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Abstract— A company's performance in its supply chain is apprehended through the satisfaction of a set of objectives inherent in the chosen 
strategy. These objectives are based on several horizons and this is called strategic, tactical and operational objectives. This involves the variation 
of the performance on these same three decision-making levels [4] and to assess the degree of achievement of each objective, a company then 
uses to measure its basic performance. For this, it relies on a set of performance indicators or indicators system.  

This article discusses in the first part, the concept of measuring performance, a recent literature review and detailed indicators of major global sup-
ply chain and a summary of these indicators. To adapt these indicators to Moroccan companies, we conduct a case study where we propose an 
approach of building a global dashboard based on the concept of Balanced Scorecard.  

 
Index Terms— Supply Chain, indicator, performance, system, BSC.  

——————————      —————————— 

1 INTRODUCTION                                                                     

upply chains are a result, or rather a consequence of the 
wave of globalization and the globalization of markets. 
Indeed, in an environment of more increasingly competi-

tive race to reduce production costs while maintaining a good 
quality of finished products and improving the quality of cus-
tomer service, more demanding than ever, never ends. Compa-
nies and organizations now transcend borders become even 
more complex, and therefore new challenges to manage 
emerged.  

One of the biggest challenges companies face today is the need 
to meet increased demands of customers in markets where 
competition from low-cost labor are becoming stronger and 
destabilizing.  

To meet this challenge, industrial organizations are reorganized 
to offer differentiated products while improving their respon-
siveness and flexibility. To support its strategy, the company 
will then seek to identify performance indicators that will con-
tribute to the achievement of its strategic objectives and on 
which it will be able to act. These performance indicators are 
typically attached to the product, the client, the resources of the 
business or organization. It is around these performance drivers 
that will organize any activity performance evaluation of the 
company.  

In our article, we will make a summary of aggregate indicators 
of the supply chain. To do this, we will discuss the concept of 
performance measurement, to a recent literature review and 
detailed indicators of a major global supply chain and high-
lighted with a summary of indicators. The last part of this article 
will be devoted to a case study of a Moroccan company operat-
ing in the automotive sector, which aims to build a global dash-
board based on the concept of Balanced Scorecard. 

2 CONCEPT OF A SUPPLY CHAIN 

The supply chain includes all transactions for the manufacture 
of a product or service from the extraction of raw materials to 
delivery to the end customer through the steps of processing, 
storage, and distribution. Nowadays, more and more we look 
at the supply chain as a canvas multi activities mentioned, this 
is due to the complexity of today's organizations and their 
international dimension. Added to the material flow, logistics 
chain includes information and financial flows. Each stage of 
processing or distribution may involve new actors or new 
suppliers or new customers intermediaries, also with new in-
formation flows [32].  

2.1 Description 

Many definitions have been proposed in the literature to ex-
plain the term "supply chain" and "supply chain", but not all 
approach this notion from the same angle of approach (CO-
DRIVERS [8].  

For [26], a supply chain is a network of organizations that con-
tribute to different processes and activities through interac-
tions upstream and downstream, adding value in the form of 
products and services for end customers. From a conceptual 
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point of view, a supply chain can be considered as a succes-
sion of procurement process, manufacture, distribution and 
sale of a product, from the first supplier to the end customer.  

In one of the most important books on supply chains and 
Meindil Chopra [9] give the following definition: "a supply 
chain consists of all stages involved directly or indirectly in 
the satisfaction of the request for a client. The supply chain not 
only includes the manufacturer and suppliers, but also trans-
porters, retailers and customers themselves "storage centers. 
Zougar Amrani [1] proposes to incorporate these definitions in 
a single table (Tab.1). 

TABLE.1  
SOME DEFINITIONS OF SUPPLY CHAIN  

 
Auth
ors 

 
Definition Chain  
Logistics CL 

 
key 
Points 

Discipline  
journal  

Jones 
[22] 

'The CL includes planning and 
management of the entire flow  
material from the supplier to 
the final customer through the  
producer and distributor '  

Sterling 
flow  
material
, 
Custom
er  

Physical  
distribution 
and  
material  
management  

(Ellra
m, 
[13] 

‘'The CL is a network of 
companies interacting, 
interrelated by various flow 
from raw material supply to 
final delivery, and working to 
achieve product or of services 
for end users  

Networ
k,  
interacti
ons, 
flows,  
custome
r  

Physical  
distribution 
and  
logistics  
management  

(Gane
shan 
[18] 

The CL is a network facilitator 
performing the functions 
procurement of materials, 
transformation of these 
materials intermediate 
products and finished 
products, and distribution of 
products to customers  

Networ
k,  
Process  
Custom
er  

Management  
science and  
information  
system  

Chris
tophe
r, [7]   

‘The CL includes strategic 
management process  
procurement, inventory 
movements of materials,  
components and finished 
products as well as 
information flows that are  
are associated. The 
organization of sales channels 
is such that current and future 
profitability is maximized 
through process of executing 
the command  
 

Process  
organiz
ation  
perform
ance  
executio
n  
order 
 

Logistics and  
supply chain  
management  
 

Hanfi
eld 
[21]  

‘The CL includes all activities 
related to both the physical 
flow by converting well from 
the raw material stage to final 
client, that information flow' 

activitie
s, flows 
material 
and 
informa
tional  
custome

Physical  
distribution 
and  
logistics  
management  

r  
 

Chop
ra [9] 

‘The CL characterizes all 
activities impacting directly or 
indirectly in the sales order. 
The supply chain not only 
includes the manufacturer and 
suppliers, but also 
transporters, warehouses, 
retailers, and customers 
themselves'  
’ 

Steps 
embodi
ment of 
the 
control  
partners  
 

Integrated  
supply chain  
 

Ment
zer 
[25] 

‘The CL is a group of at least 
three entities directly involved  
in the upstream and 
downstream flows of 
products, services, finance  
and / or information, ranging 
from a source to the customer '  
 

Entities 
flow  
various, 
custome
r  

Business  
logistics  
 

(Feni
ès, 
[15] 

‘The CL is a complex system 
described as:  
- An open set traversed by 
financial flows, materials and 
informational  
- A network of physical 
entities (factories, workshops, 
warehouses,  
distributors, wholesalers, 
retailers) and self-organization 
(Firms, subsidiaries, business 
units ...)  
- A set of activities grouped in 
a logistics process whose 
layout is a value chain and 
intra-organizational  
 

Various 
streams,  
network  
varied 
activitie
s  
inter  
and 
intra-
organiz
ational  
 

Logistics and  
management  
 

Each of the researchers that focuses on the study of supply 
chain provides a definition for the following discipline which 
it is derived and objectives that guide its analysis.  

In conclusion we can see that there are two visions of the 
supply chain, one based on the company, and the second 
based on the product. Oriented product supply chains are 
based on the flow of material necessary for the development 
of a product or product family. Approaches considering the 
supply chain of a company consider the company as a central 
element, then all stakeholders with whom it interacts.  

3. MEASURING PERFORMANCE OF A SUPPLY CHAIN:  

 3.1 Why measures of the supply chain? 
Several factors explain why leaders need specific measures to 
manage the supply chain, including:  
• The absence of measures that express the performance of the 
entire chain;  
• The need to go beyond internal measures and cover the en-
tire supply chain;  
• The need to determine the interaction between the perfor-
mance of each player and the chain as a whole;  
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• The complexity of the supply chain management;  
• The need to align activities and share information about the 
performance to implement a strategy that achieves the objec-
tives of the supply chain;  
• The desire to enlarge the viewing angle within the supply 
chain;  
• Willingness to distribute the positive and negative effects of 
functional changes in the supply chain  
• The need to differentiate the supply chain to gain competi-
tive advantage;  
• The desire to promote cooperation between the functions in 
companies and among members of the supply chain [12].  

3.2 Measuring Performance  
Currently, performance is defined by multiple criteria, due to 
the enlargement of the notion of efficiency in triptych "effi-
ciency - efficiency - effectiveness" and the evolution of the rela-
tionship between the industrial system and its environment.  
So the performance becomes a kind of joint research:  
- The efficiency of peripheral expanded production system 
activities;  
- The effectiveness of the process used;  
- The effectiveness of objectives, regardless of their relevance 
to the resources available. [3]  
These objectives are based on several horizons and this is 
called strategic, tactical and operational objectives. This in-
volves the variation of the performance on the same three lev-
els of decision making [4] and to assess the degree of achieve-
ment of each objective, a company then uses to measure its 
basic performance. For this, it relies on a set of performance 
indicators or indicators system.  
Lockamy [24] classifies them into two categories: qualitative 
performance measures (customer satisfaction, flexibility, inte-
gration of physical and information flows, financial risk man-
agement...) and quantitative (delivery delays, response time 
client,).  
The performance evaluation by a system of performance indi-
cators is a problem widely studied in the recent literature on 
the supply chain. The objective here is to improve the perfor-
mance of the entire chain must implement "performance 
measures" to assess the effectiveness of a policy of supply 
chain management.  

5. INDICATOR SYSTEMS SUPPLY CHAIN 

Depending on the degree of importance given to an indicator 
or group of indicators in the management system, they will be 
qualified performance indicators "key" (Key Performance In-
dicator). These are the predominant indicators in the monitor-
ing and control of performance and require more attention 
from managers.  

From this, the indicator can be defined as information to 
help a "decision maker", individual or collective, more gener-
ally, to drive the course of action to achieve a goal or to allow 
it to 'evaluate the results. [17] 

The indicator is seen as "an objectified measure" [5], a deci-

sion element to or control processes to achieve defined objec-
tives (control logic) or modify the objectives themselves (logi-
cal progress) [27].  

The objectives of the company are numerous and declining in 
three managerial dimensions, a significant number of indica-
tors is required. This is called system of indicators is a "set of 
indicators, necessary and sufficient for the actions envisaged 
defined in accordance with the set of all the objectives of the 
system under consideration" [4] Far from being independent, 
these indicators are interrelated and this is the consideration 
and the simultaneous analysis of all these indicators used to 
evaluate the consistency and performance of a supply chain.  

The link most commonly cited is that of subordination when 
measured by an indicator at a given level performance that 
contributes to the higher level. The lower indicator is consid-
ered to be an evaluation of local performance and acts as a 
variable action vis-à-vis the higher level indicator, considered 
overall. The overall performance of the company is then ex-
pressed by indicators that reflect its financial performance and 
competitiveness [16]. These indicators are at the strategic level 
and are related to Key Success Factors identified by the com-
pany. The local performance is influencing factors or determi-
nants of overall performance and is expressed as process indi-
cators. These process indicators are associated with Perfor-
mance Factors when they are at the tactical level and Factors 
of Progress for the operational level.  

6. GLOBAL INDICATORS CITED IN THE LITERATURE:  

We start with the SCOR (Supply Chain Operations Reference 
model) which is a qualitative model based on a benchmarking 
modeling of the supply chain, born in 1996 in the industrial 
group 69 which formed the Supply Chain Council [29]. This 
reference model consists of four levels describes the key pro-
cesses present in each company in the supply chain, offers a 
number of performance indicators for each of the process, de-
scribes best practices associated with each element of the pro-
cess and identifies commercial software to implement them.  

 

Fig.1. SCOR Model with its processes, from CSC [29] 

The SCOR model provides performance indicators, but does 
not specify if they are independent and consistent. In addition, 
it provides no method to deploy a more detailed level (di-
saggregated indicators). The key performance indicators rec-
ommended by SCOR are given in the table (Tab.2):  
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TABLE.2 
EXAMPLE OF PERFORMANCE INDICATORS OF THE SUPPLY CHAIN 

Activity / 
Process Level Strategic Level Tactical 

Operational 
Level 

Planning  

Level of perceived 
value of the product 
by the customer, 
variances against 
budget, control time, 
cost of information 
processing, net profit 
ratio Vs 
productivity, total 
cycle time, total time 
cash flow, time 
product develop-
ment cycle 

Time client re-
quest, cycle time of 
development, 
reliability 
forecasting tech-
niques, cycle time 
of the planning 
process, methods 
of receiving orders, 
human resources 
productivity 

Method for 
receiving 
orders, human 
resources 
productivity. 

Procurem
ent   

Delivery perfor-
mance of suppli-
ers, response time 
of suppliers rela-
tive to industry 
standards, supplier 
price compared to 
the market price, 
efficiency of the 
cycle time of 
purchase orders, 
efficiency of the 
method cache flow 

Efficiency of 
the cycle time 
of purchase 
orders, 
supplier price 
compared to 
market price 

Productio
n  

Portfolio of products 
/ services 

Scrap percentage, 
by cost fortune to 
work, capacity 
utilization, use of 
economic 
quantities  

Percentage of 
waste cost 
happiness by 
working 
productivity 
index of hu-
man resources  

Shipping  

Flexibility of service 
system to meet 
customer needs, 
efficiency of the 
distribution plan of 
the company 

Flexibility of ser-
vice system to 
meet customer 
needs, efficiency of 
the distribution 
plan of the compa-
ny, effective billing 
methods, percent-
age of finished 
products in the 
network, reliable 
delivery perfor-
mance  

Quality of 
products de-
livered, 
percentage of 
products 
delivered on 
time, efficient 
billing meth-
ods, number of 
delivery in-
voices without 
mistakes, 
percentage of 
urgent deliver-
ies wealth of 
information 
necessary to 
make deliver-
ies, reliable 
delivery per-
formance 

These indicators are then used to drive the performance of 
planning, purchasing, procurement, production, delivery, 
sales [20]. [19]. [6]. According to the considered process, we 

speak of internal indicators or external indicators and they are 
oriented or customer-oriented suppliers.  

Based on the work of [19],[29], [20],[2]. Sahin [28], [31], 
[11].Anne-France [14] provides a summary of indicators often 
cited in the literature to measure the performance of a supply 
chain (Figure 2).  

 
Fig.2. Main business performance indicators  

Meanwhile, Julien François [23] identifies three aggregate in-
dicators of a supply chain: 

• The degree of partnership 
Varying degrees of agreement between partners in a supply 
chain can be highlighted. Lauras et al. (2003) distinguish be-
tween "communication", "coordination", "cooperation" and 
"collaboration." These different degrees of partnership depend 
on two factors:  
- The type of information or treatment (resolution of part or all 
of a problem) pooled by partners  
- How to exchange or share information between the two 
partners.  

• Cost reduction  
Reducing costs throughout the chain is a key priority of sup-
ply chains. Reducing the overall costs to reduce the price of 
finished products and so seek to acquire market share and 
generate profits for future investments in the supply chain.  

• Reduction of delivery 
A company must react quickly respond to market changes in 
order to make profits. Thus, the main objective of Caterpillar 
[10] was it to produce and deliver products to customers in 
three weeks in 2006 against eight weeks in 2000, and to reduce 
the processing time of orders (entry, calculation ROs, ...) to one 
week against eight weeks in 2000 (Figure 3).  
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Fig.3. Objective of reducing delays at Caterpillar from Dany[10] 

For global optimization of the supply chain, we must find a 
balance between financial and non-financial metrics whether 
strategic, tactical or operational level. Also, to make the right 
steps in all functions of the chain would better understand and 
thus can improve it where the need arises.  

In this sense, Meindil and Chopra [9] identified six indicators 
of overall performance (Table 3):  

TABLE .3  
THE SIX PERFORMANCE INDICATORS ACCORDING TO CHOPRA [9] 
Indicators  Definitions  

Infrastructure  

Physical locations where the products are 
stored, assembled, or manufactured. Decisions 
about their roles, location, capacity and 
flexibility (technology) influence the 
performance of the supply chain.  

Stocks  
Includes all stocks of raw matter eras, assets, 
and finished goods. Change policies stocks 
influence the reactivity of the chain logistics.  

Transportation  
Also including internal transport of stocks of 
finished or semi.  

The 
information  

It is constituted killed data on infrastructure, 
inventory, transportation, costs, prices, 
customers. It may be the major indicator 
performance of the supply chain for the 
performance of this function directly affects 
all other indicators.  

Sourcing  

It is a question of who should carry out an 
activity through the chain such as production, 
storage or transport. At the strategic level, it is 
to determine what activities the company will 
do itself and what activities it will 
subcontract.  

Prices  

It is a question of giving value and price of 
goods and services supply chain product. 
Prices influence the behavior of customers and 
the chain performance.  

Transport 
policy  

A combination of choice of transport modes 
and setting delivery schedules. The 
performance of the transport function of the 
responsiveness and efficiency of the chain is 
especially important for most companies 
transport costs represent a third of the overall 
costs.  

While Gunasekaran [19] identified six key indicators for which 
they develop metrics (Tab.4).  

TABLE.4 

THE SIX INDICATORS ACCORDING GUNASEKARAN [19] 
Metrics  Indicators  Definitions  

Metrics 
plannin
g 
control
s  

The method of 
receiving 
orders  

This method determines how the 
customer specifications are 
converted into data exchanged 
throughout the chain.  

Latency 
command 
(order lead 
time)  

Total control cycle is elapsed time 
from receipt of order to delivery of 
product to the customer. The 
shorter the cycle induces a better 
system response to customer orders 
which gives it an advantage in 
terms of competitiveness.  

The path of the 
command  

It includes all the channels through 
which the command is past. This 
indicator identifies the steps where 
there was no added value, and 
allows the chain to make the 
decisions necessary to eliminate the 
steps without added values.  

Evaluat
ion of 
supplie
rs  

The supplier 
evaluation 
involves action 
at all levels of 
the chain.  

This assessment was often based on 
changes in prices and on time 
delivery. Competition between 
suppliers was a competition based 
on prices offered neglecting other 
equally important aspects such as 
quality, responsiveness, availability 
and customer satisfaction. This 
analysis provider must be made 
periodically and projected on the 
long term.  

The 
metrics 
in 
product
ion 

The range of products and / or services offered and 
produced. 

Production capacity  

His role is important because 
it determines the activity 
levels throughout the chain. It 
directly influences the speed 
of response to commands 
(reactivity of the chain) and 
the cycle time of a product in 
the chain.  

Efficiency scheduling 
techniques  

Determines the manner in 
which the resources are 
allocated to tasks.  

Evaluat
ion of 
deliveri
es  

The performance of this function largely determines 
whether or not the customer satisfaction, and thus the 
competitiveness of the system.  

Assess
ment of 
quality 
of 
service   

The pliancy  

Capacity of the supply chain 
to respond favorably to 
requests from individual 
customers. Flexibility can be 
measured by the cycle time of 
product development and 
time setting machines or tools.  

Time response customer queries regarding for example 
monitoring the status of their orders.  
Quality after-sales service  

Evaluat It is the assessment of all costs related to logistics. This 
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ion of 
Logistic  
Costs 

is a very important financial indicator; financial flows 
have a large influence on the flow of products. One of 
the indicators is to measure the cost of the risks 
undertaken by the chain.  

For classification, Taylor [30] classifies the performance indica-
tors of the supply chain into four categories:  

• Measurement time: including among others, the cycle 
time of an order, the cycle time of product develop-
ment, timely deliveries. 

•  Measures of costs: including among others the costs 
of raw materials, payroll, maintenance, defective pro-
duct returns, transport, storage, and management of 
infrastructure.  

•  Measures of Effectiveness: concerns the utilization of 
a property chain as the utilization of storage facilities, 
the rate of capacity used, and the rate of capital used. 

• Measures of quality of service: as the rate of deliveries 
on time, satisfied the orders, returns factory, customer 
complaints, and customers who spend new orders. 

7.  SUMMARY 
At the end of this state of the art of global indicators in the 
supply chain, we synthesize them and we classifying accor-
ding to the four pillars of the Balanced Scorecard (BSC) (Tab 
5). 

TABLE 5  
GLOBAL INDICATORS BY BSC  

Axis  Indicators  Explanation  

                
Financial  

Prices  
It comes to value and price 
the goods and services 
supply chain product. 

Evaluation of logis-
tics costs 

It is the assessment of all 
costs related to logistics.  

Reduction  costs 

Infrastructure  
Physical locations w here the 
products are stored, assem-
bled, or manufactured.  

Customer  

Evaluation of deliv-
eries  

The performance of this 
function largely determines 
whether or not the customer 
satisfaction, and thus the 
competitiveness of the sys-
tem.  

flexibility 

Capacity of the supply chain 
to respond favorably to 
requests from individual 
customers.  

Quality after-sales service 

Time response cus-
tomer queries re-
garding  

Such as monitoring of the 
status of their orders.  

The method of receiving orders 

Internal pro-
cesses  

Latency command 
(order lead time)  

Total control cycle is the 
time from receipt of order to 
delivery of product to the 
customer. 

Reduction of delivery  

The degree of partnership 

The path of the 
command  

It includes all the channels 
through which the control 
happened. 

Evaluation of sup-
pliers  

This assessment was often 
based on changes in prices 
and on time delivery.  

The range of prod-
ucts and / or services 
offered and pro-
duced.  

 

The production 
capacity  

His role is important be-
cause it determines the ac-
tivity levels throughout the 
chain.  

Effectiveness of 
scheduling tech-
niques 

Determines the manner in 
which the resources are 
allocated to tasks.  

Transport policy  
A combination of choice of 
transport modes and setting 
delivery schedules  

Sourcing  

It is a question of who 
should carry out an activity 
through the chain such as 
production, storage or 
transport.  

The information  

It is constituted data on 
infrastructure, inventory, 
transportation, costs, prices, 
customers.  

Transportation  
also including internal 
transport of stocks of fin-
ished or semi  

Stocks  
Includes all stocks of raw 
matter eras, assets, and fin-
ished goods.  

Axis organi-
zational learn-

ing 

 Employee satisfaction index  
Absenteeism  
Evolution education levels  
Case number by Commercial  

8. CASE STUDY (MAKING A GLOBAL DASHBOARD) 

From the analysis of the existing indicators in terms of global 
supply chain, we will try to adapt to the case of a Moroccan 
company that operates in the field of automobile distribution. 

The design scheme that we propose to build a Global Dash-
board follow the methodological approach based on the prin-
ciple of Balanced Scorecard (Figure 4):  
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Fig.4. Steps of designing a BSC 

 
Our approach to building is divided into three phases which 
are linked as follows:  
 
A. Phase 1: Establishing the vision and strategic direc-
tion  
The mission, vision and strategy is our starting point for the 
development of balanced scorecard of the organization.  
 
a Mission and vision  
The company is currently organized around three business 
lines:  
 - Pole distribution of vehicles and spare parts (passenger cars 
and new vehicles);  
 - Pole mounting heavy weight commercial vehicles;  
 - Pole after sales service.  
Branch of the company says its intention and fundamental 
vocation based on the following aspirations:  
- Consolidate a leader among luxury brands;  
- Have a distribution network covering major cities of the 
country;  
- To provide our customers the best product in terms quality / 
reliability and quality after sales service;  
- Supporting our customers for the life of their vehicle, and 
beyond.  
 
b Srategic and operational objectives  
 Strategic Objectives  
Strategic objectives revolve around three main axes:  
- Maintaining a dominant position in the high end by improv-
ing customer service;  
 - Develop and improve market share in both segments vehicle 
owner (VP) and utility vehicle (LCV) in the medium and low-
end through a policy of aggressive marketing and communi-
cation on the Casablanca-Rabat axis;  
- Maintain a high level of quality in order to retain customers 
increasingly demanding and face a very aggressive competi-
tion by focusing on the development of the After Sales Service.  
Operational objectives perspective  
The aim here is to define the objectives of the company with 
respect to four key areas: finance, customers, internal pro-
cesses and organizational learning.  

These multidimensional objectives are:  
A.1 Financial perspective  
Thinking about business strategy led to identify three financial 
goals: 

TABLE 6  
FINANCIAL GOALS  

Financial goals  Description  
OF1- Increase our 
leadership 

More specifically, the objective is 
defined as follows: "accelerate 
growth by improving the rate of 
customer loyalty and developing 
offers new models of vehicles and 
after sales services.  
Develop an image of luxury 
automobile company with a lead-
ing position in undisputed market 
share in the various trades "  

OF2- Generate more cash 
flow 

The increase in cash flow concerns 
at once choice and rationalizing 
investment, reducing settlement 
times and inventory control.  

OF3- Increase profitability Profitability the overall e is sought 
by business line (Sales new vehi-
cles, spare parts, after sales service), 
and also the development of vehi-
cle segments with high added val-
ue.  

A.2 Customer perspective  

For this axis, the objectives of the Management Board are defi-
ned by separating the VU and VP activity, and identifying 
different target customer (Customers trucks, network and dea-
lers, private client).  

TABLE 7  
CLIENT OBJECTIVES  

Objectives customers  Description  
OC1-Increased satis-
faction  
different customer 
segments  

For the sector vehicles utilities, waiting 
Principal vis-à-vis a partner is to ensure a 
high quality of service. The offer must be 
personalized and create added value for 
customers (trucks and their entourage of 
transport).  

OC2- Increase in 
market share 

For this target, the risk is low, given the 
trade policy (ceiling, bank guarantee, ac-
counting for vehicles new).  

A.3 Internal process perspective  

Based on the objectives of the financial perspective (share-
holders) and customers, we will define the levers in terms of 
internal processes (part of which is shown in the table 8).  

TABLE 8  
INTERNAL PROCESS OBJECTIVES  

Objectives Internal Pro-
cess  

Description  

OP1- Extend the range of 
products and  
service  

This process enters the phase of 
innovation imported models and 
services, the objective are to reach the 
expectation of every type of guest. 

OP2-  Place our price Provide services packages, 
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revisions profitability analysis of the mainte-
nance contract commercial vehicles, 
price repositioning vehicles. 

OP3- channel develop-
ment  
distribution 

This process affects the visibility and 
brand presence in accordance with 
the standards of the seat. 

OP4- development ser-
vices after  
sales  

Implement scheduling systems to 
meet deadlines promised. Mobile 
workshop system to assist client’s 
offsite. 

A.4 Organizational learning perspective  

We will define in this context (which forms the basis of the 
control system by the BSC) three areas playing a strategic role 
in the company: the level of satisfaction and competence of 
staff, features and the performance of system information and 
quality management system. 

TABLE 9 
OBJECTIVES ORGANIZATIONAL LEARNING 

Objectives organiza-
tional learning  

Description  

OO1- Develop skills  

managerial and com-
mercial  

This objective is linked to the 
definition of skills, attraction and 
talent development. 

OO2- To work tools 
forecasting and opera-
tional management 
simple and reliable  

  

The objective of this organiza-
tional perspective relates 
meanwhile IT tools deemed too 
complicated and unreliable or 
partially used by operational. 

OO3- Establish a system 
the management by 
objective  

It is an incentive to short result  
and long-term average 

B. Phase2: choice of relevant indicators perspective  

Based on the synthesis of global indicators and objectives de-
fined by the four axes Scorecard, we set the table (10).  

TABLE 10 
 CHOICE RELEVANT INDICATORS PERSPECTIVE  

Axes  Objectives  Global indicators  

Financial  

- Increase our 
leadership  
- Generate more cash 
flow  
- Increase 
profitability  

- Sales Growth  
- Net cash flow  
- Gross profit  

Customer  

- Increased 
satisfaction of 
different customer 
segments  
-Increase market 
share  

- Flexibility  
-The response 
time to customer 
requests for  

Internal process  

- Extend the range of 
products and service  
- Place our price 
revisions  
- Development of 
distribution 
channels:  
- Development of 
after sales services  

- The quality of 
after sales service  
- The range of 
products and / or 
services offered 
and produced.  
- Transport policy  
- Prices  

Organizational 
learning 

- Develop 
managerial skills 
and business  
- To work tools and 
operational 
management 
planning simple and 
reliable  
- Establish a system 
of management by 
objective  

- Employee 
satisfaction index  
- Absenteeism  
- Changes in the 
levels of 
education  
- Turnover by 
business 

C. Phase 3 Summary of BSC  

Structure Scorecard business study highlights five areas, 
namely: the objectives of the society perspective, indicators 
related to these objectives, performance targets and actual per-
formance 

TABLE 11  
GLOBAL DASHBOARD 

Axis  Indicators overall  
Target 

Performanc
e  

Real 
performance 

financial  

- Sales Growth  
1 0% of 
year kdh   

- Net cash flow    

- Gross profit    

customer 

- Flexibility  90%  X%  

- The response time 
to customer 
requests for  

2d  Xj  

internal 
process 

- The quality of 
after sales service  

90%  X%  

- The range of 
products  

2  2  

- Transport policy    

- Prices    

Organizat- 
ional 

learning 

- Rate of 
absenteeism  2%  3%  

- Changes in the 
levels of 
instruction  

90% + vat  80% + vat  

Turnover by 
business 
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-Employee 
satisfaction index 

80% of 
employees 
give the 
two best 
ratings  

X% of 
employees give 

the two best 
ratings  

9. CONCLUSION:  

There are a multitude of performance indicators of the supply 
chain. Take too many indicators can generate a large amount 
of data they would be difficult to manage and does not give 
enough visibility on what should be the decisions that must be 
taken to improve the quality of the supply chain. However, 
take some indicators could have adverse consequences be-
cause we might overlook some important factors. The chal-
lenge is to take the "good" indicators.  
To meet this challenge, this paper proposes a state of the art 
and analysis of the existing in terms of aggregate indicators of 
supply chain performance measurement. It helps to have an 
overall view on the subject and it will be used as the basis and 
inspiration track to achieve a new type of aggregate indicators 
of the supply chain. 
 Based on this work and to adapt these to Moroccan compa-
nies, we conducted a case study of a company operating in the 
automotive sector, where we proposed a process for produc-
ing a Scorecard (BSC), which led us to meet the objectives of 
the company according to the four axes of the BSC. Finally, we 
have a successful global dashboard based on relevant global 
indicators meet business objectives. 

REFERENCES 
[1] Amrani Zougar « Impact des contrats d’approvisionnement sur la performance 
de la chaîne logistique : Modélisation et simulation » Thèse L'universite Bordeaux, 
2009. 
[2] Barut M., Faisst W., Kanet J.J., «Measuring supply chain coupling: an infor-
mation systemperspective», European Journal of Purchasing & Supply Manage-
ment,2002, 8(3), pp. 161-171. 
[3] Berrah, L. Foulloy, Towards a unified descriptive framework for industrial objec-
tive declaration and performance measurement, Computers in Industry, 2013,  
[4] Berrah L, «L’indicateur de performance concepts et applications », Toulouse : 
Cepadues, 2002 
[5] Bitton M., 1990, ECOGRAI: Méthode de conception et d’implantation de sys-
tems de mesure de performance pour organizations industrielles – Thèse de doc-
torat en automatique – Université Bordeaux1. 
[6] Chan F., Qi H., «Feasability ofperformance measurement systemfor process-
based approach and measures», Integrated Manufacturing Systems, 2003, 14(3), 
pp.179-190.  
[7] Christopher M., 1998, Logistics and supply chain management – Strategies for 
reducing cost and improving service, Pitman publishing. 
[8] Consortium Copilotes (2004) livrable 1.1 « Caractérisation des chaînes logistiques 
», Rapport de projet copilotes,  collaboration et  partage d’information dans les 
chaînes  logistiques, programmede recherche à thématique prioritaire STIC, entre-
prise virtuelle soutenue par la Région RhôneAlpes.  
[9] Chopra S., Meindl P., 2001, Supply Chain Management: Strategy, Planning, and 
Operations, Upper Saddle River, NJ: Prentice-Hall  
[10] Dany, 2003 : D. Dany. Les problématiques et enjeux industriels chez Caterpillar. 
Ecole d’été d’automatique  –  Gestion  de  la  Chaîne  Logistique.  Session  24,  Sep-
tembre  2003, Grenoble, France. 
[11]  De Toni A., Nassimbeni G., «A method for the evaluation of suppliers’ co-
design effort» International Journal of Production Economics, 2001, 72, pp. 169-180. 

[12] Douglas M, Mesurer la performance globale de la chaîne logistique, journal 
Logistique &Management, Vol. 10 – N°1, 2002. 
[13] Ellram, L., 1991, Supply Chain Management: the industrial organisation per-
spective, International Journal of Physical Distribution and Logistics Management, 
Vol.21. Iss.1, pp.13-22. 
[14] France-Anne, Référentiel d’évaluation de la performance d’une chaîne 
logistique Application à une entreprise de l’ameublement, Thèse de doctorat, 
L’Institut National des Sciences Appliquées de Lyon  2007.  
[15] Féniès P., 2006, Une méthodologie de modélisation par processus multiples et 
incrémentiels: application pour l’évalusation des performances de la supply chain, 
Thèse soutenue à l’université Blaise Pascal – Clermont II. 
[16] Fitzerald L., Johnston R., Brignall S., Silvestrino R., Voss C., «Performance 
Measurement in Service Business», London : CIMA, 1991 
[17] Frédéric Juglaret., Indicateurs et Tableaux de Bord pour la prévention des 
risques en Santé-Sécurité au Travail, thèse soutenue à  l’École nationale supérieure 
des mines de Paris, 2012. 
[18] Ganeshan R., Harrison P., 1995, An Introduction to Supply Chain Manage-
ment, published at Department of Management Sciences and Information Systems, 
303 Beam Business Building, Penn State University, University Park.  
[19] Gunasekaran A., Patel C., Ronald E. «Aframework for supply chain perfor-
mance measurement», International Journal of Production and Economics, 2004, 87, 
pp. 333-347. 
[20] Gunasekaran A. Patel C. Tirtiroglu. E., «Performance measures and metrics in a 
supply chain environment», Int. J. Op. Prod. Management, 2001, 21 (1), pp.71-87. 
[21] Handfield R., Nichols, E., 1999, Introduction to supply chain management, 
Prentic Hall, New Jersey.  
[22] Jones T., Riley D., 1985, Using inventory for competitive advantage through 
Supply Chain Management, International Journal of Physical Distribution and 
Material Management, Vol.15, N°5, pp.16-26. 
[23] Julien francois, Planification des chaînes logistiques : Modélisation du système 
décisionnel et performance, Thèse L'universite Bordeaux, 2007. 
[24] Lockamy A., «Quality-focused performance measurement systems : a norma-
tive model», International Journal of Operations and Production Management, 
1998, 18 (8), pp. 740-766. 
 [25] Mentzer, J.T., DeWitt, W., Keebler, J.S., Min, S., Nix, N.W., Smith, C.D., Zacha-
ria, Z.G., 2001,Defining supply chain management, Journal of Business Logistics, 
Vol. 22 No. 2, pp. 1-25. 
[26] Mollet H., Ballot E., Dutreuil J., FontaineF., (2006). Système de production et de 
logistique. Ed. Hermès, Paris, 2006.  
[27] Naciri., O Design of an evaluation system and performance management of 
supply service : case study, International Journal of Scientific and Engineering Re-
search (IJSER), Volume 5, Issue1, January 2014 Edition (ISSN 2229-5518) 2013. 
[28] Sahin F., Robinson E.P., Information sharing and coordination in make to order 
supply chain. Journal of Operations Management 2005, 23, pp. 579-598. 
[29] SCC Supply chain operations reference model: overview of SCOR version 7.0; 
Supply chain council Inc. ; 2006. Available on http://www.supplychain.org.  
[30]Taylor D.A., 2003, Supply Chains: A Manager's Guide, Publisher: Addison 
Wesley. 
[31] Wu L., Song Y., «Measuring integrated supply chain performance», Services 
Systems and Services Management,2005. Proceedings of ICSSSM’05, 1, pp.91-96.  
[32] Zerouk., M Ordonnancements coopératifs pour les chaînes logistiques, Doc-
torat de l’Institut National Polytechnique de Lorraine, 2007.  

 

 
 

 

IJSER

http://www.ijser.org/

	1 Introduction
	2.1 Description

	References



