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rl'he New Customer of Choice Imperative: Ensuring Supply Availability,
Productivity Gains, and Supplier Innovation

Robyn Bew
Senior Director, Corporate Executive Board

92d Annual International Supply Management Conference, May 2007

Abstract. Rising commodity prices, tightening labor markets, an increasing reliance on
suppliers for cost savings and product innovation ideas—all of these contribute to a shift in the
balance of power toward suppliers in a sellers’ market. This shift is causing progressive supply
professionals to rethink the way they structure and manage relationships with suppliers, in
order to ensure their company can secure disproportionate access to scarce supplier
resources (materials, services, or ideas) at the times they're needed the most. This paper and
the presentation will outline the criteria suppliers use to make decisions about so-called “key
account” treatment and customer prioritization. It will also explore elements of effective tactics
to build and maintain customer of choice status, based on demonstrated best practices from
leading supply organizations.

PROCUREMENT STRATEGY COUNCIL
Strategic Research + October 2006

FirsT AMONG EqQuaLs
Using Customer of Choice Strategies to Capture Supplier Innovation

e Uncovering the Benefits of Customer of Choice Status

o Rectifying the Unintended Consequences of Business Decisions

v Managing Cross-Functional Commitment to Accelerate Mutual Payback * Mars, Inc.

+ Whirlpool Corporation

o Toolkit: Accelerating Returns from Supplier Engagement

FEATURED COMPANIES
+ Kraft Foods Global, Inc.
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How to Become a Customer of Choice
With Your Suppliers

by Marca Nink
STORY HIGHLIGHTS

« Trustworthy cooperation is key for companies and their suppliers
= Many companies don't know whether they're a customer of choice
~ There are three key factors to becoming a customer of choice

A company is very fortunate if it has good, trustworthy suppliers. Ongoing delivery of high-
quality, reliable products at reasonable prices helps ensure smooth operations, productivity and
success of the company's products in the market.

But know this: Good suppliers want your company to treat them with respect. Yet in many
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