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INTRODUCTION   

Human Resources Management is one of those vital functions 

of an Organization, which define, direct and achieve the 

organization’s vision and mission. The concept of “Global Market” 

has not only highlighted the sensitivity of this function but also has 

emphasized on the need to refine it and make it more efficient in order 

achieve the organizational goals effectively. In  Supply Chain 
Management often only marketing area receives the significance, 

undermining the role played by Human Resources function. It is 

habitually assumed that best customer service practices and 

exceptional Customer Satisfaction can be accomplished only by the 

best Marketing Practices, ignoring the essence that only Customer-

Oriented Employees and Customer-Centric Values of the organization, 

result in Customer Satisfaction furthering it to Customer Delight. 

Wide variety of factors contribute to the success of Human Resources 

Management function in Supply Chain Management Practices, these 

include Administrative issues such as Number of Employees, 

Compensation factors, Job Satisfaction, Training and Development, 

Performance Management Systems &  needlessly the Cognitive 
Aspects such as right composition of employees, their skills, 

behaviours, motivation levels and leadership practices adapted in the 

Organization. Human resources always act as the key performance 

drivers; however their workability and victory depends upon the 

systematic and strategic planning of the Supply Chain Management 

Practices. Many organizations are yet to work on their People 

Strategy, which is the key element in accomplishment of organization’s 

ultimate Goal.  

 

“Human resources are like natural resources; they're often buried 

deep. You have to go looking for them; they're not just lying around 

on the surface. You have to create the circumstances where they 

show themselves.” ― Ken Robinson 
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A simple explanation of Supply Chain 

Management says that it is process where goods 

and services move from the supplier or 

manufacturer to the customer. This simple 

definition is complicated in its own way, for 

there are many issues go into this, for instance a 

mere movement does not fulfill the purpose of 

Supply Chain Management process. Materials, 
services and information should provide highest 

degree of Customer Satisfaction at the best 

possible price. Achieving this standard requires 

high degree of commitment from supply chain 

partners ensuring better coordination and greater 

understanding of customer needs and more over 

an ability to create a virtual organization, which 

functions in a far enhanced manner and beyond 

the mundane technicalities of any physical 

organization.  

Often the notion of Supply Chain 
Management is confused with the concept of 

Logistics Management. Logistic Management 

refers to the activities within an organisation or 

the boundary of a single organisation, while 

Management of Supply Chain refers to the 

network as the name itself is self-suggestive, 

Supply Chains of various companies who work 

together and coordinate their activities, so that a 

product moves from the manufacturer to the end 

user. 

 It is often assumed that the key to 

successful Suply Chain Management practice is 
effective Marketing Management, but a crucial 

element missed out here is that, all the activities, 

from the point of procurement to the point of 

delivery or consumption is done by people. 

Every supply chain activity is driven and 

directed by people, who are vital part of the 

operations. The variours activities, which are a 

part of SCM like raw material procurement, 

inventory management, managing finished goods 

to final delivery to customer etc., require great 

precision and expertise, hence the strength of 
managing supply chain management lies in the 

effeciency of the people who administer and 

control it. 

Management of Human Resources is 

one of those vital functions of an Organisation, 

which define, direct and achieve the 

organisation’s vision and mission. The concept 

of “Global Market” has not only highlighted the 

sensitivity of this function but also has 

emphasised on the need to refine it and make it 

more efficient in order achieve the organisational 

goals effectively. In Supply Chain Management,  

it is time and again the  marketing area receives 

the significance, undermining the role played by 

Human Resources function,it is habitually 

assumed that the Customer Satisfaction can be 

attained only by the best Marketing Practices, 

ignoring the essence that only Customer-
Oriented Employees and Customer-Centric 

Values of the organisation result in Customer 

Satisfaction furthering it to Customer Delight. 

Customer expectations, increased 

competition, price mechanisms are exterting high 

pressure on supply chain system, the challenge is 

to deliver the product and services to the 

preferred destination at the right time and at the 

best price.  To achieve the goal of enhanced 

customer satisfaction, the systems need to be 

upgraded, updated and accurate. By making so 
we are not only involving the firms but also the 

entire gamut of supply chain players , including 

the manufacturers, whole salers, retailers, 

suppliers, distributors and all. Manufacturers 

need focus not on improved product quality but 

customer satisfaction, whole salers and retailers 

need to ensure that the products and services are 

within the customers’s reach, while suppliers and 

distributors should guarantee the product quality.  

Service economy is dominating the 

world scenario and the focus is on delivering the 

value to the customer. Organisational culture 
plays a major role in the shaping the employees 

attitudes and their behaviour towards their 

customers, reinforcing their values about the 

system. Organisations need to work on 

improving the competencies of the employee, it 

has to be enforced that customer loyality is 

important to survival of any business.only the 

recurring value delivery to the customer results 

in building customer loyalty and repeated buying 

behaviour.  Organisations need to realise that 

functional areas other than Marketing also 
contribute to customer satisfaction; one of the 

most important functional area is Human 

Resource Management. HRM designs strategies 

that engender customer satisfaction. Contrary to 

the popular belief that HR function only deals 

with hiring of employees, takes care of their well 

being and manage their careers, the new age HR 

Managers believe in making the passive labour 

force into active human resources.  
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Various HR determinants such as job 

satisfaction, effective training, congenial 

organisational culture, job security, job status, 

competitive compensation policy, result-oriented   

performance management practices, lead to a 

satisfied employee. The other wide variety of 

factors contribute to the successs to Human 

Resources Management function in Supply 
Chain Management Practices can be classified 

into various categories such as Administrative, 

Operative, Cognitive and etc. Administrative 

issues include the  number & skill set of the 

employees,compensation factors, job satifaction, 

training and development, performance 

management systems, policy making & etc., 

Operative issues such as day –to-day affairs, 

regularity & punctuality of employees, health, 

safety & welfare issues, canteen facilities, 

transportation, recreations and etc.Cognitive 
aspects inlcude right compostion of employees, 

their skills, behaviours, motivation levels and 

leadership practices adapted in the Organisation. 

Interesting it may sound but managing 

human resources is not as simple as it appears to 

be. First challenge is to attract the right kind of 

employees with the required skills, qualifications 

& qualities as the majority of the qualified 

incumbents are not interested to join Supply 

Chain Sector the reason could be the lack of 

awareness about the career or growth 

opportunities in the Supply Chain Sector. The 
various job profiles in this sector require wide 

range of skills such as Managerial, Operational, 

and Tactical & Functional skills in the area of 

Finance, Marketing, Legal, International 

Business, Mechanical Skills and other common 

skills such as Language Skills, Interpersonal 

Skills, Customer Service Skills and Technical 

Know-how.  The huge gap between the demand 

the supply of right kind of man power is an issue 

of great concern.  

Another challenge is lack of available 
suitable education or courses in the area of 

Supply Chain Sector. Employee learning is 

facilitated either through his or her own 

experience or through intense training 

procedures. We may expect the development of 

the required courses and the Institutes, Colleges 

and Universities may be offerring them in the 

near future. Compensation related issues also 

affects the man power inflow into this sector, 

gender differentials, context of education, 

technical discrepancies, and age gap also lead to 

the variation in the remuneration. Research 

proves that compensation is one of the key 

elements and it acts as the core of these HR 

strategies. Compensation strategies such as good 

pay, incentive schemes, and cafetaria approach 

keep employees happy and motivated to increase 

sales, provide after sales service and exhibit high 
concern for customer satisfaction. Employee 

motivation is another critical factor that 

determines employee performance and leads 

them work towards customer contentment. It is 

organisation’s responsibility to design the 

compensation and motivation policies, which 

induces an employee to align the organisation’s 

goals and objectives to their own personal goals 

and work with their own interest. 

The third dimension that is vital in 

employee performance and productivity is 
training and development, which helps in 

shaping employee behaviour, work on modifying 

their attitudes and enhance their value system. 

Proper training methods aid employees to 

develop a customer-oriented behaviour and the 

customers will admire this behaviour. Rapid 

progressions compel supply chain management 

systems to provide rapid and consistent service at 

best price and right time, always. In the modern 

economy, Customer Relationship Management 

(CRM) plays a major role, as customer relation 

and retention are imperative in building long 
term relationships. Customer and his needs have 

been a crucial part of supply chain management 

organisations since their inception. Customer 

Relationship Management’s standard 

applications consist of marketing research, 

marketing automation, sales force automation 

and communication technology forms the core of 

it. CRM ensures that customers’ needs are better 

addresed and the products and services are 

handled in a better manner. With help of CRM 

practices the knowledge about our customers, 
their needs and ways and means to communicate 

with them becomes an integral part of our 

database, this helps us to focus on better service 

rather than merely updating their information. 

These days most of the companies are working 

towards better visibility of business processes, 

and hence trying to incorporate various sets of 

software applications including Customer 

Relation Management and Supply Chain 
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Management, with Enterprise Resource Plan 

(ERP) as their backbone. 

Empowerment of employees helps in 

creating sense of ownership and then the 

supervisors need not coax the employees to 

satisfy the customer needs, customer satisfaction 

will eventually become the employees’ priority. 

Empowered employees set the rules of the game, 
design strategies to gratify the customers. 

Effective HRM policies help us to identify the 

true potential of the human resources in the 

organisation and encourage the innovations and 

improvements in the existing supply chain 

management.   

Supply chain organisations are 

becoming learning organisations as they are 

inclined to convert their knowledge about 

markets and customers into a productive means 

to remain competitive in the dynamic markets. 
Information obtained from the markets needs to 

be adapted  in the form of knowledge and 

disseminated to the employees and other key 

players, who can make a difference in the 

functioning of a supply chain organisation. The 

education and the training provided to the 

employees endows them with a vision for a 

holistic supply chain practice and helps them to 

see themselves as a part of a big picture. 

Effective training also enables employees to 

prepare for the changes to come up in the due 

course of time and more importantly, it equips 
them embrace the change that market dynamism 

brings in. People cannot be compeled to change, 

hence the knowledge & training provided to 

them smoothens the process the change and 

assists them to deal with the resistance to change 

by altering their mindset, attitudes and behaviour 

and enables them to welcome the change. 

Organisational culture also plays a 

major role in the functioning of employees in the 

firm; every organisational member in the supply 

chain link brings in his or her own personal 
culture to this alliance and keeps adding and 

enhancing the strength of the group culture. The 

contributions made by the multiple supply chain 

partners integrate to form a different culture 

altogether. Every organisation’s culture is a 

summation of various geographical, social, 

economic, technical, legal and other factors. 

These factors can be listed as : nature & size of 

the organisation, development stage of the 

business, sector in which the firm is operating, 

organisational structure, authority and 

responsibility relationships, leadership style, 

organisational policies & practices, influence of 

global markets, competitive industries influence, 

working conditions, organisation’s ability to take 

risk and innovate, leaders’s vision & values and 

this list is endless. 

 

CONCLUSION  

 

Most of the Managements are ignoring 

the human element and are believing in 

importance of the information technology alone, 

hence they are investing in technology 

presuming that information technology is the 

answer to all the problems faced by supply chain 

managers, while research studies prove it vice-

versa. No technology is independent of people, 

because the success of technology solely depends 
upon the human ability to use and apply it. 

However, advanced the technology may be it can 

never be independent of the people; it will 

always need people to operate and facilitate the 

technology. 

Human resources always act as the key 

performance drivers; however, their workability 

and victory depends upon the systematic and 

strategic planning of the Supply Chain 

Management Practices. Many organisations are 

yet to work on their People Strategy, which is the 

key element in accomplishment of organisation’s 
ultimate Goal. People issues should be 

considered to create and sustain supply chain 

networks, proper education and training along 

with imbibing of right culture ensures the supply 

chain success. Impulsive markets, influence of 

global scenario, dynamism in the industry is 

compelling the organisations understand the 

importance of Human Resources, on par with 

other resources. Supply chain managers though 

slowly, but are accepting the fact that there is a 

need to develop effective strategies to improve 
communication networks, team style of 

management, visionary leadership, and 

innovation.  

Modern Supply Chain Managers has 

understood the interdependencies between 

Supply Chain Management & Human Resource 

Management and are trying to integrate them.  

This cross-functional coordination is been widely 

recognised and is proving to be profitable. 

Management Professionals are learning connect 
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the power of these two functions and making 

them a single twine, which will result in far 

fledged results over a period. 

 

As Peter Senge notes, “We know how to invest 

in technology and machinery, but we’re at a 

loss when it comes to investing in people”. 

 

REFERENCES  
 

1. A.L. Wilkins and W.G. Dyer Jr., Toward 

culturally sensitive theories of culture 

change,Academy of Management Review 

13(4) (1988), 522–533. 

2. Bolton, J. M., and Wei, Y. (2003), 

“Distribution and logistics in today’s 

China”, TheChina Business Review, Vol. 

30, No. 5, 

3. Bowersox, D. J., Closs, D. J., and Cooper, 
M. B. (2002). Supply chain 

logisticalbmanagement. New York: 

McGraw- Hill. 

4. Bowersox, D.J., and Closs, D.J. (1996). 

Logistical management: The integrated 

supply chain, Supply chain logistical 

management process. New York: McGraw-

Hill. 

5. Boxall, P., and Purcell, J. (2003), Strategy 

and human resource management, New 

York: Palgrave Macmillan. 

6. Chopra, S., Meindl, P.: Supply Chain 
Management, Pearson Education, Inc., 2004.  

7. Christopher, M. (2000), “The Agile Supply 

Chain”, Industrial Marketing Management, 

29(1): 37-44.  

8. Conger, J.A and Kanungo R.N. (1988) “The 

Empowerment Process: Integrating Theory 

and Practice”, Academy of Management 

Review, 13 (July): 471-482.  

9. Cravens, David W., Thomas N. Ingram, 

Raymond W. LaForge and Clifford A. 

Young (1993), “Behavior-Based and 
Outcome-Based Salesforce Control 

Systems,” Journal of Marketing, 57 (4): 47-

59.  

10. Deming W.E. (1989) “Out of Crisis”, 

Cambridge, MA: Mit Press.  

11. Deshpande, R.,Farley U.J., and Webster, 

F.E. (1993) “ Corporate Culture, Customer 

Orientation, and Innovativeness in Japanese 

Firms: A quadrad Analysis”, Journal of 

Marketing. 57(January): 23-27.  

12. DeVellis, R.F. (2003). Scale Development: 

Theory and Applications, 2nd ed, Thousand 

Oaks, CA: Sage Publications.  

13. Ernst & Whinney (1987), Corporate 

Profitability & Logistics, Council of 

Logistics Management, Oak Brook, IL.  

14. Ernst & Young (1992), International Quality 

Study, American Quality Foundation.  
15. Gist, M.E. and Mitchell, T.R. (1992) “Self-

Efficacy: A Theoretical Analysis of Its 

Determinants and Malleability”, Academy 

of Management Review, 17: 183-211.  

16. Goldman, S., Nagel, R., and Preiss, K. 

(1995), Agile Competitors and Virtual 

organizations: Strategies for Enriching the 

Customer, Van Nostrand Reinhold, New 

York, NY.  

17. Hartline D.M., Maxham G.J and McKee 

O.D. (2000) “Corridors of Influence in the 
Dissemination of Customer Oriented 

Strategy to Customer Contact Service 

Employees” Journal of Marketing, 64 

(April): 35-50.  

18. HR Issues in Supply Chain Management I. 

S. Kang Supply Chain Management 

inEmerging Business Environment: 

Issues,Opportunities and Challenges" at 

GJIMT Mohal. 

19. Hugos, Michael.; Essentials of Supply Chain 

Management, John Wiley & Sons, New 

Jersey, 2003.  
20. M. Stoica, J. Liao and H. Welsch, 

Organizational culture and patters of 

information 

21. Mathis, R. L., Jackson, J. H.: Human 

Resource Management, South-Western 

College Pub, 2007.  

22. Mathis, R. L., Jackson, J. H.: Human 

Resource Management, South-Western 

College Pub, 2007. 

23. P. Senge, The Fifth Discipline, Doubleday, 

New York, NY, 1990. 
24. Prusa, P.: Some New Approaches in 

Logistic Management. In Perner´s Contact 

2004., vyd. Pardubice: Univerzita Pardubice, 

2004. p 56-59.  

25. R. Whipp, R. Rosenfeld and A. Pettigrew, 

Culture and competitiveness: Evidence 

fromtwo mature UK industries, Journal of 

Management Studies 26(6) (1989), 561–585. 



                                            Print ISSN: 2249 – 3492, Online ISSN: 2249 – 3506 

  

Impact Factor: 6.361       www.thaavan.com 

Dr.V.Pramadha/ Management, Sciences and Technology / (2018) 13 

 
 

 International Journal of Research in 

Management, Sciences and Technology 

 

 

26. Robertson, J.F., Copacino, W.C.: The 

Logistics Handbook, Andersen Consulting, 

New York, 1994.  

27. S. Sherman, How tomorrow's leaders are 

learning their stuff, Fortune 132(11) (1995), 

90–96. 

28. S.A. Sackmann, Culture and subcultures: An 

analysis of organizational knowledge, 
29. Steward, L. G., Brown, K. G.: Human 

Resource Management: Linking strategy to 

practice, John Wiley & Sons, Chichester, 

2008.  

30. Wyhra F. T.: Human Resource Architecture, 

SSM – Surgical Sevices Management, 

Denver, CO: AORN, May 1996, Volume 

2/Number 5 

 


