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Abstract

In recent years, severol chonges in morket ploace, such os increosing
diversity ond competition, have stimuloted theory ond proctice in
supply chain monogement. The quality of services rendered olong the
supply chain would help in developing loyal customers, resulting in
enhonced business performonce. Research demonstrotes thot service
quality (SQ) hos strong linkoges with business performonce, cost
reduction, feeling of delight, trust ond loyolty omong portners ond
consequently leads to profitobility. However, the service dominonce
perspective thot estoblishes the importonce of intongible aspects such
os service ond relotionship is still to be widely embroced in the
monufocturing sector. The scholorly attention occorded to service
quality in monufocturing is still in its noscence. Agoinst this preamble,
this poper aims to bring out o toilor-made fromework to evoluote
service quality ot different dyads of the supply chain. This paper
conceptualizes the SQ as amultidimensional construct which operates
ot interfoce of supplier-monufocturer, monufocturer-employee, ond
monufocturer-distributor.

Keywords: Service Quality, Supply Choin Monagement, Smoll-
medium monufocturing enterprises

Introduction

The fierce competition of today’s marketploce is driving small-
medium monufocturing enterprises to reshope their strotegies in order
to curtail overall cost ond cut down inefficiencies. To ensure their
operational ond finonciol benefits, monufacturing enterprises ore
working closely and maintaining backward linkoges with the suppliers
ond forword linkoges with its distributors besides reolizing their
employees os the most valuoble asset (Guptoond Singh, 2015).

A supply chain is a set of facilities ond distribution options thot
functions to procure moterials, tromsform these moterials into
intermediote ond finished products, and distribute these finished
products to customers (Pormata, 2016). Supply chains do exist in oll
monufocturing units, olthough the complexity of the choin may vory
greatly from industry to industry ond firm to firm. Several scholors
have taken cognizonce of the influence of the actions of one member of
the supply chain on the profitobility of oll the others in the chain.
Therefore, there is o growing recognition of building ond nurturing
relotionships with supply chain portners for improvements in
profitability, serviceobility ond reduced costs in the supply chain
(Lombert ond Cooper, 2000).
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Despite these benefits, Indion smoll-medium monufoacturing
units ore unoble to understond the role of each member in the
supply choin ond in the entire delivery system ond find it
difficult to chonge their focus from immediate customer to
oll downstream ond upstream members in the supply chain.
By delivering the superior volue to ultimote consumers, the
choin os a whole ochieves the objective of differentiol
advontoge. This enhonces the performonce of the choin as o
whole os well as delivers results to the individuol members
ofthe choin (Mentzer et ol., 2004).

By delivering the superior volue to ultimate consumers, the
chain os a whole achieves the objective of differentiol
advontoge. This enhonces the performance of the choin as o
whole as well as delivers results to the individual members
of the chain (Prokosh, 2014). Earlier the Indion small-
medium monufocturing units were in dormont stoge
shielded by the government policies of reservation, quota
ond license etc., but due to globalization, this once
flourishing sector is focing severol chollenges. Thus, this
sector needs to adopt the best practices in all their octivities
so os to compete in the backdrop of global competitiveness.
Although, mony studies have been corried out in the
developed countries in the aspects of inter-firm linkoges,
little or no studies have been reported on studying their
supply choins in Indio. Studies on Indion SMEs are lorgely
confined to competitive priorities, monufocturing strotegies,
copacity building, ond innovation trends. However, the
service dominonce perspective (Lusch et al., 2007) thot
estoblishes the importonce of intongible ospects such os
service quality is unexplored. To remain competitive, the
need for such units is to grodually shift their totol offering os
o monufocturer from mostly tongibles to include services,
ond finally, develop into arelationship-focused offering.

Service quolity (SQ) is, “o way of thinking about how to
satisfy customers so thot they hold positive ottitude toword
the service they are receiving. Delivering quality service is
considered to be on essentiol strotegy to succeed in o
competitive business environment. Firms, which offer

Pacific Business Review International

superior services, achieve higher growth in the morket ond
increose profits (Jain et al., 2013)”. Reseoarchers suggest thot
service quolity is positively ossocioted with customer
satisfoction (Prokash et ol., 2011; Arasli et al., 2005). Studies
estoblish a positive relationship of service quolity with
customer loyalty (Goneson, 2007; Ehigie, 2006) too. Service
quality is also linked to behavioural outcomes os Word-of-
Mouth (WOM), complaint, recommending, ond switching
(Yovas etol., 2004).

Intrinsic service quolity is defined as, “how well the
monufocturing organization is working towords the
suppliers, employees ond distributors” while extrinsic
service quality is defined os, “quality of services delivered
by supplier, employees ond distributors to the
monufocturing orgomizotion”. For the purpose of this poper,
supply chain may be broken into three bosic segments of
sourcing, monufocturing ond delivery ond involves its
ossocioted flow of material/ service, funds, ond information
omong them.

To overcome the above challenges, the smoll-medium
monufocturing units need to  develop effective strotegies
ond should frome the policies and constontly review them to
meet their long-term objectives. The monogers of these units
often consider these problems independently ond develop
solutions. In reality, these issues need to be addressed ond
evoluated in the supply chain perspective.

The concept of service quolity bridges scientific ond
humonistic monogement philosophies by focusing on oreos
such os coordination, colloboration, commitment,
communicotion, trust, flexibility, dependence, joint
engineering, integrotion, ond training ond development of
employees.

Manufacturing Supply Chains

A simple monufocturing supply choin comprises three
components, i.e., the supplier, the monufocturer ond the
distributor, as shown in figure 1.

Figure 1: A simple manufacturing supply chain
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Inter-organizational
processes ?
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A monufocturing supply choin may vory in size ond
complexity, depending on the number of members ond their
linkoges. Though the monagement of service quality in o
service environment is difficult from that in monufocturing,
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both service orgonizotions os well as monufoacturing
orgomizotions needs to pay ottention to service ond how
service quality con be ochieved, controlled ond improved
(Parmoatacet ol., 2016; Prokash, 2011; Seth et ol., 2008). The
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underlined theme of the monufocturing supply choin is to
focus on process manogement, enobling copocity though the
use of ICTs ond meosure performonce, while staying
customer-centric. Consequently, monufocturing orgonizo-
tions aim to develop volue added processes which deliver
innovative, high quality, low cost products, with shorter
development cycles and greoter responsiveness in serving
the morket (Fine et ol., 2002). Though redundoncy involves
cost however, monufacturing orgonizotions build
redundoncy os it enobles flexibility ond helps on
orgonizotion to enhonce its obility to recover from
disruption. Building flexibility ocross procurement-
conversion-distribution process enobles supply choin to
build orgomic copabilities that con sense environment ond
respond quickly ond helps in moving from forecost driven

supply chains to a demond driven supply chains. The total
offering of o monufocture must evolve grodually from
mostly tongible to include services, and finally, develop into
a relotionship-focused offering. Industrial services refer to
services offered by o monufacturer to other orgonizotion ot
pre-purchase, ot-purchose ond ofter-soles service stoges or
only ofter-sale stoge (Johonsson ond Olhoger, 2004).

The focus on service quality in the monufocturing supply
choin is of recent origin and the body of knowledge is still
nascent. Here the focus is on issues related to service which
ore embedded in various processes in the monufocturing
supply chain. Amad et ol. (2008) have found thot higher
level of service quolity omong intrinsic suppliers ond
intrinsic customers lead to better extrinsic service quality os
illustrated in figure 2.

Figure 2: Service quality in a manufacturing supply chain
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Literature Review

The literature reviewed to address the research objectives ot
hond is discussed in this chopter. Three bodies of literature
viz. Service Quality ond its consequences; Supply Choin
Monogement; ond Smoll ond medium-sized enterprises hove
beenreviewed.

The Gronroos-Gummesson Quality Model (Gronroos,
1990) integrated product ond service quality perspectives
from the customer’s viewpoint. It described four sources of
quality, i.e., design, production, delivery, ond relations.
Design quality refers to how well the combination of goods
ond services are developed ond designed. Production ond
delivery quality refers to how well services ond goods ore
delivered compored to design. Relationship quality refers to
how the customer perceives quality during the service
processes.

In the same vein, Philip ond Hozlett (1997) developed a
hierarchical structure of SQ consisting of overlapping oreos
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of pivotal, core, ond peripheral attributes. By combining the
models of Rust ond Oliver (1994) and Dobholkar et ol.
(1996), Brody ond Cronin (2001) developed a hierarchicol
ond multidimensional model of perceived SQ that
comprises the primory dimensions of interaction,
environment ond outcome, eoch of which hos three sub-
dimensions. This model hos greoter explonotory power of
customer perceptions of SQ os it explains what defines
service quality perceptions, how SQ perceptions ore formed,
ond how service experience occurs. On similor lines
Fossnocht ond Koese (2006) conceptualized hiercrchical
model of service quality where quality of electronic services
falls under three dimension ond nine sub dimensions.

Choston ond Mongles (1997) suggested that core
capobilities are the main predictors for the growth of the
small firms. They observed that oreos of competency
concerned with new product development, orgonizationol
productivity, ond monogement of service quality were
extremely crucial for the growth of the smoall firms.
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Subrechmonya (2007) presented the declining trends of
SME:s in the globalization period. He hos olso highlighted
the importonce of developing inter-firm linkoges among
supply choin portners ond horizontal co-operation across the
supply choins of such firms to overcome the troditionol
barriers.

Thus, physical focilities ond processes, people’s behaviour,
their professional judgment (Haywood-Former, 1998), and
potential ond octual customer’s perception offects service
quolity (Brogowicz et al., 1990). Service quality is
perceived os volue received (Mottsson, 1992) and operates
through sequentiol elements of ontecedents, consequences
ond mediators (Dobolkar et al., 2000) ond plays o significont
role in post purchose decision moking process (Sweeney et
al., 1997). Expectations about SQ leods to disconfirmation
felt in service received (Spreng ond Mockoy, 1996).
Disconfirmation orises becouse of gops in seeker’s
perception ond provider’s expectotion, gops in service
specifications ond oactual service delivery ond gops in
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receiver’s expectation ond provider’s perception (Frost ond
Kumar, 2000).

Lu et al. (2009) confirmed three levels of the hierarchical
structure of service quolity which includes primory
dimensions of interoction, outcome, ond environment
qualities. Each primory dimension hos its sub-dimensions,
ond the sub-dimensions in their model include ottitude,
expertise, problem solving, information, equipment, design,
situation, punctuality, tongible ond valence.

Operationalization of Service Quality in Different
Sectors

Previous studies on service quoality have conceptualized
service quolity in different service industries, such os retail,
bonking, hospitolity ond heolth core. Studies done in the
supply chain context have focused on functional areos, such
os, distribution, purchosing, etc. o summary of selected
empirical studies on service quoality is presented in toble 1.

Table 1: Select list of Studies Related to Service Quality

Scholar(s)

Description of study

Context

Kettinger ond Lee (1994)

Adaption of SERVQUAL items in the
informotion system context.

IT deportment of on orgonization

Pitt et ol. (1995)

Appropriateness of SERVQUAL
instrument for measurement of IS service
quality

Finonciol, consulting ond
informotion service

Roth ond Jockson (1995)

Strategic determinonts of service quality
ond performonce

Bonking

Caruona ond Pitt (1997)

Internal service quality ond business
performance

Service industry

Bienstock et al. (1997)

Studied physical distribution service quality

Industriol purchaser

Pitt et ol., (1997)

Applicobility of gop perspective of
SERVQUAL in IS service quolity context

Finonciol, consulting ond
informoation service sector

Von Dyke et al. (1997)

Conceptual information of SERVQUAL
ond ossociated empiricol difficulties.
Service quality is context bound ond service
type dependent

conceptual

Sihna ond Bobu (1998)

Conceptualized depot service index for
measuring service quality of customer
service

FMCG componies

Kuei (1999)

Conceptuolization ond meosurement of
internol service quolity

Intra. orgomizotionaol

Maoacloron ond McGowon
(1999)

Monogement of service quality for
competitive advontage

Smoll engineering firms

Angur et al. (1999)

Used SERVQUAL to study service quality
offered by bonks

Bonking sector

Perry ond Sohal (1999) Studied quick response copability of Textile, clothing ond footweoar
Austrolion orgomizotions industry
Sinha ond Ghosal (1999) Conceptualized customer service based Steel industry
strategy for achieving strotegic competitive
odvontoge
Singh ond Deshmukh Quuality initiatives in service sector Consultoncy ond technology tronsfer
(1999)
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Jun ond Cai (2001)

Studied key determinonts if internaol
banking service quality

Bonking sector

Mentzer et ol. (2001)

Logistic service quality as o basic for
customized service to vorious customer
segment

Merchondise, textile, clothing,

electronics ond construction supplies

Stonely ond Wisner (1998,
2001, 2002)

Study of service quality in supply chain
from purchosing function perspective

Service monufocturing ond non-
profit orgonizations

Sureshchonder et al. (2002a)

Investigated the relationship between
service quality and customer satisfoction

Librory service

Sureshchonder et al. (2002b)

Conceptualization of customer satisfaction
os oo multidimensional construct

Bonking sector

Jiong et al. (2002)

Appropriateness of SERVQUAL
instrument for meosurement of IS service
quality

IS professional

Bhorati ond Berg (2003)

Direct ond indirect impoct of information
system on service quality

IS department of electric utility
firms

Sureshchonder et al. (2003)

Studied the determinonts of customer
perceived service quality

Bonking sector

Molhotra et al. (2005)

Comporing service quality dimensions of
SERVQUAL for deployed ond developing
countries

Bonking sector

Presbury et ol. (2005)

Impediments to improvement in service
quality

Hospitolity industry

Mukherjee ond Nath (2005) | Comparotive study of service quolity using | Bonking sector
different opproaches like gop model.
TOPSIS ond loss function

Gront (2005) Model for investigating tronsaction ond Conceptuol
relationship from customer perspective

Seth et al. (2005) Review of various service quality model Conceptual

Seth et al. (2006) Conceptuoal framework for quality of Conceptuol
service for logistic function in the supply
choin

Xing ond Gront (2006) Physical distribution service quolity of Conceptual
multi-channel ond pure player internet
retailers

Caro ond Gorceio (2007) Study of perceived service quality in urgent | Customer of tronsport service

tronsport service

Dogger et al. (2007)

Hierarchical model of health service quality

Health sector

Soura et ol. (2008)

Logistics service quality in inter
orgonizotionol context ond its impact on
satisfoction ond loyalty

Monufacturing sector

Hozra ond Srivostova (2009)

Commitment ond Trust bosed Service
Quaoality model

Bonking Sector

Kuo ond Tsai

Soft (non -core service) service ottributes

Real Estote Brokeroge Industry

(2009) have o significont influence on hord (core
service) service oftributes.
Kelkoar (2010) SERVDIV model from oncient Indion Hypotheticol proposition.

scripture Athorva Veda guideline, “Guest is
divine (Customer is the king,

Prokosh ef al. (2011)

Uses ANN opprooch ond hos be en
odequately validated for oll stokeholders in
the service network.

Service quality model for Life
Insuronce Business
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Prokash (2011) Proposes complete structural model with Service Quality in Automotive
loyalty, competitive advontoge ond unit’s Industry
performance used os outcome voriobles.

Dos ond Pondit (2014) Bosed on the availability of resources, Tronsportation  Service Quality
service providers need to prioritize certain Model
service areos for immediate improvement.

Parmoto (2016) Inthis avolid distributor perceived SQ | Phormaceutical Distribution Service
(DSQ) metric is developed using EFA ond | Quality Model
CFA thereby identifying four determinonts
nomely - reliobility, assuronce,
responsiveness ond communicoation ond 13
indicotors.

Gupta ond Singh (2017) Relates service quality of five drivers with | Service Quality Index Volue Model
customer sotisfoction oand customer loyolty
using ANN.

From the toble it is evident that so for more studies have
focused on service industries ond few on monufoacturing
(steel ond smoll engineering firms). Further, the extont
literature on the relationship between intrinsic proctices ond
extrinsic service quality proctices is minimaol.

Measurement of Service Quality

Modeling ond meosurement of service quolity hos drown
ottention of numerous reseorchers. While modeling helps to
understond the subject, measurement helps to find out the
woys for improvements, mony reseorchers have ottempted
to conceptualize ond measure service quolity considering
different perspectives.

Gronroos (1984) identified three components of service
quolity: technicol, functionol ond reputation quality.
Hoywood-former (1988) proposed thot service quolity
consists of physical focilities ond processes, people’s
behavior ond professionol judgment including odvice,
outonomy, diognosis, self-motivation, knowledge ond
discretion.

Bosed on the empirical evidences with retoil bonks, long-
distonce telephone compony, securities broker, opplionce
repoir ond maintenonce firm, ond credit cord componies,
Porasuromon et ol. (1985, 1988) proposed SERVQUAL (a
generic tool to measure service quality comprising 22 items
ond 5 dimensions). These dimensions were Reliobility,
Responsiveness, Assuronce (knowledge ond courtesy of
employees), Empathy (coring, individualized ottention),
ond Tongibles (Porasuromon et ol., 1988). Each of the items
in the SERVQUAL wos meosured on expectations ond
perceptions on 7 point scale. SERVQUAL was opprecioted
by several researchers for measurement of service in vorious
service industries: entertoinment, heolth core, education,
ond services in generol. It hos been accepted by most
scholars os stondords or reference points ogainst which
service quality performonce is judged. It is also recognized
os o tried ond tested instrument that hos been successfully
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opplied in different contexts, irrespective of the nature of the
service (Buttle, 1996). The SERVQUAL instrument
represents o multiple-item scole which consists of 22
parallel reloted expectations (E) ond perception (P)
statements representing the five service quolity dimensions.
The gop between customers’ expectations ond perceptions
obout the service provided results in the customers’
perceptions of service quality.

SERVPERF, o modified version of SERVQUAL, wos
developed by Cronin ond Taylor (1992), which determines
service quality by meosuring the performonce only.
SERVPEREF exclusively evoluates service quolity on the
five quality dimensions of SERVQUAL ond provides
odequote ossessment for service quolity. The outhors
provided empirical evidence across four industries (Bonks,
Pest control, Dry cleoning, ond Fast food) to support the
superiority of their ‘performonce only’ SERVPERF
instrument over disconfirmation-based SERVQUAL scale.
The SERVPEREF scoale efficiently reduces half of the items
(Babokus ond Boller, 1992; Hartline ond Ferrell, 1996).
Researchers have found that SERVPERF, the performonce-
only approoch, produced better results thon SERVQUAL
ond is widely used in meosuring customer evoluation of
service quality (Cunninghom et al., 2004). Empirical results
point out that SERVPERF hos a better predictive validity
thon SERVQUAL (Asubonteng et al., 1996). It also hos
higher discriminont validity thon SERVQUAL (Angur et al.,
1999).

Sureshchondar et al. (2003) proposed that service quality
consist of five dimensions: service product (core service);
humon ond non-humon elements of service delivery;
tongibles or services copes ond social responsibility of the
service provider. Parasuromon et ol. (2005) E-S-QUAL, o
tool to meosure service quality delivered by web services
olong four dimensions nomely: efficiency, fulfillment,
system avoilobility ond privacy.
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Summorizing the review of service quality measurement
tools ond debates, it con be revealed thot the totol offering of
industrial units may evolve graduolly from mostly tongibles
to include services (Dimache ond Roche, 2013), ond finally,
develop into a relationship-focused offering with the focus
on issues related to service which are embedded in various

processes in the supply chain.

Bosed on the discussion ensuing above, we have culled out
from the literoture, key issues that need to be addressed for
enhonced level of service quality in the supply choin. A
select list of key issues is summarized in Toble 2.

Table 2: Key Issues Pertaining to Service Quality in the Supply Chains

Key Issue | Description

A. Service Quality

Intrinsic service quality
o [ntra-organizational

Employees of various functional departments treat each other as
their customers.

e [nter-organizational

Treating supplier and distributor as valuable partners and
developing strong linkages with them.

Extrinsic service quality

Levels of service offered by external entities, i.e., suppliers and
distributors to the manufacturing unit.

B. Satisfaction

e  Product/service

Satisfaction with the product and the embedded service.

e Financial benefits

Tradeoff of product/service received with expense incurred.

C. Loyalty

e Future perspective

Patronage of the product and the manufacturing unit.

e Recommendation

Recommendation of the products/manufacturing unit to others.

e  Switchover

No switchover to competitors.

Methodological approaches

Empirical exploration hos been the dominating theme ond
the interview schedule/survey method is the most populor
method for conducting SQ research. Multivoriote stotistical
methodologies such os explorotory foctor analysis (EFA),
multiple regression ond correlation, structurol equotion
modeling (SEM), onalytic hierarchical process (AHP),
decision making trial and evaluation loboratory
(DEMATEL), multi-ottribute utility theory, fuzzy logic,
graph theoretic approoch (GTA), interpretive structurol
modeling (ISM), neural network etc. have been extensively
used. Review articles constitute much of the quolitative
studies. Confirmatory foctor onolysis has been the
dominating method. Recent yeors have seen the rise of fuzzy
ond neural network based opprooches. Exploration of
neurological ospects of humon broin ond its linkages with
customer satisfaction is on therise.

Conclusions

In this poper, the role of service quolity hos been
conceptualized ot supplier-monufocturer, monufocturer-
employees ond monufocturer-distributor interfaces of
monufocturing supply chain. At these interfoces service
quolity hos been defined in terms of internol service quolity
ond external service quality. The service quality literoture
demonstrates the importonce of the role of service quality in
monufocturing os well as service industries. Though the role
of service quality in service industries has been researched
extensively, the role of service quality in the monufocturing
supply chain has not been reseorched much. Scholars
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generolly ogree thot there are several dimensions of service
quality, the exoct noture ond content of these dimensions

vary.

Service quolity in the monufocturing supply chains is o
multidimensional construct. Conceptually, these
dimensions address performonce stondords, expertise ond
physical elements ofthe stokeholder orgonizations os well os
employees' willingness to ossist in o timely monner with
their knowledge ond sensitivity. The services literature
recognizes that there ore two perspectives of service quality
nomely, the functional/process (i.e. how) and the
technical/outcome (i.e. whot) perspectives. Moreover,
service quality evaluotion is not bosed only on the outcome
of service, but olso involves evoluation of the service-
delivery process. Though scholars have still not completely
identified the ottributes of technicol quality, they are in
ogreement thot technical quolity significontly offects
customer's perceptions of service quality. Against this
backcloth, this poper puts forword o three-pronged
framework for the conceptuadlizotion of service quality
strategy in on orgomizotion's supply choin. The building
blocks of the proposed fromework include supply chain
strategy ond service quolity strategy. Service quality based
processes need to be incorporoted in the supplier-
monufocturer, monufocturer-employees ond monufocturer-
distributor interfoces of the supply chain.

A focus on singulor link may not represent the holistic
perspective. Service quality based processes need to be
incorporated ot various dyads of the supply choin os per
following recommendations:
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i. Supplier-manufacturer dyad: Honest shoring of
operational informotion, integrating supply chain
strategy, promptness in hondling queries or failures
oftention to eoach other's requirements, maintaining
confidentiolity in deolings, flexibility in terms ond
conditions os per requirements, and preference for long-
term colloborative relotionship.

ii. Manufacturer-employees dyad: Mutual commitment
to best serve one onother, developing employees'
skillfulness through troining, meinteining o pleosont
work environment, encouroging workplace hygiene
through recognition, open communication, ond
friendliness.
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iili. Manufacturing unit-distributor dyad: Endeavoring
ease-of-doing-business (EODB) ond customer
relationship monogement (CRM) by honest and timely
exchonge of information, ond developing trust, volue
ond reciprocol benefits with one onother, moking
adjustments os per chonges in extrinsic environment to
moarket signols by mutuol adjustment with distributors.

Summorizing the onolysis ond the findings of the research
doto, on actionoble framework is proposed for improving the
efficiency ond effectiveness of supply choin. The framework
in shown in figure 3.

Figure 3: Framework for improving efficiency and effectiveness of supply chain

Align Service Quality
Strategy with
Manufacturing strategy

Differentiation for all
members of supply chainp

Investin service quality
to strengthen the bond

Streamline unit's
processes for supply
chain integration

Promote involvement

\\\\

enabler

Thus, to achieve supply chain objectives it is vital for supply
chain stokeholders to coordinate, synchronize ond integrote
their octivities to produce desired outputs by incorporating
service quality initiotives.
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