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ABSTRACT 

Supply Chain Management (SCM) has opened up a new vista in the business scenario 

of almost all industries. Owing to the interplay of globalization and privatization, 

service sector witnessed an unprecedented growth in and around the world. However, 

there is plethora of opportunities for business development and variety of choices for 

customers. On the contrary, there are extremes of uncertainty and unpredictability to 

business processes. This has emphasized on the pursuit of performance measurement 

as an essential strategy towards competitiveness. 

In the present situation, industrialists are viewing SCM as a well proven strategy. 

There occurred dramatic developments in service sector over the last 20 years and 

currently service sectors are superseding the product sectors. It has been observed that 

SCM practices have not explored well in service sectors. More and more of the Indian 

organizations are now a days realizing the importance of developing a strong supply 

chain and linking their business goals towards the supply chain goals. Currently, 

service providers are forced to redirect their focus from profit maximization to 

customer satisfaction and retention. The roaring waves of competition are driving 

them not only to improve their technical features, but also to assure that the services 

are delivered to the customer and the internal processes are carried out within their 

organization. This necessitates the adoption of an appropriate performance 

measurement system. 

Performance measurement is a systematic attempt to learn how responsive an 

organization is. Measuring performance offers an effective method of determining 

whether or not an organization is meeting goals and achieving its mission. The 

performance measures in a service supply chain should be encouraged to enable 

negotiation between finance, sales, design, development and delivery. 

A good performance measurement system (i) enhances decision making (ii) improves 

internal accountability and (iii) supports strategic planning and goal settings. This 

study tries to examine various performance measurement aspects of service supply 

chain. 

iv 



The scope of the study was confined to select Indian service providers. It was 

carried out in five phases starting with scoping exercise through literature review. 

The other phases are explained below. For the current study, some service sectors 

were selected and data was collected from the executives of the organization. The 

following five phases were pursued. 

1. A structured questionnaire was developed, followed by a series of procedures 

(Assessment of reliability, factor analysis, correlation and regression) for data 

analysis. 107 service sectors were covered in the survey. In this regard, service 

supply chain practices were studied and some hypotheses were formulated and 
tested. 

2. SWOT-AHP hybridized analysis has been pursued to pinpoint the significant 

parts of Strengths, Weaknesses, Opportunities and Threats. 

3. System modelling was done for enablers and inhibitors by the application of 

ISM, which helped to find interdependency among variables which has been 

further analyzed with driving power-dependence diagram. 

4. Multi-criteria decision making in various service supply chain using AHP and 

ANP aided to locate best quality enablers and best services of the 
organization. 

5. Flexibility of SSCM by SAP-LAP hills helped to find the change forces and 

the key result areas, which has been further analyzed with SAP-LAP index of 
Change. 

Key words: Service supply chain, SSCM practices, Performance measurement, 
Hypothesis testing, ISM, MCDM, SAP-LAP hills 
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