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BUILDING RELATIONSHIP BETWEEN OEM  
CUSTOMERS AND SUPPLIERS IN PRODUCT  
INNOVATION DEVELOPMENT PROCESSES  

IN B2B MARKET 

The main focus of this article is to present conditions to build relationships between Original 
Equipment Manufacturers (OEMs) customers and their suppliers in product innovation develop-
ment processes in the B2B market. Analysis of literature and numerous observations indicate that 
the OEM companies developing the concept of product innovation very often also include suppli-
ers in these processes. These processes are related to cooperation in research on new materials 
and technological solutions, manufacturing processes and product quality assurance. A key ele-
ment to start cooperation on product innovation is to choose reliable partners. This choice is pre-
ceded by a preliminary assessment of suppliers. This is of particular important for the develop-
ment of new products, which must meet stringent legal requirements regarding specific threats to 
the safety of users and the environmental protection. Compliance with these requirements is exe-
cuted through self-assessment questionnaires, auditing and periodic scoring assessment of the 
suppliers. It should also be noted that the companies that are the buyers in the B2B market are not 
limited to impose stringent requirements to suppliers. Many OEMs driving to ensure high quality 
of purchased materials offer special programs to support their suppliers. Through these programs 
suppliers are provided with support through training and counseling. The results of these pro-
grams help ensure product safety and reduce costs jointly by the partners. This permits the trans-
fer of new product concept in the supply chain.  

Keywords: relationship marketing, supply chain management, product innovation, 
business-to-business 

1. INTRODUCTION  

Many Original Equipment Manufacturers (OEMs) concentrate on the selection of key sup-
pliers, shaping long-term relations with them based on the advancement of the technical quali-
ty of product solutions. Significant conditions shaping this partnership are the speed of infor-
mation exchange and individualization of approach, e.g. by means of offering a wider range of 
services utilising the supplier and getting involved in joint research and development of new 
products. The process of building relationships with suppliers can be summarized in ten phas-
es. These are: 
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Setting the expectations and requirements for suppliers in terms of technical quality and ser-
vice (before and after sale, frequency of orders, organizational systems (implementation of 
quality management standards, technical and technological capabilities as well as financial 
conditions; 
Identification of potential suppliers; 
Assessment of potential suppliers (through self-assessment questionnaires, analysis of submit-
ted bids, auditing factories owned by providers); 
Supplier classifications; 
Negotiating the terms of deliveries with supplier; 
Choice of supplier; 
Contract agreement; 
The ordering (establishing order, handling order); 
Performance of the contract realization (including the transmission of orders, deliveries and 
monitoring purchasing process documentation); 
Evaluation of co-operation and development of partnerships, including regular rating of sup-
pliers (through the scoring or indicators), assessing the impact of cooperation with the supplier 
to improve the efficiency of processes in the supply chain (design, purchasing, warehousing, 
manufacturing, maintenance, environmental and safety management, compliance with best 
practices in the field of ethical conduct).  
A partnership comprises a process in which the customer and the supplier gradually build 
strong and extensive social, economic and technical relationships. Creating partnerships usual-
ly results from some kind of evolution beginning with repeated transactions based on loyalty to 
the source of purchase and on confidence related to the positive image of a particular partner. 
Repeated transactions often transform into long-term connections in which relations are regu-
lated by agreements. If the parties are happy with keeping to the arrangements set out in the 
agreements, their cooperation may transform into a close partnership2. This may generate lots 
of benefits for the partners and these are: improved quality of products and services, prompter 
of orders, preferential prices, improved communication between the supplier and the recipient 
(quicker and more complete exchange of information), joint research and development3. The 
benefits enhance the positive images of the partners. In some cases, a partnership between the 
supplier and the customer may transform into a strategic alliance which is based on joint 
achievement of specific long-term objectives.  

2.  THE ROLE OF SUPPLIER IN NEW PRODUCT DEVELOPMENT  

Product innovation development processes have very often the form of projects that focus 
on introducing new or improving the quality of existing products4. Wheelwright and Clark 
have identified four types of projects related to the development of product innovations:  
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Incremental improvement projects which focus on the development of technical quality of 
products (to improve the mechanical properties, reducing energy consumption) and/ or pro-
cesses (manufacturing cost reduction by increasing efficiency); 
Platform projects, aimed at creating a new model (the model of the product or part thereof) 
which entail a change in the manufacturing process; 
Breakthrough projects whose aim is to develop new products (with new qualitative characteris-
tics) and new processes related to their production, radically different from the previous gener-
ation of products;  
Research and development projects, focused on creating knowledge on new materials and new 
technology that may be subject to commercialization5. 
The concept of the new products often begins the so-called basic research (pure research), 
focusing on identifying characteristics of the product (its composition and basic functions. 
These research activities include defining and establishing the basic technical characteristics of 
the components of a product (the characteristics of components). Applied research is related to 
the transformation of knowledge concerning the characteristics of the product and manufactur-
ing technology policy solutions aiming to adapt the product to meet the needs of users .In 
many organizations, both at the stage of basic research and applied research there is a need to 
find potential qualified suppliers in the field of new materials and technology (such as infra-
structure). Such providers should comply with the requirements in terms of technical quality 
(ensure safety of the products) research and development potential, technological capacity as 
well as financial stability6. Successful product innovations, especially in the case of the high-
tech sector are very often conditioned by the quality of the cooperation between OEMs and 
suppliers in the processes of research and development7. For this reason, many companies 
switched their partners to the initial stages of product design processes8. Early suppliers’ in-
volvement in R & D activities can build stronger partnerships. These relations should be based 
on mutual trust and seeking common limiting the risks associated with new product quality 
assurance. This cooperation also permits partners to shorten conducted R & D processes and 
reduce the costs of these activities. Early supplier Involvement also allows to jointly develop 
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not only the innovative potential of the partners but also their organizational capacity by im-
proving the efficiency of processes9. 

3.  THE REQUIREMENTS FOR SUPPLIERS  

The choice of a new supplier is preceded by a preliminary assessment qualification which 
is carried out by: filling in self-assessment questionnaires by suppliers, audits, order a trial 
party, collection and analysis of bids, and reference visits. Especially important source of in-
formation are the results of self-assessment and audits of suppliers that allow you to obtain 
information concerning: 
Implemented technologies (related to the manufacturing process, operation of computer-
ized processes); 
Control the infrastructure; 
Identification of processes and products,  
Systems of measuring and monitoring the quality of products (materials, semi-finished 
products, finished products); 
Innovative capability (research and development, the adaptability of new technologies, the 
efficiency of the implementation process innovations contribute to costs decreasing); 
Implemented and integrated (quality, environmental and safety) management systems and 
other operational improvement tools (like Toyota Production System, Lean Management) 
which allow the supplier to ensure organizational efficiency10. 
Increasingly, companies are developing multi-criteria evaluation systems of suppliers, in 
which the main criteria are: high level of technical quality (documented by product certif-
icates), technical and organizational capacity of the supplier, price, timeliness and flexibil-
ity of supply, the provision of pre-sales services (design solutions, technical advice) and 
after-sales services (delivery, installation, technical service, repair and maintenance, train-
ing and counseling), financial position, ethics, forms of communication with customers11. 
Numerous OEM companies (that belong to the high-tech products sector) qualifying new 
partners for cooperation in product innovation development processes require from their 
suppliers the use of: 
Detailed process maps (taking into account control points, process changeability, respon-
sibility);  
FMEA for products and processes (taking into account control plans, flow diagrams and 
defining critical parameters); 
Cost analysis concerning quality and evaluations of process effectiveness; 
Statistical process control (e.g. evaluation of process capability and reaching the coeffi-
cient level of Cpk > 2.0); 
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First Part Approval; 
MSA - Measurement System Analysis;  
Designing experiments; 
Robust design methodology; 
Calculating efficiency coefficients concerning the equipment and the time of reacting in 
case of breakdowns; 
AQAP (Advanced Product Quality Planning); 
PPAP (Production Part Approval Process), and CAP (Customer Approval Package). 

The high-tech sector companies may also require that the suppliers apply the specific in-
dustry standards e.g. ISO/TS 16949 in motorization sector, ISO 13485 in medical equipment 
industry, AS 9100 in the aircraft industry and TL 9000 in telecommunication sector. The im-
plementation of those systems should be confirmed by appropriate certificates 

4. COOPERATION WITH SUPPLIERS IN DEVELOPING TECHNIC AL DOCU-
MENTATION OF PRODUCTS AND TESTING PROTOTYPES  

In the design phase the technical quality is defined by the product documentation which in-
cludes a description of the components of the product and the list of processes associated with 
the product realization (processing, assembly, packaging, delivery, installation at the custom-
ers), the list of elements of the infrastructure which is essential for these processes. In the case 
of new products, to develop this documentation, OEMs engages suppliers in the form of coop-
erating cross-functional teams, which are composed of representatives of various departments 
of the partners12. In these teams the specialist of research and development, production, 
maintenance, quality control, purchasing, marketing and service departments are involved. 
Product documentation detailed defines the composition, size (dimensions), shape and compo-
nents of new product.  

A jointly developed by partners description of the product is often a future specification for 
the supplier13. Evidence of compliance with the specifications is the First Piece Qualification 
(FPQ), which was confirmed by documented test results, inspection and certification of the 
product. On the basis of the technical documentation are designed the prototypes of new prod-
ucts, which are subjected to laboratory testing and production. Prototype testing of new materi-
al (alpha testing) by a supplier in cooperation with OEMs includes an assessment of the proto-
type as well as the manufacturing processes. The purpose of this testing is to optimize the 
features of the new product to confirm its compliance with the specifications and ensuring 
security for future users and the environment. By conducting this type of testing one could 
better meet the requirements of buyers, improve quality parameters to ensure appropriate ser-
vice and technical advice for the client as well as resolve any significant problems with the 
operation of the product.  

The positive results of this assessment allow prototype testing in independent laboratories 
(beta testing), which most often in EU countries are Notified Bodies recognized for providing 
certification, inspection and testing to guarantee product compliance to the defined safety 
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regulations with New Approach Standardization14. Laboratory tests are mainly related to the 
control of the mechanical properties of products and their components under simulated ex-
treme conditions of use. Then OEMs and suppliers carry out production tests, which are vali-
dation of the product by the manufacturer. The results of the validation can be used to refine 
the detailed design (change of raw materials, technological solutions) and to improve opera-
tional processes (design, manufacture, transport, installation of the product). Participation of 
suppliers in validation gives an opportunity to improve the quality characteristics of materials 
and elements of manufacturing infrastructure.15  

One could also observe that many enterprises use the concept of Design for Manufacturing. 
They focus on the reducing the costs associated with the production and improve product 
quality by simplifying design and manufacturing processes (by limiting the number of parts of 
the product and reduction the use of materials for production)16. 

5.  LIFE CYCLE ASSESSMENT AND ECODESIGN  
More and more multinational companies require their suppliers to reduce the negative im-

pact of products and processes on the environment through implementation of the concept of 
Life Cycle Assessment (LCA based on ISO series 14040 standards) and EcoDesign ap-
proach17. This concept focuses on analyzing and reducing the negative impact of each product 
on the environment in all phases of their life cycle (design, manufacture, distribution, installa-
tion, use, maintenance, disposal / destruction through dematerialization), or reuse of materials 
(recycling). These activities aim at: 
Improved material efficiency (by minimizing consumption of materials, use of materials with 
low impact on the environment, the use of renewable raw materials and / or use of materials 
recovered); 
Improved energy efficiency (by reducing energy consumption, use of energy sources with low 
impact on the environment, the use of energy from renewable resources); 
Designing (products and processes) for cleaner production and safe use of products (through 
the use of cleaner manufacturing techniques, avoiding the use of hazardous materials); 
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Designing for durability (considering in this respect the length of the operation, maintainability 
product improvements resulting from the emergence of these technologies); 
Designing for reuse of products, recovery and recycling. 
Eco-design approach is based on Environmental Effect Analysis (EEA) and takes into account: 
identification of legal requirements, design planning, conceptual design, construction and 
evaluation of a prototype, production and packaging). 
LCA is a complex process, involving the analysis of the profitability of investment projects 
with simultaneous emphasis of products on reducing their negative impact on the environment. 
This concept takes into account measures to determine the quantities of used materials, energy 
and waste generated at each process (starting from raw material extraction, through manufac-
turing, distribution, use and reuse / recycling until final disposal)18. A particular stage in the 
design and development of a new product with the use of EcoDesign approach is screening. 
This analysis takes into account: 
Laws requirements (including the restriction of use of hazardous substances, waste manage-
ment) and the functionality of the product (specifications) and safety for the environment and 
for users); 
Technological capability and business infrastructure; 
Suppliers capability of providing the appropriate (new) solutions, technical quality and re-
quirements relating to the fulfillment of requirements for improving the environmental as-
pects19. 
The effective application of EcoDesign and the concept of LCA helps companies meet the 
requirements relating environmental supplier statements (environmental product declarations) 
and application for the use of eco-labeling for products. 

6.  SUPPLIER DEVELOPMENTS PROGRAMS  

Many international companies trying to assist local suppliers to meet their stringent re-
quirements by offering them help in the form of consultations and training in the implementa-
tion of product innovations and improving operational processes. These activities focus on 
deliveries of aid in terms of: 
Ensure technical quality of products, 
Improve efficiency and effectiveness of processes, 
Improve working conditions and improve staff qualifications, 
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Reduce level of risk threats in the supply chain in order to ensure continuity of processes car-
ried out by the partners. 
Some supplier development programs aimed at improving the environmental impact of prod-
ucts. Green supplier development programs are based on setting goals and formulating supplier 
task programs, which are associated with the use of less environmentally harmful materials, 
implementation of more environmentally friendly technological solutions. Many industrial 
customers require that suppliers have implemented the requirements of European Union direc-
tives: 
RoHS (Restriction of Hazardous Substances) Directive EU 2003/95/EC,  
WEEE (Waste Electrical and Electronic Equipment) Directive 2001/96/EC, 
EuP (Eco-design for Energy using Products) Directive 2009/125/EC, 
Battery and Accumulator Directive 2006/66/EC, 
Packaging Directives 94/62/EC, 2004/12/EC, COM Decision 97/129/EC, 
REACH (Registration Evaluation Authorization and Restriction of Chemicals) Regulation 
1907/2006/EC20. 
 OEMs support their suppliers providing expertise knowledge delivered through training and 
specialist advice. Enterprises engaging providers in joint projects related to designing new 
product solutions that use EcoDesign approach. Effective implementation of these programs 
gives a possibility to the partners improve the quality of products (lower level of non-
compliance, introduce product innovations, increase reliability and security), shorten cycle 
processes and reduce their costs (especially in relation to operational processes such as design, 
customer service before and after the sale, production / services, transportation and infrastruc-
ture maintenance), as well as improve mutual communication21. 
The successful implementation of these programs permits both suppliers and customers to 
improve the quality of products (lower the level of non-compliance, introduce product innova-
tions, increase reliability and security), shorten cycle processes and to reduce their costs (in 
particular with regard to operational processes such as design, customer service before and 
after the sale, production/services, transportation and maintenance of infrastructure) and im-
prove mutual communication22. Actions aimed at developing suppliers undoubtedly contribute 
to a reduction in transaction costs related to the exploration of new supply capacity, conducting 
audits and other forms of assessment, verification and qualification of the sources of pur-
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chase23. In order to ensure the effectiveness of supplier development program is necessary to 
produce a climate of cooperation based on mutual commitment, trust and open information 
exchange especially in the area of performance quality (level of compliance with the require-
ments for the provision and improvement of products and processes ) and cost (access to fi-
nancial data relating to joint ventures). Effectively implemented, the development programs of 
suppliers undoubtedly contribute to building the intellectual capital of the partners24. 

7.  MONITORING OF SUPPLIERS DEVELOPMENT   

Many companies monitor activities of suppliers using Supplier Performance Card, collect-
ing data, and conducting appropriate benchmarking rankings take into account their technical 
quality, timeliness, cost reduction, technological development, the rate of implementation by 
the supplier of new solutions (adaptation time changes in the process, the product), the possi-
bility of introducing a new product, the reaction rate (for RFQ / preparation of the offer, the 
complaint / reported a technical problem, the implementation of corrective / preventive), flexi-
bility (adapting to changes in customer orders, changes in the economic environment), improv-
ing environmental impact (reducing the consumption of materials / energy, reducing green-
house gases, reducing waste generation and increase reuse of materials through the introduc-
tion of recycling), progress in the implementation of process improvement tools and prod-
ucts25. Many companies also assess suppliers on the basis of their level of management focus-
ing on their system of certificates (which conformed the implementation of organizational 
standards like ISO 9001, ISO 14001). They also audit suppliers periodically. Some interna-
tional companies require regular reports on progress in improvement of management systems 
while monitoring suppliers. They also keep monitoring them regularly by means of Perfor-
mance Feedback Reports Cards which contains data on lowering costs, reducing incompatibil-
ity, improving effectiveness indicators and process efficiency indicators, reducing energy 
consumption, shorter cycles of process completion and optimization of using production capa-
bilities. The above-described behaviour may be presented as a cycle of constant improvement. 
Companies implementing management systems which conform to organisational standards 
much more often complete sheets and employ periodical evaluation indicators as well as audit 
their business partners when shaping their relations with suppliers compared to companies 
which do not implement systems of this type. They also require that bidders implement quality 
management systems and also, more and more often, an environmental management system. 
Observing world trends, one may notice easily that recently suppliers have been monitored 
from the point of view of meeting the sustainable development requirements following eco-
nomic aspects (demanding high technical quality, delivery reliability, price competitiveness, 
technical support), more and more often also environmental aspects and social aspects (princi-
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ples based on the concept of the Global Compact). Many OEMs define for their partners sup-
plier the principles of code conduct. Regarding environment protection requirements, special 
emphasis is put on suppliers by Japanese firms which laid down detailed guidelines for suppli-
ers. While signing contracts with suppliers, a lot of international concerns make them also sign 
statements according to which they will be obliged to adopt principles included in clauses of 
so-called Statements on Business Practices) which are connected with binding laws and ethical 
standards, avoiding corruption practices and fighting against attempts to bribe domestic and 
foreign institutions employees, avoiding employee discrimination, protection of international 
human rights and responsibility for the environment. It is worth noticing that these require-
ments are not imposed on one party only (by means of forcing suppliers to meet them). More 
and more companies want to shape their images as reliable partners (customers) and, therefore, 
draw up purchasing codes of ethics or good practice guides. 

8.  CONCLUSIONS  
The international expansion of many companies, especially global companies, increases 

the importance of technical standardization..  One could also perceive a gap in the field of 
organizational solutions between international corporations and indigenous businesses. In 
many cases this gap is reduced by the introduction of the concept of sustainable development. 
International companies implementing this concept focus on the cooperating with their part-
ners in the supply chain (suppliers and customers), offering them support through joint pro-
jects. These initiatives are aimed at improving common processes and developing concepts for 
new products. Cooperation between OEMs and their suppliers undoubtedly contributes to 
forming long-term mutually beneficial relationships between partners. Early supplier devel-
opment in R & D processes can effectively eliminate potential errors associated with new 
product and mitigate the risk of not guarantees of safety for users and the environment. The 
effects of this cooperation allow an increase in the technological and organizational capabilities 
of partners, which affects their competitive advantage. 
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BUDOWANIE RELACJI POMI ĘDZY KLIENTAMI I DOSTAWCAMI  
W PROCESACH ROZWOJU INNOWACJI PRODUKTOWYCH NA RYNKU  B2B 

Celem artykułu jest przedstawienie uwarunkowań budowania relacji pomiędzy klientami 
i dostawcami w procesach rozwoju innowacji produktowych na rynku B2B. W artykule opisano 
poszczególne etapy współpracy pomiędzy OEM i dostawcami w zakresie prac badawczo rozwo-
jowych nad nowymi produktami. Analiza literatury oraz liczne obserwacje wskazują, że przed-
siębiorstwa, opracowując koncepcję innowacji produktowych, włączają w te działania także do-
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stawców, prowadząc z nimi współpracę w zakresie badań nad nowymi materiałami czy rozwią-
zaniami technologicznymi procesów wytwarzania oraz zabezpieczania jakości wyrobu. Elemen-
tem kluczowym rozpoczęcia współpracy nad innowacjami produktowymi jest wybór odpowied-
nich partnerów poprzedzony odpowiednio przeprowadzoną oceną wstępną dostawców. Ma to 
szczególne znaczenie w wypadku prac na nowymi produktami, które mogą spełniać rygorystycz-
ne wymagania prawne dotyczące szczególnych zagrożeń dla bezpieczeństwa użytkowników 
i ochrony środowiska. Spełnienie tych wymagań realizowane jest poprzez kwestionariusze samo-
oceny dostawców, przeprowadzanie audytów oraz okresową ocenę punktową (w wypadku sta-
łych kwalifikowanych dostawców). Przedsiębiorstwa będące nabywcami na rynku B2B nie ogra-
niczają się wyłącznie do stawiania rygorystycznych wymagań dostawcom. Wielu producentów 
wyrobów gotowych, chcąc zapewnić wysoką jakość zakupywanych materiałów, oferuje swoim 
dostawcom specjalne programy wsparcia. Dzięki tym programom dostawcy mają zapewnione 
wsparcie poprzez szkolenia i doradztwo. Wyniki tych programów pozwalają zagwarantować 
bezpieczeństwo produktów oraz wspólnie ograniczać koszty procesów realizowanych przez part-
nerów.  

Słowa kluczowe: marketing relacyjny, zarządzanie łańcuchem dostaw, innowacje produkto-
we, współpraca przedsiębiorstw 

 
DOI: 10.7862/rz.2015.mmr.14 
 
Tekst złożono w redakcji: maj 2015 
Przyjęto do druku: maj 2015 


