery.i iMunywokii i(2016)i istudiedi ioni ithei isupplieri ichaini 

iriski imanagementi ipracticesi ioni icompetitivenessi iini iautomotivei iindustryi iini ii iNairobii iCityi iCountyi iandi 

iestablishedi iai ipositivei icorrelationi iofi isupplyi ichaini iriski imanagementi ipracticesi iandi icompetitivenessi 

iofi ithei ifirms. 

4.6i iSummaryi i 

Thisi ichapteri ifocusedi imainlyi ioni ithei ipresentation,i ianalyzingi iandi idiscussioni iofi ithei istudyi ifindings.i iThei 

istudyi ifindingsi iwerei ipresentedi ibyi iwayi iofi igraphsi iandi itablesi ifori ieasyi iofi iinterpretation.i iThei inexti ichapteri 

igivesi ithei isummary,i iconclusionsi iandi irecommendationsi iofi ithei istudy. 
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CHAPTERi iV 

 

 

SUMMARY,i iCONCLUSIONSi iANDi iRECOMMENDATIONS 

 

 

 
i i 

5.1i iIntroductioni i 

Thisi ichapteri ipresenti iai isummaryi iofi ithei imajori ifindingsi iofi ithei iresearch.i iThei imaini iobjectivei iofi ithisi 

istudyi iwasi itoi iestablishi ithei ieffectsi iofi isupplyi ichaini iresiliencei istrategiesi ioni iservicei ideliveryi iofi 

iprivatei ihospitalsi iini iHararei iprovince.i iThei iresearcheri ibroughti iforwardi irecommendationsi ifori 

ieffectivei isupplyi ichaini iresiliencei istrategiesi ioni iservicei ideliveryi iofi iprivatei ihospitalsi iini iHararei 

iprovince.i iThei ichapteri iprovidedi ithei imajori iresearchi iconclusionsi idrawn.i i 

5.2i iSummaryi iofi iresearchi ifindingsi i 

Ini irelationi itoi isupplyi ichaini iresiliencei istrategiesi iemployedi ibyi iprivatei ihospitalsi iini iHararei iprovince,i 

ithei iresearcheri ifoundi iouti ithati imosti iprivatei ihospitalsi iacknowledgedi ithati itherei iisi icollaborationi iwithi 

iotheri iinstitutionsi iwithini ithei iorganization.i iThei iresearcheri ialsoi ifoundi iouti ithati ithei iprivatei ihospitalsi 

iacknowledgedi isupplyi ichaini iagilityi iandi isupplyi ichaini ireengineering.i iProcurementi iprofessionalsi 

ifromi ihospitalsi iinterviewed,i ialsoi iconfirmi ithati ihospitalsi iarei iengagingi iini isupplyi ichaini iresiliencei 

istrategiesi itoi iimprovei iservicei ideliveryi iofi iprivatei ihospitalsi iini iHarare. 

Ini irelationi itoi ithei ieffectsi iofi isupplyi ichaini iresiliencei istrategiesi ioni iservicei ideliveryi iofi iprivatei 

ihospitalsi iini iHararei iprovince,i ithei iresearcheri ifoundi iouti ithati isupplyi ichaini iresiliencei istrategiesi idonei 

ibyi ihospitalsi iresults;i ireducedi icosts,i iincreasedi icustomeri isatisfaction,i iimprovedi iqualityi iofi iservicesi 

ioffered,i iimprovedi iini ieffectivenessi iandi iefficiencyi iini ioperationsi iandi ireducedi iclientsi icomplains. 
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Thei iresearcheri ialsoi ifoundi iouti ithati ialli iprocurementi iprofessionalsi ifromi ithei iprivatei ihospitalsi 

iinterviewedi iconfirmedi ithati isupplyi ichaini iresiliencei istrategiesi ihasi iledi itoi iani iimprovementi ioni iservicei 

idelivery.i iThei iimprovementi ioni iservicei ideliveryi ihavei iresultedi iini icustomeri isatisfaction.i i 

Regressioni ianalysisi iresultsi ishowi ithati itherei iisi ipositivei iandi isignificanti irelationshipi ibetweeni isupplyi 

ichaini icollaborationi iandi iservicei idelivery.i iThei iregressioni ianalysisi ialsoi ishowsi ithati itherei iisi iai ipositivei 

irelationshipi ibetweeni iagilityi iandi iservicei idelivery.i iThei iresultsi ialsoi ishowi iai ipositivei irelationshipi 

ibetweeni isupplyi ichaini ireengineeringi iandi iservicei idelivery.i i 

5.3i iConclusionsi i 

Thei iconclusioni iofi ithei iresearchi istudyi ioni ithei iimpacti iofi isupplyi ichaini iresiliencei istrategiesi ioni iservicei 

ideliveryi iofi iprivatei ihospitalsi iini iHararei iprovincei icani ibei ihighlightedi iasi ifollows:i i 

 Thei ifollowingi isupplyi ichaini iresiliencei istrategiesi iarei ibeingi iemployedi ibyi iprivatei ihospitalsi iini 

iHararei iprovince;i icollaboration,i isupplyi ichaini iagilityi iandi isupplyi ichaini ireengineering.i i 

 Mosti iofi ithesei isupplyi ichaini iresiliencei istrategiesi ihavei ihelpedi iprivatei ihospitalsi iini iHararei 

iprovincei itoi ireducei icosts,i iimprovedi iimprovei iservicei ideliveryi itimesi iandi iimprovedi iqualityi 

iofi iservicesi ideliveredi iori ioffered.i i 

 Ini igeneral,i ithei istudyi iindicatesi ithati itherei iisi iai ipositivei irelationshipi ibetweeni imosti iofi ithei 

isupplyi ichaini iresiliencei istrategiesi iandi iservicei ideliveryi iinvolvedi iini ithisi iresearch.i i 

5.4i iRecommendationsi i 

Ini ithei ilighti iofi ithei iabovei iconclusions,i iiti iisi irecommendedi ithat;i i 

 Hospitalsi ishouldi istrengtheni isupplyi ichaini iresiliencei isoi iasi itoi iimprovei ioni iservicei ideliveryi 

iandi iensurei ireliablei isupplyi iofi imedicinesi iandi iequipmentsi itoi itheiri ihospitali ifori ithei ibenefiti iofi 

ipatients.i i 

 Hospitalsi ishouldi icollaboratei iwithi iotheri iinstitutionsi iandi isuppliersi itoi iinsurei ismoothflowi iofi 

imedicinesi iandi imedicali iequipment.i iThisi iwilli iimprovei iservicei idelivery.i iFurtheri ithei istudyi 

irecommendsi ithati ithei ihospitalsi ishouldi iinvesti iini iai ireliablei iandi iconvenienti icommunicationi 

imediai iwithi iotheri iinstitutions.i iThisi iwilli ienhancei iinformationi isharing.i i 
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 Hospitalsi ishouldi istrengtheni itheiri iagilityi iandi ienhancei iitsi iquicknessi iandi iresponsei itoi 

idisruptivei ieventsi isoi iasi ii itoi irecoveri ipromptlyi ifromi idisturbances.i i 

 Hospitalsi ishouldi iaimi itoi istrengtheni iandi iimprovingi isupplyi ichaini ireengineeringi itoi iensurei 

iflexibility.i iThisi iwilli iresulti iini iai iflexiblei isupplyi ibasei iandi iini itimesi iofi idisruptionsi iiti icani 

iquicklyi irespondi iandi iadjusti itoi ithei ienvironmenti iandi iwilli iini iturni ihelpi iimprovei iconstanti 

iavailabilityi iofi imedicinesi iandi idrugsi itoi ihospitals.i i 

5.5i iRecommendationsi ifori ifurtheri istudiesi i 

Thisi istudyi iinvestigatesi ithei iimpacti iofi isupplyi ichaini iresiliencei istrategiesi ioni iservicei ideliveryi iofi 

iprivatei ihospitalsi iini iHararei iprovince.i iThisi istudyi irecommendsi ithati iini ifuturei ithei istudyi icani ibei 

iextendedi itoi iotheri iregionsi iofi ithei icountryi ifori icomparisoni ipurposesi iandi ishouldi ialsoi ibei iextendedi itoi 

iotheri isupplyi ichaini iresiliencei istrategiesi ithati iaffecti iservicei ideliveryi iofi ihospitals. 
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APPENDIXi i1:i iLETTERi iSEEKINGi iPERMISSIONi iTOi iCARRYi iOUTi iRESEARCH 

BINDURAi iUNIVERSITYi iOFi iSCIENCEi iEDUCATION 

 

 

 

P.i iBagi i1020 

Bindura 

30i iOctoberi i2021 

Deari isir/Madam 

REF:i iAUTHORITYi iTOi iCARRYi iOUTi iAi iSTUDYi iINi iTHEi iSUPPLYi iCHAINi 

iDEPARTMENT. 

Ii iami iai istudenti iati iBindurai iUniversityi iofi iSciencei iEducationi ipursuingi iai idegreei iini iPurchasingi iandi 

iSupply.i iThei ititlei iofi ithei iresearchi iis:i iThei iimpacti iofi isupplyi ichaini iresiliencei istrategiesi ioni iservicei 

ideliveryi iofi iprivatei ihospitalsi iini iHararei iprovince.i iThei iobjectivesi iofi ithei istudyi iare: 

1.i iToi ideterminei ithei ieffecti iofi icollaborationi ioni iservicei ideliveryi iofi iprivatei ihospitalsi iini iHararei 

iprovince. 

2.i iToi iestablishi ithei iinfluencei iofi isupplyi ichaini ireengineeringi ioni iservicei ideliveryi iofi iprivatei ihospitalsi 

iini iHararei iprovince. 

3.i iToi iassessi ithei ieffecti iofi iagilityi ioni iservicei ideliveryi iofi iprivatei ihospitalsi iini iHararei iprovince. 

Ii idoi iherebyi iaski ifori ipermissioni itoi icarryi iouti iai istudyi iini iyouri iorganisation.i iYoui icani ialsoi ireferi itoi ithei 

icopyi iofi iresearchi iinstrumenti iwhichi iIi iintendi itoi iusei iini imyi iresearch.i iShouldi iyoui irequirei ianyi ifurtheri 

iinformation,i ipleasei idoi inoti ihesitatei itoi icontacti imei iasi iindicatedi ibelow. 

Yoursi ifaithfully 

Iani iManyanii i+263784567070i iimanyanih99@gmail.comi i 

mailto:imanyanih99@gmail.com
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APPENDIXi i2:i iLETTERi iTOi iRESPONDENTSi i 

 

BINDURAi iUNIVERSITYi iOFi iSCIENCEi iEDUCATION 

FACULTYi iOFi iCOMMERCE 

DEPARTMENTi iOFi iECONOMICS 

 

 

 

REF:i iREQUESTi iFORi iCOMPLETIONi iOFi iQUESTIONNAIRE. 

Myi inamei iisi iIani iManyani,i iai ifourth-yeari istudenti iati iBindurai iUniversityi iofi iScience 

Educationi ipursuingi iai iBachelori iofi iCommercei iHonorsi iDegreei iini iPurchasingi iandi iSupply.i iIi iami 

ipresentlyi iinvolvedi iini icarryingi iouti iresearchi iconcernedi iwithi ithei iimpacti iofi isupplyi ichaini iresiliencei 

istrategiesi ioni iservicei ideliveryi iofi iprivatei ihospitalsi iini iHararei iprovince.i iThei iinformationi iyoui iprovidei 

iwilli ibei itreatedi iwithi iconfidentialityi iandi iusedi ionlyi ifori ithisi istudy.i iIi iwouldi ibei igratefuli iifi iyoui iwouldi 

isparei itimei iandi icompletei ithei iquestionnairei ibelow.i i 

Youri icooperationi iisi igreatlyi iappreciated 

Yoursi ifaithfullyi i 

Iani iManyanii i+263784567070i iimanyanih99@gmail.comi i 

 

 

 

mailto:imanyanih99@gmail.com
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SECTIONi iA:i iGENERALi iINFORMATION 

 

SECTIONi iA:i iIntroductoryi iQuestions 

Kindlyi iansweri ithei ifollowingi iquestionsi ibyi iindicatingi ithei irelevanti iboxi iori iwritingi idowni ianswersi iini 

ithei ispacesi iprovided. 

1.i iIndicatei iyouri ihighesti iacademici iqualification 

GCEi i„O‟i iLevel [i ii ii ii ii ii i] 

GCEi i„A‟i iLevel [i ii ii ii ii ii i] 

Diploma [i ii ii ii ii ii i] 

Undergraduatei iDegree [i ii ii ii ii ii i] 

Posti iGraduatei iDegree [i ii ii ii ii ii i] 

 

2.i iYouri ipositioni iwithini ithei iorganization? 

Operationali ilevel [i ii ii ii ii ii i] 

Lowi ileveli imanagement [i ii ii ii ii ii i] 

Middlei ileveli imanagement [i ii ii ii ii ii i] 

Topi ileveli imanagement [i ii ii ii ii ii i] 

 

3.i iExperiencei iini iyears 

Lessi ithani i2i iyears [i ii ii ii ii ii i] 

2-i i5i iyears [i ii ii ii ii ii i] 

6-i i10i iyears [i ii ii ii ii ii i] 

Morei ithani i10i iyears [i ii ii ii ii ii i] 
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SECTIONi iB:i iSUPPLYi iCHAINi iRESILIENCEi iSTRATEGIES 

Kindlyi iindicatei ithei iextenti itoi iwhichi iyoui iagreei iori idisagreei iabouti ithei isupplyi ichaini iresiliencei 

istrategiesi ibeingi iemployedi iati iyouri iorganization.i iPleasei iindicatei iyouri iresponsei iusingi i5i ipointsi 

iLikerti iscale.i i1=stronglyi idisagreei i(SD),i i2=Disagreei i(D),i i3=Neutrali i(N),i i4=Agreei i(A)i iandi 

i5=stronglyi iagreei i(SA).i i 

Kindlyi iticki ithei iresponsei ithati ibesti idescribesi iyouri ianswer. 

 Statement 

 

SD D N A SA 

1 2 3 4 5 

1 Thei ihospitali iteami iupi i(collaboration)i iwithi iotheri iinstitutions.      

2 Thei ihospitali iisi icapablei iofi irespondingi itoi idisturbancesi iandi 

idisruptionsi iquicklyi i(agility) 

     

3 Thei ihospitali ihavei ibackupi iori ialternativei isuppliersi iandi ibufferi istocki 

ifori imaterialsi i(redundancy) 

     

4 Thei ihospitali ihavei ienhancedi icommunicationi ithati ifostersi iquicki 

idecisionsi ifori irecoveryi i(strongi icorporatei iculture) 

     

5 Thei ihospitali ihavei iai iflexiblei isupplyi ichaini ibasei itoi isourcei imaterialsi 

iandi imedicationsi i(supplyi ichaini ireemgineering) 

     

 

Kindlyi iindicatei ithei iextenti itoi iwhichi iyoui iagreei iori idisagreei iabouti ithei iinfluencei iofi isupplyi ichaini 

icollaborationi istrategyi iini iyouri iorganizationi icouldi ihavei ioni iservicei idelivery.i iPleasei iindicatei iyouri 

iresponsei iusingi i5i ipointsi iLikerti iscale.i i1=stronglyi idisagreei i(SD),i i2=Disagreei i(D),i i3=Neutrali 

i(N),i i4=Agreei i(A)i iandi i5=stronglyi iagreei i(SA).i i 

Kindlyi iticki ithei iresponsei ithati ibesti idescribesi iyouri ianswer. 

Statements SD D N A SA 

1 2 3 4 5 

1 Teamingi iupi iwithi iotheri iorganizationsi iincreasesi ithei iqualityi iandi 

ileveli iofi iservicei idelivery. 
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2i i Teamingi iupi iwithi iotheri iorganizationsi icreatesi ivaluei ithroughi 

iintangiblei iforms,i isuchi iasi istrategici iplanning,i iemployeei 

imotivationi iandi iresultsi iini iqualityi iservicei idelivery. 

     

3 Long-termi idirecti irelationshipsi iwithi isuppliersi ihelpi itoi imanagei ithei 

irisksi iandi iupturni iservicei idelivery. 

     

4 Earlyi isupplieri iengagementi iandi iteamingi iupi iwithi iotheri iinstitutionsi 

iinsurei iagainsti irisksi iini ithei isupplyi ichaini iandi iincreasei iservicei 

idelivery. 

     

5 Strategici isupplieri ipartnershipsi iincreasei inetworkingi ichannelsi iwithi 

isuppliersi iincreasei iefficiencyi ileadsi itoi iimprovedi iservicei idelivery. 

     

 

Kindlyi iindicatei ithei iextenti itoi iwhichi iyoui iagreei iori idisagreei iabouti ithei iinfluencei iofi isupplyi ichaini 

iagilityi istrategyi iini iyouri iorganizationi icouldi ihavei ioni iservicei idelivery.i iPleasei iindicatei iyouri 

iresponsei iusingi i5i ipointsi iLikerti iscale.i i1=stronglyi idisagreei i(SD),i i2=Disagreei i(D),i i3=Neutrali 

i(N),i i4=Agreei i(A)i iandi i5=stronglyi iagreei i(SA).i i 

Kindlyi iticki ithei iresponsei ithati ibesti idescribesi iyouri ianswer. 

 Statement 

 

SD D N A SA 

1 2 3 4 5 

1 
Quicknessi iandi ialertnessi imaintainsi ioperationali ilevelsi ithati 

iminimizei icostsi iandi iresulti iini iqualityi iservicei idelivery. 

     

2 
Thei iadoptioni iofi iagilityi itechniquei ileadi itoi iimprovedi iclienti iservicei 

ideliveryi ilevels. 

     

3 
Agilityi iensuresi icontinuousi iflowi iofi imedicali iequipmenti iandi 

imedicinesi iwhichi ileadi itoi iimprovedi iservicei ideliveryi ilevels. 

     

4 
Agilityi iini imyi iorganizationi iincludesi irecordingi iandi imonitoringi 
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iriski ilevelsi iandi irespondi ioni iiti itoi iimprovei iservicei idelivery. 

5 
Thei iprocurementi iteami ieffectivelyi ianticipatei ithei ifuturei irisksi iandi 

irespondi iquicklyi iandi ileadi itoi iimprovedi iservicei idelivery. 

     

  

Kindlyi iindicatei ithei iextenti itoi iwhichi iyoui iagreei iori idisagreei iabouti ithei iinfluencei iofi isupplyi ichaini 

ireengineeringi istrategyi iini iyouri iorganizationi icouldi ihavei ioni iservicei idelivery.i iPleasei iindicatei iyouri 

iresponsei iusingi i5i ipointsi iLikerti iscale.i i1=stronglyi idisagreei i(SD),i i2=Disagreei i(D),i i3=Neutrali 

i(N),i i4=Agreei i(A)i iandi i5=stronglyi iagreei i(SA).i i 

Kindlyi iticki ithei iresponsei ithati ibesti idescribesi iyouri ianswer. 

 Statement 

 

SD D N A SA 

1 2 3 4 5 

1 
Throughi ireengineeringi istrategy,i ithei iorganizationi imitigatei irisksi 

iandi iresultsi iini iimprovedi iqualityi iofi iservicei ioffered. 

     

2 
Supplyi ichaini ireengineeringi ireducesi iconsiderablei icostsi ii iwhichi 

iincreasei ithei iqualityi iofi iservicei idelivered. 

     

3 
Throughi isupplyi ichaini iengineeringi iaidi ispecializationi ioni icreatingi 

isustainabilityi iandi iimprovingi iservicei idelivery. 

     

4 
Supplyi ichaini ireengineeringi ihelpsi itoi igaini iai icompetitivei iedgei iandi 

icleari idecisionsi iproceduresi ithati iimprovei iservicei idelivery. 

     

 

 

 

 

 

SECTIONi iC:i iSERVICEi iDELIVERY 



  

63 
 

Therei iisi iani iincreasei iini iservicei ideliveyi iati iouri iorganizationi i 

Yes  [i ii ii ii ii ii i]  No  [i ii ii ii ii ii i] 

Belowi iarei iseverali ieffctsi iofi isupplyi ichaini iresiliencei ioni iservicei idelivery.i iKindlyi iindicatei ithei iextenti 

itoi iwhichi iyoui iagreei iori idisagreei ioni ihowi isupplyi ichaini iresiliencei ihasi iaffectedi iservicei ideliveryi iwithini 

iyouri iorganization.i iPleasei iindicatei iyouri iresponsei iusingi i5i ipointsi iLikerti iscale.i i1=stronglyi 

idisagreei i(SD),i i2=Disagreei i(D),i i3=Neutrali i(N),i i4=Agreei i(A)i iandi i5=stronglyi iagreei i(SA).i i 

Kindlyi iticki ithei iresponsei ithati ibesti idescribesi iyouri ianswer. 

 Statement 

 

SD D N A SA 

1 2 3 4 5 

1 Reductioni iini icostsi iresultsi iini iimprovedi iservicei idelivery      

2 Increasedi icustomeri isatisfaction      

3 Improvedi iqualityi iofi iservicesi ioffered      

4 Effectivenessi iandi iefficiencyi iini ioperations      

5 Reducedi iclientsi icomplains      

 

 

APPENDIXi i3:i iINTERVIEWi iGUIDE 

1. Whati iarei ithei isupplyi ichaini iresiliencei istrategiesi iusedi ibyi iyouri iorganizationi iini imanagingi iitsi 

isupplyi ichaini itoi iimprovei iservicei idelivery? 

2. Doi iyoui iagreei ithati iSCRESi istrategiesi icani iassisti iini ithei iimprovementi iofi iservicei idelivery? 

3. Whati iarei ithei ichallengesi ibeingi iencounteredi iini iimplementingi isupplyi ichaini iresiliencei 

istrategiesi itoi iimprovei iservicei idelivery? 

4. Whati irecommendationsi iresultingi ifromi ithisi iresearchi istudyi iwouldi iyoui isuggesti ifori iresolvingi 

ichallengesi ifacedi ibyi iyouri iorganization? 


