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Abstract

Identifying and prioritizing the services supply chain performance measurement indicators using
multi-criteria decision making techniques MCDM (case study: the five star hotels in Tehran)

Mohammad esmailzadeh

SCM and performance measurement in SCM in services companies are not discussed as in SCM
in production companies, thus we need to conduct more researches in this field. Accordingly, this
research aims to recognize and prioritize the criteria of SCM performance assessment. After
reviewing the literature, we recognized and prioritized the criteria. Criteria are categorized in two
sets; the first set includes 8 indices that are adapted from SCOR and SERVQUAL. Experts are
surveyed about this set of indices and used T test to analyze them. In the second set, after creating
decision tree of AHP, We prioritized the criteria using fuzzy AHP.

The results of this research help managers in assessing SCM performance in services industry. As
well, categorizing the criteria helps manager in strategy formulation and attaining their goals.

Key word: Service Supply Chain, SERVQUAL Model, SCOR model, SCM Performance
Assessment
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