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Abstract- In this age of cut throat competition, businesses are increasingly looking to ways that can help continuously 
improve their processes by ensuring a highly quality output at a minimum cost. Supply chains have also started realizing that 
they must assess and attain sustainability in order to remain competitive. Despite the growing emphasis by practitioners and 
academics, on enforcing and measuring sustainability, the assessment of sustainability in service supply chains still remains 
unexplored. Service organizations have started realizing that they must assess sustainability in their supply chains in order to 
be more competitive. This paper suggests a framework of sustainability in service supply chains. This research aims to 
expand the conceptualization of sustainability beyond triple bottom line, to propose a framework for measuring sustainability 
in service organizations and to explore the impact of proposed model on the performance of service supply chains of United 
Arab Emirates (UAE). The empirical data will be collected through a survey distributed to a sample of major service 
organizations in the UAE. A conceptual framework will be then tested and analyzed using Structural Equation Modelling 
(SEM). Proposed framework can act as a base model for the development of a comprehensive benchmark to assess the 
performance of the fast growing service industry. This kind of a benchmark would also be beneficial for regulatory 
authorities. 
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I. INTRODUCTION 
 
The service industry around us has grown very 
rapidly in the last few decades. This expansion has 
called for a huge arena of research in supply chain 
management linked to this industry (Hussain et al, 
2017). Though some areas such as service 
engineering and service sciences appear to be 
established, the field of supply chains in this industry 
is still a bit barren: Estampe et al. (2013). The reason 
behind such a dearth may be the standardization as 
well as the problems with design and delivery 
processes in services: Ellram et al. (2004). One can 
feel the problems in performance management 
whereas a tool for performance measurement would 
not be available. Thus, it is vital to develop a 
framework for measuring performance in service 
supply chains (Hussain et al, 2016). This framework 
would ensure the motivation, integration as well as 
identification of problems in different tiers of a 
supply chain. An enhanced level of customer 
satisfaction and profitability could then be expected. 
A common tool in manufacturing industry to assess 
their performance has been ‘Supply Chain Operations 
Reference (SCOR)’ model, but it is yet to be utilized 
in service industry with the same vigor: Giannakis 
(2011).  

The aim of this paper is to contribute to the 
literature in sustainable supply chains by suggesting 
an empirical model for the implementation of 
sustainable practices in the service industry in the 
United Arab Emirates (UAE). An empirical 
framework is suggested and a thorough literature 
review is conducted to develop the theoretical 
constructs and to identify the indicators of the 

sustainable performance of services supply chains. A 
questionnaire will be developed and the data will be 
collected from different service firms in UAE. 
Descriptive statistics and Confirmatory Factor 
Analysis (CFA) based on nine latent variables will be 
used to analyze the results and derive conclusions. 
The structure of this paper is as follows. Section 2 
provides a brief literature review while section 3 
discusses framework of sustainable service supply 
chain3. Section 4 presents methodology and Section 5 
offers concluding remarks. 
 
II. LITERATURE REVIEW 
 
Based on a thorough review of the relevant literature, 
following broad categories of business practices and 
management’s initiatives are identified that are likely 
to contribute to the sustainable performance of supply 
chains in service based industry: 
2.1. ManagementPractices 
Lieb and Lieb (2010) in their analyses of North 
American 3rd party logistics service providers’ (3PL) 
sustainable performance, identified management’s 
commitment involving both the senior and middle 
management as a key factor that gives way to the 
development of an organizational culture of 
sensitivity towards the sustainability issues. 
Employees’ training on sustainability was also 
deemed to be an important contributor towards 
compliance with the environmental regulations. 
Similarly, Walker et al. (2008) examined barriers to 
the implementation of green practices for the UK 
based public and private service oriented businesses 
and found out that poor commitment by the 
management was one of the main contributors.  
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2.2. Social Responsibility 
The socially responsible activities may vary across 
industrial sectors but in the empirical study to 
measure Spanish firms’ corporate social performance, 
Valiente et al. (2012) concluded that the stakeholder 
pressure on the business to adopt a formal social 
responsibility (CSR) strategy was linked to a firm’s 
size which ultimately contributed to their corporate 
social responsibility performance. Apart from a 
corporate social responsibility (CSR) strategy, 
Seuring and Müller (2008) highlighted the 
importance of management systems to facilitate the 
implementation of corporate sustainable initiatives. 
Inclusion of social measures such as the codes of 
conduct that condemn work discrimination, freedom 
of association, diversity, health and safety, child 
labor, fair treatment and working hours in such 
management systems are likely to ensure adherence 
to high CSR standards: Ching and Moreira (2014). 
 
2.3. Risk Management Practices 
Risk can be broadly defined as the probability of 
variation surrounding an anticipated outcome and 
within the realm of sustainable businesses, the supply 
chain risk management could be defined as the ability 
of a firm to understand and manage its economic, 
environmental, and social risks in the supply chain. 
Another definition of a supply chain risk was given 
by Zsidisin et al. (2000) which categorized any 
potential occurrence of an inbound supply incident 
that might lead to the inability to meet customer 
demand. Apart from the risks associated with the 
typical supply chain activities such as the operations, 
sourcing, distribution and coordination activities, the 
risks associated with the workers, work place, public 
safety and environmental hazards have to be managed 
for a sustainable supply chain:  Carter and Rogers 
(2008).  
2.4.The Customer Management Practices  
The intangibility of services warrants a better 
understanding of the subjective perceptions of quality 
formed by the customers. The customer focus 
manifested in a firms’ service vision is inextricably 
linked to a superior performance: Fountain (2001). 

Collection of customer data at various touch points 
and customer engagement through feedback surveys, 
focus groups, interviews is crucial for a better 
delivering a service that meets customer expectations.  
2.5. The Supplier Management Practices  

The sustainability across a supply chain is 
dependent heavily on the sustainability performance 
of each and every chain link such as the suppliers, 
sub-suppliers and also on the downstream customers 
of each supply chain process: Krause et al. (2009). 
Instead, the organization needs to actively cooperate 
with its suppliers for environmental objectives (Malik 
et al, 2016). 
2.6. The Performance Indicators of a Sustainable 
Service Supply Chain  

Despite an agreement on the importance of this 
research topic, there is considerable variation in the 
performance measures chosen to evaluate the 
relationship between the sustainable supply chain 
practices and the success of a business. Studies such 
as Orlitzkyet al. (2003), Horváthová (2010), Inoue 
and Lee (2011), Fujiiet al. (2013), Wu and Shen 
(2013) and Cornett et al. (2014) have focused on the 
financial performance of a firm while considering 
environmentally and socially responsible practices. 
Other measures such as market-based and operational 
performance indicators were also used. The market-
based performance indicators included market share, 
competitive advantage, customer loyalty and brand 
equity. The operational performance aspects were 
efficiency, costs, quality, flexibility and speed 
(Golicic and Smith, 2013).  
 
III. MODEL VARIABLES AND HYPOTHESIS 
 
Figure 1 presents the conceptual framework of this 
research. There are eight latent variables and each 
latent variable comprises of a number of constructs as 
shown in the Appendix. These latent variables and 
associated indicators have been selected through 
literature review as shown in Table 1 and Section 2 of 
this paper. Arrows represent the hypothesized impact 
of one variable on another. Eight research hypotheses 
have been developed as shown in Figure 1.  

 

 
Figure 1. Conceptual framework of Sustainable Service Supply Chains. 
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H1: Management Practices have strong positive effect 
on SSCM. 
H2:Corporate Social responsibility have strong 
positive effect on SSCM. 
H 3: Risk Management have strong positive influence 
on SSCM. 
H 4: Customer management have strong positive 
influence on SSCM. 
H 5: Supplier management have strong positive effect 
on SSCM. 
H6- Sustainable practices have strong positive effect 
on the environmental performance of the supply 
chains.  
H7- Sustainable practices have strong positive effect 
on the economic performance of the supply chains.  
H8- Sustainable practices have strong positive effect 
on the operational performance of the supply chains. 

IV. RESEARCH METHODOLOGY 
 
Primary data will be collected through a survey 
distributed to a sample of selected service 
organizations in UAE. Secondary data has been 
obtained from an extensive literature review of 
sustainable service supply chains. The key research 
question is to introduce a framework for measuring 
sustainabilityin service supply chains. To answer this 
research question, a research framework is developed. 
The proposed research methodology includes 
research design, survey design and distribution, and 
analysis of collected data using Structural Equation 
Modeling. Figure 2 present the research 
methodology. A software tool (AMOS 16) is used for 
data analysis. 

 

 
Figure 2. Flowchart for Data Analysis (research methodology?) 

 
V. SUMMARY 
 
Sustainability has emerged as an important new 
measure standard for enterprises to achieve the 
objectives of enhanced profits and market share. 
Through sustainability, companies ensure compliance 
with laws and regulations and support international 
standards for sustainable operations. To this end, 
companies are increasingly taking actions that result 
in better social, economic and environmental 
performance. Societies also expect such initiatives 
from leading firms as public awareness of 
sustainability and its economic benefits is growing. 
Therefore, by managing and seeking to improve 
sustainability measures throughout the supply chains, 
companies not only act in their own interests but also 
protect the interests of stakeholders and society.  

Previous research on sustainability has focused 
on manufacturing supply chains. However, limited 
studies have addressed the supply chain sustainability 
in services. This paper used confirmatory factor 
analysis to assess sustainability practices in service 
supply chains in the United Arab Emirates. Through 
literature review, five latent exogenous variables 
(Management Practices, Social Responsibility, Risk 
Management, Customer Management and Supplier 
Management) were identified as the primary 

indicators of sustainability in service organizations. 
The study focused on three performance measures 
(Environmental Performance, Economic Performance 
and Operational Performance) as endogenous 
variables. All these dimensions are intrinsic to a 
service based industry. The contribution of this 
research, through successive stages of data collection, 
measurement analysis and refinement, is a set of 
reliable and valid framework that can be subsequently 
used in conceptualization. 
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