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ABSTRACT

Processes and management of businesses have gone through phenomenal changes as a
result of technological revolutions in recent years. One invention, the Internet, has caused
businesses to look at their way of doing business again and again to make things more
efficient and effective. One of the areas affected by Internet is Supply Chain Management
(SCM). Therefore Electronic Supply Chain Management (E-SCM) has become an
increasingly important topic to businesses. Business entities are able to interact real-time
with the World Wide Web (WWW) service in the Internet and exchange information
transparently. This allows trading partners a very improved way of communications
resulting quicker diagnosis, feedback, and solutions to inventory and customer service
problems. Hence E-SCM is born. This paper investigates the current web initiatives of three
different industries, Transportation, Pharmaceuticals, and Banking, in Bangladesh and
attempts to find out how successful these industries are using the internet to integrate their
supply chain. This research uses a qualitative experimental design approach by comparing
across a variety of factors affecting E-SCM for a group of selected companies from each
industry mentioned above.

1. INTRODUCTION

Companies in any industry are more competitive now than ever before. The internet,
Information Technology (IT), and electronic communication have generated opportunities
for such competitive environments in which companies are constantly struggling to adapt to
new changes. Companies realize that Internet enhances integration all through supply chain
for both internal and external processes. Companies also realize that ignoring this challenge
of integration, especially within a network of organizations, can cause to fall behind their
rivals.

“SCM is the management of upstream and downstream relationship in order to deliver
superior customer value as less cost to the supply chain as a whole” (Christopher, 1998).
“Total performance of the entire supply chain is enhanced when we simultaneously optimize
all the links in the chain as compared to the resulting total performance when each individual
link is separately optimized” (Burke and Vakkaria, 2002).

'North South University



MM Nawaz Ameen

To face this total integration firms are facing many difficulties. Moreover markets today are
increasingly price sensitive due to the amount of product information available to the
consumer. Internet allows consumers to find suppliers that can provide desired products with
desired prices. Consumers today are more informed regarding products and services
available all over the globe than any time before in the history of time. Alternative shopping
choices are presented to them readily through the internet. Therefore these knowledgeable
consumers are becoming much more demanding and becoming more difficult to please day
by day. On the other hand companies are also using technological tools to reach out to their
customers 24 hours a day, 7 days a week. The internet has become a very convenient and
effective way for each party such as the suppliers, manufacturers, logistics service providers
and customers, in supply chain to meet at electronic marketplaces in order to search, order,
sell products and services and communicate with each other efficiently.

E-SCM provides tremendous opportunity for business to flourish in all directions.
Businesses are following this trend internationally. However there is very little to almost no
research has been done about the integration of E-SCM in the various industries of
Bangladesh. There is no information available regarding the current status of E-SCM in
these three industries chosen for this paper. As mentioned above these industries are
Transportation, Pharmaceuticals, and Banking. These industries web initiatives have not
been analyzed before to discover how they are integrating E-SCM. Since the E-SCM is
inevitable it is vital to find out the current conditions of these web initiatives in these
industries in Bangladesh. This research attempts to meet this gap by choosing several
companies from these three different industries in Bangladesh. This paper investigates
current websites of these companies by focusing on several areas that are related, directly or
indirectly, to E-SCM.

With the widespread use of internet SCM has become a great means to compete in the
marketplace and thus has become a vital factor in corporate strategy. The objective of this
research is to find out how well E-SCM is used in these companies to compete in the current
market applying web initiatives. A cross industry analysis is the target to fill in this gap.
However a very limited number of companies from each of these three industries are chosen
for this research and these companies are nothing but just a sample of specific industry. This
list of companies is not a comprehensive guide to every company within an industry.
However analysis of the current websites of these companies will provide a good look at
where E-SCM actually stands in terms of managing processes.

The objective is to see the usage of public website for supply chain management in these
industries and attempt to find any correlation among them. This research attempts to find out
any co-relation among different factors such as the size or type of the business with a
successful implementation of E-SCM. This paper will fill in this gap of not having enough
information regarding a comparative analysis of E-SCM across these three industries in
Bangladesh.
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This paper is organized as follows; in section 2 a definition of E-SCM will be presented. In
section 3, the impacts of Internet on E-SCM will be discussed. The research methodology
will be described in section 4. Section 5 will present the research results. Finally some
conclusive remarks will be presented in section 6.

2. DEFINITION OF E-SCM

Oliver and Webber (1992) and Houlihan (1984) used the term SCM for the internal supply
chain that integrates business function involved in the flow of materials and information
from inbound to outbound ends of the business. Cooper et all (1997) defines SCM as the
integration of key business processes from end-user through original suppliers that provide
products, services, and information that add value to customers and other stakeholders.

By integrating technology, especially the internet, what we get is E-SCM which is actually a
network of facilities and distribution options that perform the functions of procurement of
materials, transformation of these materials into intermediate and finished products, and the
distribution of these finished products to customers. (Kulkarni, S. 2001).

The planning and execution of the front and the back end operations in a supply chain using
the Intenet is E-SCM. (Lee, Whang, 2001)

Croom (2005) suggested that SCM needs to be defined by looking at core processes and
functions relating to the management of supply chains, for example fulfillment, operations
planning, and procurement. However identification of main supply chain processes is done
differently by different models. For example the Supply Chain Operations Reference
(SCOR) model developed in 1996 focuses on five key processes: plan, source, make, deliver,
and return. Cooper, et all. (1997) defined SCM taking into account the eight supply chain
processes: Customer Relationship Management (CRM), customer service management,
demand management, fulfillment, procurement, manufacturing flow management, product
development, and commercialization and reverse logistics.

From the perspective of business processes E-SCM can be defined as the impact the Internet
has on the integration of key business processes from end-user through original suppliers
that provide products, services, and information that add value to customers and other
stakeholders. Following section will attempt to briefly discuss some of these impacts
Internet has on SCM.

3. POSITIVE IMPACTS OF E-SCM

The Internet has brought fundamental changes in business activities. Internet has facilitated
communication among different supply chain members by providing a pervasive
communication infrastructure. In the areas of marketing, retailing, shopping, and advertising
activities Internet has made revolutionary changes mostly by making services available 24
hours a day, 7 days a week. Examples of recent benefits reached by companies from the
Internet and IT include: 1. Quick response and access to information; 2. Better customer
service; 3. Increased competitiveness; 4. Reduction on data and data re-entry; (Lai et all.
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2005). Thus the internet has become an easy and effective tool to communicate in real time
with all sides of supply chain members (Lancaster et all. 2006)

Using Internet customers are able to access information easily about products and services,
vertical information (i.e. comparing a product across suppliers) at a low cost, to efficiently
screen the offerings, and easily locate a low price for a specific item (Kolesar and Galbraith,
2000)

Managing a supply chain includes activities such as material sourcing, production
scheduling, and physical distribution systems (Koh et. al., 2006). A supply chain manager’s
goal therefore is to link the end customers, the distribution channels, the production
processes and procurement activities all of which can be done with the help of the Internet.
The Internet has provided managers in the supply chain with the ability to be agile in
managing their supply network. This includes the ability to: 1. Quickly adjust inventory
levels, 2. Add or reduce carriers when needed, 3. Increase the speed in reacting to customer
service issues, 4. More effectively manage distant facilities, 5. Reduce the level of paper
work, 6. Adjust material throughput when necessary, 7. Track shipment more accurately, 8.
Develop cost effective purchasing strategy, 9. Improve production scheduling, 10. Reduce
operational redundancy in systems (Lancioni et al. 2003).

Sharing information along the supply chains is the key to E-SCM and this in turn gives
parties along the supply chain the opportunity to build and keep long-term relationship with
each other. As firms open themselves, and their information, up to each other, they are forced
to align their own strategies and goals. This in turn bringing supply chains more committed
to the end customers. This long term relationship is also causing to stabilize processes, as
firms can focus on their own individual core competencies, while outsourcing their
remaining needs (Tapscott, 2001).

4. CHALLENGES OF E-SCM

There are many challenges to a successful E-SCM implementation. All data from all parties
in supply chains need to be online. Therefore having a proper infrastructure connecting all
parties is the first thing needs to be considered. This means integration of different
applications into a single information system preferably through Internet. This is a technical
challenge faced by each corporation in supply chains.

Integration also means commitment from parties in the supply chains, commitment on
moving to electronic systems leaving the traditional way of doing business behind. This
requires through examinations of current processes and making changes as needed or even
placing the existing process with automated systems.
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A very vital issue here is collaboration which needs to be based on the efforts of trust and
commitment and cooperative norms; and it requires corporations to overcome the natural
resistance to reveal business secrets to their partners (Chou et al, 2004).

Another challenge is to have true freedom of information throughout supply chains. Many
companies show little trust in sharing actual data with other companies (Scalet, 2001). Some
organizations fear that sharing internal data can cause them to lose their core competencies.
Threats of vertical integration or disintermediation are very real for many companies. By
maintaining total control of their internal processes firms can decrease these outside
competitive risks. However the tradeoff is a less than optimally efficient supply chain
network (Lancaster et all., 20006).

5. WEBSITE EVALUATION METHODOLOGYRESEARCH MODEL

Each website is evaluated in the following areas.
1. Orientation: A ¥'indicates that the firm’s website meets the following orientations.
INF — Information on products or services is readily available.
SVC — Service oriented with the ability for E-transactions.
P — Public relations information
A — Advertisement
Function: Websites are evaluated for functionality by looking at the following
categories:
MKT- Marketing and Company information
Cat- Catalog or Product information
Inv- Inventory information for supply chain partners
Lgs- Logistics information for supply chain partners
CP- Customer personalization; and
OTC- Order Tracking
Each is evaluated on whether the information is publicly available or only available
through a login/password.
v’ = publicly available
PW = Password login
Pages. The number of pages found at the public web site:
L —50 pages or more
S — less than 50 pages
Focus. The overall focus of the website:
C — Customer
S — Supplier; and
B — Both.
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This model is modified from the original one by Lancaster et all. (2006) and it is specifically
chosen to see how businesses in industries currently use their web presence to communicate
within their supply chains. This research attempts to answer the following questions for each
industry:

Are the companies using websites only for information purposes?

Do the websites have the capability to complete transactions?

Do the websites provide suppliers relations?

Do the companies rely on EDI connections or other traditional methods for connection trade
partners?

Is there any relationship between technological capabilities and the type of business?

As it is already shown E-SCM does not focus on individual components. It rather is evolving
towards information systems that encompass the entire supply chain. This research model
based on above mentioned factors are chosen mostly to judge how businesses across several
industries in Bangladesh currently communicate within their supply chain in light of the
accessibility of the internet. It is anticipated that most businesses are using their websites
mainly for informational purposes. These websites may have some transactional capabilities
largely focusing on the customers. It is also possible that these companies are relying on
point to point EDI (Electronic Data Interchange) connections or other traditional methods to
connect to trade partners. However by looking at three different types of industries,
Transportation, Pharmaceuticals, and Banking, in Bangladesh, this research attempts to find
if there is any relationship between technological capabilities and the size and/or type of
business.

Research Assumption and Limitations

This paper is an introductory research to examine the current web initiatives of a much
selected group of companies in Bangladesh. This list of companies cannot be considered as
a comprehensive guide. Therefore any conclusion drawn from this research is only
applicable for these companies only.

This research only looks at the information that is publicly available on these websites. Some
websites offer extended services that required passwords to view. To fully evaluate a
company website access to those pages that are not publicly available is needed. This is
considered as a big limitation of this research.

Table I. Legends for website evaluations
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Catagory Abbreviation Meaning

Orientation v Website has selected function
X Website does NOT have selected function
Function Not Applicable
PW Only available through login

Pages L >= 50 pages
S <50 pages

Focus C Customers
S Suppliers
B Both

6. RESEARCH SUMMARY

The following sections summarize the findings of this research. The data from this research
is formulated on tables II to IV.

Transportation — Air (Table II)

Three privately owned Airlines, Novo-Air (www.flynovoair.com), Regents
(www.flyregent.com),and US-Bangla (us-banglaairlines.com), are chosen for this group. All
of these airlines fly mostly inside the country with very limited flights to nearby countries.
Their websites have very similar services and features. All of them are highly focused on
their customers by providing information about flights such as availability, ticket pricing and
booking, and their different offers and polices. These websites are very much consistent in
terms of the design as well as the type of information provided to their users. None of these
sites provide any links or information about their suppliers. They do have a password
protected area for their agents. Online purchase of ticket using credit or debit card is
provided by only one company, Novo-air.

Transportation — Package Delivery (Table II)

These companies offer mostly information for their customers. These include information
about their services such as different type of delivery options, contact info, office locations
are. None of these sites provided any link or info about their suppliers. One site, Sundarban,
mentions supply chain as one of their services for Corporates but no detail information is
provided. Another site, Continental, provides some description about the services they offer
to support supply chains for other companies. Parcel tracking was a common service in all
of these websites however the link to tracking did not work properly for couple of these sites
at the time of evaluation for this research. Pricing information was also not available for
different services. Only one company, Sonar Courier, out of these four offers client to create
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their own account and then allows them to place an order. However there is no
e-paymentavailable in the company’s website. The payment is done by COD, Collect on
Delivery, method. It appears that these courier companies are still trying to integrate web
capabilities into their traditional way of doing business. Their websites are mostly providing
location and contact information for their customers.

Table II: Transportation Companies

Transportation IN SV P A Page Focu
Industry F C S J
Airlines:

US-Bangla Airlines v C

Regents
Novo-Air

Package Delivery:
Sundarban

Continental

Sonar Courier v v v v v L v C

P
\W
QHI Express v v v vV v x X x x L Vv C

Notes: INF- Information; SVC — Service; P-Public Relations; A- Advertisement; MKT- Marketing;
Cat- Catalog; Inv- Inventory; Lgs- Logistics; CP- Customer Personalization; OTC- Order Tracking ,
PW — password, n/a — Not Applicable; v - available in the website; x- not available in the website; L
— Large; M- Medium; S- Small;

Pharmaceutical Industry (Table I1I)

The web sites for the companies chosen for this paper representing pharmaceutical industry
in Bangladesh provide wealth of information on the companies, their brands and their
products. All these companies are very similar in providing the information through their
web sites. One common link these companies have unlike other industries researched for this
paper is a link called “Investors.” However this research finds that only two companies,
Square and IBN Sina, actually provide their financial statements available online for the
users to download through this “Investors™ link. As far as supply chain management goes,
these websites focus heavily on end users by providing very details information about each
type of medicine they produce. Very detail information is also given about their different
facilities such as production, R&D, and warehouse facilities. Incepta and Aristopharma
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present basic location information about their distribution network. However none of these
websites has any link to suppliers or even for distributors to connect electronically for
managing supply chain. These web sites do not also allow any e-commerce activities such as
purchasing products online.

Table I1I: Pharmaceutical Industry

Pharmaceutical IN A
S F

Incepta v v

Beximco v
Square v
IBN Sina v v v v v v L C

AristoPharma v v oy v Vv v  x X X X L C

Notes: INF- Information; SVC — Service; P-Public Relations; A- Advertisement; MKT- Marketing;
Cat- Catalog; Inv- Inventory; Lgs- Logistics; CP- Customer Personalization; OTC- Order Tracking ,
PW — password, n/a — Not Applicable; v - available in the website; x- not available in the website; L
— Large; M- Medium; S- Small;

Banking Industry (Table V)

There are six banks chosen randomly for this research. Three of them are public, partly or in
whole, and other three are privately owned. The privately owned banks are Dhaka Bank,
SouthEast Bank, and DutchBangla Bank. All of these banks, public or private, focus heavily
on providing plenty of information regarding services to customers. They do provide variety
of services to their customers. These services include personal banking, corporate banking,
SME services, investor’s relations, etc. However private banks appear to have better and
more online services for their customers. For example online banking facility is only
available for the customers of one public bank, Janata, out of 3 public banks selected for this
research. All the private banks do provide online banking services through a secure area with
log in and password for their customers. Credit card service is another that is only provided
by the private banks. All the private banks in this research provide some kind of credit or
debit card facility for their customers. A very notable service Duch-Bangla bank (DBBL)
provides is called “Internet Payment Gateway” through which customers are able to
purchase or pay utility bills online without even holding a DBBL account. Currently there
are 350 e-merchants registered with DBBL payment gateway accepting master card, Visa,
and DBBL Nexus cards. Private Banks are also offering some form of mobile banking
services for their customers. DBBL has ‘Agent Banking’ which serves wide range of
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customers throughout the country by providing banking and financial services with the help
of mobiletelecommunication devices using biometric technology. South East bank has a very
similar service, TeleCash, through which customers are able to send money using mobile
devices.

Table IV: Banking Industry

Pharmaceutical IN oT
S F C

Dhaka Bank v n/a

DuchBangla n/a
SouthEast n/a

Janata n/a

Rupali v v voox na S C

Krishi v v o x v Vv X X x na M C

Notes: INF- Information; SVC — Service; P-Public Relations; A- Advertisement; MKT- Marketing;
Cat- Catalog; Inv- Inventory; Lgs- Logistics; CP- Customer Personalization; OTC- Order Tracking ,
PW — password, n/a — Not Applicable; K - available in the website; x- not available in the website; L
— Large; M- Medium; S- Small;

7. CONCLUSION

E-SCM does not focus on any single part of the supply chain. Successful E-SCM
implementation connects all major parts in supply chain instead. This research attempted to
find out how efficient the chosen companies in Bangladesh are in terms of collaborating
different parts in supply chain using internet as the tool for collaboration. By researching
through these selected web sites it is very apparent that these companies are mostly focusing
on the downstream part which basically services the customers of the supply chains.
Companies are providing plenty of information online for their customers. However most of
these companies are not taking advantage of online transactions completely. For example
companies chosen in Transportation industry do not have much if any online purchasing
capabilities built into their websites. Only one airline is allowing online purchasing of
tickets. As far as the upstream part which connects suppliers to merchants, goes, nothing is
found from any of the websites. This clearly shows that these companies in Bangladesh still
working on integrating all parties of supply chain into their web initiatives.
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This research also confirms that there is no particular relationship between the type of the
business and their implementation of an online supply chain management system. In
Banking industry this research finds that banks are quite capable of providing full phased
online services which include online transactions and payment services, to their customers.
One bank, DBBL, in particular, has successfully implemented this service. In transportation
industry, it is found that one airline, Novo-Air, is providing very similar online services to
their customers through their website. This clearly shows that any company from these three
industries is actually capable of connecting and servicing the upstream part of supply chain
through their website. The most critical factor to do so is the importance placed on the
initiative.

The above findings of this research have managerial implications for the study of successful
deployment of E-SCM into the business process of these industries in Bangladesh as this
research sheds some light on underlying conditions of current web initiatives. This paper has
solid contribution in terms of proving, not only to the research scholars but also to the
corporate managers that the companies of Bangladesh need to move from concentrating on
internal processes to web linking of supply chain partners to reap the benefit of E-SCM. As
internal processes have improved in this businesses it is high time now to look at the external
relationship among all parties in supply chain and this paper serves as a good starting point
in examining the current status as they move towards the next step of business improvement.
The huge importance of E-SCM is not a question anymore. This research plays an important
role to state the current status of the websites for these companies. This research opens up
doors for further research in multiple directions. For example this research shows that the
further research needs to be done to shed some light in terms of the reasons why these
companies are not yet efficient enough to integrate E-SCM. Is it because of any
infrastructure issue such as not having a global payment gateway in the country? Or is it the
scarcity of resources, technical or managerial, playing a vital role?

This research also shows that further research needs to be done to find out the correlation, if
any, between public and privately owned companies. For example this research shows that
private sector in Banking industry in Bangladesh is far ahead in terms of online services to
their customers than the companies in public sector. On the other hand the privately owned
companies in transportation industry do not show significant improvement in their web
initiatives. However since this research only focuses on a very few number of companies
from each industry, no further conclusion can be made. Therefore it is highly expected that
more research will be done in this area of E-SCM in Bangladesh to obtain a deeper
understanding.

As markets in every industry are going more global day by day, E-SCM will surely continue
to play bigger role in making processes more effective and efficient. Companies in
Bangladesh should not be any different. The sooner these companies realize the importance
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of E-SCM and step forward to integrate their internal and external processes into E-SCM, the
better off they will be in terms of creating a competitive advantage for them.
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