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ABSTRACT 


Today's businesses have become extremely complex and demanding owing to the interplay of 
 consumers, competition and convergence. Although this may have thrown open a plethora of 
 opportunities for all, in the form of variety and choice, it has at the same time added the highest 
 degree of uncertainty and unpredictability to business processes. To combat these risks and 
 challenges, organizations round the globe are re-organizing and streamlining their supply 
 chains. 


Indian organizations are no exception to this. External environmental conditions for Indian 
 organizations have changed dramatically over the last 20 years, due to increased foreign and 
 domestic competition and increased quality awareness of customers. To succeed today and to 
 pave the way for a better future, Indian manufacturers need to create strong linkages with their 
 business partners using the concept of supply chain management. They need to understand that 
 differentiation strategy lies not only in cost optimisations but also the way the services are 
 delivered. Despite these efforts, service quality improvement continues to be an illusive goal. 


Organizations feel that monitoring and management of activities such as purchasing, design, 
 production, marketing and extending to suppliers and distributors etc. is quite complex and key 
 for success. More and more Indian organizations today are realizing the importance of 
 developing and implementing a comprehensive supply chain differentiation strategy and then 
 linking this strategy to the overall business goals. 


Service quality management can be seen as a differentiation strategy for supply chain. While 
 there have been studies examining service quality for different service sector encounters; 


studies in manufacturing with supply chain focus are very few. In the manufacturing context 
 the service quality management tends to pose some difficulties as service provider and 
 customer are physically separate and services are directed at combination of 'things' and 


`people' both. In such a scenario, understanding service quality in manufacturing scenario 
 gains importance. In this context, the present work can be viewed as a step to further enhance 
 the understanding of the subject in manufacturing context. This work addresses following 
 broad issues related to service quality management in manufacturing context with supply chain 
 focus: 


•  relating to supplier (service quality assessment and linkage with supplier satisfaction 
 and loyalty). 


•  relating to organization (service quality assessment and linkage with employee 
 satisfaction and loyalty). 


•  relating to distributor (service quality assessment and linkage with distributor 
satisfaction and loyalty). 



(6)•  Assessment of performance measures for Indian manufacturing organizations 
 (Supplier, Organization, Distributor, and Overall business performance). 


•  Assessing linkages of supplier, organization and distributor service quality with 
 performance. 


Extant marketing literature is replete with service quality applications for different service 
 encounters. Drawing from interdisciplinary literature, a validated methodology is provided for 
 measurement and modelling of service quality in manufacturing sector with supply chain focus 
 in Indian business environments. 


Methodology addressing the broad service quality issues comprises of several validated steps. 


These include extensive review of literature, exploratory interviews, development of survey 
 instrument, pilot testing, refining, and collection of data from executives of Indian 
 manufacturing organizations. This was followed by series of procedures (assessment of 
 reliability, exploratory factor analysis, confirmatory factor analysis, correlations and 
 regressions) for data analysis. Validity of the analysis results is accredited through content, 
 construct and nomological validity tests. Further, linkages of service quality with satisfaction, 
 loyalty and performance are modelled and tested using structural equation modelling approach. 


Significant findings of the study include validated methodology and structures to measure 
 supplier, organization and distributor service quality. For example, a 7 factors structures, 
 namely service reliability, credibility, service competence, intra-organizational 
 communication, service flexibility, financial trust and pleasant environment is proposed for 
 measurement of supplier service quality. Validated set of performance measures including 
 supplier, organization and distributor performance along with measures for overall business 
 performance are proposed. The study also revealed positive linkages of service quality with 
 satisfaction and loyalty. Service quality and over all business performance also have found to 
 be positive linkages. Based on aggregation of service quality at different sections of supplier 
 chain, a methodology is also suggested for computing supply chain service quality index. 


This research has significant practical implications. On one side the relations of supplier, 
 employee and distributor service quality with satisfaction and loyalty provide a direction 
 towards achieving for better coordination and improving effectiveness, and on the other side 
 positive linkages with performance provide directions for efficiency improvements. This 
 research offers managers with a practical framework for service quality improvement that 
 measures service quality, suggests the ways to achieve customer satisfaction, and focuses on 
 sustained growth and differentiation strategy for supply chain. 


Key words: service quality, supply chain, satisfaction, loyalty, performance measures, SEM 
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