State of Flux survey reveals supplier relationships boost financial gains and customer delight
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State of Flux has officially launched its 17th annual global Supplier Relationship Management (SRM) survey, a cornerstone of its research that offers significant insights into the increasingly intricate dynamics of supplier relationships. This year’s survey invites input from procurement professionals as part of a broader initiative to assess strategies that not only manage suppliers but also cultivate genuine partnerships.
The focus of this year's report has shifted to the theme ‘From Customer of Choice to Customer Delight.’ This change reflects a growing recognition that effective supplier relationships can directly influence the end-customer experience. As noted by a Spend Matters analyst in 2022, there’s often a critical distinction between traditional Supplier Management—which often regards suppliers as mere transactional entities—and the more dynamic and beneficial practice of SRM, which actively considers the relational aspects of these partnerships. The previous year's survey revealed that suppliers can significantly impact up to 50% of the end-customer experience, specifically in how they affect product quality and service delivery. 
In an era where consumer expectations are rapidly evolving, the implications of fostering strong supplier relationships are particularly pressing. According to findings from 2024’s report, dubbed ‘Return on Relationships’, nearly half of surveyed organisations reported achieving financial benefits exceeding 4% annually due to effective SRM strategies. This underscores the value of establishing suppliers as partners rather than mere vendors, thereby highlighting the potential for enhanced collaboration and innovation. The report also featured case studies from industry leaders such as Microsoft and Starbucks, showcasing varied approaches to SRM that have successfully led to improved performance and customer satisfaction.
This year’s survey aims to gather additional data that emphasises how organisations can transition from merely being a customer of choice to one that delights its own customers. By improving their standing with suppliers, organisations can secure better financial deals and ensure higher-quality product delivery. The focus on customer delight not only promises to strengthen supplier relationships but also aims to create a smoother flow of processes for the end-consumer, ultimately enhancing customer loyalty and satisfaction.
To facilitate this insightful research, State of Flux is appealing to procurement professionals to contribute approximately 20 minutes of their time to complete the survey, which will remain open until 1 July 2025. Participants will be rewarded with benchmarks against global peers, personalised reports, and exclusive invitations to in-person SRM Summits in key cities including London, Chicago, and Melbourne later this year.
This initiative not only fosters a deeper understanding of supplier dynamics but also offers a platform for organisations to reevaluate and enhance their procurement strategies. As the landscape of procurement continues to evolve, the insights derived from this survey could prove invaluable for those aiming to navigate the complexities of supplier relationships while driving customer satisfaction and agility in the marketplace.
The growing focus on sustainability and ethical alignment in supplier relationships represents another dimension of SRM’s evolving role. Research indicates that businesses prioritising strong supplier partnerships are better positioned to enhance their overall brand reputation, build trust with customers, and ensure consistent quality delivery. In an environment where consumer awareness about ethical sourcing is at an all-time high, leveraging these insights can provide businesses with a competitive edge.
Through collaboration and innovation fostered by robust supplier relationships, organisations can not only optimise operational efficiencies but also significantly enhance their customer engagement strategies, ultimately contributing to a more resilient business model.
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