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About This Publication

SJG Procurement Insights is an editorial series created to explore the behaviors, standards,
and decisions that shape stronger supplier relationships. Volume | focuses on the foundation
of those relationships: trust.

Practical procurement insight Clear supplier expectations Stronger long-term partnerships

Introduction

Trust is one of the most frequently used words in business—and one of the least understood. In
procurement, trust is not created by a promise, a polished presentation, or the lowest initial price. It
is built through a sequence of observable actions.

Buyers notice whether a supplier responds clearly, understands the requirement, provides
accurate documentation, communicates before problems arise, and fulfills realistic commitments.
Each interaction either strengthens confidence or introduces uncertainty.

For a new supplier, this matters enormously. Before a buyer can evaluate a long-term partnership,
the supplier must first reduce the perceived risk of beginning one. Professionalism,
responsiveness, transparency, and consistency become evidence that the relationship can work.

The twelve insights in this volume follow that journey. They begin with the foundations of
credibility, move through the behaviors that create confidence, and conclude with the outcome
every strong supplier relationship seeks: becoming a trusted first call when a new requirement
appears.

The central idea is simple: buyers may compare quotations, but they
remember experiences.
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— SJG PROCUREMENT INSIGHTS —

THE FOUNDATION OF EVERY
STRONG SUPPLIER RELATIONSHIP

Trust isn’t awarded.
It’s earned through consistent performance.

WHAT BUYERS EXPECT FROM NEW SUPPLIERS

% S (@B ce &

COMPLETE & ACCURATE CONSISTENT RELIABLE DELIVERY PRODUCT KNOWLEDGE PROFESSIONALISM
INFORMATION COMMUNICATION COMMITMENTS & APPLICATION SUPPORT AT EVERY STEP

Clear, up-to-date technical Timely responses and proactive Meeting commitments Understanding the need and Integrity, transparency and

documentation shows updates create confidence consistently is the base offering the right solution

accountability before, during
preparedness and reliability. from the start. of long-term trust.

adds real value. and after the order.

WHY THIS MATTERS

Buyers don't build long-term partnerships based on promises.
They build them with suppliers who consistently demonstrate
reliability, transparency, and commitment over time.

QUESTION
What is the first sign that tells you a new supplier can become

a trusted long-term partner?
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The Foundation of Every Strong Supplier
Relationship

Trust is not awarded. It is earned through consistent performance.
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INSIGHT 01 - CONTINUED

The Foundation of Every Strong Supplier Relationship

A new supplier enters every procurement conversation with potential—but also with
uncertainty. The buyer may see an attractive product, a competitive quotation, or a
promising capability. What the buyer cannot yet see is how that supplier will perform when

details change, timing becomes critical, or a problem appears.

That gap between promise and evidence is where trust begins. Buyers reduce uncertainty by
observing a supplier's behavior across multiple interactions. Complete information shows
preparation. Consistent communication shows reliability. Realistic delivery commitments show
judgment. Product knowledge shows capability. Professional conduct shows that the
relationship will be handled responsibly.

No single action creates a strong supplier relationship. Confidence grows when these signals
reinforce one another. A technically capable supplier who communicates poorly still creates risk.
A responsive supplier who provides incomplete documentation still slows evaluation. The
strongest first impression is created when competence and professionalism appear together.

= WHAT BUYERS NOTICE

== WHY IT MATTERS
v Complete, accurate, and current information

Buyers do not build long-term partnerships

p . L
Consistent communication before and after the on promises alone. They build them with

order .
suppliers who repeatedly demonstrate
v Delivery commitments supported by realistic reliability, transparency, and commitment.
planning Each dependable interaction makes the

next decision easier—and each avoidable
inconsistency makes the buyer reconsider
the risk.

v Product knowledge and useful application
support

v Professionalism, transparency, and
accountability at every step
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SUPPLIER APPLICATION

(1) Review every quotation and technical submission for completeness before
sending it.

() State assumptions, exclusions, and lead times clearly.
(] Create a communication rhythm that continues after the purchase order.

(] Treat every small commitment as evidence of how larger commitments will be
handled.

== REFLECTION QUESTION

What is the first sign that tells you a new supplier can
become a trusted long-term partner?
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COMMUNICATION THAT BUILDS
CONFIDENCE AND CONNECTION

In Procurement, how you communicate
is as important as what you deliver.

WHAT BUYERS VALUE MOST IN SUPPLIER COMMUNICATION

> & 288 Y U

RESPONSIVENESS PROACTIVE UPDATES CLARITY CONSISTENCY PROFESSIONALISM

Timely replies show Keeping us informed Clear, complete, and Consistent follow-up A professional approach

you respect our time before we ask accurate information and visibility throughout reflects your standards

and priorities. demonstrates reliability. avoids delays and the process create and how we can count
builds trust. confidence. on you.

THE IMPACT

Good communication reduces uncertainty, accelerates decisions,
and strengthens the foundation for long-term partnerships.

QUESTION
What does great communication from a supplier
look like in your procurement process?

EESE
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Communication That Builds Confidence
and Connection

In procurement, how you communicate is as important as what you deliver.
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INSIGHT 02 - CONTINUED

Communication That Builds Confidence and Connection

P rocurement work depends on decisions made with limited time and imperfect information.
Buyers coordinate specifications, budgets, approvals, stakeholders, logistics, and
deadlines. When a supplier communicates well, that complexity becomes easier to manage.

When communication is inconsistent or unclear, even a simple requirement can feel risky.

Good supplier communication is not measured by message volume. It is measured by
usefulness. A timely acknowledgement confirms that the request has been received. A clear
answer explains what is known, what remains open, and when the next update will arrive. A
proactive update prevents the buyer from having to chase information. Consistent follow-
through keeps the process visible from inquiry through delivery.

Professional communication also creates connection. It shows respect for the buyer’s time and
priorities while demonstrating that the supplier understands the business impact behind the
request. This is especially important for a new supplier, because communication becomes one of
the buyer’s earliest indicators of how the relationship will operate.

= WHAT BUYERS NOTICE

== WHY IT MATTERS
v Responsiveness that respects time and priority

Good communication reduces uncertainty,
accelerates decisions, and strengthens the
v Clear, complete, and accurate information foundation for long-term partnerships. It
does not eliminate every problem, but it
ensures the buyer is never surprised by
v A professional tone that matches the supplier’s silence.

promised standards

v/ Proactive updates before the buyer has to ask

v Consistent visibility throughout the process

SJG PROCUREMENT INSIGHTS | VOLUME | 7
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SUPPLIER APPLICATION

(J Acknowledge RFQs promptly, even when the complete answer will take
longer.

(1) Define the next update and keep that commitment.

(] Use concise language with clear owners, dates, assumptions, and required
decisions.

(J Communicate material changes immediately rather than waiting for a perfect
solution.

= REFLECTION QUESTION

What does great communication from a supplier look like in
your procurement process?

SJG PROCUREMENT INSIGHTS | VOLUME | 8
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RESPONSIVENESS
CREATES CONFIDENCE

A fast response is valuable.
A clear and reliable response builds trust.

WHAT BUYERS VALUE MOST IN SUPPLIER RESPONSIVENESS

D &  © © &

TIMELY REPLIES CLEAR ANSWERS ACCURATE INFORMATION REALISTIC COMMITMENTS = CONSISTENT FOLLOW-UP

Quick responses show Direct, easy-to-understand Providing the right Setting realistic lead times Following up proactively
you respect our time answers demonstrate information the first time and capabilities shows keeps us informed and
and keep things moving. knowledge and focus reduces errors, delays, integrity and helps us confirms you're committed

on solving our needs. and rework. plan with confidence. until the job is done.

— THE IMPACT
Responsive suppliers reduce uncertainty, keep decisions moving,

and show buyers they can be relied on when timing matters.
QUESTION
What response time makes you feel confident
that a new supplier is truly engaged?

oF 40!
@ www.stjosephglobal.com PROCUREMENT INSIGHT ‘ @

SJG-PI-V1-03

m INSIGHT 03

Responsiveness Creates Confidence

A fast response is valuable. A clear and reliable response builds trust.
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INSIGHT 03 - CONTINUED

Responsiveness Creates Confidence

S

peed matters in procurement, but speed alone is not responsiveness. An immediate

answer that is incomplete, inaccurate, or unrealistic may create more work than a

thoughtful answer delivered with a clear timeline. True responsiveness combines urgency with

quality.

A responsive supplier acknowledges the request, identifies what is needed, and communicates

the path to a complete answer. If additional technical information is required, the supplier asks

focused questions. If pricing depends on manufacturer confirmation, the supplier explains that

dependency. If a deadline cannot be met, the supplier says so early and proposes a realistic
alternative.

This behavior gives buyers something essential: visibility. Buyers can plan confidently when they

know where a request stands, what risks exist, and when a decision can be made.

Responsiveness is therefore not simply customer service. It is an operational capability that

keeps procurement moving.

= WHAT BUYERS NOTICE

v

v

v

Timely replies that acknowledge urgency
Clear answers that are easy to act on

Accurate information provided correctly the
first time

Realistic commitments instead of optimistic
guesses

Consistent follow-up until the requirement is
closed
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== WHY IT MATTERS

Responsive suppliers reduce uncertainty
and keep decisions moving. More
importantly, they show buyers that they
can be relied upon when timing matters
and that urgency will not compromise
accuracy.

10



SJG PROCUREMENT INSIGHTS - VOLUME | INSIGHT 03

SUPPLIER APPLICATION
Set internal acknowledgement and update standards for every inquiry.
Separate confirmed facts from pending information.

Never promise a date before validating the dependencies behind it.

O 000

Continue following up until the buyer confirms that the issue or request is
resolved.

== REFLECTION QUESTION

What response time makes you feel confident that a new
supplier is truly engaged?

SJG PROCUREMENT INSIGHTS | VOLUME | 1
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TECHNICAL DOCUMENTATION
BUILDS CREDIBILITY

In Procurement, documentation is more than information.
It’s proof of capability and professionalism.

WHAT BUYERS EXPECT IN TECHNICAL DOCUMENTATION

o © 77 2 il

COMPLETE ACCURATE EASY TO ACCESS COMPLIANT SUPPORTS DECISIONS

All necessary information Correct and up-to-date Organized, clear, and easy
provided upfront: information reduces to find documentation

specifications, drawings, questions, delays, saves time and shows
certifications, and more. and risks.

Certifications and standards Good documentation
demonstrate quality, helps buyers evaluate
safety, and regulatory faster and approve

professionalism. compliance. with confidence.

THE IMPACT

High-quality documentation shortens evaluation time, reduces back-and-forth,
and increases your chances of being approved and selected.

QUESTION
How does the quality of technical documentation influence

your decision to qualify and work with a new supplier?

@D wwwstjosephgiobal.com PROCUREMENT INSIGHT ] @
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Technical Documentation Builds
Credibility

In procurement, documentation is more than information. It is proof of
capability and professionalism.
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INSIGHT 04 - CONTINUED

Technical Documentation Builds Credibility

T echnical documentation often determines whether a supplier can move from initial interest
to serious evaluation. Buyers and technical stakeholders need evidence that the proposed
product matches the requirement, complies with applicable standards, and can be approved
without creating unnecessary risk.

A complete technical package reduces questions. Specifications, drawings, datasheets,
certifications, manufacturer references, country of origin, warranty information, and compliance
statements allow different stakeholders to evaluate the same offer efficiently. Accuracy matters
just as much as completeness: outdated revisions, inconsistent model numbers, or unsupported
claims quickly weaken credibility.

Accessibility is another signal of professionalism. Organized files, descriptive names, clear
revision control, and logical references save time for everyone involved. Good documentation

tells the buyer that the supplier understands not only the product but also the approval process
surrounding it.

= WHAT BUYERS NOTICE

== WHY IT MATTERS
v All required information provided upfront

High-quality documentation shortens

v Accurate, current, and internally consistent . .
! ! y evaluation time, reduces back-and-forth,

documents . .
and improves the supplier's chances of
v Files that are organized, named clearly, and being qualified and selected. Poor
easy to access documentation can make a capable

v Evidence of certifications, safety, quality, and supplier appear unprepared.

regulatory compliance

v Documentation that supports faster technical
and commercial decisions

SJG PROCUREMENT INSIGHTS | VOLUME | 13
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SUPPLIER APPLICATION
() Create atechnical submission checklist by product category.

(1) Verify model numbers and revisions across quotations, datasheets, and
certificates.

(1) Use a consistent file-naming and folder structure.

(O Identify missing documents before the buyer discovers the gap.

== REFLECTION QUESTION

How does the quality of technical documentation influence
your decision to qualify and work with a new supplier?

SJG PROCUREMENT INSIGHTS | VOLUME | 14
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UNDERSTANDING NEEDS
DELIVERS REAL VALUE

Great suppliers don’t just provide what’s requested.
They take the time to understand the real need behind the request.

WHAT BUYERS VALUE MOST IN SUPPLIER UNDERSTANDING

© o . e

ASKS THE RIGHT UNDERSTANDS PROVIDES RELEVANT COLLABORATES
QUESTIONS OUR PRIORITIES SOLUTIONS EARLY

THINKS LONG-TERM

Understanding our business

Asking thoughtful questions Knowing what matters most Solutions aligned to our Early collaboration helps
helps build stronger

shows you want to fully to us helps you focus on what needs—not just products— identify better options,
understand our challenge creates the greatest impact. save time and add real value. reduce risk, and improve
before proposing a solution. outcomes together.

—  THE IMPACT
When suppliers understand our needs, they deliver better solutions,

reduce total cost, and become true strategic partners.

QUESTION
What helps you determine that a supplier truly understands

your needs and business?

@ www.stjosephglobal.com iy PROCUREMENT INSIGHT | @
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partnerships and supports
our long-term goals.
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Understanding Needs Delivers Real
Value

Great suppliers do not just provide what is requested. They understand the
real need behind the request.
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INSIGHT 05 - CONTINUED

Understanding Needs Delivers Real Value

A n RFQ communicates what the buyer is requesting, but it does not always reveal the
complete operational need. The requirement may be driven by an equipment failure, a
shutdown window, a standardization initiative, a compliance issue, or a recurring reliability

problem. Suppliers create greater value when they understand that context.

Understanding begins with thoughtful questions. What equipment will the item support? Which
specifications are mandatory? Is the priority availability, lifecycle cost, compatibility, or exact OEM
compliance? Are alternatives permitted? What consequence would a late or incorrect delivery
create? These questions are not obstacles to quoting; they are tools for protecting the buyer’s
outcome.

A supplier who understands priorities can focus effort where it matters. The result may be a more
suitable product, a faster sourcing path, a lower total cost, or an option the buyer had not
considered. Value appears when the solution is aligned with the business need rather than
merely matched to a line item.

= WHAT BUYERS NOTICE

== WHY IT MATTERS
v Questions that reveal the operational challenge

When suppliers understand the need
behind the request, they deliver better
solutions, reduce total cost, and become

v Evidence that the supplier understands the
buyer’s priorities

v Relevant solutions rather than indiscriminate more useful strategic partners. Relevance
alternatives builds more credibility than a catalogue of
capabilities.

v Early collaboration with technical and
procurement stakeholders

v A long-term view of the buyer's business and
goals

SJG PROCUREMENT INSIGHTS | VOLUME | 16
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SUPPLIER APPLICATION
Ask only questions that materially improve the solution or reduce risk.
Restate the understood requirement before proposing an option.

Explain how each recommendation supports the buyer's stated priority.

O 000

Capture recurring needs and business context for future opportunities.

== REFLECTION QUESTION

What helps you determine that a supplier truly understands
your needs and business?

SJG PROCUREMENT INSIGHTS | VOLUME | 17
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SJG PROCUREMENT INSIGHTS

CONSISTENCY BUILDS TRUST
OVER TIME

In Procurement, consistency speaks louder than promises.
It shows reliability, stability, and a true commitment to the partnership.

WHAT BUYERS NOTICE FIRST

3 @

YOU COMMUNICATE YOUR QUALITY YOUR COMMITMENTS EVERY INTERACTION
YOU PROMISED BEFORE PROBLEMS ARISE NEVER CHANGES REMAIN REALISTIC FEELS PROFESSIONAL

You deliver on quality, You keep us informed early,
quantity, and delivery— share updates proactively, builds confidence you can achieve and your professionalism is
every time. and prevent surprises. and reduces risk. stick to them.

consistent and reliable.
@ ———— HEIMPACT ——————

Consistent suppliers reduce risk, simplify processes,
and become true long-term partners that buyers can depend on.

QUESTION

Consistent quality You set expectations From email to delivery,

What makes you trust a supplier after
the first purchase order?

ZE
@ www.stjosephglobal.com
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Consistency Builds Trust Over Time

In procurement, consistency speaks louder than promises.

SJG PROCUREMENT INSIGHTS | VOLUME |
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INSIGHT 06 - CONTINUED

Consistency Builds Trust Over Time

positive first interaction earns attention. Consistent performance earns trust. Buyers look

for patterns because patterns are more reliable than isolated successes. A supplier
becomes dependable when quality, communication, delivery, and professionalism remain stable
across orders and circumstances.

Consistency does not mean that nothing ever goes wrong. It means the supplier's standards do
not disappear when pressure increases. Commitments remain realistic. Updates arrive before
problems escalate. Quality controls continue to function. Issues are handled with the same
professionalism demonstrated during the sales process.

This repeatability reduces the buyer's workload. A supplier who performs consistently requires
less monitoring, fewer reminders, and less internal explanation. Over time, the relationship moves
from cautious evaluation to operational confidence.

== WHAT BUYERS NOTICE

. . . == WHY IT MATTERS
v The supplier does what it promised

Consistent suppliers reduce risk, simplify
processes, and become the long-term

v Quality remains stable from order to order partners buyers can depend on.
Consistency transforms confidence from a
temporary impression into an expectation.

v Communication arrives before problems arise

v Commitments stay achievable and realistic

v Every interaction reflects the same
professional standard

SJG PROCUREMENT INSIGHTS | VOLUME | 19
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SUPPLIER APPLICATION

() Document repeatable processes for quotation, order acknowledgement,
updates, and delivery.

(1) Measure performance against commitments rather than intentions.
(] Investigate small inconsistencies before they become recurring problems.

(] Maintain the same service discipline for routine orders as for major
opportunities.

== REFLECTION QUESTION

What makes you trust a supplier after the first purchase
order?

SJG PROCUREMENT INSIGHTS | VOLUME | 20



SJG PROCUREMENT INSIGHTS - VOLUME | INSIGHT 07

— SJG PROCUREMENT INSIGHTS —

TRANSPARENCY BUILDS
STRONGER PARTNERSHIPS

Buyers value suppliers who communicate openly,
especially when challenges arise.

WHAT BUYERS VALUE IN TRANSPARENT SUPPLIERS

@ & © 9

HONEST EARLY NO HIDDEN CONTINUOUS
EXPECTATIONS COMMUNICATION SURPRISES RECEUNTARILNY DIALOGUE

Realistic commitments Potential issues are Open communication Professional suppliers Regular, transparent
establish credibility shared before they reduces uncertainty take ownership, provide communication
from the very beginning. become operational and supports better solutions, and strengthens long-term

problems, planning. follow through. business relationships.

THE IMPACT

Transparency transforms supplier relationships into trusted partnerships.
When buyers receive timely, accurate information,
they can make better decisions, reduce risk, and build confidence
in the suppliers they rely on.

QUESTION
When an unexpected issue occurs, what type of communication

from a supplier increases your confidence rather than reducing it?

@ www.stjosephglobal.com 3 PROCUREMENT INSIGHT | @
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Transparency Builds Stronger
Partnerships

Buyers value suppliers who communicate openly, especially when challenges
arise.
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INSIGHT 07 - CONTINUED

Transparency Builds Stronger Partnerships

T ransparency becomes most visible when the news is difficult. A manufacturer changes a
lead time. A shipment is delayed. A specification cannot be confirmed. A mistake is
discovered. In these moments, buyers do not expect perfection; they expect timely facts,
ownership, and a credible plan.

Silence allows uncertainty to grow. When information is withheld until the buyer asks—or until
the problem can no longer be hidden—the operational issue becomes a trust issue. Early
communication gives the buyer time to adjust schedules, inform stakeholders, evaluate
alternatives, and protect the business.

Transparent suppliers also set honest expectations at the beginning. They distinguish confirmed
capability from aspiration, identify assumptions, disclose limitations, and avoid promising
outcomes they do not control. This candor may feel less impressive in the moment, but it creates
far stronger credibility over time.

= WHAT BUYERS NOTICE

== WHY IT MATTERS
v Honest expectations from the beginning

Transparency transforms supplier
relationships into trusted partnerships.

v No hidden surprises or shifting explanations Timely and accurate information helps
buyers make better decisions, reduce risk,
and maintain confidence even when the
original plan changes.

v Early communication of potential issues

v Accountability and ownership when something
goes wrong

v Continuous dialogue until resolution

SJG PROCUREMENT INSIGHTS | VOLUME | 22
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SUPPLIER APPLICATION
Escalate material risks as soon as they are known.
Communicate the fact, the impact, the action plan, and the next update.

Take ownership without assigning blame to other parties.

O 0 00

Never trade short-term appearance for long-term credibility.

== REFLECTION QUESTION

When an unexpected issue occurs, what type of

communication from a supplier increases your confidence
ratherthan reducing it?

SJG PROCUREMENT INSIGHTS | VOLUME | 23
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RELIABILITY
IS REMEMBERED

Every buyer remembers the supplier
who delivered when it mattered most.

WHY BUYERS COME BACK

Z) & o |

DELIVERS COMMUNICATES MAINTAINS SOLVES EARNS YOUR
ON TIME EARLY QUALITY PROBLEMS TRUST

Consistently meeting Potential issues are Reliable quality Ownership and fast Buyers return to suppliers
agreed delivery dates shared early, not when from one order to the solutions matter more they know they can
builds confidence. it's too late. next earns trust. than excuses. count on.

WHY IT MATTERS
Reliability isn’t measured by one successful delivery.
It's measured when buyers choose the same supplier again and again.

QUESTION @
Think about the supplier you trust the most. = &

What did they do to earn that position? o

A
@ www.stjosephglobal.com i PROCUREMENT INSIGHT | @
[Opssa SJG-PI-V1-08 y

m INSIGHT 08

Reliability Is Remembered

Every buyer remembers the supplier who delivered when it mattered most.
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INSIGHT 08 - CONTINUED

Reliability Is Remembered

P rocurement teams manage countless transactions, quotations, and supplier conversations.
Most are quickly replaced by the next priority. Reliability is different. Buyers remember the
supplier who fulfilled a difficult requirement, protected an urgent deadline, or communicated

honestly when circumstances became complicated.

Reliability is not created by one dramatic rescue. It is built through ordinary commitments fulfilled
repeatedly: agreed delivery dates, accurate quantities, stable quality, early warnings, correct
documentation, and responsive problem resolution. These behaviors make the supplier easier to
choose again because the buyer already understands the likely outcome.

That familiarity has business value. Returning to a reliable supplier reduces search time,
evaluation effort, and perceived risk. The supplier becomes part of the buyer’s practical decision
framework—not because alternatives disappear, but because proven performance deserves
consideration.

= WHAT BUYERS NOTICE

== WHY IT MATTERS
v Delivery on the date and terms agreed

Reliability is measured when buyers
choose the same supplier again. Each

v Stable quality from one order to the next successful cycle strengthens preference
and makes future decisions faster, simpler,

v Early communication when risk appears

v Ownership and practical solutions when

problems occur and more confident.

v Performance that repeatedly earns the buyer's
confidence

SJG PROCUREMENT INSIGHTS | VOLUME | 25
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SUPPLIER APPLICATION
Confirm every purchase order and resolve discrepancies immediately.
Track promised versus actual dates and communicate trends internally.

Make recovery plans fast, specific, and visible.

O 000

Use post-delivery follow-up to confirm the complete outcome—not only
shipment.

== REFLECTION QUESTION

Think about the supplier you trust the most. What did they
do to earn that position?

SJG PROCUREMENT INSIGHTS | VOLUME | 26
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WHY BUYERS

RECOMMEND
SOME SUPPLIERS

True trust is earned when buyers confidently
recommend a supplier to others.

WHY BUYERS RECOMMEND SUPPLIERS

2 & @ | 4

CONSISTENT EASY TO SOLUTION- DELIVERS PROTECTS THE
PERFORMANCE WORK WITH ORIENTED BUSINESS VALUE BUYER’S REPUTATION

Consistent results build Professional communication Looks beyond the RFQ Supports better decisions Every successful project
the confidence buyers makes every interaction to solve operational while reducing cost, strengthens the confidence
need to recommend simple, efficient and and business risk and complexity. to recommend that
a supplier. productive. challenges. supplier again.

WHY IT MATTERS
People buy from suppliers. Buyers recommend partners.

QUESTION O @
What is the most important reason you would moo

recommend a supplier to your colleagues?

wE
@ www.stjosephglobal.com ; PROCUREMENT INSIGHT I @
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Why Buyers Recommend Some Suppliers

True trust is earned when buyers confidently recommend a supplier to
others.
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INSIGHT 09 - CONTINUED

Why Buyers Recommend Some Suppliers

A recommendation is more than positive feedback. When a buyer recommends a supplier to
a colleague, another department, or another company, the buyer is lending part of their
own professional credibility to that supplier. That is why recommendations are earned carefully.

Buyers recommend suppliers whose performance is consistent and whose working style
reduces friction. These suppliers communicate professionally, solve problems constructively,
understand the business context, and deliver value beyond the immediate transaction. They
make the buyer’s job easier without creating hidden risk.

The strongest recommended suppliers also protect the buyer’s reputation. Their quotations can
be defended, their documentation can be trusted, their commitments can be repeated internally,
and their response to problems will not embarrass the person who introduced them.
Recommendation is therefore one of the clearest outcomes of accumulated trust.

== WHAT BUYERS NOTICE

. ) == WHY IT MATTERS
v Performance that is consistent enough to

describe confidently People buy from suppliers. Buyers
recommend partners. A recommendation

v A professional and efficient working signals that the supplier has moved

relationshi . . .
P beyond transactional satisfaction and has
v A solution-oriented approach to business become a trusted professional resource.
challenges

v Value that supports better decisions and
reduces complexity

v Behavior that protects the buyer's own
reputation
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SUPPLIER APPLICATION
Make every interaction easy to explain positively to another stakeholder.
Provide evidence of value, not only claims of capability.

Resolve problems in a way that strengthens the buyer’s confidence.

O 000

Earn introductions through performance; do not pressure buyers to provide
them.

== REFLECTION QUESTION

What is the most important reason you would recommend a
supplier to your colleagues?
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— SJG PROCUREMENT INSIGHTS ——

WHY THE SECOND

PURCHASE ORDER
MATTERS MORE THAN THE FIRST

The first order tests a supplier. The second confirms trust.

WHAT BUYERS LOOK FOR AFTER THE FIRST ORDER

9, @ @ | &

RELIABILITY PROACTIVE & CONSISTENCY ADDS VALUE, MAKES OUR JOB
OVER PROMISES RESPONSIVE EVERY TIME NOT JUST SUPPLIES EASIER

Delivering as promised Suppliers who communicate Repeatable quality, Suppliers who bring ideas, When we look good
builds confidence early and solve issues on-time delivery and improve processes and because of you, you will be
faster than any pitch. before they escalate earn attention to detail turn reduce risk become our first call for the next
buyers’ trust, confidence into preference. indispensable. opportunity.

WHY IT MATTERS

Winning the first order earns an opportunity.
Winning the second begins a partnership.

QUESTION
1 What makes you confident that a supplier

deserves a second purchase order?

i
@ www.stjosephglobal.com i ; PROCUREMENT INSIGHT | @
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Why the Second Purchase Order Matters
More Than the First

The first order tests a supplier. The second confirms trust.
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INSIGHT 10 - CONTINUED

Why the Second Purchase Order Matters More Than the
First

first purchase order represents an opportunity. The buyer may be testing a new source,
responding to availability constraints, or comparing performance with an incumbent

supplier. Winning that order matters—but it does not yet prove that a relationship has begun.

The second order carries a different meaning. It indicates that the first experience created
enough confidence for the buyer to return. Product quality, delivery, documentation,
communication, invoicing, and problem resolution have all contributed to that choice. The
supplier is no longer evaluated only on its proposal; it is evaluated on demonstrated
performance.

This is why the period after the first order deserves deliberate attention. A supplier that
disappears after shipment may waste the credibility it worked to earn. A supplier that confirms
satisfaction, resolves open details, captures lessons, and remains useful increases the likelihood
that one transaction becomes a repeatable relationship.

= WHAT BUYERS NOTICE

== WHY IT MATTERS
v Reliability that exceeds the original sales

promises Winning the first order earns an
opportunity. Winning the second begins a
partnership. Repeat business is one of the
v/ Consistent quality and execution clearest signals that confidence has moved
from possibility to preference.

v Proactive and responsive communication

v ldeas that add value instead of merely
supplying items

v A working relationship that makes the buyer’s
job easier
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SUPPLIER APPLICATION
Treat first-order execution as a qualification process.
Follow up after delivery to confirm the buyer's complete experience.

Record lessons and improve the next transaction.

O 000

Stay relevant without overwhelming the buyer with generic sales messages.

== REFLECTION QUESTION

What makes you confident that a supplier deserves a
second purchase order?
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—— SJG PROCUREMENT INSIGHTS —

BUYERS DON’T REMEMBER QUOTES.
THEY REMEMBER EXPERIENCES.

Every interaction shapes how buyers perceive a supplier
long after the RFQ is closed.

WHAT CREATES A MEMORABLE SUPPLIER EXPERIENCE

o @ @ ®

EVERY INTERACTION EVERY COMMITMENT EVERY CHALLENGE EVERY DELIVERY EVERY EXPERIENCE
MATTERS MATTERS MATTERS MATTERS BUILDS REPUTATION

Professionalism is Small promises kept Buyers rarely remember Reliable execution Outstanding experiences
demonstrated in every consistently build the problem. transforms expectations become the reason
email, call, meeting, lasting confidence. They always remember into trust. buyers return and

and delivery. how the supplier recommend.
responded.

WHY IT MATTERS

34 P g
@M Buyers compare quotations. ‘ . They remember experiences.

QUESTION @
‘ What supplier experience has stayed with you O o©

long after the project was completed?

FaE
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Buyers Don’t Remember Quotes. They
Remember Experiences.

Every interaction shapes how buyers perceive a supplier long after the RFQ is
closed.
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INSIGHT 11 - CONTINUED

Buyers Don’t Remember Quotes. They Remember
Experiences.

A quotation is essential, but it is only one moment in a much larger supplier experience.
Buyers remember how quickly the request was acknowledged, whether questions were
thoughtful, how clearly options were explained, whether commitments were honored, and how
the supplier responded when circumstances changed.

Price and commercial terms remain important, but experience shapes confidence. Two suppliers
may offer similar products and comparable pricing while creating very different levels of effort for
the buyer. One is organized, responsive, and easy to work with. The other requires repeated

clarification, reminders, and internal risk management. Those differences remain memorable.

Experiences accumulate into reputation. Every email, call, meeting, technical document, delivery,
invoice, and follow-up contributes evidence. A supplier cannot control every outcome, but it can

control the professionalism, clarity, and ownership present throughout the process.

== WHAT BUYERS NOTICE

) o ) ) == WHY IT MATTERS
v Professionalism in every interaction

Buyers compare quotations, but they

v Small commitments kept consistently remember experiences. A memorable

v Constructive responses when challenges supplier experience reduces friction,
appear builds confidence, and becomes a reason
to return even after the original project is

v Reliable execution that turns expectations into

trust complete.

v An overall experience worth repeating and
recommending
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SUPPLIER APPLICATION

(O Map the complete buyer experience from RFQ through post-delivery follow-
up.

(1) Remove unnecessary effort and ambiguity at every stage.
() Ensure sales promises match operational execution.

(] Use every issue as an opportunity to demonstrate ownership and
professionalism.

== REFLECTION QUESTION

What supplier experience has stayed with you long after
the project was completed?
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— SJG PROCUREMENT INSIGHTS —

THE BEST SUPPLIERS
BECOME THE FIRST CALL

When trust has been earned, buyers don’t start from scratch.
They start with the suppliers they already trust.

WHAT MAKES A SUPPLIER THE FIRST CALL

D &  ©

UNDERSTANDS SOLVES PROBLEMS CONSISTENTLY EARNS LONG-TERM

RESPONDS
PREFERENCE

WITHOUT DELAY OUR BUSINESS QUICKLY DELIVERS

Fast, practical solutions Reliable execution Great suppliers become
create confidence makes future decisions the natural starting point
under pressure. easier. for future opportunities.

Reliable suppliers are Familiarity with our
available when operations reduces
timing matters. time and improves

decisions.

° WHY IT MATTERS
:.% Buyers don't build a shortlist every time.
They call the suppliers they already trust.

QUESTION @
What makes a supplier become your first call O )

when a new requirement appears?

@ www.stjosephglobal.com PROCUREMENT INSIGHT | @
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The Best Suppliers Become the First Cali

When trust has been earned, buyers do not start from scratch. They start
with the suppliers they already trust.
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INSIGHT 12 - CONTINUED

The Best Suppliers Become the First Call

T he strongest position a supplier can earn is not simply approved status or a placein a
database. It is becoming the first call when a new requirement appears. First-call suppliers
are contacted early because buyers already understand how they think, communicate, and
perform.

This preference is earned through the complete journey described in this volume. First-call
suppliers respond without delay, understand the buyer's business, solve problems quickly,
deliver consistently, and remain useful over time. They reduce the buyer's effort while increasing
confidence in the decision.

First-call status does not eliminate competition or guarantee an order. It creates something more
durable: the opportunity to participate before the requirement is fully shaped and the credibility to
be considered seriously. The relationship has progressed from unknown supplier to proven
resource.

= WHAT BUYERS NOTICE

== WHY IT MATTERS
v Availability and responsiveness when timing

matters Buyers do not build a shortlist from scratch
every time. They call the suppliers they
already trust. Trust creates preference,
preference creates repeat business, and

v Fast, practical, and relevant problem solving repeat business creates partnership.

v Knowledge of the buyer’s operation and
priorities

v Consistent delivery and professional execution

v Long-term preference built through proven
performance
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SUPPLIER APPLICATION
Stay informed about the buyer's evolving priorities.
Remain available between transactions without becoming intrusive.

Bring relevant insight and solutions before asking for an opportunity.

O 000

Protect first-call status with the same discipline used to earn it.

== REFLECTION QUESTION

What makes a supplier become your first call when a new
requirement appears?
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Conclusion: From Supplier to First Call

Trust in procurement is not an abstract value. It is an operational result created by complete
information, useful communication, accurate documentation, relevant solutions, transparent
behavior, and consistent execution.

For new suppliers, the path is progressive. A professional first interaction earns attention. A
complete and credible response earns consideration. A successful first order earns an opportunity
to return. Consistent performance earns preference. Over time, that preference can become first-
call status.

The lesson for suppliers is not to wait for a major opportunity to demonstrate trustworthiness. Trust
is built through the smallest visible commitments: acknowledging an RFQ, confirming a model
number, communicating a delay, meeting an update date, correcting an error, or checking that a
delivery achieved the intended result.

The lesson for buyers is equally important. Strong supplier relationships are built when
expectations are clear, information is shared openly, and reliable performance is recognized. The
best partnerships are not based on perfection; they are based on confidence that both parties will
communicate, adapt, and follow through.

Ultimately, buyers may begin with products, prices, and lead times—but they return to suppliers
who make good decisions easier. Those are the suppliers who become trusted partners. Those are
the suppliers who become the first call.

Trust creates preference. Preference creates repeat business.

Repeat business creates partnership.
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Trust creates preference. Preference creates repeat business. Repeat business
creates partnership.

Explore SJG Procurement Insights at www.stjosephglobal.com
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Continue the Conversation

What would a new supplier need to demonstrate to

earn your trust—and eventually become your first
call?

Explore SJG Procurement Insights at www.stjosephglobal.com
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Trust is not built in a single transaction. It grows through clear
communication, accurate information, realistic commitments,
transparency, and consistent performance.

Building Trustexplores twelve procurement insights that explain what
buyers notice, why those behaviors matter, and how suppliers can turn a

first opportunity into a lasting professional relationship.

St. Joseph Global Industrial Supplies, LLC supports procurement and
operations teams through the sourcing and supply of OEM components,
MRO products, instrumentation, automation, and industrial solutions across

the United States, Latin America, and Canada.

www.stjosephglobal.com
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