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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.
Keywords : customer service performance (B2B), global supply chain, downstream supply collaboration, qualitative case study
Conference Title : ICHSCL 2020 : International Conference on Health Supply Chain and Logistics
Conference Location : Barcelona, Spain
Conference Dates : March 05-06, 2020

World Academy of Science, Engineering and Technology
International Journal of Industrial and Manufacturing Engineering

Vol:14, No:03, 2020

O
pe

n 
Sc

ie
nc

e 
In

de
x,

 In
du

st
ria

l a
nd

 M
an

uf
ac

tu
rin

g 
En

gi
ne

er
in

g 
Vo

l:1
4,

 N
o:

03
, 2

02
0 

pu
bl

ic
at

io
ns

.w
as

et
.o

rg
/a

bs
tr

ac
ts

/1
15

96
2.

pd
f

ISNI:0000000091950263International Scholarly and Scientific Research & Innovation 14(03) 2020 1

https://publications.waset.org/abstracts/115962.pdf

