SOP: Vendor Performance Evaluation and Feedback
Mechanism

This SOP details the vendor performance evaluation and feedback mechanism, encompassing criteria for assessing
vendor reliability, quality, and delivery timelines, procedures for conducting regular performance reviews, methods for collecting
and documenting vendor feedback, communication protocols for addressing performance issues, and strategies for continuous
improvement and collaboration. The objective is to ensure optimal vendor relationships and enhance supply chain efficiency
through systematic evaluation and constructive feedback.

1. Purpose

To establish a standardized approach for evaluating vendor performance, collecting feedback, and facilitating continuous
improvement in vendor relationships.

2. Scope

This SOP applies to all vendors supplying goods or services to [Company Name].

3. Criteria for Vendor Performance Evaluation

Criteria Description

Reliability Adherence to agreed schedules, consistency in delivery, and responsiveness.
Quality Compliance with specifications, defect rates, and resolution of quality issues.
Delivery Timelines On-time delivery rates, lead times, and handling of urgent requests.

Cost Competitiveness Pricing structure, transparency in billing, and cost-saving initiatives.
Compliance Adherence to contractual, regulatory, and ethical requirements.

Communication Clarity, transparency, and promptness in communication.

Innovation Proactiveness in suggesting improvements and updates.

4. Evaluation Procedure

Frequency: Conduct vendor performance reviews quarterly, or as stipulated in the contract.

Data Collection: Gather data from relevant departments (procurement, quality, operations, finance, etc.).
Scoring: Utilize a standardized vendor evaluation form with weighted scores for each criteria.
Documentation: Save completed evaluation forms in the central repository.

Review Meeting: Convene a cross-functional review panel to discuss scores, issues, and commendations.

A

5. Vendor Feedback Mechanism

1. Feedback Collection: After each transaction or project milestone, solicit feedback from internal stakeholders.
2. Documentation: Log all feedback in the Vendor Management System (VMS), tagging by vendor and project.
3. Trend Analysis: Periodically analyze feedback for recurring issues or opportunities for improvement.



6. Communication Protocol

e Communicate evaluation results with vendors formally within two weeks of the review.
Highlight strengths, areas for improvement, and any action items. Use clear, objective language.
For critical issues, schedule a formal meeting with the vendor to develop a corrective action plan and agree on follow-up

deadlines.

Escalate unresolved issues as per the escalation matrix in the Vendor Policy.

7. Continuous Improvement & Collaboration

¢ Invite vendors to participate in improvement initiatives (e.g., joint workshops, process reviews).
e Share best practices and provide access to relevant training or resources.
¢ Regularly review and update the evaluation criteria and SOP to align with evolving business needs.

8. Roles & Responsibilities

Role Responsibility

Procurement Manager Lead performance reviews and oversee overall evaluation process.
Quality Manager Assess product/service quality and ensure compliance with specifications.
Operations Team Provide feedback on delivery, responsiveness, and process efficiency.
Finance Confirm billing accuracy and cost competitiveness.

Vendor Actively participate in feedback and improvement initiatives.

9. Documentation & Recordkeeping

¢ Store all evaluation forms, feedback, meeting minutes, and related correspondence in the VMS for at least 3 years.
¢ Ensure confidentiality and restrict access to authorized personnel only.

10. Review & Revision

¢ Review this SOP annually or as needed.
e Document revisions and communicate changes to all stakeholders.

11. References

¢ Vendor Management Policy
e Contract Agreements

e Record Retention Policy

¢ Quality Manual

12. Appendix: Sample Vendor Evaluation Form

Criteria Score (1-5) Comments

Reliability



Quality

Delivery Timeliness
Communication

Cost
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