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Abstract 

) assess the Effectiveness of Consumer Cooperati ves : The case of 

,erative in Kirkos Sub- City, Addi s Ababa, Ethiopia. A quantitati ve 

unple survey method were employed in order to accomplish the 

ta co llection instrument was quest ionnaire. The respondents of study 

)operati ve members, offi cials, employees, and customers. The main 

lack of the autonomy of the cooperati ve and the interfe rence of local 

nance and management; unable to provide basic goods adequately, 

re among others. These situations have affected the effectiveness of 

e study recommends that all concerned bodies working to curb the 

.gement problems of cooperative need to focus at micro and mezzo 

. Cooperatives, Consumer cooperative, Effecti veness, Sati sfactions 
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Chapter One: Introduction 

According to McLeod (2006) cooperatives around the world are organized in sectors: 

agriculture, banking and cred it, fi sheries, health, housing, industry and services, insurance, travel 

and consumers. Michie and Blay (2004) statedthat the member of a consumer cooperative is an 

indi vidual person acting as a consumer. Therefore, the aim of consumer cooperatives is to meet 

the needs and asp irations of consumers. Accountability of managers of a consumer cooperative is 

to the consumers themselves and not to shareholders. Michie and Blay (2004) further describe, 

democrati c acco untability is direct because every individual member has a ri ght to participate in 

general assemblies and elect and be elected to supervisory bodies. 

International co-operati ve Alliance (lCA, 1995) va lues, which are articulated in a 

statement, include self-help, self-responsibility, democracy, equality, equity and so lidarity. The 

values statement further articulates values of personal and ethica l behavior that cooperators 

actualize in their enterprises. They describe the kind of people cooperators strive to be and the 

traits they hope to encourage through cooperation. These are honesty, openness, social 

responsibili ty and caring fo r others. Hill (2000) sates, Cooperatives, as economic enterprises and 

as se lf-help organizations, playa meaningful role in uplifting the soc io-economic conditions of 

their members and their local communities. ICA defines a cooperative as an autonomous 

association of persons united voluntarily to meet their Common economic, social and cultural 

needs and aspirations, through a jointly owned and democratically controlled enterpri se. 

Accord ing to ICA (1995) the seven internat ionall y recognized cooperati ve principles are: 

vo luntary and open membership ; democratic member control ; member economic participalion; 
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autonomy and independence; provision of education, training and information; cooperation 

among cooperatives; and concern for the community. That means cooperatives are organizations 

fo r mutual benefit, where members own, control and benefit fro m the co-operational output. 

Cooperati ve Future (2006) states, the objecti ve are to first and foremost serve members' 

interests, rather than that of capital invested and to adopt democratic control for socio-economic 

output, to make distinctions between cooperatives and other forms of business. Cooperati ves are 

based around the concepts of self-help, se lf-responsibility and se lf-organization (FCA,2008c). 

1.2. Cooperative Movement in Ethiopia 

There are various types of Co operatives in Ethiopia. From historical point of view the 

modern form of cooperatives started during the ruling era of Emperor Haile Selassie. According 

to Veerakumaran (2007) in 1960 Emperor Haile Selassie announced the first legislati ve ca ll ed 

" Farm Workers Cooperati ves Decree" was declared as Decree No.441l960 wi th the obje~tive of 

acceleration and development of agriculture in the Ethiopian economy. This decree had its own 

limitations then another new Cooperative soc iety Proclamation NO.241 /1966 was to come to 

effective with consideration of previous Decree's short comings. After the overthrow Emperor 

Haile Selassie, Cooperalive Societies Proclamation No. 13811 978 was issued. Agricultural 

Cooperative Societi es Proclamation No.851l994 was introduced to serve only agricultural 

cooperati ves, with an aim to achieve improved living conditions to its members. The government 

has taken serious measures after 1996. Veerakumaran (2007) A proclamation No. 1471 1998 to 

provide for the establishment of cooperative societies had been also declared by the Federal 

Government to bring all types of cooperative societies under one umbrella. This proclamation 

a imed to achieve se lf-reliance to its members, to improve li ving standards of its members .Later 
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on the Federa l Cooperalive Commiss ion (the currentl y Federal Cooperative Agency) based on 

proclamati on no. 274 / 2002 was establi shed in 2002. The latest proclamations let cooperati ve 

free organization as it includes international cooperati ve principles and some privilege fro m the 

government. Government established cooperati ve supporting institution, cooperati ve promotion 

bureau from federal to Woreda level. 

According to Veerakumara (2007) the modern cooperati ve movement started in Ethiopia 

duri ng the Imperial period. National Community Development was responsible for the forma tion 

and promotion of cooperati ves in Ethiopia during thi s time. With regard to the current status of 

the cooperati ves in Ethiopia, cooperati ves are classified on the basis of activities in which they 

are engaged. McLeod (2006) mentioned that cooperati ves could engage in a single activity, such 

as production; or could be invo lved in multiple activities. Accordingly, there are cooperatives of 

producers, marketing, conS llmer, handcrafts, mining, hOllsing, construction, and services. To 

support such institutions, the government establi shed federal and regional cooperative 

insti tut ions that fac il itate the structure of cooperatives. The Federal Cooperati ve Agency (FCA) 

was organi zed at the federal level to provide support and capac it y building services to regional 

cooperati ve inst itutions. The FCA is the highest government structure fo r cooperati ve promoti on 

in the country. FCA has a mandate to supervise the appropriate implementation of legislati on fo r 

cooperati ves; plan cooperati ve pol icies and lega l procedures consistent with the international 

conventions on cooperati ves; ensure policy coherence between cooperati ve po licy and the 

broader policy environment (FCA, 2008b). 
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1.3. Statement of the Problem 

Consumer cooperalives or assoc iations are recognized channels tlu'ough which consumers 

themselves enforce their rights in the exchange process. International Co-operative Alliance, 

(Geneva 1995) mentions, a cooperative is a unique form of business used by people and 

businesses for their mutual benefit. Recognition of a common need is fundamental to the 

formati on and successful operation of a cooperative (FCA, 2007b). 

Consumer cooperatives are organizations that are actually owned by the consumers who 

choose to be members of the cooperative venture known as cooperative retail societies in some 

countries. Cooperati ve Future (2006) explains, these cooperative enterprises often appear to 

function just like any other type of business. Usuall y, a consumer cooperati ve is not about 

making huge profits, although some funds above cost are necessary in order to grow the 

operation. According to Roy (1980) the main focus is to supply members with products they can 

use at prices they can afford , even while pursuing whatever objectives in terms of community 

service or other goals that the members of the cooperative have defined as part o f the reasons for 

the cooperative 's existence. The need for consumer protection arises because of the explo itation 

of consumer and the deni al of consumer' ri ghts in the absence of strong protecti ve measures. 

Government has a great ro le to play in encouraging consumer movement. According to Michie 

and Blay (2004), given the fact that consumer protection ri ghts are largely influenced by the 

interactions between public and private actors in the consumer protection law. There is a need 

for a public awareness campaign to make people more aware of the potential of cooperati ves and 

for their current contribution both in social and economic terms, and for the embedding of 

cooperative sludies in the school and university curriculum. 
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The Government of Ethiopia established fed eral and regional cooperative institutions that 

facilitate the organization of cooperatives. The Federal Cooperative Agency (FCA) is organized 

at the federal level to provide support and capacity building services to regional cooperative 

institutions. The FCA is the highest govenunent structure for cooperati ve promotion in Ethiopia. 

FCA has a mandate that includes: 

• Overseeing the appropriate implementation of legislation for cooperatives; 

• Des igning cooperative policies and legal procedures consistent with the international 

conventions on cooperatives; 

• Ensuring policy coherence between cooperative policy and the broader policy 

environment. 

According to Kifl e Tesfamariam (2015),the challenges of Cooperative Movements in 

Ethiopia are that People are not well informed about the objective of the movement, the 

contributions it can make in rebuilding the society. At the same time the committee members 

elected by the general assembly to lead the affairs of the societies for fixed period do not have 

the necessary capacity to bring good governance of cooperatives (FCA2008a). Kifl e 

Tesfamariam (2015) also mentioned that cooperatives have not yet provided demand dri ven 

products that could address the needs of their members in spite of their better outreach to the 

grass roots. 

According to Federal Cooperati ve Agency (20 14) there are 10 consumer unions and 146 

cooperatives in Addis Ababa City Administration , Altogether, these consumers' cooperatives 

had a capi tal of ETB 14,909,265 birr. These consumers' cooperatives were established mainly to 
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supply consumable goods at fair prices for members and other consumer ' s .The previous studies 

have not discussed much about the absence of protection policy, about their effectiveness in 

meeting the set objectives, and satisfaction of consumers. Also, different literatures mention that 

consumer co-operatives supposed to be run for the benefit of members who are their customers. 

However, not much research has done to show whether these consumer cooperatives are 

effective or not to meet the needs from the consumer's perspectives. So this study will try to fill 

this gap. Moreover, as far as distribution of basic goods are concerned the Trade competition 

and consumers ' protection proclamation No.813/20 13 article 26 stated that 'The Ministry with 

other concerned government organs may determine the conditions of distribution, sale, and 

movement of basic goods and services and, as may be necessary order business persons to 

replenish stocks of same." yet, this article does not mention the action to be taken if the 

cooperatives failin addressing the demands of the users paI1icuiarly with basic commodities such 

as wheat flour, oil, sugar and other food items. 

The study assessed the factors affecting the performance of cooperatives in Addis Ababa. 

Also the findings of the study would help cooperative societies that are affiliated to the 

cooperative to be aware of the activities of the consumer's cooperative .The significance this 

research study would contribute to filling the existing research gap. Moreover, this study will 

also be essential to the field of social work and social policy because it intends to describe and 

raise awareness of the problems of consumer's cooperatives situations in Addis Ababa. What 

sets this study apart from previous studies is that it strives to depict the different perspectives that 

can provide possible explanation for the occurrence of the problem, notably by highlighting the 

individual and structural factors working to forge its advent. Then, this research will produce 
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empirical data based knowledge about the relevance and effectiveness of consumer cooperatives 

that informs policy and programmatic actions in order to improve their serv ices in the future. 

1.4. Purpose of the Study 

The purpose of this study was assesslllg the effectiveness of consumer cooperatives 

.Performance assessment is a vital way for improving the effectiveness of any organization. 

Thus, it is necessary to evaluate the effecti veness of the Cooperatives under study to see whether 

they are doing in line with what they were meant for. 

1.5. General Objectives of the Study 

The general objecti ve of thi s study was assessing the effectiveness of the Consumer 

cooperatives in Woreda 1, Kirkos Sub City, in Addis Ababa City Administration. 

1.5.1. Specific Objectives of the Study 

I-laving the above general objective, the study will address the fo ll owing specific objectives 

• To identify major benefits consumer cooperatives provide for their members. 

• To assess factors that are constrain or facilitate for the successful operation of 

Consumer cooperatives 

• To explore the effectiveness of consumer cooperatives in achieving their objectives 

• To assess the rate of consumers' satisfaction on the services of consumer cooperatives 

to which they are members 

7 



THE EFFECTIVENESS OF CONSUMER COOP ... 

• To suggest some strategies for making cooperatives effecti ve and for promoting their 

relevance to the public 

1.6. Main Research Question 

What is the extent of the effectiveness of Consumer cooperatives? 

1.6.1. Specific Research Questions 

o What are the benefits that consumer cooperati ves provide for their members? 

o What factors constrain or fac ilitate the operation of Consumer cooperatives? 

o How effective are consumer cooperati ves in achieving their objectives? 

o What is the rate of consumers' sati sfaction on the services of consumer cooperati ves to 

which they are members? 

o What are the strategies for making consumer cooperatives effecti ve and for promoting 

their relevance to the public? 

1.7. Significance of the Study 

The significant of the study was to understand the consumer 's cooperatives effectiveness 

from the user's perspectives. Moreover, the study may be, imp0I1ant in any endeavor to modify 

consumers rel ated legislations; simplify and harmonize consumers cooperatives services; provide 

training to thei r members; reso lve difficulties with goods, services and other relevant institutions 

.Another reason why consumers are not adequately protected by the Consumer Protection Law 

can be explained by whether they are willing to acti vely seek legal remedies. This is 
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fundamental ly a question of how ordinary people understand and make use of law in their 

everyday life. 

In addition the following points are important to mention; 

o Provide va luable information for the decision makers in order to plan or to modify the 

ex isting consumer protection law. 

o The result of this research work wi ll help the government body to be aware of the bas ic 

challenges and consequently to take corrective measures apart from using it for designing 

policies, promotional and supervisory activities. 

o Increasing awareness of decision makers in the perspectives of members 

o Motivate other researchers to conduct study on a wider scope and geographic coverage on 

the so far untouched areas of consumer cooperatives. 

o Finally, the outcome of this study can offer an opportunity for further study related to 

consumer cooperatives in the future. 

1.8. Scope of the Study 

The study was focused on economic and social aspects of Consumer cooperative 

effectiveness in Addis Ababa Kirkos sub-city, Woreda I. This sub-city has comprised II 

Woreda' s (District's). Kirkos sub-city covers a surface area of 1,472 hectare and has a 

population size of about 220,99 1 (CSA,2007). The sub-city is one of the densely populated sub­

cities in Addis Ababa with a population density of 150 persons per hectare. The study was paid 

attention on Woreda I whch was selected for thi s study with densely populated ( 10,2 17 people) 

and low income household areas and also homogenous amongst the eleven Woredas in the 
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Kirkos sub city. Woreda I is characterized by a combination of modern buildings and old 

residential settl ements. 

1.9. Limitation of the Study 

The major limitations of the study were time and finance constraints . To carry out these 

types of research, obviously time is the most invaluable input and of course budget is the other 

fundamental issue. So in conducting the research a lot of ups and downs may be there. Besides, 

there were no adequate written sources on consumer cooperatives. 

1.10. Operational Definitions 

Accessibility: Appropriate location of consumer coop for all clients to use the services 

Adequacy: Sufficient to all clients or matching of demand and suppl y 

Accountability: Taking an obligation to report, explain and be answerable for the 

consequences of deci sions it has made on behal r of the members it represents. 

Business knowledge exposure: Getting business experience or skill by working in consumer 

cooperati ves enterprises. 

C lient: Consumer or buyer of consumer coop frequently as member the consumer-coop or not 

for more than two years in the study area. 

Consumer cooperative: Organization that is actually owned by the consumers who choose to 

be' members of the cooperative venture for their mutual benefit sometimes Known as cooperative 

retail soc ieties or retail co-ops in some countries. In thi s case consumer cooperati ve who 

provides basic commodities and other services to its members and users . 
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Customer satisfaction: Is a measure of the degree 10 which a product or service meets the 

customer's expectations in terms quality, adequacy, timel y, fai r prices etc ... 

Effectiveness : The not ion of how effectual an organization is in accomplishing the results the 

organ ization aims to generate at the end of overall acti vities accompli shed . 

Fair prices: Reasonable prices or affordable to all level users 

Facilities: Availabi lity o f required places based on demands of users 

Performance: An ability of the organization to represent itself to the outside, using the 

performance indicators that characterize activities and achievements of the company in relation 

to its goals, thus creating an overall opinion about the organization 

Promotion: Informing the public about the importance of c-coop to protect the interest of its 

members from unfair market situations 

Providing Job: Creat ing an employment opportunityfrom c- coop members and others 

Service quality: The totality of features and characteristics of service that bear on its ability to 

Satisfy stated or implied needs 

Timely: Make available when there is appropriate high demand of users for it 

11 
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1.11. Organization of the Study 

The who le stud y will be comprised six chapters with different sections and sub-sections. 

Chapter one deals with the general introduction of the work with special emphasis on the 

background of the study, statement of the problem, general and specific objectives of the study, 

research questions, significance of the study, scope and limitation of the study and the 

organization of the study. Chapter Two reviews the most significant theoretical and empirical 

studies of other writers or what other people have worked on the topic of consumer cooperatives. 

Chapter three focuses on the methods of the study. Chapter four also deals with of the finding of 

the study and Chapter five deals with analysis and interpretation results of the study. Finall y, 

Chapter six deals with conclusion, Implication and recommendations. 

12 
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Chapter Two: Literature Review 

The purpose of a literature review is to organize ex isting literature, in order to demonstrate 

to the readers what has already been accompli shed in the fie ld, and to identify knowledge gaps 

and areas that need further research .Thi s section of the study is are view of ex isting research on 

Cooperati ves. 

2.1. Cooperative Movement 

A cooperative is a co ll ecti vely owned firm established to further the wellbeing of its 

members. Roy (1 980) has described it is a form of free enterprise that is oriented toward service 

rather than financial profit. There are many types of consumers' cooperatives like health care, 

insurance, and housing cooperatives as well as credit unions, agricultural and utility 

cooperatives. Cooperatives started as an urban consumer retail enterprise but later spread to rural 

areas amongst fa rmers. During the latter part of the nineteenth century, the concept engul fed 

several parts of Europe and North America. Early in the twenti eth century, the cooperative 

movement spread to Indian and gradually to other As ian and African countries, mainl y courtesy 

of the colonial administrators . Presentl y, the cooperative form of business organi zation is an 

international movement. Although some associate it' s with socialist or communist country. 

Roy ( 1980) has discussed above the spread of cooperati ves and the basic aim of the co­

operati ve movement which is intend to improve the economic we lfare of the members. Roy 

stressed forming co-operati ves people can contribute funds to provide themselves with facilities, 

which as individua ls they would not afford. According to him, It is a suitable way of encouraging 

the common people to palticipate in the economic deve lopment of their local area and the 
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country. However, the author does not say much about the effecti veness of those cooperati ves in 

general and consumer cooperati ves in particu lar. 

According to Barton (1989) Cooperati ves can be seen as a specific form of socia l 

movements. Generally, cooperatives are formed as a result of a form of group action call ed 

economic integration, which includes hori zontal and vertical integration One of the main 

motivations for forming cooperatives has been the need for an organi zational model that 

recognized and unified both the di stincti ve and common interests of producers and consumers 

(Mooney 2004). 

Furthermore, Mooney (2004) argues that cooperatives ' ties to place hold potential for the 

renewal of community . As we face an increasi ngly global economy, cooperati ves offer direct 

participation in economic life and it provides members with moral claims fundamental to the 

establi shment of community (Etzioni 1993). 

2. 1.1. Cooperatives Movement in Africa 

According to Develtere (2008) Cooperati ves in most African countries have their ori gins 

in the co lonial period. The colonial governments used the formation of these organi zations for 

the purposes of achieving the interests of the colonial state, rather than the interests of the 

colonized people .The main intention in establi shing these organizations was to enable the 

goverrunent implement its socio-economic policies. For instance, the British, particularly in their 

settler colonies, wished to promote and protect the interests o f white settler farmers , so as to 

enhance productivity in order to generate the income needed to run the affairs of the co lonies and 

also to export cash crops to Britain that were required to fue l industri alization . Therefore, 
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cooperati ve development started among white expatriate farmers as a means of improving their 

productivity . 

According to the above literatures the establishment of the cooperatives in coloni zed 

A fri can at the time was intended to serve the interest of the colonial government. That means 

there were no mutual benefit s among the cooperati ve members themselves. In my view, the local 

community and members were not in a pos ition to use the results of their eff0l1 in the name of 

cooperati ve. Therefore, it may be poss ible to say that it was not e ffective in terms of the service 

deli very to the local users. 

2.1.2. The Need of Cooperation 

Co-operation emerged in different countries among people with different economic 

interests and for performing different economic functions (Etzioni 1993). A co-operati ve society 

is an association for the purpose of joint trading, originating among the weak and conducted 

always in and unselfi sh spirit, on such terms that all, who are prepared who ass ume the duti es o f 

membership, may share in its rewards, in proporti on to the degree in which they make use of 

their association. International Co-operative Alliance, (Geneva 1995) - has defined that- A co­

operation is an autonomous association of persons united voluntarily to meet their common 

economic, socia l and cultural needs and aspiration through a jointly owned and democraticall y 

controlled enterpri se, 

According to ILO (2002) the principles of co-operation have changed from time to time 

to cover the changing environment and condi tions so that the co-operati ve movement may 

become more meaningful and purposeful. However, the modern forma l co-operative movement 
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dates back to Rochdale principle, a set of rules which they adopted even today effecti vely gu ide 

the philosophy and conduct of co-operative societies all over the world. 

As far as consumer cooperati ves in Ethiopia is concerned there are not adequate literature 

recourses available, however, the genera l term cooperative serves for the purpose of literature 

review of thi s paper. 

2.1.3. Cooperative Principles 

A cooperative is defined by the International Cooperative Alliance as a group of people 

who join together in a common undertaking, in accord with the six principles that are as follows 

(I CA, J 999): 

(i) Membership is open and voluntary. 

(ii) There is democratic control, usually on the basis of one man, one vote . 

(iii) Interest on share capital is limited. 

(iv)There is equitable di stribution of any surplus, usually in proportion to transaction with 

or work done in the society. 

(v) Cooperatives devote some part of their surpluses to education. 

(vi) . Cooperatives cooperate among themselves. 

Thus the cooperative process is basically an interaction between: (a) cooperatively 

committed members, (b) cooperative va lues inherited from the past and expressed in principles, 
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(c) practical cooperative structures , also inherited from the past, and (d) the institutional 

environment where cooperatives operate . 

2.1. 4. Collective Actions of Cooperatives 

Collect ive acti ons of cooperatives are more effecti ve than separate acti ons of individuals. 

Destahun (2007) states, through cooperatives, individual households and communiti es can create 

opportunities fo r themselves, find a producti ve work that not onl y facilitate their wellbeing and 

stability but also give them the support they need to improve their li ves and remain active in civil 

rights and political arenas. Data compiled by Internati onal Cooperati ve Alliance (lCA, 200 I) 

indicated that cooperatives have increasingly become the sources of secured employment and 

income fo r millions of the world 's population. Over 800 million people are members of different 

cooperative societi es in the world ( ICA, 2000 cited in Mekonnen et aI. , 2007).Cooperati ve 

members are regarded as owners and users of the cooperatives services and products, since they 

participate in the set up of the share capital, whil e also being the beneficiaries of their 

activity(lCA, 200 I). As compared to private companies, cooperat ives are hybrid alternative 

business enti ties mainly due to the democratic governance mechani sms(Williams, 1985). 

2.1.5. Cooperative in Ethiopia 

The history and development of cooperati ves in Ethiopia started with trad itional 

cooperatives assoc iations in the fo rm of 19ub, Idir and debbo . Bezabeh (2009) exp lains these 

terms as fo llows; 19ub is an assoc iation of people having common object ives of mobi lizing 

resources, especiall y finance, and di stributing it to members on rotating bas is. Id ir is an 

association of people that have the objecti ve of provid ing socia l and economic insurance for the 
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members in the events of death, accident, damages to property, among others. In the case of 

funeral , Idir serves as funera l insurance where communi ty members elect their leaders; 

contribute resources ei ther in kind or in cash and support the mourning member. Debbo is an 

informal association in wh ich the members are cooperate each other in some activi ties which 

could not be possible for individual action like in case o f harvesting of crop. Bezabeh (2009) 

describes that Cooperatives in Ethiopia are classified on the basis of acti vities in which they 

engage. The cooperatives could engage in a single acti vity, such as production and marketing; or 

could be involved in multiple acti vities. Accordingly, there are producers' cooperatives, 

marketing cooperatives, SACCOs, consumer cooperatives, handcrafts cooperatives, mining 

cooperatives, housing cooperatives, construction cooperati ves, multipurpose cooperatives and 

services cooperatives, among others 

The /irst cooperative organizations were establi shed in Ethiopia in the 1950s (Couture el 

al., 2002). The first proclamation on cooperati ves was issued in 196 1 (FCA, 2005). During 

Emperor Hai le Selassie 's regime, cooperatives were few in number and were less recognized. 

They were mai nl y engaged in production of indust rial crops, such as tea and sp ices. Members of 

cooperati ves at the time included limited numbers of producers of these crops and land owners. 

These were mai nl y establi shed by coffee and sesame producers. Also , savings and credit 

cooperatives (SACCOs) were organized by employees of Ethiopian Airl ines, the Light and 

Electric Power Authority, the Commercial Bank , the Highway Authority and 

Te lecommunications. One study indicates that there were about 149 cooperati ves in 1974. They 

consisted of94 multipurpose cooperatives, 19 SACCOs, 19 consumers' cooperat ives and 17 

handicrafts cooperati ves (Chalchissa, 2000). The cooperatives were active during the Derg 
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regime from 1974 to 1991 (Dorsey & Tesfaye, 2005). The activities of cooperatives during the 

Derg regime were completely differen t from those of Western-type cooperatives because they 

were based on Marxist principles. Also, accord ing to Bezabeh (2009) the Derg and the current 

governments of Ethiopia have given special recognition to the cooperatives in Ethiopia. Bezabeh 

further stated that the Derg regime believed cooperatives as a mass movement that could ensure 

fa ir mobili zation and di stribution of resources. They were thus taken as tool s for planning and 

implementation of sociali st policies. Cooperatives were, therefore, establi shed to achieve these 

obj ectives. It was in the same ve in that cooperati ves would also be used as a means to mobilize 

community support for the ruling party. Bezabeh (2009) during the Derg regime, thi s was more 

conspicuous as cooperati ves were forced to operate in li ne wi th sociali st principle , where 

production and marketing of produce were done co ll ecti ve ly and members pooled their land 

resources under communal tenure. The Derg government claimed that theobjecti ve of 

cooperatives was to bring an end to capitalist exploitation and to prevent the re-emergence of 

capitalism in agriculture (Desalegn, 1990) . 

Bezabeh (2009)in 1998 the acti vities of cooperati ves were forma ll y revitalized by the 

Cooperative Societies Proclamation No. 14711998. The Proclamation defines cooperatives as 

organizations form ed by indi vidual s on vo luntary basis, and states that they participate in the 

free market economic system. This indicates the different nature of the new cooperati ves fro m 

the system of the previous regime. Based on source obtained from Federal Cooperative Agency, 

(Kifile, 20 15) indicates the trends of cooperat ives development in Eth iopia and their di stribution 

and number of co-op unions by type and capital , 20 14. In Ethiopia the number and diversity of 

cooperatives increase rapidl y. There are 3 11 cooperative unions with a total number of primary 
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cooperatives of8,909 and a capital amount of2.3 bi ll ion birr. Out of thi s number 146(47 %) are 

multi-purpose cooperatives followed by saving and credit cooperatives 88(28 .3%) and consumer 

cooperati ves 22 (7 %). The cooperative societies in Ethiop ia are playing multi-functional role 

both in rural and urban areas. Primary cooperatives created 76,956 employment opportunities in 

the country (rCA, 2009). The free market economic system posed challenges of poor bargaining 

power and competitiveness for smallholder farmers, resource poor youth, who aim to enter into 

business operation and poor consumers due to limited financial resources, limited skill and 

capacity, fragmented effort s, etc. rCA (2009) thus, collective efforts through cooperative 

organization have been chosen by man y of the di sadvantaged groups to increase their benefits 

from the libera lized market system. Cooperatives in Ethiopia are mainly economic entities 

performing economic functions, contributing a lot to economic development of the country and 

are believed to contri bute more to the li ving standard of members and the community as a whole. 

According to Bezabeh (2009) modern cooperative was evolved from the traditional forms 

of cooperative. The cooperati ve actions of modern cooperati ve are based on vo luntary 

agreements by the individual actions. The vo luntarism is the main tenet of modern acts of 

cooperative. The rules and modes of actions of working together are different from one instance 

to another. The Trad itional cooperative on the other hands, the examples are mutual assistance 

which combines customary arrangement for securing assistance from neighbors on the occasions 

and events such as birth celebrations, death/funeral ceremonies and assistance to the injured or 

sick. 
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2.1. 6. Consumer Cooperatives 

According to Etzioni ( 1993) consumer cooperatives are those whose individual members 

are consumers. This means that the member of a consumer cooperati ve is an individual person 

acti ng as a consumer. Therefore the aim of consumer cooperati ves is to meet the needs and 

aspirations of consumers. ICA (200 I) also stated that through their democratic governance 

structures consumer cooperatives are in a privileged position to understand and address the real 

concerns and expectations of consumers. Consumer cooperati ves are enterpri ses owned by 

consumers and democratically controlled by them, aiming at fulfilling the needs and aspirations 

of their members, who cannot be confused with shareholders. Consumer-members, as all 

co-operators, have come together to fulfill their economic, soc ial or cultural needs and 

aspirations, not to maximize profits. Ni lsson (200 I) noted that the outlets they run are a means to 

deliver high-qual ity goods at affordable prices to themselves and the community at large. Among 

the member's aspirations is the genuine contribution to community deve lopment, respect for 

people and society progress. Socially respons ible acti ons and behav ior are hence of the utter 

importance for them and not a marginal commitment. Today, the great majority of African 

countries have enacted modern cooperati ve laws which full y respect the universal principles of 

the ICA and the poli cy orientations of ILO Recommendation 193, consumer cooperati ves; other 

types of cooperati ves, such as credi t unions, oflen operated below the radar screen of government 

attention, and therefore enjoyed a much greater degree of autonomy (ILO, 20 14). The presence 

of consumer cooperatives is also increas ing. In Cape Verde, two thirds of cooperatives consist of 

consumer cooperatives in Egypt, thi s sector is equall y growing as fast, with a consumer 

cooperatives ' federation reporting membership of 4,320 consumer shops (Aal, 2008). According 
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to FCA (2009)[n Ethiopia, a special increase has been witnessed in the number of consumers ' 

cooperatives fo rmed in Addis Ababa City Administralion, mainly in response to the high cost of 

goods and services that occurred due to increases in commodity prices during 2007/08. Of the 

159 total consumers' cooperati ves in service in the Addis Ababa, 11 5 are newly registered 

consumers' cooperatives that have been established for less than one year and onl y few of them . 

are operationa l. Consumers' cooperati ves are gro wing in other regions as we ll (Bezabih, 2009). 

2.2. Theoretical Framework 

According to Tan et al (2009) innovation within firm s surrounding these three interwoven 

perspecti ves are a series of important conceptual and theoretical constructs that need to be 

considered. These are: 

A. The need to build member identity and commitment with the co-op; 

B. The need to build social capital fro m the co-op; 

C. The need to build sustainability within the co-op. 

2.2.1. The Social Importance of Capital for Cooperatives 

Durlaue. S and Fafchamps.M (2005)Social capital has been defined in a number of ways and 

acced ing to categories social capital by di stingui shing the external bridging and internal bonding 

aspects and the indi vidual and co llective aspects of soc ial capital. One of the key ideas of Social 

Capital is the relationships and the value Ihat is embedded in them . (Woolcock and Narayan 

(2000) 
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Coleman ( 1988) as cited by. Durlaue. Sand Fafchamps.M (2005)social capital can be 

described as mutual trust and how effectively people works together, i.e., transaction costs are 

lowered because informal self-enforcement of contracts can take place without third party 

enforcement. Because agents in this way can save monitoring and transaction costs, soc ial capital 

may also be regarded as a new production factor alongside the traditional ones of human and 

physical capital. Social capital is an essential element in the formation and sustainability of the 

co-operative enterprise. 

As noted by Peredo and Chrismann (2006) it is important for social enterprises to draw 

upon the trust , norms and networks associated with social capital in order to facilitate their 

activities. Social capital takes two forms: i) bonding the interconnection between people of a like 

kind within the immediate community; and ii ) bridging the connection with people from outside 

the immedial~ community who arc not alike. 

Birchall (20 II) notes that both kinds are necessary to ensure the best outcomes and where 

communities possess high levels of social capital co-operatives tend to flourish , but where social 

capital is low they do not.Birchall and Simmons (2004) propose a mutual incentives theory ' to 

help explain why people engage in co-ops. This draws together individualism and collectivism, 

the first from social exchange theory and the second from theories of social cooperation. 

2.2.2. Cooperative Member's Satisfactions 

A member' s satisfaction with the co-op is likely to be determined by the same factors that 

are known to influence a consumer in a wider business context. As Gronroos (200 I) pointed the 

role played by technical quality and functional quality, as we ll as expected and perceived service 
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levels in determining customer sati sfacti on. Technical quality is a measure of what is done or the 

service received. Function quality is a measure of how the service is performed. 

Yang and Peterson (2004) found that improved consumer sati sfaction can lead to 

consumer's loyalty. Employees must possess the required knowledge and sk ill s whi le answering 

customer queri es. [n this way employees can contribute to consumer satisfaction with their 

service . Consumers evaluate service outcomes on the basis of their prior expectations and given 

spec ifications of a service. Service outcome could be positive or negati ve based on a comparison 

between actual service provided and consumer's expectations. Consumer's perceived value is a 

s igni ficant factor that in fl uences consumer sati sfaction. Chen (20 II ) explai ns, a large number 

of companies neglects to evaluate employee 's moti vation leve l while conducting consumer 

sat isfaction surveys however many studies have confirmed that employees are internal customers 

and the ir sati sfaction contributes to the overall consumer' s sati sfaction and organizationa l 

performance. Employees must have the abili ty to understand and solve spec ific needs of the 

consumer in a c01ll1eous manner. Simon and DeVaro (2006) argued that investment in 

deve loping motivated employees is an expense for the fi rm which will benefit the organization in 

the long run as it improves employee efficiency and quality of the service. 

2.2.3. Organizational Effectiveness Model 

It is important to know the organizati onal effectiveness models in order to study the 

effectiveness of consumer cooperatives. There are a number of models have been developed to 

capture the ri chness of the organizational effecti veness. Composi ti on of people which formulate 

independent business identity for some speci fi c purpose is commonl y known as organizati on and 
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getting desired outcome within defined resources is treated as effectiveness . Muhammad, et aI, 

(20 II ) stated that organizational effectiveness is the notion of how effectual an organizat ion is in 

accomplishing the results the organi zation aims to generate. It plays an important role in 

accelerating organizational development. Al so Chakravarthy ( 1986) stated different conceptions 

of effectiveness including profitability, financial-market , multi-stakeholder satisfaction, and 

quality of firm s' transformations . Robbins (1983) says, organizational effectiveness requires 

multiple criteria, it must consider both means and ends. 

2.2.3.1. Goal Model 

According to Goodman et al. (1977) Goal model is the most common theoretical 

perspective on effectiveness. The traditional model relies on a vision of the organization as a 

rational set of arrangements oriented toward the achievement of goals. With thi s regards, 

effecti veness is measured in terms of accomplishment of outwmes. Hence, thc focus is 

exclusive ly on the ends: achievement of goals, objectives, targets, etc. The goal model defines 

effectiveness as the degree to which an organization realizes its goals. The effective organi zation 

is one in which goals are responsive to the environment, optimization of multiple goals is 

pursued, and employees are contribute to meeting those goals. 

2.2.3.2. System Model 

According to Yuchtman and Seashore ( 1967) the system model, while not neglecting the 

importance of the ends, emphasizes the means needed for the achievement of specific ends in 

terms of inputs, acquisition of resources and processes. The conception of the organi zation is 

grounded in the open system approach whereby the inputs, transformation process and outputs 
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are considered part of a who le and not independent component. An organization is effective to 

the extent that it can obtain needed resources from its environment. 

2.2.3.3. Strategic-Constituencies Model 

Colon and Deutch (1980) noted that thi s model broadens the scope of the two previous 

models by adding the expectations of the various powerful interest groups that gravitate around 

the organization according to Connoll y. Thus, the organi zation is perceived as a set of internal 

and external constituencies that negotiate a complex set of constraints, goals and referents 

according to (Goodman et al. 1977). That is, the owners, employees, customers, suppliers, 

creditors, community and government represent interest groups that must be satisfied in order to 

ensure the effectiveness and survival of the organi zation. 

2.2.3.4. The Contradictions Model 

Robbins (1983) with regard to measuring organi zational effectiveness different writers use 

various approaches such as I-Iuman Relations Model , Open Systems Model, Internal Process 

Model and Rational Goal Model, whether the organization is effective or not. Each model has its 

own indicators depending on the si tuation of the research nature that to be conducted. The idea 

of trying to characterize a whole organization as totally effective or ineffective is problematic. In 

any organization there may be parts of the organization that function well and suggest 

effectiveness while other aspects of that same organization perform poorly. 

The following four Central AssLlmptions of the Contradictions Model are good example: 
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1. Organizations face complex environments that place multiple and conflicting demands and 

constraints on them. It may not be possible to succeed in meeti ng all the environmental 

conditions an organization faces. 

2. Organi zati ons have multi ple, connicting goa ls. It is impossible to maxi mize achievement 

o f all goals. 

3. Organizations face multiple internal and ex ternal stakeholders or constituent groups that 

make competing or connicting demands. It may be impossible to satisfy all groups of 

people who express interest in a company. 

4. Organi zations must manage multi ple and connicting time demands. Sati sfyi ng short- or 

long-term demands at the expense of the other may result in sub-optima l performance. 

2.2.3.5. Services 

Kotler and Keller (2009) define service as service is any act and perfo rmance that one 
I 

! 
party can o ffe r to another that is essenti all y intangible and does not result in the ownershi p of 

anyt hing. Zei thaml et a l (2006) they de fine serv ices as Services are deeds, processes and 

performances. They elaborate their definiti on as- all economic activities whose output is not a 

physical product and construction, is usually consumed at the time it is produced, and provides 

added va lue in forms that are essenti ally intangible concerns o f its first purchaser. In today's 

economy, service is everywhere and it has increased in importance over the last decade with the 

advent competition. Intense competition, encouraged by deregulation in both the financial and 

professional markets as we ll as the appl ication of modern technology, has fuelled thi s growth. 
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Fitzsimmons (2008) a se rvice is a time peri shab le, intangible experi ence per formed for a 

customer acting in the ro le of co-producer. ' 

2.2.3.6. The Elements of Good Service 

In customer ori ented business customer plays an important ro le as they are the main parts 

who buy the services and if they like the service than become a repeat customer and also bring 

new customer. Isov ita and Lahtinen ( 1994) put in plain words, thus service should be provided in 

a way of service package, from the customers' point of view, of good qua lity. Good service 

includes fo ur elements, providing serv ice, service package, service quality, and service culture. If 

any of these elements break the service system the total service will be incomplete. 

2.2.3.7. Providing Service 

Isovita and Lahtinen (1 994) mt!ntion that when service provided to the consumer' s three 

main elements part icipate in the service production. These are service environment, contact 

personnel, and other customers. Hence, provid ing servi ce is actuall y a series of acti vity of these 

three elements. In the service proving acti vity some customer participates active ly by sharing 

suggestion or giving positive and negati ve feedback to the personnel; other remains passive like 

let the personnel do their own job (lLO, 2002). Thus each customer needs be served di fferently 

but should be served with equal respect. Contact personnel may be di stingui shed in two grouped, 

both continuous and direct contact with the customer or se ldom and in frequentl y in contact with 

the customer (ICA, 200 I). 

2.2.3.8. Quality Service 

28 



THE EFFECTIVENESS OF CONSUMER COOP ... 

Kasper and Gabbott (2006) defi ne se rvice quality is a complex and ephemeral concept 

which refers to some attribute of what is offered, provided whereas sati sfacti on or dissati sfacti on 

refers to a customer's reaction to that offer. Ze ithaml et al. (2006) refer service quality focuses 

specifically on dimensions of service. Service quality is the totality of features and characteri sti cs 

of service that bear on its ability to sati sfy stated or implied needs. Employees playa vital role in 

shaping the perception of customers carry in their minds with regard to any company through 

their acti ons and behavior. To achieve higher service quality and employee productivity 

organ izations must develop an encouraging work environment where employee contribution in 

problem so lving and achieving organizational goals is appreciated. 

Chen (20 II ) describes that in service sector excellent service quality is the core of 

consumer sati sfaction whereas moti vated employees are essenti al for improving the quality of 

service. Determinants of service quality, such as personnel reliability the ability to perform the 

promised services accurately and dependably, responsiveness the willingness to help consumers 

and provide prompt service, assurance the knowledge and courtesy of employees and their ability 

to convey trust and confidence, tangibles the appearance of physical facilities, equipment and 

personnel. Quality indicators refl ect the quali ty of that wh ich is being measured against 

predete rmined standard such standards should reflect the needs and expectations of affected 

parti es while balancing economy and effectiveness . 

2.2.3.9. Consumers' Expectations 

In the service quality literature it is defined as des ires and wants, what a service provider 

should offer rather than would offer. Kotler (2000) state, Consumers forms their expectations 

fro m their past experience, friends' advice, and marketers' and competitors' 
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information and promises. Therefore, perceived service quality is viewed as the difference 

between consumers' perceptions and expectations for the service provided. Parasuraman et al. 

(1988) explained that organizations, in order to keep expectations from ri sing, they have to 

perform services properly from the first time .Thus, and consumer's expectations for the service 

are likely to rise when the service is not performed as promised. 
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Chapter Three: Research Methods 

3.1. Philosophical Paradigm 

Accord ing to Kuhn (1 970) noted that a paradi gm is a set framework that makes di fferent 

assumptions about the social world, about how science should be concluded and about what 

constitutes legitimate problems, so lutions and criteria of proof. In the pos iti vist paradigm, the 

object of study is independent of researchers; knowledge is di scovered and veri fi ed through 

direct observations or measurements of phenomena; facts are established by taking apart a 

phenomenon to examine its component parts. An alternative view, the naturali st or 

constructivist view, is that knowledge is established through the meanings attached to the 

phenomena studied; researchers interact with the subjects of study to obtain data; inquiry 

changes both researcher and subject; and knowledge is context and time dependent (Coil & 

Chapman, 2000; Cousins, 2002). Positi vism predominates in science and assumes that science 

quanti ta ti vely measures independent fac ts about a single apprehensible reality (Healy & Perry, 

2000). In other words, the data and its analysis are value-free and data do not change because 

they are being observed . That is, researchers view the world through a "one-way mirror" (Healy 

& Perry, 2000). 

Therefore, the researcher was used the sc ienti fi c method to des ign thi s research project 

(including a survey instrument), focusing on facts or objecti ve assessment of attitudes 

respondents on the effectiveness of Consumer Cooperatives. So the researcher's results can be 

used as awareness creati ons to legi timize prescri ptive policy for Consumer cooperatives. 
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3.2. Research Design 

Saunders e/ al. (2007), defines research design as the general plan of how the research 

questions would be answered. It is the conceptual structure wi thin which research is conducted. 

It constitutes a blue print for the co ll ection, measurement and ana lysis of data. A survey is a 

method of co llecting data in which people are asked to answer a number of questions usuall y in 

the form of a questionnaire . The reliabil ity of a survey's result s depends on whether the sample 

of people from which the information has been collected is free fro m bias and suffici entl y large 

(Encarta, 2009). Therefore, the research design for thi s study was the survey research design. 

The research invo lved gathering primary data by using the method of questioning, for the period 

mid of February to mid of March 20 16.The too l used for the research was questionnaire . The 

questionnaire was tested by conducting a pi lot research on 13 respondents of various 

demographic structures. Questionnaires from thi s part of the research were input and processed 

into software fo r stati sti cal data processing SPSS Statisti cs 2 1.0. After preliminary analysis, it 

was established that a small almost insignificant number of answers to certain questions was 

missing and it was concluded that the questionnaire was .concise, and the questions were clear 

and easy to understand. 

3.3. Research Approach 

The quantitative approach is most important if on ly the researcher intend to coll ect 

numeric data that represent quantiti es of measurement. The common techniques for collecting 

quantitati ve data are the survey, censuses and experiments. For this study a sample Survey 

method were employed . It is a process of co llect ing informati on from samples of a we ll -defined 

population by asking questions (Bethlehem 2009) . Survey method will produce factual and 
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re li able data from samples that can be generalized to the whole Consumers of cooperatives of the 

study area. 

3.4. Description of Research Area 

To see briefly the profile ofWoreda I Consumer cooperative, it is important to start with 

Addis Ababa consumer cooperatives certain aspects. According to City Government of Addis 

Ababa Trade Bureau Cooperative Department there are 141 consumer cooperatives in Addis 

Ababa, with total capital of 498,739,7 I 7.7 movable and immoveable (3ed National cooperati ves 

Exhibition bulletin 2008 E.C.). Among these 12 are found in Kirkos Sub City, One of these is 

named Tatari Consumer Cooperative located at Woreda I. The Tatari Consumer Cooperati ve 

was established in 2000 E.C. and has 99 employees with two restaurant, 6 rental houses and 

three shops located at three places in Woreda I . The shops are mainly sale consumable goods 

such as sugar, wheat flour, oil , creels and the like commodities to customers. Tatari consumer 

cooperative currently has 4811 members, among these 1809 (37.60%) male and 3002(62.40%) 

of them are femal e. (Woreda I Consumer Coop, March 6, 20 16). According to the Woreda I 

consumer cooperati ve there was a need to establish more branches for better access to the users 

but obtaining land or place to work not avail. Now looking for working pl aces seem on progress 

to establish three branches soon. 

3.5. Data Collection Instruments 

Questionnaires 

The main purpose of a questionnaire is to obtain information that cannot be eas il y 

observed or that is not already available in written or computerized form. Therefore, a 

questionnaire is a useful research instrument for collecting survey information, providing 
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structured , often numerical data, being ab le to be administered wi thout the presence of the 

researcher, and often being comparative ly straightforward to analyze (Wilson and McLean 

1994). The questionnaire was developed for the purpose of this study. It contains questions with 

alternative answers (closed-ended) which were designed in 5 point Likert Scale type and 

multiple-choice types, which the respondent chooses as per the stated instruction on the 

questionnaire . Questionnaire are believed to be appropriate instrument for data collection for this 

study because is essential in getting first hand information from people who are actually involved 

in the study. Therefore, the research tools used for the study were mainly questionnaires . 

Secondary sources come from different origins, such as government reports, bulletins 

company ' s annual reports, publications, journals, books, on line data, websites and other internet 

sources. Similarly, secondary data for this research originates from literatures including books, 

Scientific Journal s and documents such as legislations, reports, proceedings, etc .. . ). The data 

was co llected for quantitative method of research. 

A pilot study can be used as a small-scale version or trial run in preparation for a major 

study (Pol it, Beck and Hungler, 2001 :467). Baker (1994) noted that a pilot study is often used to 

pretest or tryout a research instrument whether it is yielding the required information for the 

study or not. According to Baker a sample size of 10-20 % of the sample size for the actual study 

is a reasonable number of participants to consider enrolling in pilot study. Accordingly, for thi s 

study 13 (10 %) of the actual sample size, were se lected for piloting the questionnaire. Hence, 

draft questionnaires were delivered to the se lected subjects to test whether the questionnaire 

generates the required information for the study from the subjects. [n so doing, the entire selected 

subjects fill up the questionnaires as desired. The researcher asked all of the respondents to give 

their opinions and comments on the content and design of the instruments. All of the respondents 
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replied that that all the items in the questionnaire were clear, understandab le. Finall y, based on 

the comments and suggestions given from the feedbacks of the pilot testing, the researcher 

improved those items, which seemed to be poor items, inappropriate, vague, and repeated to 

make the instrument comprehensive and complete for the final study. To its effect the reliability 

test was done. Reliability refers to the consistency or dependability of the measuring instrument. 

In order to test the reliability of the instrument the Cranach's Alpha was applied . Cronbach's 

alpha reliab ility coeffi cient normall y ranges between 0 and I. The closer Cronbach's alpha 

coeffi cient is to 1.0 the greater the interna l consistency of the items in the scale. George and 

Mallery (2003) provide the following rul es of thumb: when Cronbach-Alpha value is > 0 .9 the 

standard is " Excellent", if the value is >0 .8 the standard is "Good" and if the value is >0.7 

"Acceptable" . Therefore, this model is used to measure internal consistency of the tools 

employed for members of Consumer Cooperati ve to get necessary data from respondents'. And 

in thi s research the Cronbach's alpha reliability coefficient of the instrument which contains 38 

items that are related to consumer cooperati ve objectives is .857. This implies that the reliability 

of the instrument is more than the acceptab le standard in social science research. Validity, on the 

other hand, refe rs to the ex tent to which the measurement measures what is intended to measure. 

The instrument was designed by taking in to consideration the basic questions and consistent 

with the objective of the study. The validity of the questionnaire is confirmed by connoisseurs 

and its reliability was also supported by using Cronbach' s alpha (0.857). 

Table!. Reliability Statistics 

Cronbach's Alpha N of Items 

.857 38 

Source: FIeld Survey 2016 
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3.6. Sample Size and Sampling Technique 

Determining respondents and sample size is one of the most important parts of the 

method section . There are different ways of determining sample size from a given population. 

Also, according to Fowler ( 1984) there is no a single right way for the determination of sample 

size. So, the researcher employs from the table! below to determine sample size. Thus, smaller 

chunks of a unit sample are chosen to represent the relevant attributes of the whole of the units 

(Graziano and Raulin, 1997). According to Graziano coefficient and Raulin (1997) smaller 

chunks of a unit sample are chosen to represent the relevant attributes of the whole of the units. 

Sekeran (1990) defines a sample as a portion orthe population that has attributes as the entire 

population. The total number of Woreda I population is about 10,2 17. Among these 4811 were 

members of consumers of Woreda I .The assumption is that the consumer cooperatives are open 

for all residents to make use of the services regardless of their social status. However, due to 

time and financial limitations and the nature of the population the researcher was using the 

sample detelmination method developed by Carvalho (1984), as cited by Ahmed (20 I 0) to mixed 

methods research select the small sample 125. The following table shows the breakdown of 

population range the small , medium, and large sample that can be drawn for the study. 
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Table 2. Sample Size Determination of the Study 

Population size Sample size 

Small Medium Large 

51-90 5 13 20 

91-150 8 20 32 

15 1-280 13 32 50 

28 1-500 20 50 80 

501-1200 32 80 125 

120 1-3200 50 125 200 

302 1- 10000 80 200 3 15 

10001-35000 125 315 500 

3500 1-1 50000 200 500 800 

Source: Carvalho (1984) 

The questionnaire was intend to elicit data on general management, delivery of goods and 

services, qua lity, adequacy, timel y, fairness, impartiality, accessibility , sati sfaction, and general 

information on the industries under study. Thi s is to ensure that the overall data covers the 

vari ous aspects of the research questions and objecti ves. The constructed questionnaire was 

given to the advisor and properly checked in order to point out errors that need cOITect ion and 

also to ensure that the questions were appropriate for the study. 

The research focuses on assessing "Assessment of the Effecti veness of Consumer 

Cooperatives: The case ofworeda I Consumer Cooperati ves at Kirkos Sub-City in Addis Ababa". 

Therefore, the stud y were planned to gather data from ; experts of cooperative who are assigned 

to monitor the overall cooperative activities, consumer cooperati ve members, employees and 

o fficial s, customers who have we ll acquaintance and frequent contact with the consumer 

cooperati ve employees, o ffi cials and organizations in their day to day business activities. 
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3.7. Data Collection Procedure 

The questi onnai re was ori ginall y prepared in English language and translated in to 

Amhari c language in order to fac ilitate or ease understanding and curb problems associated wi th 

language barrier. Then, questionnaires were di stributed to 125 respondents as a source of 

Primary data .Creswell (201 2) refers primary data as the data that is co llected specificall y for the 

social research project using a data co ll ection method that has been chosen by the researcher and 

using data co ll ect ion too l. 

3.8. Method of Analysis the Data 

All the data obtained from respondents through questionnaires were organi zed, tallied 

and calculated by using descriptive statisti cal techniques to make them suitable for di scussion or 

interpretati on. Descriptive stati sti cs percentages were used. To make the analysis of data 

convenient , raw data was coded and analyzed on question-by- question bases, and the stati sti cal 

result of the questionnai re was analyzed using the Stati sti ca l Package for Social Science (S PSS) 

version 2 1. 

3.9. Ethical Consideration 

All ethi cal considerations respected and applied in any research are also applied in the 

study. A letter from the Addi s Ababa Uni versity (School of Social Work) was given to the 

respondents so as to get their full consent and confidence. Hence, all the participants in the 

research were invo lved in the study vol untarily and with their full consent. The student 

researcher notifi ed the respondent s that no matter what ki nd of response they give, it wo uld be 

kept confident ial, anonymous and respected. They were made clear to give their genuine and 
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honest response to accompli sh the study as desired. The researcher informed all the participants 

about the purpose and the obj ective o f the study and refrain from deceptive practices, giving 

fal se responses, or preten ti ous answers, which wo uld violate the finding of the research. Finall y, 

all literature sources used in the literature review are acknowledged- no plagiarism. 
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Chapter Four: Data Presentation and Analysis 

Findings of the research study are presented in relation to the respondents: 

Table 3 Rate of Response by Respondents 

Questionnaire Respondents Percentage 

Returned 11 7 93.6% 

Not Returned 8 6.4% 

Total Di stributed 125 100% 

Source: Field Survey 20 16 

As shown in Table 3 above, 125 questionnaires were admini stered to members, 

employees ofworeda I Consumer cooperative and government employee working with 

cooperat ives. Out of the 125 questionnaires that were distributed 11 7(93 . 6 %) returned and 

8(6.4%) of questionnaires were not returned. The return rate indicates that there was a high rate 

of response from the respondents 

Table 4. Gender of Respondents 

Frequenc y Percent Valid Cumulati ve 

Percent Percent 

Male 51 43 .6 43.6 43.6 

Female 66 56.4 56.4 100.0 

Total 11 7 100.0 100.0 

Source: Field survey 20 16 

As shown in table 4, respondents fi gure comprised of 5 1 (43.6%) male and 66 (56.4%) 

fema le. Therefore, the majority of the respondents were femal e. This was because women 

members exceed the male in terms of numbers at the study area. 
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Table 5. Age of Respondents 

Frequency Percent Valid Cumulative 

Percent Percent 

From 2 1 to 30 46 39.3 39.3 393 
From 3 1 to 40 37 31.6 31.6 70.9 
From 41 to 50 24 20.5 20.5 91.5 
From 51 and above 10 8.5 8.5 100.0 
Total 11 7 100.0 100.0 

Source: FIe ld survey 20 16 

The answers of respondents to their age are outlined in Table 5 shows, the majority of the 

respondents or 46 (393%) are from the age of 21 to 30 then 37(3 1.6%) from the age of31 to 40, 

fo llowed by 24(20.5%) from age of 41 to 50 and 10(8.5%) from the age of 51 and above 

respecti vely. The result indicates that more than70% of respondents were less than 40. 

Table 6. Marital Status of Respondents 

Frequency Percent Valid Cumulative Percent 

Percent 

Unmarri ed 45 38.5 38.5 38.5 
Married 67 57.3 57.3 95 .7 
Divorced 3 2.6 2.6 98.3 
Widow 2 1.7 1.7 100.0 
Total 11 7 100.0 100.0 

Source: Field survey 20 16 

As shown in table 6 the majority or 67 (57.3%) of the respondents are married, 

45(38.5%) unmarried , 3(2.6%) di vorced and 2(1.7%) of them are widow. The result shows that 

the most customers of consumer cooperative in the study area were marri ed people. 
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Table 7. Education of Respondents 

Frequency Percent Valid Cumulative 

Percent Percent 

From I to 6 12 10.3 10.3 10.3 
From 7 to 8 16 13.7 13.7 23.9 
From 9 to 10 29 24.8 24.8 48.7 
Preparatory 15 12.8 12.8 61.5 
Diploma 27 23. 1 23. 1 84.6 
Degree and above 18 15.4 15.4 100.0 
Tota l 11 7 100.0 100.0 

Source: FIeld survey 2016 

As indicated in table 7 the educational status of the respondents are from beginner to higher 

education. The majori ty or 29(24. 8) from grade 9 to 10 foll owed by dip loma leve l which comprised 

27(23. 1) and 18 (IS.4%) of them degree and above level. In add ition 16( 13.7) from grade 7 to 8 and 

IS( 12.8%) Preparatory and 12( I 0.3%) of them are from grade I to 6. 4shows that more than 38 % of 

members' co-operati ve ha s rliploma and higher education. 

Table 8. Customer for Consumer Cooperative 

Frequency Percent Valid Percenl Cumulative Percent 

3 years 39 33.3 33.3 33.3 

4 years 9 7.7 7.7 4 1. 0 
5 years 44 37.6 37.6 78.6 
6 years and above 25 21.4 21.4 100.0 

Tota l 117 100.0 100.0 

Source: Field Survey 20 16 

The data in the table 8 shows that the maj ority of respondents or 44(37.6%) of them were 

clients of the consumer cooperative for fi ve years, 39(33.3%) for three years, 25(2 1.4%) for six 

years and 9(7.7%) of them for four years. 
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The Following Data was collected for Research Question One 

To answer the first research questi on " What are the benefits that consumer cooperatives 

provide for their members?" The following Likert scale point 5 was used to know the benefit s of 

members from economic and social point of view. The results are shown in tables fi'om 6 to 12 

below: 

Table 9. Providing Job Opportunity 

Frequency Percent Valid Cumulative Percent 

Percent 

Strongly disagree 4 3.4 3.4 3.4 

Dis agree 6 5. 1 5. 1 8.5 

Neutral 30 25.6 25.6 34.2 

Agree 75 64. 1 64.1 98.3 

Strongly agree 2 1.7 1.7 100.0 

Total 117 100.0 100.0 

Source: FIeld Survey 2016 

As shown in table 9, for the quest ion asked, if there were providing job opportunity to 

members, the greater part or 64.5 % respondents were agreed and 25.6% and 1.7% strongly 

agree. Next 25.6% responded were neutral, the remaining of respondents 5. 1 %and3.4% 

di sagreed and strongly disagreed respectively. The result indicates the majority of the 

respondents believed that consumer cooperative provide job opportunity. 
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Table IO.Sharing of Profit (Dividend) to Members 

Frequency Percent Valid Percent Cumulati ve 

Percent 

Strongl y disagree 2 1.7 1.7 1.7 

Disagree 16 13.7 13.7 15.4 

Neutral 43 36.8 36.8 52. 1 

Agree 50 42.7 42.7 94.9 

Strongly agree 6 5. 1 5. 1 100.0 

Total 117 100.0 100.0 

Source: Field Survey, 20 16 

As indicated in the Table 10, concerning sharing of profits (dividend) to members the 

majority of the respondents or 42.7 % of them agreed and 5.1 % strongly agreed. Then l 3. 7% of 

the respondents di sagreed andl.7% of them strongl y di sagreed, whereas 36.8% of them were 

neutral. More than ha lf or 56% of the tota l respondents agreed and strongly agreed that there are 

dividends to its mcmbcrs which can be considered as bene fit package. 

Table II .Exposure to Business Knowledge 

Frequency Percent Valid Percent Cumulati ve 

Percent 

Disagree 8 6.8 6.8 6.8 

Neutral 27 23. 1 23.1 29 .9 

Agree 73 62.4 62.4 92.3 

Strongly agree 9 7.7 7.7 100.0 

Total 11 7 100.0 100.0 

Source: Field Survey 2016 

As shown in the table II , if consumer cooperative were createdexposure to business 

knowledge for its members, the majority o f the respondents or 62.4 % of them agreed and 7.7% 

were strongly agreed with thi s view. On the other hand, 6.8% of the respondents di sagreed and 
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23. 1% of them were neutral. Here, based on the majority of the respondents belief that there was 

business exposure knowledge from consumer cooperati ve activities to its members. 

Table 12. Strengthen Relationships and C ollaboration among Residence 

Frequency Percent Valid Percent Cumulati ve 

Percent 

Disagree 2 1.7 I.7 I.7 

Neutral 14 12.0 12. 0 13.7 

Agree 85 72.6 72.6 86.3 

Strongly agree 16 13.7 13.7 100.0 

Tota l 11 7 100.0 100.0 

Source: Field Survey 20 16 

As shown in the table 12, for the questi on asked ,if consumer cooperative were 

strengthens relati onships and co llaboration among residence, the majority of the respondents or 

72.6 % of them agreed and 13.7% strongly agreed with thi s view. On the other hand, 1.7% o f the 

respondents di sagreed and 12% of them we re neutral. Here, the result indicates that the ex istence 

of consumer cooperatives could strengthen relationships and co llaboration among the residence. 

Table \3 .Serving as Forum for Discussing Common Development Agenda 

Frequency Percent Valid Percent Cumulati ve 

Percent 

Di sagree 17 14.5 14.5 14.5 

Neutral 25 2 1.4 2 1.4 35.9 

Agree 72 6 1.5 61. 5 97.4 

S trongl y agree 3 2. 6 2.6 100.0 
Total 11 7 100.0 100.0 

" Source : FIeld Survey 20 16 
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As shown in the Table 13 , if consumer cooperati ve were serving as forum for di scussing 

common deve lopment agenda, the majority of the respondents or 6 1.5 % of them agreed and 

2.6% strongly agreed with this view. On the other hand, 14.5% of the respondents were 

di sagreed and 21.4% of them were neutral. So, the result indicates that the ex istence of consumer 

cooperatives could serve as a forum fo r di scussing common deve lopment agenda. 

Table 14. Seeking Collective Action to Address Scarcity of Consumer I terns 

Frequency Percent Valid Percent Cumulative 

Percent 

Dis agree 23 19.7 19.7 19.7 

Neutral 59 50.4 50.4 70.1 

Agree 3 1 26.5 26.5 96.6 

S trongl y agree 4 3.4 3.4 100.0 

Total 11 7 100.0 100.0 

Source: Field Survey 2016 

As shown in the table 14, if there were seeking co llecti ve acti on to address scarci ty of 

consumer items, the majority of the respondents or 50.4% of them were neutral .Then 26.5 % 

agreed and 3.4% strongly agreed with thi s view. On the other hand, 19.7% of the respondents 

di sagreed and . So, the result indicates that the majority were neutral on the issue and refrain to 

agree or di sagree . Therefore, it seems that the efforts for seeking co ll ecti ve action to address 

scarcity of consumer items were not taken well. 
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Table 15. Addressing the Needs of Destitute/ Poor in the Area 

Frequency Percent Valid Cumulative 

Percent Percent 

Strongly 6 5.1 5. 1 5.1 

disagree 63 53.8 53.8 59.0 

Disagree 3 1 26.5 26.5 85.5 

Neutral 17 14.5 14.5 100.0 

Agree 11 7 100.0 100.0 

Total 

Source: Field Survey 20 16 

As shown in the table IS, if the consumer coop were addressing the needs of desti tute/ 

poor people in the area, the majori ty of the respondents or 53.8% of them were responded 

di sagree and 5.1 % strongly disagree. Then 26.5 % responded neutral and 14.5 % agreed with 

thi s view. Hence, the result indicates that the attempts so far done in addressing the needs of 

destitute/ poor people in the area were seemed not much. 

Data Collected for Research Question Two 

To answer the second research question "What facto rs constrain or facilitate the operation of 

Consumer cooperatives?" The fo llowing 5 point Likert scale was used to examinethe 

opportunity and threats fro m economic and social point of view. The resu lts are shown in tables 

from 13 to 20 below: 
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Table 16. Adequate Infrastructure Facilities 

Frequency Percent Va lid Cumulati ve 

Percent Percent 

Disagree 55 47.0 47.0 47.0 

Neutral 19 16.2 16.2 63.2 

Agree 43 36.8 36.8 100.0 

Total 117 100.0 100.0 

Source: Field Survey 201 6 

As shown in the table 16, if adequate in frastructure facilities were avail able in the area, 

the majority o f the respondent s or 47.0% of them were di sagreed .The 36.8 % agreed. On the 

hand 16.2 % of them responded as neutral with thi s view. Hence, the result indicates that the 

majority of the respondents beli eved that there we re no adequate infrastructure facili ties in the 

study area. 

Table 17. Reasonable Price of Goods 

Frequency Percent Valid Cumulati ve 

Percent Percent 

Dis agree 50 42.7 42.7 42.7 

Neutra l 20 17.1 17. 1 59. 8 

Agree 47 40.2 40.2 100.0 

Total 11 7 100.0 100.0 

Source : Field Survey 201 6 

As shown in the table 17, for the question asked . if the price of goods were reasonable, 

the greater part or 42.7% of the respondent di sagreed and 40.2 % agreed. Then, 17 .1 % of 

themresponded as neutral with thi s view. Hence, the result indicates that the majority of the 

respondents were belief that the price o f goods was not reasonable in the study area. 
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Table 18. Public Attitude towards Service Seems Positive 

Frequency Percent Va lid Cumulative 

Percent Percent 

Strongly disagree 3 2.6 2.6 2.6 

Disagree 47 40.2 40.2 42.7 
Neutral 19 16.2 16.2 59.0 
Agree 48 41.0 41.0 100.0 
Total 117 100.0 100.0 

Source: Fie ld Survey 2016 

As indicated in the Table 18, fo r question asked, if Public attitude towards service seems 

positive, the greater part or 41.0% of the respondent agreed. Then, 40.2 % di sagreed and 2.6% 

strongl y di sagreed. 16.2 % of responses were as neutral. Hence, the result ind icates that the 

majority of the respondent ' s belief that Public attitude towards service seems positive in the 

study area. 

Table 19. Neutrality of Loca l Administration 

Frequency Percent Valid Percent Cumulative 

Percent 

Strongly disagree 3 2.6 2.6 2.6 

Di sagree 54 46.2 46.2 48.7 

Neutral 35 29.9 29.9 78.6 

~gree 25 2 1.4 21.4 100.0 

Total 117 100.0 100.0 

Source: Field su rvey 2016 

As revealed in the Table 19, concerning about neutrality of local administration, the 

majority or 46.2% of the respondent di sagreed and 2.6% strongl y di sagreed. While, 29.2% 

respondents we re neutra l with thi s view. Also, 21.4% of them agreed. Hence, the resu lt 

indicates that the majority of the respondent 's belief that there was no neutrality of local 

administration from consumer coop at the study area. 
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Table 20.Governmcnt Support in Organizing Coop 

Frequency Percent Valid Percent Cumulati ve 

Percent 

Disagree 8 6.8 6.8 6.8 

Neutral 26 22.2 22.2 29. 1 

Agree 71 60.7 60.7 89.7 

Strongly agree 12 10.3 10.3 100.0 

Total 11 7 100.0 100.0 

Source: FIeld Survey 2016 

As shown in the table 20, with regard to government support in organizing consumer 

coop, the greater part or 60.7% of the respondent agreed and 10.03 % strongly agreed. On the 

other hand 22.2 % of them were neutral with this view. Only 6.8 % of them were disagreed. 

Thus, the result indicates that the majority of the respondents belief that there were government 

support in organizing consumer cooperative in the study area. 

Table 21. Absence of Clear Vision and Goal 

Frequency Percent Valid Percent Cumulative 

Percent 

Strongly disagree 7 6.0 6.0 6.0 

Disagree 37 31.6 31.6 37.6 

Neutral 2 1 17.9 17.9 55 .6 

Agree 52 44.4 44.4 100.0 

Total 11 7 100.0 100.0 

Source: FIeld survey 20 16 

As indicated in the table 2 1, for question asked, if there was clear vision and goal,the 

greater part or 44.4 % of the respondent agreed. Then, 3 1.6 % disagreed and 6% strongly 

di sagreed. 17.9 % of response was as neutral. For this reason, the result indicates that the majorit y 

of the respondent ' s belief that there was absence of clear vision and goa l in the study area. 

However, the view of those disagreed, strongly di sagreed and neutral should not be ignored. 
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Table 22. Corruption and Lack of Good Governance 

Frequency Percent Valid Percent Cumulative 

Percent 

Strongly disagree I .9 .9 .9 

Disagree 2 1 17.9 17.9 18.8 

Neutral 33 28.2 28 .2 47.0 

Agree 49 41.9 4 1.9 88.9 

Strongly agree 13 I 1.1 I 1.1 100.0 

Total 117 100.0 100.0 

Source: FIeld Survey 20 16 

As shown in the table 22, for the question asked,if there were corru ption and lack of 

good governance, the majority or 41.9 % of the respondent agreed and 11.1 % strongly agreed. 

Then, 28.2 % of them were neutral. 17.9 % disagreed 0.9% strongly di sagreed. Thus, the result 

indicates that the majority of the respondent 's belief that there were Corruption and lack of 

good governance in the study area. 

Table 23.Lack of Financial Resources 

Frequency Percent Valid Percent Cumulati ve 

Percent 

Strongly disagree I .9 .9 .9 

Dis agree 2 1 17.9 17.9 18.8 

Neutral 24 20.5 20.5 39.3 

Agree 55 47.0 47.0 86.3 

Strongly agree 16 13.7 13.7 100.0 

Total 11 7 100.0 100.0 

'" Source: he ld survey 20 16 

As shown in the table 23, for quest ion asked, if there was lack of financi al resources, the 

majority or 47.0 % of the respondent agreed and 13.7. 1 % strongly agreed. Then, 20.5 % of them 
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were neutral. 17.9 % di sagreed 0.9% strongly di sagreed. Thus, the result indicates that the 

majority of the respondent ' s belief that there was lack of financial resources in the stud y area. 

24. Lack of Transparency and Accountable 

Frequency Percent Valid Percent Cumulative 

Percent 

Dis agree 38 32.5 32 .5 32.5 

Neutral 33 28.2 28.2 60.7 

Agree 24 20.5 20.5 81.2 

Strongly agree 22 18.8 18.8 100.0 

Total 117 100.0 100.0 

Source: Field Survey 20 16 

As revealed in the Table 24 for question asked,ifthere was lack of transparency and 

accountability, the majority or 32.5 % of the respondent disagreed. Then, 28.2 % of them were 

neutral. 20.5 % agreed 18.8% strongly disagreed. Thus, the resu lt indicates that the majority of 

the respondent's belief that there was not lack of transparency and accountabi lity in the study 

area. 

Table2S.Capacity Constraint of the Leaders 

Frequency Percent Valid Percent Cumulative 

Percent 

Strongly di sagree 6 5. 1 5. 1 5.1 

Disagree 13 11.1 1 1.1 16.2 

Neutral 23 19.7 19.7 35.9 

Agree 69 59.0 59.0 94.9 

Strongly agree 6 5. 1 5. 1 100.0 

Total 117 100.0 100.0 

Source: Field survey 20 16 

As shown in the Table 25 , for the question asked,ifthere wereCapacity constraint of the 

leaders,the majority or 59.0 % of the respondent agreed and 5.1 % strongl y agreed. Then, 19.7 % 
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of them were neutral. 11 . 1 % disagreed 5.1 % strongly disagreed. Thus, the result indicates that 

the majority of the respondent 's belief that there was Capacity constraint of the leaders in the 

study area . 

Table26.Lack of Sense of Ownership by Members 

Frequency Percent Valid Cumulative 

Percent Percent 

Disagree 12 10.3 10.3 10.3 

Neutral 48 41.0 41.0 51.3 

Agree 42 35.9 35.9 87.2 

Strongly agree 15 12.8 12.8 100.0 

Total 117 100.0 100.0 

Source: FIeld survey 2016 

As shown in the Table 26, for the question asked ,if there was lack of sense of 

ownership by members,the majority or 41.0 % of the respondents were neutral. Then, 35.9 % of 

them were agreed 12.5% strongly agreed. Therefore, thc rcsult indicates that the majority of the 

respondent' s were neutral on this point, However, if the number of those who agreed and 

strongl y agreed taken together they are greater in number than those who were neutral. 
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Table 27.Lack of Institutional Autonomy 

Frequency Percent Valid Percent Cumulative 

Percent 

Strongly disagree 4 3.4 3.4 3.4 
Disagree 13 I 1.1 I 1. I 14 .5 
Neutral 38 32.5 32.5 47.0 

Agree 52 44.4 44.4 91.5 

Strongly agree 10 8.5 8.5 100.0 
Total 117 100.0 100.0 

Source: Field Survey 2016 

As shown in the Table 27, for question asked, if there was lack of institutional 

autonomy the majority or 44.4 % of the respondent agreed and 8.5% strongly agreed. Then, 

32.5% of them were neutral. 11 .1 % disagreed 3.4% strongly di sagreed. So, the result indicates 

that the majority of the respondent's belie f that there was lack of institutional autonomy in the 

study area. 

Table 28. Inadequate salesman 

Frequency Percent Valid Percent Cumulative 

Percent 

Strongly disagree 8 6.8 6.8 6.8 

Disagree 14 12.0 12.0 18.8 

Neutral 28 23.9 23.9 42.7 

Agree 43 36.8 36.8 79.5 

S trongl y agree 24 20.5 20.5 100.0 

Total 11 7 100.0 100.0 

Source: FIeld Survey 2016 

As shown in the Table 28, for questi on asked, if there was inadequate sa lesman,the 

majority or 36.8 % of the respondent agreed and 20.5% strongly agreed. Then, 23.0% of them 

were neutral. 12.0 % disagreed 6.8% strongly disagreed. So, the result indicates that the majority 

of the respondent 's belief that there was Inadequate sa lesman in the stud y area. 
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Table 29.Lack of Convenient Distribution Centre 

Frequency Percent Val id Percent Cumulati ve 

Percent 

Strongly di sagree 2 J.7 J.7 J.7 

Disagree 30 25.6 25 .6 27.4 

Neutral 26 22.2 22.2 49.6 

Agree 38 32.5 32.5 82. 1 

Strongly agree 2 1 17.9 17.9 100.0 

Total 11 7 100.0 100.0 

Source: FIeld Survey 2016 

As shown in the table 29, for the question asked, if there was lack of convenient 

di stribution center,the majority or 32.5 % of the respondent agreed and 17.9% strongly agreed. 

Then, 22.2% of them were neutral on thi s issue. Also, 25 .6 % di sagreed and 1.7% strongly 

di sagreed respective ly. Hence, the result indicates that the majority of the respondent 's bel ief 

that there was lack of convenient di stribution center. 

Data Collected to Answer the Research Question Three 

To answer the research question three " What is the rate of consumers' sati sfact ion on the 

services of consumer cooperati ves to which they are members?" The following Likert sca le 

point 5 was used to eva luate the sati sfac ti on of service users' attitude. The results are shown in 

fi gures from I to 10 below: 
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Figure 1 . Overall Performance of Consumer Cooperative 

Source: Field Survey 20 16 

As shown in figure I ,for question asked to overall Performance of Consumer cooperative 

the majority of respondents or 40.17 % were undecieded , 29.06% of them were unsatisfi ed, 

17.95% satisfied 9.40% 3.24% ,highly satisfied and 8.40% of them were highly unsatisfied. 

Accordi ng to the result the majority of the respondaents were not decided. However, the next 

big number shows that the respondents were unsati sfied with overall performance of consumer 

cooperative. 
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Figure 2.Adequacy of Consumer Goods they Provide to the Community 

Source: Field Survey 20 16 

As shown in fi gure2 concerning adequacy of consumer goods they provide to the 

community majority of respondents or 32.48 % unsatisfied , J 0.26% highly unsati sfied. Where 

as 28.2 J % undecided and 26.50% sati sfi ed and 2.56% of them were highly sati sfied. Therefore, 

the result indicates the majority of the respondants were not sati sfied with the adequecy of 

consumer goods that consumer cooperative supply to the users. 
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Figure 3. Fairness of Price of Goods and Services 

Source: Field Survey 2016 

As shown in figure 3 for question asked, if there were fairness of price of goods and 

services majority of respondents or 33.33 % were undecided, 29.06%% sati sfied ,2.56 highly 

sati sfied . Where as 29.06% unsatisfied and 5.98% highly unsatisfied and 2.56% of them were 

highly sati sfied. Therefore, the result indicates the majority of the respondents were not decided 

and those satisfied and unsatisfied rated equal. 
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Figure 4.Quality of Goods and Services 

Quality of goods and servIces 

Quality of goods and services 

Source: Field Survey 20 16 

As indicated in figure 4 with regard to the quality of goods and services the majority of 

the respondents or 43.59% were unsatisfied and 5.96% highly unsatisfied. Whereas 31.62% were 

satisfied and 1.71 % highly satisfied. However 17.08% of them undecided. Therefore, the fi gure 

shows that maj ority of respondents were not sati s fi ed with qual ity of goods and services. 
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Figure 5. Appropriateness of Physical location of Shops and Accessibility 

1'I\TI~ p;oII. 

Appropriateness of p.",IC31Io c: ;rtion of the shopsl accessibil ity 

Source: Field Survey 20 16 

'As shown in figure 5, for question asked, if appropriateness of physical location of shops 

and accessibility, the majority of32.48% of the respondents were undecided, 30.77% unsati sfi ed 

and 4.84% highly were unsati sfied. However, 27.35% satisfied 2.56% highl y satisfied. So the 

result indicates that the maj ority were in midpoint or undecided about an appropriateness of 

physical location of shops and access ibi lity to users. 
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Figure 6.Membcrs Strong Participation 

Source: Field Survey 2016 

As Indicated in figure 6 with regard to member's strong participation the majority or 

33.33% were responded unsati sfied and 5.96% highly unsati sfied . Whereas 30.77% undecided. 

The rest of the respondents 27.35% satisfied and 2.45% highl y sati sfied. So, the result shows 

there was no member' s strong participation in consumer cooperative activities. 
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Figure 7. Treatment of Consumers or Users 

Treatment of customers or service users 
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Treatment of customers or service users 

Source : Field Study 20 16 

As indicated in figure 7 concerning thetreatment of consumers or users 41.03 % and 

I. 71 % of respondent were sati sfied and highly satisfied respectively. While 35.90 % and 2.56% 

of them unsati sfied and strongly unsati sfied respecti vely. Hence, the result of the study shows 

that the majority of the respondents were sati sfied with the treatment of consumers 
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Figure 8. Commitment of Cooperative leaders 

Commitment of cooperative leaders 
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As shown in fi gure 8, for question asked, if commitment of cooperative leaders were 

there , the majority or 45.30% of them responded unsatisfi ed and 3.42% highl y unsati sfi ed. 

28.21 % of them were responded as satisfied and 2.56 highly satisfied. Also, 20.51 % responded 

undecided. Hence, the result indicates commitment of cooperative leaders at the study area were 

unsatisfied according to the majority of the respondents. 



64 

THE EFFECTIVENESS OF CONSUMER COOP ... 

Figure 8. Commitment of Cooperative leaders 
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As shown in figure 8, for question asked, if commitment of cooperative leaders were 

there , the majority or 45.30% of them responded unsati sfied and 3.42% highl y unsatisfied. 

28.21 % of them were responded as satisfied and 2.56 highly satisfied. Also, 20.51 % responded 

undecided. Hence, the result indicates commitment of cooperative leaders at the study area were 

unsati sfied according to the majority of the respondents. 



65 

THE EFFECTIVENESS OF CONSUMER COOP ... 

Figure 9. Timely Supply of basic Goods and Services 

Tim~ry s:upplyofbas:ic goods: and services 

Timely supplV of basic goods anQ services 

Source: Field Survey 2016 

As shown in figure 9 , for question asked if there were timely supply of basic goods and 

services 36.75 % and 5.98% responded unsati sfied and highly satisfied respectively.33.33 % 

Satisfied .2.56% highly satisfi ed. Whereas 21.37% undecided . This result shows majority of the 

respondents were unsati sfied with timely supply of basic goods and services by consumer 

cooperative of the study area. 
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Figure 10. Consistency of Supply of Essential Goods/Commodities 

ConsistenC'f Qf supplV of essential good srco mmodities 

As far as consistency of supply of essential goods/commodities are concerned figure 10 

shows 46.15% of the respondents were responded unsatisfied 3.42% highly unsatisfied. 28.21 % 

and 1.71 % responded satisfied and highly sati sfi ed respectively.20.51 % responded undecided. 

Therefore, the result indicates that the majority of the respondents were unsatisfied with 

consistency of suppl y of essential goods/commodities by consumer cooperative of the study area. 

Data Collected for Research Question Four 

To answer the fourth research question "How effective are Co coop in achieving their 

objectives? " The following Likert scale point 5 was used to evaluate their performances from 

economic and social point of view. The results are shown in table from 11 to 14 below: 
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Figure 11. Effective in Achieving Objectives 
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As shown in figure 11, for question asked, if the consumer coop were effective in 

ach ieving its objecti ve 49.57% of the respondents disagreed and 29.06% were neutral. 17.95 % 

agreed and 3.42% of then strongly agreed. Therefore, the majority of the respondent's belief that 

the consumer coop was not effective in ach ieving its objectives. 
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Figure 12. Increase Number of Members 

Increase number of members 

Source: Fie ld Survey 20 16 
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As shown in figure 12, question asked, if the consumer coops Increase number of its 

members, 35 .90% of the respondents were di sagreed and 8.55% of them were strongly 

disagreed. 30.77% of respondents were neutral with thi s view. On the other hand, 10.80 % 

respondents agreed and 5.98% of then strongly agreed. Therefore, the maj ority of the 

respondent ' s belief that the number of members consumer coop was not increased as expected. 

68 



Figure 13. Generate Income 

Source: Field Survey 20 16 
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As indicated in figure 13 with regard to income generating 35.04% of the respondents 

were neutral. Whereas, 29.91 % ofthel11 were agreed and 1.71% strongly agreed. Then, 18.80 % 

respondents disagreed and 14.53% of them strongly di sagreed. Therefore the majority of the 

respondent 's bel ief that generating income by consumer coop was not as expected by 

respondents. 
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Figure 14. Promotion 
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As revealed in figure 14, for question asked if promotion activities were done 38.46% of 

the respondents were disagreed and 17.95% of them strongly disagreed. Whereas 23.08% of 

them were remain neutral. Then, 16.24 % respondents agreed and 4.27% of them strongly 

disagreed. Hence, the majority of the respondent's belief that promotion activities were not done. 
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Chapter Five: Discussion 

In thi s section, major findings of the study are discussed in line wi th re levant theoretical 

explanations provided and research questi ons raised in the preceding sections .Cli ent needs 

assessment is linked to the measurement of client sati sfaction. It is important to identify the gaps 

between what clients expect or need from the organization and the service they feel they are 

actuall y receiving. One popular technique to obtain information on human knowledge, attitudes, 

behav ioral preferences, and similarities or the lack of them is the inclusion of Likert-type. So the 

Likert scale was chosen to measure the average intensity of beli efs and attitudes and represents 

the average degree of belief that members hold. 

Providing Job Opportunity 

The employees of the consumer coop in their response revealed that the consumer coop 

was undertaking its social responsibility activity towards its employees thro ugh payment of fair 

wage to the employees, creati ng job opportunity and providing provident fund to the members, , 

market stabili zation as a social responsibility to the wider community. One of the prime roles of 

cooperati ve in the national and loca l economy is creati on of employment opportuniti es fo r 

members and citi zens in general (Dorsey, J. & Tesfaye 200S ).Cooperati ve serves not onl y 

members but also other nonmembers particularl y through employment opportunities .As noted (in 

table 9), 64.S % respondents agreed that consumer cooperati ve in the stud y area provided job 

opportuni ties fo r its members. However, as seen in Chapter three of thi s study( Descri ption of the 

study area) the number of employee of the study area were only 2.06% of total members of the 

Woreda I Consumer coop (Tatari Consumer cooperati ve, has 48 11 members). Although, the 
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Consumer coop has created job opportunities but the created job figure was not as big as may be 

expected. Therefore, the Consumer coop management needs to work hard to create more jobs to 

its members and others by expanding its services and capacity building of its employees. 

Government Support 

As the aim of this study is to investigate how government support and engagement with 

the cooperatives affects their autonomy and independent operation, this part of the thesis has 

been dedicated to cover the theoretical aspect of government support to capacitate and enable 

cooperative sector. Government support and enabling environment creation in general is seen as 

government ' s action in removal of technical , legal and administrative barriers to sector 

development, putting in place sound economic policy, regulatory frameworks and transparent 

system, all of which together will create an environment conducive to sector development 

(UNFCC, 2014). Governments engage in supporting cooperative sector growth because they 

recognize the role cooperatives can play in improving economic and other aspects in the lives of 

cooperative members and non-member by producing goods and services and creating job 

opportunities (ICA, 2013). This shows that the government is setting the rules of the game for a 

fair and sustainable cooperative sector growth and contribution to member economic conditions 

through cooperative society business models. This is very important government action and as 

described by the theory of creating enabling environment for cooperatives, government is not 

active participant in the cooperative sector but creates and puts that right framework and control 

mechanisms for cooperatives to compete and grow in a free market .However, although all 

respondents see benefits of the governments support to their consumer cooperative, (as seen in 

Table 20) the majority or 60.7 % of the respondents belief the existence of government support 
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in Ihe form of organizing consumer cooperatives. Whereas (in Table 27) result indicates 44.4% 

of respondent 's be liefs there was lack of institutional autonomy in the study area. 

Neutrality of local Administration and Institutional Autonomy 

Cooperati ves are autonomous, se lf-help organizations controlled by their members. If 

they enter into agreements with other organi zations, including gove rnments, or raise capital from 

external sources , they do so on terms that endure democrati c control by their members and 

maintain their cooperati ve autonomy. Cooperati ves are not government organizations. But, 

governments usuall y intervene through designing supply and demand side support measures to 

develop the sector and util izing its potenti al in improving socio-economic conditions of 

cooperati ve members and beyond (Fredrick , 2012). With regard to institutional Autonomy ( In 

Table 27) 44.4 % of respondent agreed that there was lack of institutional autonomy and 

(Table 19) 46.2% di sagreed about Neutrality of Lu~al Administration at the study area. Hence, 

these results indicates the gaps between consumer cooperative and local Administration on the 

issues of Neutrality local Admini stration and Institutiona l Autonomy. These kinds of gaps could 

be improved in the cooperation between government and cooperative. As it can be seen fro m 

responses given, there are needs to rev ise some aspects of the government intervention models 

with cooperatives. The gaps as understood from responses are mostly around independence and 

freedom of cooperati ves in their own affai rs, government imposed business acti vities and 

plans.The principles of autonomy and independence, and the very nature of cooperatives create a 

model that is, in itself, extremely vari ed and able to adapt cultural and political specificiti es and 

rea liti es. 
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Promotion 

A strong coherent cooperati ve can vo ice and advocate for the demands of itse lf and is an 

important part of ensuri ng that new and sma ll cooperati ves grow and prosper 

Institutional Autonomy .In this study (Figure 14) 38.46% of the respondents or the majority 

bel ief promotion work was not done well. With respect, governments can playa major role in 

promoting cooperative formation and development by giving a clear, legal defin ition of a 

genuine cooperative enterpri se; by introd ucing a cooperative billlregulation/proclamation 

(United Nations, 2002). Such legislation allows registration and de-registration of cooperati ves 

in rapid , simple, affordable and effi cient manner, as well as the legal supervision of the 

compliance of laws and regulations by cooperatives. Therefore, the Cooperati ve promotion 

office has to conduct necessary awareness creation among the general public then onl y they 

should reali ze the cooperati ve val ues, principles to come up to join as member on their own 

initiation. 

Effective in Achieving Objectives 

In thi s study as shown ( in figure II ) among the respondents 49.57% of them di sagreed 

about the effecti veness of thi s consumer coop in achieving its objectives. Also cooperatives 

have not yet provided demand driven products that could deal with the needs of their members in 

spite of their better access to the grass roots leve l. Unli ke the private, public, or voluntary 

sectors, all cooperatives around the world are guided by the same seven principles: - voluntary 

and open membership ; democratic member control; member economic parti cipation; autonomy 

and independence; education, training, and in formation; cooperation among cooperati ves; and 
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concern for community. With these regard, the Con-coop need to work hard to apply those 

principles in order to achieve better results. 

Exposure to Business Knowledge 

In thi s study as seen (in the table II ) for question asked, if consumer cooperative creates 

exposure to business knowledge for its members, the majority of the respondents or 62.4 % of 

them agreed that consumer cooperative created business exposure knowledge to its members. 

According to Pheng and Martin (1995) , personnel are the only component that provides 

customers with services. Since consumer cooperatives are firms in which employees face with 

consumers directly, such organizations try to achieve a special situation in the market through 

training their employees on sa le knowledge and how to treat with customers. 

Serving as Forum for Discussing Common Development Agenda 

As revealed (in the Table 13) of thi s research , for question asked , if consumer cooperative 

was serving as forum for discussing common development agenda, the result indicates that the 

majority of the respondents or 6 1.5 % of them agreed that consumer cooperative served as forum 

of discussing common agenda for members. According to Roy (1980) in different countries 

there are various not for profit organizations which aim at promoting the wei fare of the people. 

With regards of the cooperatives, the main aims of these organizations are to study the trend of 

prices in the market and publish them for the information of consumers and to agitate against the 

malpractices. Michie and Blay (2004) mention, most of these organizat ions have been created 

for the protecl ion of consumers. Those associations playa great role by organizing campaigns on 

various consumer issues to create soc ial awareness. Hill (2000) says, the consumer cooperatives 
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firms are socially oriented enterprises in contemporary market economies. With thi s regards, 

nobod y can deny its importance as serving its members as forum of discussion for their common 

issues if it was managed properly. 

Seeking of Collective Action to Address Scarcity of Consumer Items 

Concerning the seeking of collective action to address scarcity of consumer items, the 

majority of the respondents (50.4%) as shown (in the table 14) were neutral. This seems that the 

majority of the respondents have not information to take side to agree or disagree on thi s issue . 

Also, the efforts taken by consumer cooperative so far in the study area for seeking collective 

action to address scarc ity of consumer items may be not done adequately. 

Consumer cooperatives are organizations that are actually owned by the consumers who 

choose to be members of the cooperative venture known as cooperative retail soc ieties in some 

countries. Cooperative Future (2006) explains, these cooperative enterprises often appear to 

function just like any other type of business. Usually, a consumer cooperative is not about 

making huge profits , although some funds above cost are necessary in order to grow the 

operation. 

So addressing the needs of members are expected from cooperatives leaders and 

concerned stakeholders . Moreover, the researcher beliefs that seeking of collective action to 

address scarcity of consumer items should be taken as one of the reason for formation of 

cooperatives. This is because the cooperatives are organized to meet the needs of their common 

needs and ambitions. 
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Addressing the Needs of Destitute people 

In the tradition of thei r founders. cooperat ive members believe in the ethical values of 

honesty, openness, soc ial responsibility and caring for others (ICA, 201 3). According to thi s 

research shown (in the table 15) address ing the needs of destitute/ poor people in the area, the 

majority of the respondents or 53.8% of them belief that the attempts so far done to addressing 

the needs of destitute/ poor people in the stud y area were not adequate. May be the consumer 

cooperative in the study area unable to address this issue because of lack of awareness of the 

importance of supporting destitute or financial scarcity thi s needs further re search on thi s 

particular case. 

Evaluation of public knowledge and perception of cooperati ve presence in the 

community is also needed. This information will help not only government authorities but also 

cooperatives information to determine the leve l of dissemination of information (education) on 

cooperatives necessary, and to improve ways of diffusion.ICA (2002) noted that social 

responsibility is a precept contai ned and defined in consumer cooperatives' business mission. 

The cooperati ve va lues and principles deeply root them into the society they serve. The 

Cooperati ve Movement has go t social responsibility as a founding principle and thi s is why 

soc ial responsibility is not considered by consumer cooperat ives as a new tool but as the 

continuity of their activities, always focused on people. 

Infrastructure Facilities 

As noted (in the table 16) the result indicates 47.0% of respondents disagreedthe 

availability of adequate infrastructure facilities. In other words, the result showed that the 
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majority o f the respondents belief that there was no adequate infrastructure facilities in the study 

area. However, the view of those agreed and neutral respondent 's number should not be ignored 

because they re fl ected their immediate specific area. That means those who have access to the 

available infrastructure naturally agreed, while the remaining respondents were neutral. So 

based on this research result it is possible to conclude that the avail able infrastructures were not 

adequate in the stud y area, Therefore, the management of th is consumer coop need to study the 

problem and be able to give so lutions to the demands of the their customers. 

Reasonable Price of Goods 

According to Roy (1 980) the main focus is to suppl y members with products they can 

use at prices they can afford, even whi le pursuing whatever objecti ves in terms of community 

service or other goals that the members of the cooperative have defined as part of the reasons for 

the cooperative's ex istence. As shown (in the table 17) concerning reasonabi lity of price of 

goods 42.7% of the respondent di sagreed, whereas 40 .2 % agreed. Therefore, the result 

indicates the majority of the respondent ' s belief the price o f goods was not reasonable in the 

study area. However, the number ofrespondents who belief that the price of goods was 

reasonable were almost nearly equal to those who disagreed. Taking thi s small difference it is 

possible to say that some of them were accepted it as rescannable because it has relative ly better 

when compared with the market prices and others still not sati sfied about the prices of goods. 

Nevertheless, consumer coops are established not to make huge profit but they need some more 

income for their sustainability. Th is in turn could be a challenge to make their prices more 

reasonable to meet the needs of their clients. Also the free market situations also affect the 

sources of their provisions and compete with others as well. 
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Public Attitude towards the Service 

Consumer cooperati ves are expected to provide essenti al consumer goods and service to 

the members of their cooperati ves to be used in day-to-day activities. Members hope to benefit 

fro m consumer cooperatives in respect of fai r prices, high quality products and reliab le services. 

The ability of a cooperati ve to meet its members' expectati ons depends on whether 

management effecti vely evaluates membershi p needs. As indicated ( in the Table 18) fo r 

question asked to understand Public attitude towards service was pos itive. Of which, 4 1.0% of 

the respondent bel ie f that Public attitude towards service was positive. However, 40.2 % of them 

were disagreed. That means they were not good turn . So taking those who saw it positive ly (4 1 

%) and negati ve ly (40.02%) the di fference has not that much significant. This indicates that the 

Consumer coop in the study area needs to work hard to improve its services for those who do and 

don ' t support as well. It is obvious that since everyo ne has diffe rent interests the attitude of all 

cannot be the same as ind icated in the fi ndings . T hi s shows that the Consumer coops need to fill 

the gaps and attempt to facilitate better situation to all its clients in cooperation with stakeholders 

and concerned bodies. 

Corruption and Lack of Good Governance 

Conventiona l anti-corruption in itiatives ha ve general ly not been success ful without 

accoun tability to citizens. A focus on integri ty, rather than anti-corruption is more likely to have 

grea ter impact under these circumstances. Integrity is much easier lo r domestic actors to buy into 

as it advocates a wide ly perceived good. It is broader thanjust linancial accoun tabili ty and 

thereil)re addresses some of the gaps ill anti -co rru pt ion initiati ves . As noted in th is research (in 
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table 22) for the question asked, ifcorruption and lack of good governance was there, the result 

indicates that the majority of the respondent's (41.0%) of them belief that there was Corruption 

and lack of good governance in the study area. However, the view of those disagreed, strongl y 

di sagreed and neutral should not be unnoticed . This is because such issue like corruption, whe n 

public perceptions of corruption are hi gh and there are hi gh interna l and external demands for 

accountability. corrupti on is o llen al ready well-estab li shed and thus more difficu lt to address. On 

the other hand. when there arc not adequate controlling mechani sms like auditing, monitoring 

and eva luation of all activities poorly admini strated the possibility of corruptions also may be 

increased. 

Lack of Financial Resources 

The resu lt of this study indicates that (as seen in the table 23) for the question asked 

concerning lack of financial resources, of wh ich 47.0 % of the respondent agreed there was lack 

of financial resources. Of course, although, resources are always scarce in every aspects but wise 

utili zation of the existing resources are more important to achieve better result. Working capital 

allows c-coop to grow in the future. When a c-coop desires to grow or is trying to meet customer 

demands, it often purchases additional assets needed to manufacture products or offer services at 

a quicker pace and on a larger scale. A lack of working capital hinders a c-coop from acquiring 

what it needs to expand. If a c-coop continues to experience problems with growth, it may find 

itself losing customers. So c-coop must take steps to improve the situation to remain viable. One 

way to improve the amount of working capital available is to focus on receiving cash payments. 

Besides, increasing members number to obtain more income as we ll. . 
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Lack of Transparency and Accountability 

The evcnt provided intercsting and rounded di scussion on the cha llcngcs of addressing a 

lack of' transpa renc y and accountab ilit y .As revealed in the Table 24 of thi s study fo r the question 

asked concerning lack of transparency and accountability the majority or 32.5 % of the 

respondent' s be lief that there was not lack of transparency and acco untability in the study area. 

Neverthel ess , those who responded agree and strongly agreed together are greater in number than 

those who disagreed. Bes ides, number of responded neutral was also may te ll us how the atti tude 

or be lief of the respondents vary on the same question. The researcher bel iefs, the ex istence of 

transparency and accountability in any organization is important to address other issues. Also the 

study shows that there were no lack of transparency and accountability in the study area. If so it 

wo ul d be taken positively. However, other data with regards to thi s research findings show, for 

instance, like lack of good governance and corruption shows there were problems. Hence, 

transparency and acco untabi lity issues may need furthe r study in the futu re . 

Capacity Constraints of the Leaders 

In order to minimize the constraints of coop leaders they need to fo llow certain 

principles, thus, for cooperati ves to functi on effecti ve ly, they must exempli fy the principles that 

di stingui sh them fro m other forms of pri vate enterpri se. According to United Nations 

Department of Economic and Social Affairs, Cooperatives thus work best when the fo llowing 

elements are in place: a focus on serv ing members effecti ve ly; a clearl y de fined operati onal 

focus, sound and effi cient business practi ces, prioriti zati on o f the cooperati ve philosophy over 

the business philosophy (members over profi t), good community relati ons, autonomous but 
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collaborative relationship with government, good governance and effecti ve leadership, grounded 

in democratic principles. 

As shown in the Table 25 in thi s study, for the question asked regarding Capacity 

constraint of the leaders, the majority or 59.0 % of the respondent agreed thatthere was Capacity 

constraint of the leaders in the study area. Another way to address capacity cha llenges is to use a 

ded icated network to secure capacity from other cooperat ive enterprises. Among these the 

combined effect of a strong democratic mandate and effecti ve leaders guided by this mandate is 

at the core of success. The managerial behaviour and business strategies employed in a 

cooperative context should be guided by the democratically attained collective focus of the 

organization. This means that the members driving business decisions must also fully understand 

the principles on which cooperatives are built, as well as be capable of making collective 

decisions for the good of the whole (UN -DES A, 20 II) . Besides, the need for capacity building 

of the leaders is required to properly manage better achievement the Consumer coop as well. 

Lack of Sense of Ownership by Members 

Members' attitudes towards their cooperatives have a significant impact on their 

cooperative participation behavioral intentions. The study indicates (as shown in the Table 26) 

regarding lack of sense of ownership by members (41.0 %) of the respondents were neutral. 

Therefore, the result indicates that the majority of the respondents were neutral on thi s point. 

May be these respondents have not adequate information on thi s issue or do not want take side 

to agree or disagree on thi s question. However, if the number of those who agreed and strongl y 

agreed taken together they are greater in number than those who were neutral. Inadequate 

participation by members is one of the key challenges. Members ' participation in annual 
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planning process, controlling executive's performance, and their participation in the cooperatives 

business areas is ve ry limited. The attitudes people hold towards an organization could, and do 

influence their behavior towards that organization. Ceteri s paribus, the more positive attitude 

one holds towards an organization, the more likelihood it is that the person will patronize or use 

a service from it, according to Fishbein and Ajzen (J97S).As democratic organizations, 

cooperatives rel y on members' patronization for the realization of their di stinctive character. 

Hake lius (1996) notes that a vital part of an y cooperative organization is its members, and their 

active participation in, and loyalty to the cooperative are integral for its success. If members' 

participation is limited to economic support on ly, a cooperative will be no different than any of 

the other business units. 

However, the issues of how members' attitudes influence their participation behaviors, 

the broader issues of whether or not the public understands the nature of cooperatives, and why 

people stop being members of cooperatives or intend (0 continue being members of cooperatives 

have not been adequate ly dealt with. The attitude people hold towards their cooperatives is 

imagined to affect their patronization behavior, which is vital for the success of cooperatives. 

Inadequate Salesman 

Skilled salesmen who could treat the customers professionally are required in any 

business organizations. In thi s study as shown (in the Table 28) for the question asked to know , 

if there was inadequate salespersons, the majority (36.8 %) of the respondents belief that there 

was Inadequate salesman in the study area. As salesmen have direct access to cllstomers the 

consumer coop needs skilled salesmen who could gather feedbacks, attract and sati sfy 

customer's expectations and brining the effectiveness of consumer coop. 
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Lack of Convenient Distribution Centre 

II is important to have convenient distribution center to manage goods accordingly. 

However, as shown (i n the Table 29), lack of convenient di stribution center, the majority or 

(32.5 %) of the respondents agreed thatthere was lack of convenient distribution center in the 

study area. Insufficient number of and poor management of storage fac ilities wou ld affect the 

total handling of goods and services. So the c-coop needs to pay due attention to establi sh 

adequate distribution center to make convenient to its customers services. 

Overall Performance of Consumer Cooperative 

Respondents' were asked about overall Performance of their Consumer cooperative. As 

shown in figure I, the majority (40 .1 7 % ) of them undec ieded. Whereas , the nex t big percent 

(29.06%) of respondent were unsatisfied. According to the result of thi s study the majority of 

the respondaents were not decided . However, if we take the next big number it showed the 

respondents were unsatisfied wi th overall performance of consumer cooperative. For those who 

were undecided it was possible to say they may not have adequate information on over all 

performances of the consumer coop or unable to take side and want to the mid point. On the 

other hand the next lare number of respondents were unsatisfird with overall performances the c­

coop.Thus, indicates the con-coop in the study area should work hard to filfill the expectations of 

its users by accomplishing its intended goals based on the principles of cooperatives as a whole 

in the objective reality of the country.The idea of trying to characterize a whole organization as 

totally effecti ve or ineffective is problematic. [n any organization there may be parts of the 

organizati on that function we ll and suggest effecti veness while other aspects of that same 

organization perform poorly. Robbins (1983) with regard to measuring organizationa l 
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effectiveness different writers use various approaches such as Human Relations Model , Open 

Systems Model , Internal Process Model and Rational Goal Model , whether the organization is 

effective or not. Each model has its own indicators depending on the situation of the research 

nature that to be conducted. 

Adequacy of Consumer Goods 

Adequate suppl y of consumable goods is one of the services provided by cooperatives to 

their members and non-members mainly to ensure the availability of goods such as sugar, edible 

oil , and detergents locally in a timesaving and cost effective manner. For the question asked 

concerning adequacy of consumer goods they provide to the community, As shown (in figure2) 

the majority of respondents ( 32.48 %) were unsatisfied, Therefore, the result the study 

indicates that the majority of the respond ants were not satisfied with the adequecy of consumer 

goods that consumer cooperative supply to the users. So the management the c-coop are required 

to provide adequate supply of consumer goods for their customers as much as possible. 

Fairness of Price of Goods 

In consumer cooperatives, the first and main aim is to satisfy members that should be 

considered in pricing followed by achieving the profit, sale increase, more share in the market, 

survival and development of the company (Mostaan, 2005). As shown in fi gure 3 of thi s study , 

for the question asked about fairness of price of goods and services majority of respondents 

(33 .33 % undecided ) and the next big numbers were both the sati sfied and unsati sfed equally 

(29.06% ) each. As a result indicates the majority of the respondents were not decided. 

However, when we compare those who hihly unsatisfied and higly satisfied the rate of highl y 
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unsati sfi ed was realat ively high . So, if the number of respondents unsati sfied together with 

highly unsatisfi ed the rate wo uld be taken as higher than those who rate undecided or sati sfied 

and uhighl y satisfied. Generally. fairness of price of goods and services of consumer cooperati ve 

may be taken as less fairness by the majority of the respondents. Price and other costs of service 

sector show the management of various costs endured by customers in achieving the advantages 

from generati ng the services (Mostaani , 2005). 

Quality of Goods and Services 

Quality means: Total and continuous sati sfaction while using a product/service. Such a 

holi sti c concept for quality is universall y accepted that benefits the customer since he/she is the 

focus of attention by everyone in the design/manufacture/sa le/ di stribution chain . Quality means 

safe, reliable, long lasting, and economical to the customer to use it till it lasts, meets 

Specifications, Standards, fit for use and meets or exceeds total customer sati sfaction 

As shown (in figure 4) thi s paper the majority (43 .59%) of the respondents were unsati sfied with 

quality of goods and services in the study area. Therefore, the result of thi s study indicated the 

majority of respondents of the study area were not sati sfi ed with quality of goods and services. 

The task and role of this component of marketing is to balance service demand and supply 

(Ebrahimi and et el., 2005). By improving the procedure of providing services to customers, 

cooperatives can pave the ground for consumers' convenience which leads into repurchase and, 

finally, sale increase. 
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Appropriateness of Physical Location of Shops 

Location dec isions are not any task due to the large number of factors that to have 

considered , and costs associated with , for example, the opening of new stores, can be very high , 

Site selection is therefore a long term decisions that implies long term capital commitment. Once 

a retail site has been chosen, there is only 1it1le flexi bi lity, because thi s decision usuall y cannot 

be changed easi ly without high losses. Because of its fixed nature, location cannot be changed in 

the short term ,As shown in fi gure 5 with regard to appropriateness of physical location of shops 

and accessibility the majority of32.48% of the respondents were undecided, 30.77% unsatisfied 

and 4.84% highly unsatisfied. However, 27.35% satisfied 2.56% highly satisfied. So the result 

indicates that the majority were in midpoint or undecided about an appropriateness of physical 

location of shops and accessibility to users. May be getting places to establish new retail shops 

are not an easy task because of master plan of the city. Besides, financial scarcity could also be 

another factor. 

Member's Strong Participation 

As Indicated (in figure 6) of this research findings , for question asked to know if there 

was member' s strong participation in consumer coop in the study area, the majority (33.33%) of 

them responded unsati sfied. So, the result shows there was no members strong participation in 

consumer cooperati ve activities. The importance of member commitment, sati sfaction, trust and 

participation in their cooperative has been extensively studied as is ev idenced in these cited 

studies. However, the issues of how members' attitudes influence their participation behaviours, 

the broader issues of whether or not the public understands the nature of cooperatives, and why 

people SlOp being members of cooperatives or intend to continue being members of cooperatives 
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have not been adequatel y dealt with. Members' attitudes towards their cooperati ves have a 

significant impact on their cooperati ve participation behav ioral intentions. The attitudes people 

hold towards an organizat ion could, and do influence thei r behavior towards that organ ization. 

Ceteris paribus, the more positive attitude one holds towards an organization, the more 

likel ihood it is that the person will patronize or use a service from it, accord ing to Fishbein and 

Ajzen (1975). 

Treatment of Consumers 

Firms are responsible for making sure customers are treated fairly .AII firms must be able 

to show cons istently that fai r treatment of customers is at the heart of their business model. 

Consumers can be confident they are dealing with firms where the fa ir treatment of customers is 

central to the corporate culture. Above all , customers expect services and products that meet their 

needs from firms they trust. As ind icated (i n fi gure 7) in th is study, concern ing thetreatment of 

consumers. Of which 41,03 % was responded sati sfi ed , A firm must pay due regard to the 

interests of its customers and treat them fairly . However, the second big percent of the respondent 

(35 .90 %) were unsatisfied. The result of the study shows that the majority of the respondent was 

satisfied with the treatment of consumers. As treatment is first impress ion whether the goods and 

services are available or not the word of mouth (treatment) has a role to play in client 's 

sati sfaction. Thi s should be encouraged for further services to users. 

Commitment of Cooperative Leaders 

Commitments of c-coop leaders are dec isive in order to achieve the objectives of an 

organization. However, as seen (i n figure 8) with regard to commitment of cooperati ve leaders 
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45 .30% responded unsati s fi ed. Whereas 28.21 % of the respondents were responded as satisfied 

with the commitment. Hence, the result of thi s study indicates that the commitment of 

cooperati ve leaders at the study area were unsati s fi ed according to the majority of the 

respondents. Therefore, the result of thi s study indicates lack of commitment of leaders in the 

study area. So capacity building of the leaders are required to make them committed to their jobs 

as the leader of the organization to achieve the goa ls of the consumer coop. 

Timely Supply of Basic Goods and Services 

In order to meet the needs of the client ' s timely supply of goods and services are so 

important. However, as noted (in figure 9) the majority (36.75%) of respondents were 

unsati sfi ed with timely suppl y of basic goods and services by consumer cooperati ve of the study 

area. It is clear that if clients are not provided with what they want on time they will not be 

happy or not sati sfi ed. So, the management of consumer coop of the study area needs to work 

hard for timely supply of basic goods and serv ices for their clients. Ifnot the expectations of the 

cl ients could not meet. 

Consistency of Supply of Essential Goods/Commodities 

Consistency of suppl y of essential goods/commodities are important for any organization 

to meet the expectations of their consumers, Hence, as far as consistency of suppl y of essential 

goods/commodities are concerned as noted (in fi gure 10) 46.15% of the respondents responded 

unsati sfied . Therefo re, the result indicates that the majority of the respondents were unsatisfied 

with consistency of supply of essential goods/commodities by consumer cooperative of the study 

area. Therefore, this problem affects the effectiveness of the c-coop with regard to its clients, So 
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the management of the c-coop need to get rid of such kind short comings by working hard to 

achieve its objectives,. 

Increase Number of Members 

Have large number members are useful in order to strengths the c-coop in terms of 

human resources and income. As shown (in figure 12) for the question asked to know if the 

number of consumer coop members were increased adequatel y, the majority (35.90%) of the 

respondents disagreed. Hence, the result of thi s study showed that the majority of the 

respondent ' s belief that the number of members consumer coop were not increased as expected. 

So, this could be due to lack of promotion of the coop objectives. Also, due to lack of intrinsic 

motivation of the existing members who could attract outsiders to join the coop. 

Income Generating 

Although, the main purpose of coop's is not making huge profit as such but running cost 

for mutual benefit of its members are required. Also other sources to generate more income are 

essential for its existence besides member 's financial contributions. As indicated (in figure 13 ) 

of this study for question asked concerning generating income 35.04% of the respondents were 

neutral While, 29.9 1 % of them were agreed. Therefore, the majority of the respondents were 

neutral unable to take side to agree or disagree. However, the next big number of respondent' s 

belief there was income generating means. Procedure management ensures availability and 

sustainable/proper quality of services .. Cooperatives also tend to invest their profits in improvi ng 

services to members and promoting the well-being of their communities 
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Correlation Analysis 

For the purpose of thi s study (as shown in table 30)below, Effectiveness of consumer 

coop (as dependent variable) and some Indicators (as independent variab les)were identified 

among others to measure the corre lation analysis that indicates the result of the effecti veness of 

Consumer cooperative and sati sfaction of Clients in Woreda I, Kirkos Sub- City, and Addis 

Ababa. Hence to see the in fl uence of these indicators on the effecti veness of Consumer coop 

Pearson correlation coefficient was applied. 

Table 30.The Pearson Correlation between Effectiveness of Consumer Cooperative 

Indicators Effectiveness of consumer cooperative 

Pearson correlation Sig. (2-tailed) 

Providing job opportunity I " .000 

Sharing profit .481 * * .000 

Product service quality .IOS" .000 

Accessibility .339** .000 

Fairness of service .194* * .036 

Reasonable price of goods .125** . 179 

Government support in organizing coop .376** .000 

Promotion .072** .441 

Adequacy of consumer goods -.130** .16 1 

Quality of goods and services -.OS2** .3SI 

Timely suppl y of basic goods and services -. 115* * .2 15 

Fairness of prices of goods and services -.078** .406 

Sources: FIeld Survey.20 16 
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As noted in the Table 30 the correlation analysis indicates that eight positive significant 

relations and four negative or inverse relations were observed. These are providing job 

0ppOJ1unity (r= l , p<.OO I), Sharing profit(r=.481 , p<.OO I ), Product service quality (r=.1 08, 

p<.OO I), Accessibility (r=.339, p<.OO I), Fa irness of service (r=.194, p> .OO I), Reasonable price 

of goods (r=. 125, p>OO I , Government support in organi zi ng coop (r=.376, p<. OO I), Promotion 

(r= .072, p>. OO I) as positive relations. However, the study shows that the following had negati ve 

relati ons; Adeq uacy of consumer goods. (r=-.130, p> .OO I), Quality of goods and services (r=­

.082, p> .OO I), T imely suppl y of bas ic goods and serv ices (r=- .115, p> .OO I), Fairness of goods 

and services (1'=-.078, p>.OO I). The Pearson correlation coefficient is used to measure the 

strength of the linear assoc iati on between vari ables, where the value r = 1 means a perfect 

positive correlation and the value r=-I a perfect negat ive corre lati on. Correlation is an effect size 

and so we can verba ll y describe the strength of the correlation using the guide that Evans (1996) 

suggests for the abso lute value of r: 

Summary of the Findings 

To summarize what has been said so far. The study was aimed at assessi ng attitudes and 

beliefs about cooperative. It contained questions on respondents' beliefs, outcome evaluations 

and intention items along with questions measuring the understanding of the acti viti es of 

Consumer cooperati ve. The procedures employed to obtain the beliefs and beliefs eva luations are 

used to develop the model to measure respondents' att itude towards consumer cooperative 

performance or effect iveness. 
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Cooperati ves ex ist to address citizens' needs by providing goods and services such as: 

helping supplies, providing communities with retail goods, as well as providing communiti es 

with utilities. They are also used as tools in addressing a broad range of socio economic 

pressures, such as unemployment, yo uth employment. Howeve r, the following points are some 

of Institutional problem based on the findings of thi s research. This study has found out that 

unfair market situation affects the wellbeing of lower income people. Not the market alone but 

al so the cooperative in the study area was unable to provide basic goods adequately, timely and 

consistently. Moreover, in terms of quality and prices still many respondents were not sati sfied. 

Besides, lack of the auto nom y of the cooperative and the interference of local administration 

were al so seen as challenges. Also, consumer cooperative has been facing lot of constraints such 

as adequacy of suppl y, inadequate salesman, poor management and other issues . These situations 

have affected the effectiveness of cooperative. In addition , in the findings of this research poor 

governance and management was a problem .. 

o Limited effort to strengthen the existing weak soc ial deve lopment institutions so as to 

enable them to address destitute in the study area. 

o Lack of qualified personnel due to mainly absence of career deve lopment and capacity 

development program mainly in consumer coop. 

o Absence of developing prioritized and selected strategic intervention areas to achieve 

defined objectives, 

o Limited efforts made to strengthen community participation 
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Chapter Six: Conclusions, Implications and Recommendations 

Thi s chapter presents the most important conc lusions of the study, its implications and 

followed by li st of recommendations for action and further research. 

6.1. Conclusions 

Analys is from the survey indicates consumer cooperative in the study area are familiar 

with, and understand the concepts of cooperati ves . Results of the anal ys is also show a population 

that has a general positi ve att itude towards and yet unsatisfied with their cooperati ves as it is 

reflected in assessing the effectiveness of their cooperative as good. Member commitment to 

their cooperatives is not high . Although the majority of respondents rated the treatment 

consumer coop showed to their clients positively which should be good news to the cooperative 

movement, there are still issues of concern about overall performance of their coop. These 

include the inability of management to include members in the deci sion making process issues 

of, quality goods and services, timely supply of basic goods. Also there is the need to address the 

issues member training and the provision of a forum for the discussion of their problems with 

management. The lack of parti cipation by the youth is an issue that needs addressing because the 

long term survival of cooperati ves will depend on these potential members. Areas for future 

research could include an in depth ana lysis of why the youth find it unattractive to patronize 

cooperatives, what de-motivates people in cooperatives, and how cooperative management could 

bring members in the decision making process. When governments are too invo lved in centrall y 

planning cooperatives and providing deep subsidization, the long-term sustainability and 

effecti veness of cooperati ves is compromi sed. 
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6.2. Implications of the Study for Social Work Education 

The study has various implications for social work in general and for organi zational 

change, communi ty based interventions and the beneficiaries of such interventions in particu lar. 

Hence, the importance of cooperati ves for social and economic development has been 

recognized by the government of Eth iopia. As a result, the Government has been committed to 

the promotion of cooperati ve development through its cooperati ve support institutions. These 

efforts have seen a steady increase in the number of cooperatives in the country in the recent 

years. However, the level of support has been inadequate as demonstrated by the effort to 

increase the number of primary cooperati ves without giving due attention to improving their 

functiona lity. 

The time requ ires a new mind set, quality leadership, modern cooperat ive management 

and modern financial management techniqucs in order to ensure cooperati ves are sustainable and 

able to meet their multi ple objectives. All stakeholders in cooperati ve deve lopment in the 

country should not only focus on increasing the number of cooperati ves, but should al so give due 

attention to enhancing cooperati ve functionality. Coordination among stakeholders invol ved in 

cooperative promotion is necessary. The cooperat ive movement has been facing criti cal shortage 

of skilled human resources. The instituti ons supporting cooperatives in the country suffer from 

frequent structural changes. Th is affects the performance of cooperati ves and the data 

management system. Overcoming these problems will enhance the role of cooperatives in 

economic and social development. 

Social workers should conduct research on the cause, scope and magnitude of consumer 

cooperati ves problems and distingui sh the major gaps o f current services, identi fy target groups 
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and prioritize action accordingly. At macro level , social workers should innuence policy makers 

and legislatures to enact laws, social policy gu idelines that have direct impact on client's 

unsat isfied interventions to the benefit of the community in general and clients usi ng the services 

of consumer cooperatives in particular. Social workers also work together with governmental , 

nongovernmental and community based organizations in provision of services to Cooperative 

Agency in the comprehensive manner. Since the facilities focus considerably more attention on 

extinguishing undesirable behavioral patterns and protecting communities from further 

exploitation by inappropriate high profit oriented business people the soc ial works expected to 

employ a variety of sk ill s and assessment strategies. To protect the rights of consumers from 

unfair market exploitation the interventions by soc ial workers to address the problem is required. 

Social workers should take actions to promote the wellbeing of low income consumers at least to 

obtain the basic goods and services with reasonable prices, to ensure that their ri ghts are 

respected and to make celtain that their basic needs are met. Social workers should also take 

measures to organize the community in the form of cooperative to get rid of unfair market 

situations. Hence, conducting research on such issue can help to the awareness and address the 

problem appropriately. There are a number of issues that need to be studied towards alleviating 

the specific challenges and its consequences. These student research findings are important 

foundation for further research and investigation of interested individuals. The study has found 

out that unfair market situation affects the wellbeing of lower income people. 

According to these findings the cooperati ve in the study area was unable to provide basic 

goods adequately, timely and consistently. Moreover, in terms of quality and prices still many 

respondents were not sat isfied. In addition, lack of the autonom y of the cooperative and the 

interference of local administration were also seen as challenges. FUl1hermore, in the findin gs of 

96 



THE EFFECTIVENESS OF CONSUMER COOP ... 

this research poor governance and management also noted. Therefore, the work shou ld mobil ize 

every concerned body if a rea l and concrete change has to come. It needs urgent so lutions by 

impressive the essent ial and possible act ions. Eth iopia has ratifi ed a number of international 

conventions human right and adopted di fferent policies aimed at protecting the fundamenta l 

ri ghts for of all, the implementation of these policies and programs have not gained full attent ion. 

Therefore , strategies should be deve loped to tap the avai lable local resources so as to utili ze them 

in priority areas that need immediate response. It is important to design different programs and 

strategies in line with the policies and follow the proper implementation. Full awareness and 

consensus need to be reached on the policies and laws available in the area of Consumers ri ght. 

Apart fro m the ex isting policies, policy makers need to give due consideration to identify new 

areas that need to be addressed and design conducive legal and policy environment towards the 

specific adverse problems of consumers who are unable to afford un fair prices. In add ition, it 

requires the government commitment to increase access to resources in promoting the well being 

consumers. The finding of the study indicated that there is a need for awareness creation 

program. 

6.3. Recommendations 

To further enhance the role of Consumer cooperat ives the fo llowing recommendations 

are made: 

• Continued capacity building work is needed, particularly through training. Material and 

technical supports are also necessary to put the cooperatives on a promising growth path. 
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• Primary cooperatives are usuall y managed by cooperative management committees that 

lack modern cooperative management skills . It is, therefore , important to build the 

capacity of primary cooperative management committees and their staff. 

• Awareness creation for policy makers and officers of government cooperative institutions 

at different levels should be given emphasis so as to effectively promote and develop 

cooperatives. 

• Improve entrepreneurship ski ll and knowledge of cooperatives executives and 

employees; 

• Continuous assessment of the challenges and problems affecting the performance of 

cooperatives and device timely so lutions to enhance their role in Ethiopian economy; 

• Develop short and long-term strategic plans for cooperatives and strengthen monitoring 

and eva luation practices of their performances; and continuing to improve the auditing 

system, including bui lding the capacity of the auditors. 

• Attaining an autonomous but co llaborati ve relationship wi th government is also a pivotal 

e lement of cooperative success. 

• An effective balance of policy/regulatory support and independent control is necessary. 

Though self-reli ance and autonomy are important to cooperative success, effective 

policies, laws and regulations need to be in place so as to stimulate cooperative 

development and enable a competitive and effective business approach and market 

strategy. 
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Appendix II 

Addis Ababa University Graduate Program 

Collage of Social Science 

School of Social Work 

Dear Respondents. Please I would like to inform yo u that the Purpose of this questionnaire is 

only for academic research in partial fulfillment of Master of Arts Degree. The title of the 

research is" Assessment of an effectiveness of Consumer Cooperatives: The case of 

woreda I Consumer cooperatives at kirkos Sub-city in Addis Ababa. These Questionnaire is to 

be filled Clients of Consumer's Cooperatives and staff concerned with cooperatives. 

-Please use(" )mark 

.Personal Information 

I. Gender A.Male D B.Female D 

2. AgeA.20 andunderB. 21- 30 D C. 31- 4(:] 

D. 41- 50 D E. 51 and above D 

3. Marriage status A. Unmarried D B. Married 

C. Divorced-.O D. Widow/er D 

D 

D 

4. Educational status- A.I-6 D B.From 7-8 

D Predatory D E. Diploma D 

D C.From 9-10 D 

F. B.A degree and above D 

5. For how long have yo u been Consum er's cooperatives user?---------
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I. Strongly Agree =SAgree=4 Neutra l=3Disagree=2 Strongly disagree=l 

I Benefits that consumer Stro ngly Ag ree Neutral Disagree Strongly 
cooperatives provide for their Ag ree d isagree 
members (5) (4) (3) (2) ( \ ) 

Pertaining economic benefit 

1.1 • Providing job opportunity 
1. 2 • There is Payment of the 

d ividend to the members 
B Pertaining to social responsibili ty 

1.3 • Participation or exposure to 

business knowledge 
1.4 • Strengthening relationsh ips 

and collaboration among 

residences 
1. 5 • Serv ing as forum for 

di scussing common 

development agendas 
1.6. • Seek ing co llective action to 

address scarc ity of consumer 

items 
1.7 . • Addressing the need s of 

destitute poor in the area 
2 Factors facilitate or constrain onthe Strongly Agree Agree Neutral Disagree S trongly 

operat ion of Consumer cooperatives (5) (4) (3) (2) disagree 
(I) 

Factors facilitate 
There is : 

2. ) • Productlservice quality, 

2.2 • Accessibi lity, 

2.3 • Infrastructure fac ility 

2.4 • Fairness of services 

2.5 • Reasonable price of goods 

2.6 • Public attitude toward s Ihe 

services seem positive 

2.7 • Neutrali ty of loca l 
adm inistrat ion 
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2.8 • Government support in 
organizing coop 

Strongly Agree Neutral Disagree Strongly 
Agree disagree 
(5) (4) (3) (2) (I) 

Factors Constrains 
There is: 

2.9 • Absence of clear vision and goal 

2.10 • Corruption and lack of good 
governance 

2. 11 • lack of fin ancial resources 

2. 12 • lack of transparency and 

accountability to its constituency 

2. 13 • Capacity constraint of the 

leaders 

2. 14 • lack of sense of ownership by 

members 

2. 15 • lack of in stitutional autonomy 

2. 16 • Inadequate sa lesman 

2. • Lack of convenient 
17 di stributi on centre 

Hi.hl unsatisfied = I Unsatisfied =2 Undecided=3 Satisfied= 4 Hi.hlv=5 
3 Consumers' satisfaction on the High ly Unsatisfied Undecided Satisfied Highly 

services of consumer unsatisfied unsatisfied 

cooperatives 
t 2 3 4 5 

How do you rate your satisfaction 
about consumer cooperatives in 
your kebele pertaining to: 

3. 1 • Their overall perfonnances 
3.2 • adequacy of consumer goods 

they provide to the communitv 
3.3 • quali ty of goods and services 
3.4 • timely supply of basic goods 

and services 
3.5 • treatment of customers or 

service users 
3.6 • Fai rness of prices of goods and 

services 
3.7 • Consistency of supply of 

essential goods/comm odit ies 
3.8 • Appropriateness of phys ical 

location of the shops/ 
accessib il ity 
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3.9. • Commitment of cooperative 
leaders 

3.10 • Members strong participation 

4. Achieving their objectives 

Generally the objecti ve of any cooperati ve can be: 

4. 1 

42 

4.3 

44 

• To improve the market condition for the improvement of member's income. 
• Provision of improved social services 

Strongly Agree Neutral Disagree Strongly 
Agree disagree 
(5) (4) (31 (2) (I) 

• Consumer's cooperati ve was 
effective in achi ev ing 
objectives 

• Adequate promotion work has 
done to make known to the 
public 

• Adequate work has done to 
Increase the number of 
members 

• S uffic ient work has done to 
generate additi ona l IIlcome 

5. What should be done in the future? 
5. 1. What are your recommendations for the effecti veness of Consumer' s 
Coopera ti ves in fu ture ? ------------ ---------------------------------------- -----------------

5.2. What measures should be taken to improve the Consumer's Cooperatives in 
order to give better serv ices to the community in the future 7--------------------------
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Appendix III Interview Questionnaire In Amharic 

~o"!Jh '1'<;0)' ooG)',' ho0!i~!irr n&.+ lIo'''IojCj: u·nd P't'r Gjunt'r·)· ;>~ &.9':F : /"hIiTCon:C,· 1Pt'r·f1·:I: ;JC Iit\llrn -"'~.e 

IF).;!' IIUjillip ~1·.e.G7 -"'II aorn~ip : 

1. IiMl'nd P't'r "junc 9' Ilrn.p~.e u' ),,T IU"IC"\ .ef~lr? 

2. nUjun.;. 1'1:\9'0)' U~&'io} n.i"lt,·,,\? 

J. 9°'} 'r"I~C MhC,·illi· iill' ? 

4. hlPt'r1"fF ;JC rOU.~C'H· (])o.e.e ')' n~lil~' ~IL iill' ? 

5. IIlPt" r9'f ~9".~C7")· ~Ujn G;J-;7' 0 01'/,''-1: M · ? ~ II ' n.rnip()'11 "\ ? 

6. 1\9"1 9"') Il.ei·)· 'I" pUj 'I' ip9" 0jll7<:' '''IM'"- M ? 

7. 1I 'I't,· ~P't'r 1l6.~)\9" ~UjnG;!'iI' P'Co,o} 9"h')!" )' .e1f<;1:\? 

8. g.ln9':7'~:1F1 n.nn IIUjM·C,·7.~· 9Dllil:\°} .ern 't'''jll· ? 

Appendix IV 

Interview questions for consumer coop staffs. Managers and supervisors 

I. Could you bri efly tell me about your coop organization? 

2. What is your position within the coop? 

3. What duties do you carry out? 

4 . How often do you have general meetings with the employees? 

5. Are there moti vational too ls in your coop? If yes, please mention 

6. What is the benefit packages offered to the employees? 

7. How do you identify work motivation as a fac tor fo r high perfo rmance? 

8. What are your strategies and methods that use to handle your customers? 
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Source: Addis Ababa City Administration, integrated land information center 

116 


	MX-M464N_20190227_162433
	MX-M464N_20190227_162451
	MX-M464N_20190227_162520
	MX-M464N_20190227_162541
	MX-M464N_20190227_162605
	MX-M464N_20190227_162622
	MX-M464N_20190227_162735

