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Abstract : Purpose - The purpose of this paper is to shed light on how a Downstream Supply Chain facilitated the Customer
Service Performance (BTB) by more collaborative practices between the different stakeholders in the chain.
Methodology/approach - The paper developed a theoretical framework and conducted a qualitative exploratory study approach
based on six semi-structured interviews with two international groups in the distribution sector with the aim of understanding
and analyzing how companies have changed their supply chains to ensure optimal customer service. Findings/Implications -
The study contributes to the Global Supply Chain Management and Collaboration literature by integrating the role of the
downstream supply chain into research that may actually influence customer service performance on BTB. Our findings also
provide firms with some guidelines on building successful downstream supply chain collaboration and a significant influence on
customer service performance in BTB. Because of the exploratory nature of the study approach, the research results are
limited to the data collected, and these preliminary findings require further confirmation.
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