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Marking Criteria:
 We expect the learners to write minimum one well expressed point in three lines against each allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high grades for a 5 marks question.
For high grades use examples and illustrations where appropriate. 
	1. 
.i Basically, as in all the companies, the key performance indicators need to be controlled and monitored by certain amount of people, people specifically designated to track and tackle these indicators, in this case we are talking about 4 simple ones which are: Customer Service; to meet the expectation of the customer on the market they serve, Internal efficiency; to make a healthy profit, meeting the customer expectations but as well utilizing all the resources to streamline the operation to make it profitable, for example it will be worthless to get the highest customer service but with high operational costs as at the end no profit will be achieved, Demand flexibility; we have talk along the course that we need to ensure the capability to meet the customer demands but as well to sort the demand changes on a fast and profitable way cause at the end selling more will be translated in more profits for the company. Product development; during the mature phase of the operation and the company the customer can request for different products than the one we are currently supporting with, like the aerospace industry, former 777 Boeing planes eventually was superseded by the new 787 Dreamliner, so the customer may look at the company to check if they are able to build the new products and stick with the company in the new products.
	Overall the framework for SCM performance rely on the proper track of these factors, 	which eventually at the proper and most effective balance of these will lead the company 	to achieve the highest level of satisfaction, making the company even more profitable.
.ii Internal efficiency as mentioned above is meeting the customer expectations but streamlining the operation on a healthy way, let’s remember that well developed markets will provide low profits while the development of new products will provide larger profits, the secret here is to find the perfect balance and not to shoot a bullet in the company’s feet while trying to develop new products with the right capabilities and processes.
.iii Customer service metrics are the factors that will highlight the level of satisfaction we have achieve on a period of time, and how our SCM was able to meet the customer markets, basically they are two main ones which are; Build to stock (BTS) and build to order (BTO), BTS is the capability that the company have to build stock in advance to meet the demand on time, current and future demand (including changes) they monitor the following indicators: Order and order line item fill rate, on time delivery fill rate, backorder management, aging of the backorders, line item run rate. BTO in the other way relies on the capability of the manufacturing to meet the orders submitted by the customer on time and manner.
.iv Build to order and build to stock different is pretty much the timing of the orders, while BTO comes with an implicit requisition-purchase order on a period of time, BTS is production in advance built to satisfy customer orders immediately as the orders are received, this is strictly related to the inventory capacity from the company which supplies the order, if they have stock capability they can build in advance, if they are not they might stick with the BTO way.
.v Is the “Bank” of data accessible for authorized personnel which will facilitate the information used by the daily operations, for example; historical demand, inventory levels, issues, turn in’s, etc. which will help us to calculate and to plan most of the operations relying on historical data, another example is forecasting, this activity cannot be performed properly if we do not have access to historical demand and issuance from all the areas of the company, off course there are certain levels of data that can be accessed by a specific level of personnel within the company, most of the strategic usage information will be only available for upper management while the daily operations information can be accessible for most of the other personnel.

2. these operations are for, which lead to SCM to have the best performance as these are being improved with time.
· Plan operation: this is related with the amount of SKU’s that the company carries, the number and percentage of order changes, the inventory carrying cost and the volume of production, in the past we have review how logistics affect the cost of operation, well…this is an example of it, we need to make sure our operation is profitable, effective and efficient.
·  Source operations: monitoring raw material geographically and the cost of procure the items at distance will lead to have a plan operation KPI up to date and aligned with the company’s goal.
· [bookmark: _GoBack]Make operation: this involve the number of SKU’s, the manufacturing steps geographically, the production flexibility and how the money is deployed, which means in case of having more than one facilities, how each and every one of them will impact the profits of the company, the percentage of order changes due to internal issues (delays?) and the percentage of value added through the WIP.
· Delivery operations: number one, we need to make sure that the orders are placed correctly and the less manual possible, of course when having more than one facilities we need to consider the capability of each one, but even do they have the same capability it does not mean that they will be the same profitable between each other as again we need to segregate these geographically to check how many items are shipped by each channel and how many of these items are being returned, saying this, is like…to identify the strength of the facilities by its competencies, like, it can be some facilities more profitable due to the instance between supplier-customer than the other ones, but at the same time the farthest ones can be more capable to switch demands as per the customer orders, in this case each and every one of our facilities will have its core competencies by the type and place of operations they hold.
Monitoring these aspects and improving these at the highest percentage will lead us to have more profits, but healthy one as we need to balance all these factors to have the best customer service which will lead to more money for the company.
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