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“Today’s purchasing and supply 

managers complete over 57% of the 

buying process before they ever contact 

a supplier representative.”



If so, what’s different about today’s B2B Customer Journey?



Purchasing 

Employment 

Growth

Millennials

Technology

Market Forces Altering the Customer Journey



Customer Journeys Vary by Importance of Acquisition

Strategic (Direct) 

Purchases (20%)

Non- Strategic (Indirect) 

Purchases (80%)

Spend Analysis Pareto Chart



1. Scouting for Emerging Trends & Technologies

2. Searching for Suppliers & Products

3. Assessing & Monitoring Supplier Financial & Legal Risk

4. Verifying Supplier Certifications & Compliance

5. Reviewing Sustainability Practices & Green Products

6. Comparing Alternative Suppliers & Products

7. Transaction Management

8. Managing Ongoing Supplier Relationships & Performance

8 Recurring Buying Tasks of Today’s Customer Journey



Online Supply Management Tools:

1. Scouting for Emerging Trends & Technologies

Online Resources from 

Trade Associations
Online Professional Communities

E-Mail Supplier Promotions 

Focused on Learning Online Market Reports



Online Supply Management Tools:

2. Searching for Suppliers & Products

Professional Communities
Search Engines

Online Catalogues Real World or Online Trade Shows

Social Media Based Sites



Online Supply Management Tools:

3. Assessing Supplier Financial & Legal Risk

Risk Assessment & Monitoring Services

Supplier Websites



Online Supply Management Tools:

4. Verifying Supplier Certifications & Compliance

ISO 9000 Certifications

Compliance Management Services



Online Supply Management Tools:

5. Reviewing Sustainability Practices & Green Products

Bloomberg ESG Disclosure Scores Sustainalytics



Online Supply Management Tools:

6. Comparing Alternative Suppliers & Products

Vendor Scorecards Review Sites

Price Comparison Sites
Total Cost of Ownership 

CalculatorsSupplier Websites



Online Supply Management Tools:

7. Transaction Management

Electronic RFPs & RFQs

Strategic Sourcing & Procurement Systems

Electronic Buying, Ordering, & Payment



Online Supply Management Tools:
8. Managing Ongoing Supplier Relationships & Performance

Vendor Management Systems



Online Supply Management Tools:

The Future? – Fully Integrated Supply & Procurement Suites

Procure-to-Pay Suites

Supply-to-Pay Suites Configure-to-Manage Suites

Configure-to-Pay Suites



Which Analyses Are Most Likely to Reveal 

Order Qualifiers & Order Winners?

Online Supply Management Tools:



What’s Next?

With our colleagues: 

Lujie Chen of the China Europe International Business School

Damien McLoughlin of University College Dublin, & 

D.V.R Seshadri of the Indian School of Business



Teasers!

1. Chinese managers use a wider variety of digital tools more frequently.

2. Ireland ranks second in terms of variety and frequency of tool usage.

3. USA managers use a narrow and selective group of tools less frequently.

4. Vendor scorecards, online trade association sites, and online groups & 

review sites are “hot” and “on the rise” in all four countries.

5. Millennials are more likely to use text messaging, social media, online 

groups & review sites, and vendor management systems.



Visit our research website at: 

www.engagementb2b.com

Want to Learn More about Our Findings?


