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Abstract- The study aims to identify the supply chain
management failure and its impact on customer service and
satisfaction, as well as indicating the role of supply chain
management in improving revenue and to analyze the
management working criteria in supply chain management
field. The main objective of this study is to reach the causes of
supply chain failure and its effect on their suppliers,
businesses, dealers and customers. Most of the studies in this
field concentrated on the general charter of the supply chain
and on identifying its essentials and technical aspects, while
the current paper describes the phase related to the
management failure of supply chain and its effect on sales
management and customer satisfaction. This study is based on
extrapolation and scrutiny of the current situation of supply
chain management failure, the analysis and assessment of its
responsiveness to the requirements of the surrounding
environment, and raising the productivity of its management
and its achievement of different purposes, primarily in
improving sales management and customer satisfaction.
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I. INTRODUCTION

Supply chain management isn't just the management
of products — it's also the management of information, time
and money. It doesn't start when you order a product from
your suppliers. You should manage your product supply when
your suppliers are providing services to their suppliers.
Customers may be measure company service performance, it's
important to ensure that you and your suppliers work together
to determine the right metrics to measure their performance.
Scheduled delivery is the most common metric that is
measured, but ensure that you and your suppliers understand
the precise definition of on-time delivery that you'll be
measuring. Generally the logistics and supply chain
management are perceived as same thing but it is slight
different. Logistics and supply chain aren't the same things.
Logistics is the management of the transportation of goods
whereas SCM includes the many other areas we're discussing
here. But logistics is a part of SCM and that means whoever
manages your supply chain will be responsible for managing
freights, shipping & courier companies, order parcel delivery
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companies (like Fedex, custom ). Now the logistics include the
on time delivery that is a very important aspect for customer
satisfaction. If you’re not shipping your customers what they
want, when they want it — you may not know about the next
time they order what they want. Because they might be
ordering it from someone else’s small business. That’s a hard
metric to capture — lost future business due to late deliveries.
Most customers won’t tell you that they’ve left you or given
some part of their overall business to one of your competitors.
It’s better that you strive for 100 percent on-time
delivery. Before we adjusted how we measure on-time
delivery, we were riding pretty high. If you round 99.7
percent, you’ll get 100 percent — so if | squinted really hard, 1
could fool myself into believing we were good at on-time
delivery. But fooling yourself isn’t one of the cornerstones of
success. What we learned is that if we knew we were going to
be late on a delivery to a customer, we would reach out to the
customer and ask if it was alright if we shipped late. If the
customer acquiesced, we would adjust our promise date to the
customer and count ourselves on-time, if we made the
adjusted date. This process masked problems.

Because we were fooling ourselves into thinking we
had achieved nearly 100 percent on-time delivery, we didn’t
realize that we had a supplier that was often late in its
deliveries to us.

Il. REVIEW OF LITERATURE

The systems thinking theory was used to support the
influence of supply chain management practices on customer
satisfaction. Systems thinking theory is a management
approach which enables the leadership to see the company as a
unified part. According to Senge, system thinking theory calls
for addressing various parts of a system from a holistic
viewpoint and not in isolation of each other. In doing so, in
tackling the problems in their entirety, the theory advocates
for greater understanding of the problems or issues at hand
through gauging patterns or the interrelationships that are at
play among various entities of a system (Rubenstein-Montano
et al., Such interrelationships or the evolving properties at
work in the whole system, Senge argues, would, however, go
missing, if and when the whole is broken into parts. This
theory is thus tailored toward systematically explicating the
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dynamics that characterize the SCM practices. For instance,
the strategic supplier partnership, postponement, customer
relationship and information sharing that are in place within
and across supply chain should be all taken into account for a
sound understanding of these practices. The primacy of taking
such an integrated approach is paramount as the lack of which
would not ensure whether all the vital components are
adequately looked into (Tsoukas, Schlange). The systems
thinking theory thus sheds insight into the efficacy of various
SCM enablers on organizational outcomes, such as customer
satisfaction.

I11. CUSTOMER SATISFACTION

Customer satisfaction may be a live of a firm’s client
base in terms of size, quality and loyalty. Client loyalty and
merchandise repurchase are as a results of client satisfaction
among the many ways in which a company will use to service
its clients are through data management and customer
collaboration (Eckert) Satisfaction in line with Eckert, refers
to the standard of the product, services, value performance
ratios additionally as concern organization meets and exceeds
the wants of the client. Organizations could determine client
satisfaction in terms of on time delivery additionally as client
specification desires. Variables like client desires, having the
product straight off and handy to satisfy the customers’
desires, marketer partnerships, that is; sharing of knowledge
relating to sales, sales forecast additionally as quantity of
inventory and information integrity that assist in owverall
inventory management (Lee & Kleiner). Satisfaction is that the
consumer’s fulfillment response. It’s a judgment that a product
or service feature, or the product of service itself, provided or
is providing an enjoyable level of consumption-related
fulfillment, together with levels of beneath or over-fulfiliment.
Attaining a high level of client satisfaction typically needs
over providing a high-quality product. Hendricks counsel that
meeting a client’s pre-purchase expectations is a very
important facet of customer satisfaction that has been
delineate within the promoting and repair operations
management literature. in line with Wallin, customers are
additional happy if the time taken to deliver their product is a
smaller amount than the time they need placed their product
order. Flexibility is preponderating in meeting the delivery
deadlines (Gunasekara) and so data sharing is needed to alter
the members of the provision chain to satisfy such that
delivery dates by the client (Ellram). A study administered by
Yin-mei, shows that effective client delivery influences client
satisfaction and repair quality. Customers are aforementioned
to be happy if their suppliers are able to meet and fulfill their
orders at intervals the specified time.
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IV. CONCEPTUAL FRAMEWORK

The present study adopted Suhong, et al’s,
framework and focused on four dimensions of supply chain
management practices; Strategic supplier partnership,
postponement, customer relationship and information sharing.
The overall objective of the study was to assess the effect of
supply chain management on customer satisfaction and
loyalty. The conceptual frameworks below depict the
relationships of the variables.

V. RESEARCH METHODOLOGY

The Importance of the provision Chain in client
Satisfaction. The client expects nice service. They’re
providing you with cash to absolutely satisfy their
expectations and it has to get a product on time and in one
piece. If a drag will arise, they need your company to possess
the transparency to point out why it occurred, and what you’re
attending to do for them to mend it. particularly withinthe
fashionable climate, wherever a client will blast your company
publically on social media, your brand’s name is additional
vulnerable to harm from preventable provide chain mistakes
than ever before. “Any provide chain is merely as sturdy as its
weakest link. a corporation will move a product from China to
the u. s., clear it through Customs, move it to a distribution
center, and fulfill it in record time. however if it doesn’t
deliver the merchandise to customers quickly enough, they're
not happy, and therefore the company’s provide chain has
unsuccessful.”— Incoming supply Magazine. Your provide
chain is way and away your simplest client service tool. It
directly dictates the 2 most significant components of client
satisfaction: worth and delivery. Having associated
economical provides chain suggests that you'll be able to beat
your competitors on retail worth and improve your gain.
Having high acting operations additionally suggests that you’ll
be able to meet or exceed your customers’ expectations on
delivery of their product. Giving your customers what need
they require} after they want it and at the most cost effective
worth is vital to keeping them happy. Effective provide chain
management permits you to try to simply that. By selecting the
correct systems, approaches, and partners at intervals your
provide chain, you’re giving your customers, be they people or
businesses, the nice service, transparency, and visibility they
crave. you have got complete management of your products’
journey from conception to delivery, implementing systems to
cut back errors and increase inventory potency. The additional
optimized your provide chain is, the higher the client
expertise, the happier they’ll be, and therefore the additional
doubtless they’ll be to create a sale from you once more. No
alternative a part of your business will compared to matching
the provision chain’s direct impact on making come back
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business. Customer Satisfaction Metrics to trace While trailing
ancient metrics that show provide chain effectiveness can
provide you with a decent plan of however well you’re
treating your customers, you wish to travel additional to
continually enhance your client satisfaction.

e How several new customers area unit coming back in
each day?

e How a lot of is each individual client value to you?

e What area unit the five most typical reasons for a client to
depart you?

e What areas of your business receive the foremost
complaints?

These metrics can enable you to uncover one among
the secrets to business growth: connecting changes in gain to
changes in client expertise and satisfaction. so as to try to to
this, you wish to integrate your analytical and accounting
systems to the purpose that you just will clearly read the
complete provide chain progression for each consumer. What
step within the lifecycle of that consumer is inflicting them to
complain most? May be a half from a selected provider
systematically failing? Is one among your distribution centers
slower than the rest? Is that the walk to blame for damaging
packages? Fixing any downside areas can keep Yyour
customers loyal and permit you to grow. Connecting all the
dots will notice the areas of your provide chain that cause the
very best levels of discontentment amongst your people, in
order that you'll be able to optimize it to boost your overall
gain.

VI. CONCLUSION

Based on the findings that consumer pride
complements client loyalty, there is want for companies to
improve the pleasant in their offerings, products and treat
clients as their number one priority so that they end up
dependable to the company and also endorse the firm’s
merchandise/offerings to others. Take a look at findings
affirmed that customer satisfaction has a giant impact on
patron loyalty. Specifically, patron pride leads to customer
retention which in flip generates a faithful customer base that's
an added gain to a firm. Findings also confirmed that facts
sharing have a high quality and vast impact on client delight.
From the examine findings, it turned into that deliver chain
control practices beautify patron satisfaction and customer
loyalty. Consequently there may be need for corporations and
warehouses to recollect growing strategic supply practices,
supply postponement programs, client relationships and data
sharing practices. Basing at the reality that patron satisfaction
complements purchaser loyalty, there's want for corporations
to enhance the great of their offerings, products and deal with
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customers as their number one priority in order that they
become unswerving to the company and also suggest the
company’s products/offerings to others.
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