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SUPPLY CHAIN METRICS

Time:  Three Hours





Marks: 100

Part A
Answer all questions (10 x 1 = 10 Marks)

1. Below are some disadvantages of traditional financial measures of performance management. Pick out the odd one:




          (a) They focus only on financial measures



       (b) They only provide a post-mortem view of performance


       (c) They focus on costs and assets only




        (d) They ignore process measures

2.  In the choice of a suitable performance measure, what is most important is that is







      (a) It should be accurate





      (b) It should be easy to measure 




        (c) Its results should be reproducible




        (d) Its results should reflect true performance

3. A firm’s innovation success over a given period is best judged by: 

          (a) Number of new products developed during that period


          (b) Contribution of new products to its sales over the same period

       (c) Contribution of new products to its profits over the same period.      
          (d) None of the above   

4.  Lead time for supplying a ‘made to stock ‘product is the time taken for: 
       (a) Input procurement and manufacturing process time


        (b) Manufacturing process time and distribution time

                        (c) Distribution time from finished goods stocks 


                          (d) Input procurement, manufacturing process time and distribution time

5. Which of these statements represents the worst possible situation? 
        (a) High inventory level and high inventory turnover.

                      (b) Low inventory level and high inventory turnover.


            (c) High inventory level and low inventory turnover.
 

         (d) Low inventory level and low inventory turnover.

6. An ideal product delivery system will:  



          (a) Deliver products on time





         (b) Deliver at lowest organizational costs



        (c) Deliver to meet all customer requirements 



      (d) Deliver on time at lowest organizational costs 

7. In the Balanced Score Card model, each of the four perspectives is to be examined in relation to: 




                           (a) Objectives, Methods. Tools and Initiatives



         (b) Objectives, Measures, Targets and Introspection


         (c) Objectives, Methods, Targets and Inspection



       (d) Objectives, Measures, Targets and Initiatives

8. EVA can be variously described as below. Pick the wrong one.

       (a) Sets managerial performance targets and links them to reward systems
        (b) Measure of total factor productivity



                      (c) Representative of value addition




          (d) Multiple value-based measure of financial performance

9. The SCORE Model represents what kind of an evaluative approach:
        (a) Multiple- factor approach




                            (b) Cross-functional approach 




                               (c) Longitudinal- time approach




             (d) Multiple- perspective approach

10. In making a trade-off between customer service and costs, the optimal decision is arrived at by: 






           (a) Enhancing customer service and reducing costs 


            (b) Reducing customer service and reducing costs


          (c) Enhancing customer service and increasing costs 


          (d) None of the above     

Part B



                 Answer any four
 (4 x 15 = 60 marks)

1. Customer satisfaction is a vital performance measure which has several dimensions and with internal and external implications. Why do we say so? Elaborate your answer using the example of an automobile manufacturing company and identify at least 6 different metrics to assess its quality performance.


        
      


      2. Discuss modern and contemporary measures of supply chain performance and how they can be useful in managing supply chain effectiveness.
         3. The service sector is gaining growing prominence in our economic life. Its performance is as important as that for supply of manufactured goods. How would you go about developing suitable objectives and evaluation criteria for such service organizations with any specific tools and techniques? Do illustrate your answer with examples of suitable service sectors/organizations.    

     


      4. For each of these below cases develop at least 6 different suitable Performance Metrics which will help their managements evaluate their SCM performance: 



        

     (a) Specialty Hospital




                      (b) Cement Manufacturing Company


                       (c) Government Transport undertaking


                       (d) Retail Stores Chain 




      
      5. Business Analytics and Business Intelligence are both important in performance management. Elaborate on each of them and their relationships, if any.




      
      6. An engineering firm manufacturing wind turbines wishes to select vendors for its major raw materials and engineering components supplies. Prepare a plan of action for this purpose and develop a detailed list of background information and performance indicators/metrics that you would seek from all prospective vendors to assist in your vendor assessment and selection.

Part C

Answer the following  

(10*3=30 marks)
1. RAPID COURIERS is a courier company based in Delhi and offering both domestic and international courier services. Over the last one year they have faced a large number of customer complaints. The management decided to go into the details of these complaints, for which some preliminary data was compiled for the month of January 2011 where 1860 consignment deliveries were made against which 204 complaints were received. The distribution of these complaints were as follows:
	Nature of complaint
	Number for January 2011 

	Late delivery
	120

	Early delivery
	12

	Consignment damaged
	13

	Shipment batch too large
	57

	Shipment batch too small 
	36

	Wrong items delivered
	4

	Documentation errors
	9

	Client information/communication problems 
	6

	TOTAL OCCURENCES
	257


Questions: 





      a) Based on the given data, prepare an analysis of the complaints received.






      b) To help them tackle these complaints, what further data(s) would you ask for to get a better and fuller idea of their problems? 

       C) Using all the inputs then collected; provide your advice on how to improve the quality of their services. 



      

2. ACE COMPONENTS LIMITED, an engineering firm, supplied 160, 000 units of a key product called ACE10 during 2010. Of the 1227 orders received for this product, 40 orders could not be filled from stock, representing a total of 6000 units not shipped from stock. Over the 52 week period in 2010, they were out of stock 12 times. Out of its 135 customers, 23 customers did not get their deliveries in time. For overall supplies made in 2010, 3% were found to be defective calling for replacements and damages costing Rs 25 lakhs.

                   

3. Based on the provided data:



                         i) Compute various measures of SCM service level performance 
       ii) Highlight and categorize their major problems 

                       iii) Suggest possible solutions for improvements 
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