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Abstract- The Supply Chain Management Program integrates topics from manufacturing operations, purchasing, 
transportation, and physical distribution into a unified program. Successful supply- chain management, then, coordinates and 
integrates all of these activities into a seamless process. It embraces and links all of the partners in the chain. In addition to 
the departments within the organization, these partners include vendors, carriers, third- party companies, and information 
systems providers. The main objectives of beneficial Supply chain management are to improve the overall organization 
performance and customer satisfaction by improving product or service delivery to consumer. Successful supply chain 
management requires cross-functional integration and marketing must play a critical role. The challenge is to determine how 
to successfully accomplish this integration. This paper discusses the research findings from the review of three institutions to 
help better understand to gain insights on the tangible benefits of better integration of SCM activities. The purpose of this 
article is to provide academics and practitioners a quantitative and qualitative analysis of the benefits to successful 
collaboration in strategic supply chains. The paper concludes by establishing a clear and focused future research territory 
informed by the case study findings. 
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I. INTRODUCTION 
 
The Supply Chain is not a business function, it is a 
network of companies and Supply Chain 
Management is the implementation of cross-
functional relationships with key customers and 
suppliers in that network. It is a new business model 
necessary for an organization's success and every 
function needs to be involved. Management must 
recognize that the ultimate success of an organization 
depends on the ability to integrate the company's 
network of business relationships in a mutually 
beneficial way. The management of this network of 
relationships is supply chain management. Successful 
supply chain management requires cross-functional 
integration within the firm and across the network of 
firms that comprise the supply chain. It is focused on 
the improvements in performance that result from 
better management of key relationships. By 
understanding the supply chain management 
processes and how they should be implemented, 
management will better understand the value of more 
integrated supply chains and how this integration will 
lead to increased shareholder value and a sustainable 
competitive advantage. Entire network of entities, 
directly or indirectly interlink and interdependent in 
serving the same consumer or customer. It comprises 
of vendors that supply raw material, producers who 
convert the material into products, warehouses that 
store, distribution centres that deliver to the retailers 
and retailers who bring the product to the ultimate 
user. Supply chains underlie value-chains because, 
without them, no producer has the ability to give 
customers what they want, when and where they want, 
at the price they want. Producers compete with each 
other only through their supply chains, and no degree 
of improvement at the producer's end can make up for 
the deficiencies in a supply chain which reduce the 
producer's ability to compete. Firms have made  

 
significant progress in the last decade in each of the 
ten areas. Supply chain management collaborated as 
changing trends. They are 

1. Customer service to customer relationship 
management 

2. Adversarial relationships to collaborative 
relationships  

3. Incremental change to a transformational agile 
strategy  

4. Functional focus to process integration  
5. Absolute value for the firm to relative value 

for customers  
6. forecasting to end casting (demand 

management) 
7. Training to knowledge-based learning  
8. Vertical integration to virtual integration  
9. Information hoarding to information sharing 

and visibility 
10. Managerial accounting to value-based manage 

 
Consider that a supply chain network is a social 
organism whose success/value is predicated upon its 
ability to enable or support collaboration among all 
participants and stakeholders. Given that today’s 
global supply cross-enterprise planning and execution 
as well as a built-in network of trading partners. They 
must focus less on so-called enterprise solutions 
designed only for inside the traditional enterprise 
(i.e., inside their own organizational boundaries). In 
essence, organizations that want to reach total 
adoption of information sharing must embrace the 
idea that this is as much a network issue as it is an 
enterprise system issue. This is especially true since 
the network is the glue that ties trading partners and 
their systems together to collaborate in a manner that 
can lead to improved performance in the supply chain 
In a world where trucking capacity becomes 
constrained, relationships matter. Managing those 
relationships strategically versus tactically can make 
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a huge difference in the viability and reliability of 
each company's supply chain. The first ingredient to 
successful supply chain relationship management is 
having the ability to measure a supply chain partner's 
performance. The next is possessing technology that 
assists with automating processes, thereby 
diminishing busy work. The third is shared 
knowledge, for the purposes of openly measuring, 
managing, and valuing partners. The fourth is the 
relationships themselves—which providers truly want 
to build long-lasting, beneficial relationships? 
Understanding our supply chain partners' strengths is 
the area where we’re likely to find mutual benefits. 
To determine strengths, have measurements in place 
to understand key performance indicators, like 
tenders offered, tenders accepted, on-time pickups, 
on-time deliveries, and any situations where an 
accepted tender is later rejected. Once those baseline 
measurements are in place, we may begin to explore 
mutual opportunities. 
 

 
 
Opportunities often manifest themselves as situations 
where product needs to move, a transportation 
provider has capacity, and the added traffic will 
benefit their network. Once we begin to explore these 
opportunities with your supply chain partners, natural 
fits will become apparent, that can lend themselves to 
better overall understanding of capacity levels and the 
establishment of commitments. While commitments 
may not be optimal, they are necessary to ensure 
supply chain viability when capacity constraints 
begin to occur. Without solid relationships, joint 
commitments, and a good understanding of what each 
supply chain partner values, transportation providers 
have a tendency to gravitate toward higher-paying 
freight when capacity becomes constrained. The way 
to ensure that our product is picked up and delivered 
on time is to leverage technology. Measure provider 
performance and use TMS tendering technology to 
eliminate personal preference, and foster the business 

relationship by openly discussing challenges and 
problems. A relationship based on these fundamental 
principles builds trust and creates the foundation of 
mutual success. Using a TMS to complement our 
partner relationships can also bring other benefits to 
our organization; employees who once were 
consumed with the busy work of dispatch, are now 
freed to spend time doing more valuable tasks, 
including analysing partner performance, working 
with carriers to compare notes on unexpected 
changes, and discussing expected flexing of a 
dynamic supply chain as demand patterns change. 
 
Achieving Simultaneous Excellence in CRM and 
SCM 
In striving for excellence in both SCM and CRM, 
companies first need to identify their existing 
capabilities in both areas. The CRM/SCM analysis 
grid can help in this effort. Depending on their 
capabilities in each area, companies typically fall into 
one of the four categories on the grid:  
 “Status quo-ers” are not strong in either CRM 

or SCM. 
 Relationship experts excel in CRM but are 

weak in SCM. 
 Supply chain collaborators have achieved high 

levels of supply chain management but have 
yet to build strong customer relationships. 

 Integrated value providers excel in both SCM 
and CRM. In other words, they have achieved 
a high level of customer loyalty and have 
integrated closely with their suppliers, 
distributors, retailers, and customers.  

 
Becoming an integrated value partner requires tight 
integration between the supply chain and customer 
relationship activities. To illustrate, a company that 
customizes its offerings to delight a customer with 
high potential lifetime value must also ensure that its 
supply chain management processes seamlessly feed 
into its CRM process for that customer. This forms 
the basis of an integrated demand and supply chain 
management system. 
 
Research proves that companies that do integrate 
demand and supply chain management systems are 
more successful than their counterparts.  
Those that have successfully integrated their CRM 
and SCM activities tend to perform better than their 
competitors. Specifically, these companies gain a 
competitive advantage by (1) collaborating both 
internally and externally with supply chain partners, 
such as suppliers, distributors/retailers, and 
customers, and (2) measuring and exceeding their 
goals for customer loyalty and retention for each 
customer and segment. 
 
They often are aided by new Internet technologies, 
which help them improve supply chain collaboration 
and build relationships across a network of suppliers 
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and customers. This, in turn, allows them to 
differentiate the way they create value for every 
customer and segment. 
 
Reasons for SCM in Business 
Clearly, the impact that SCM has on business is 
significant and exponential. Two of the main ways 
SCM affects business include: 
 
Boosts Customer Service 
SCM impacts customer service by making sure the 
right product assortment and quantity are delivered in 
a timely fashion. Additionally, those products must 
be available in the location that customers expect. 
Customers should also receive quality after-sale 
customer support. 
 
Improves Bottom Line 
SCM has a tremendous impact on the bottom line. 
Firms value supply chain managers because they 
decrease the use of large fixed assets such as plants, 
warehouses and transportation vehicles in the supply 
chain. Also, cash flow is increased because if delivery 
of the product can be expedited, profits will also be 
received quickly. 
Supply chain management helps streamline 
everything from day-to-day product flows to 
unexpected natural disasters. With the tools and 
techniques that SCM offers, you’ll have the ability to 
properly diagnose problems, work around disruptions 
and determine how to efficiently move products to 
those in a crisis situation. 
 
II. STUDY OBJECTIVE 
 To examine key benefits of supply chain 

management at multiple levels within the 
supply chain. 

 To study the insight into understanding the 
success factors of supply chain management 
for companies. 

 
III. LITERATURE 
 
The purpose of this paper is to examine the impacts 
of supply chain management (SCM) benefits on the 
interactive performance between supply chain 
members. The contingency theory and socio‐technical 
theory were applied in the construction of the 
research model. Four constructs were adopted for the 
development of the research model: contingency 
factors, interaction process, interactive performance, 
and SCM system benefits. To respond to the 
challenges in global markets, an increasing number of 
enterprises strive for better profits by working closely 
with suppliers. As the interaction increases, the 
buyer‐seller relationship changes accordingly. The 
interaction between the manufacturing and marketing 
departments is a determinant for the firm's 
competitive advantages. Interviews with six case 
firms in the information/electronic industry show that 

external and internal factors affect the interaction 
between supply chain members and result 
performance improvement. (Li‐Ling Hsu, 2005) " 
 
Collaboration is a recent trend in supply chain 
management (SCM) that focuses on joint planning, 
coordination, and process integration between 
suppliers, customers, and other partners in a supply 
chain. Its competitive benefits include cost reductions 
and increased return on assets, and increased 
reliability and responsiveness to market needs. 
Recent advances in inter‐enterprise software and 
communication technologies, along with a growing 
use of strategic partnering and outsourcing 
relationships, has resulted in a confusing assortment 
of alternative information systems approaches for 
supporting collaborative SCM. This paper analyses 
the alternatives and presents a framework for 
understanding the expected costs and benefits of each 
type of system. These costs include not only the total 
cost of ownership of the system, but also the 
partnership opportunity cost – the cost of being tied 
to a partner due to system inflexibility. The benefits 
of collaborative SCM include process, inventory, and 
product cost reductions as well as increased cycle 
times, service levels, and market intelligence. (Tim 
McLaren, Milena Head, Yufei Yuan, 2002)  
 
IV. METHODOLOGY 
 
SCM is a boundary-spanning activity. Attaining 
information from different functional managers as 
well as channel positions helps paint a macro-picture 
of how SCM may be effectively achieved. To 
develop this picture and extract “a more robust and 
generalizable set of findings,” a triangulation 
approach was used. This is a cross-functional mail 
survey, and in-depth cases studies. 
 
Cross-functional mail survey 
The purpose of the mail surveys was to capture how 
functional managers view the benefits in SCM. Three 
different groups of managers were identified: 
manufacturing, purchasers, and logistician managers. 
Based on literature as well as a series of pre-survey 
interviews, a four-page instrument was developed. 
The initial survey was reviewed by several 
practitioners and academics that served as the study’s 
advisory board. Their feedback was used to modify 
the survey instrument. A large-scale pre-test was 
conducted. Three mailing lists of approximately 
1,500 middle- and senior-level managers were 
compiled from membership rosters from the Institute 
of Supply Management (ISM), the Council of Supply 
Chain Management Professionals (CSCMP), and 
APICS. 
 
The survey process followed total design method, 
including three mailings of a cover letter, an 
instruction sheet, and the survey instrument. The 
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adjusted sample size, number of respondents, and 
response rate are listed in Table I. Approximately 100 
non-respondents from each group were randomly 
selected, telephoned, and asked basic demographic 
data so that respondents and non respondent profiles 
could be compared. No differences between the 
groups were found. From the 100 managers who 
chose not to participate, the three most common 
answers were: the manager was busy; the manager 
was inundated by surveys and no longer participated 
in survey studies; and the manager’s organization had 
yet to adopt a SC philosophy. 
 
The pre-test results were reviewed and the survey was 
modified accordingly. New mailing lists of 500 were 
compiled from the three professional associations. 
Each manager was then telephoned and asked to 
participate in the study, during which the list was 
adjusted for incorrect numbers and employees no 
longer working at the organizations. The number of 
managers contacted, the number of surveys 
completed, and response rates are listed in Table I. 
 
V. CASE STUDY 
 
To explore the “whys” behind our survey findings, a 
series of in-depth case studies were conducted. 
Following suggestions from Eisenhardt (1989), five 
chain positions were pre-determined to allow cross-
channel analysis. Such a case variety “fosters the 
development of a more creative and generalizable 
theory” (Lewis, 1998, p. 460). A total of 51 in-depth 
case studies were conducted. The break down by 
channel category is as follows: 14 retailers, 13 
finished goods assemblers, 12 first-tier suppliers, 
three lower-tier suppliers, and nine service providers. 
 
Data collection for these case studies came from two 
sources. The first source of data consisted of annual 
reports and other company documents pertinent to SC 
operations for each firm. These data were our 
secondary source of information as some companies 
were public while others were not and therefore were 
more open about sharing their archived information 
with the researchers. 
 
The second and primary source of data source 
consisted of 51 interviews with SC managers at the 
companies. Case study participants were senior-level 
managers initially identified based on their 
participation at annual meetings of leading 
professional associations where they were presenting 
cutting edge findings in SCM. Such a non-
randomized selection method allows us to 
“transparently observe” extreme chain member 
practices and shed light as to why some firms succeed 
in supply management while others do not. In most 
instances, the interview was conducted with multiple 
managers from the host organization (the number of 
company representatives ranged from one to eight). 

The average interview lasted over four hours with the 
shortest interview lasting a little over an hour and the 
longest taking over ten hours. 
 

 
 

 
 
Chart showing the combined and channel ranking 

of benefits 

 
 
VI. RESULTS AND DISCUSSION 
 
Mean score for each mail survey question was 
compiled and ranked from highest to lowest in 
importance regarding the benefits, barriers, and 
bridges of supply management. Rankings were then 
ordered by function within the chain. Response 
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rankings were then listed by the percent of 
respondents that ranked survey items a five or above. 
The mean scores, rankings, and percentages of scores 
five or greater are listed in Table II. The data 
gathered from the interviews allowed for us to 
understand in greater detail the ranked items from the 
surveys. Table III summaries the benefits synthesized 
from the mail surveys and interviews in this study. 
 
Benefits of effective supply chain management 
Before investing money, time, and other resources 
into difficult implementations, most managers want 
to know if the results are worth the effort. Identifying 
and quantifying the expected benefits is a critical part 
of any cost/benefit analysis. 
The functional ratings of SC benefits vary widely. 
Each functional area identified a different top-rated 
benefit (Table II). Nearly 72 percent of purchasers 
scored “cost of purchased items” a five or higher 
(mean ¼ 4:98). Logisticians identified “on-time 
delivery/due-data performance” as the greatest 
benefit of SCM (67 percent, mean ¼ 4:83), and 
manufacturing respondents scored “reduced order 
fulfillment lead times” as the most pervasive benefit 
(51 percent, mean ¼ 4:69). Overall, the most 
prevalent benefits identified by one functional group 
were viewed by the other functional areas as 
relatively less important. Thus, managers valued the 
purposes of SCM differently contingent on their 
position within the chain. This divergence in values 
suggests a two-edged sword facing SC managers. 
While moderate divergence of values can lead to 
superior group decisions and outcomes (in this case 
SC team decisions and outcomes) via positive 
conflict over the nature of the task (e.g. purpose of 
SCM), too much (or high) value divergence can be 
detrimental to group decision making performance 
via negative conflict. 
 

 
 
CONCLUSION AND IMPLICATIONS 
 
The potential benefits for integrating supply chains 
are compelling. However, barriers to success can be 

daunting. Understanding these barriers can lead to 
designing bridges to allow companies obtain SC 
benefits (see Table III for a review of the benefits). 
Managers must keep in mind SC collaboration, new 
innovations, etc. Regardless of function or channel 
position, managers believe that SCM can help their 
companies thrive in today’s intensely competitive 
marketplace. However, running parallel to optimism 
regarding SCM must be the realistic view of the 
challenges found embedded in the very human and 
mechanical links of the supply chain. Only then can 
proper bridges be designed to leverage collaboration 
and attain strategic SC success. 
 
Customer satisfaction and service is perceived as 
more enduring than cost savings. All managers 
recognize technology, information, and measurement 
systems as major barriers to successful supply chain 
collaboration. However, the people issues – such as 
culture, trust, aversion to change, and willingness to 
collaborate – are more intractable. People are the key 
bridge to successful collaborative innovation and 
should therefore not be overlooked as companies 
invest in supply chain enablers such as technology, 
information, and measurement systems. 
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