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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. Give short answers to the following questions: (20) 
i. What is the framework for supply chain performance measurement?  
To respond effectively to performance expectations of the markets means one has to provide the level of performance people require. This leads to higher profitability for the provider of services who takes these opportunities offered by the markets. Certain key performance metrics or indicators would have to be identifies, measured and monitored to determine the extent of fulfilling the performance obligations to the customers. Each of the four categories of measurements needs to be measured for individual companies or a range of supply chain companies. 
ii. What is meant by internal efficiency of a supply chain?  
All companies have one main desire and it is mainly to make a healthy profit. Internal efficiency measures the ability of companies to streamline operations for them to be profitable. The level of profit is normally determined by the nature of the market. Well-developed markets provide lower margins of profits due to lower levels of risks and uncertainty. Developing markets on the other hand usually come with higher risks and uncertainty and so larger profit margins are to be expected to make up for the time and resources required to run supply chain operations in this kind of market
iii. What are the customer service metrics? And what do they measure?  
Customer service metrics are measurements which highlight how customers have been effectively served by companies and how supply chains are able to meet the needs of markets. Two main customer service metrics are used: the build to stock (BTS) and the build to order (BTO) metrics. Supply chain or companies may fall under any of these two classifications. Examples of build to stock metrics include:

· Complete Order Fill Rate and Order Line Item Fill Rate
· On-Time Delivery Rate
· Value of Total Backorders and Number of Backorders
· Frequency and Duration of Backorders
· Line Item Return Rate
· Popular metrics for a build to order situation are:

· Quoted Customer Response Time and On-Time
· Completion Rate
· On-Time Delivery Rat
· Value of Late Orders and Number of Late Orders
· Frequency and Duration of Late Orders
· Number of Warranty Returns and Repairs


iv. What is the difference between build to order and build to stock products?  
Build to Order (BTO)
Some customers may provide product specification for supply chain companies to work with within specific time frame. This situation is referred to as build to order (BTO) request. For example, a computer company may be asked by a customer to build computers with certain specifications. Performance is measured based on analysis of the quoted customer response time (how long the company is expected to take to deliver the product) and the on-time completion rate. Longer customer response time will assist the company to achieve higher on-time completion rates but this will, of course, be dependent on how soon the customer needs the product.

Build to Stock (BTS)
This include common items supplied to large markets which customers expect to obtain instantly when they make request for them. This implies suppliers need to keep a large inventory available to meet the high demands. Items in this category include building materials, cleaning supplies etc. But sometimes the supply chain may be overwhelmed by the wide range of items that customers order and may not have sufficient storage space to keep thousands of these items. In such cases, companies tend to have contingency plans of having a backup provided from a secondary location and also making provision for the items to be delivered at specific times whenever customers make request for items. Alternatively, items may be substituted with a close match or a much higher quality item when stocks of a particular item become depleted. The order fill rate performance metrics measures the percentage of total orders that are supplied immediately whereas the line fill rate metrics measures performance in terms of the percentage of total line items on all orders which are filled immediately.

v. Explain the term ‘Data warehouse’.  
Data warehouse is a business intelligence system where important operational information sourced from primary sources is kept to be accessed by authorized personnel when the need arises. Data warehouse needs to have automatic data capturing features to enable it to retrieve data on daily operations across different departments of a company.
2. Discuss in details the operations that suggest supply chain performance. (10)  
The following 4 categories of supply chain operations should be measured and improved upon with the objective of meeting the performance requirements of the markets:
· Plan operation
· Source operation
· Make operation
· Deliver operation

Key performance measurements such as line item fill rate, on-time delivery, order fill rate, product assembly and design, inventory turns and the like, will improve significantly provided activities are carried out effectively. Each performance category may be influenced by specific activities. For example, a company’s order and line item fill rate and inventory turns are affected by inventory management, whereas return on sales and upside ability are influenced by procurement arrangement and execution. Companies are expected to collect data in the 4 categories of operations (i.e. plan, source, make and delivery operations) mentioned above and to monitor the results closely.
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