SOP: Communication Protocols with Vendors

Purpose
This SOP defines communication protocols with vendors, detailing standardized methods for initiating contact,
exchanging information, managing inquiries, negotiating terms, and maintaining professional relationships. It ensures

clarity, consistency, and efficiency in all vendor communications to support smooth operations, timely deliveries, and
effective collaboration while minimizing misunderstandings and delays.

Scope

This SOP applies to all employees responsible for interacting with vendors, including procurement, logistics, accounts,
and departmental managers.

Responsibility

¢ Procurement Officers: Primary point of contact for vendor communications.
¢ Department Managers: Oversee communication relevance and accuracy.
e Accounts Payable Team: Coordinate financial and invoice-related communications.

Communication Methods

Method Usage When to Use
Email Forma] documentation, sharing requirements, Default for official communication
quotations, orders
Phone Urgent queries, clarifications For time-sensitive matters or follow-ups
Vi L . . For complex di ions or regular
deo Negotiations, presentations, reviews or comple .d scussions orreguia
Conference business reviews

Standard Procedures

1. Initiating Contact:
o Use official company email address.
o Provide clear subject lines (e.g., &€cePurchase Inquiry: [Product/Service Name]a€).
o Introduce yourself and state your role and purpose.
2. Information Exchange:
o Attach relevant documents (RFQs, specifications, contracts).
o Summarize key points and requested actions.
o Specify response deadlines.

3. Inquiry Management:
o Log allincoming and outgoing inquiries in the vendor communication register.
o Acknowledge receipt of vendor queries within 24 hours.
o Provide solutions or updates within specified timelines.
4. Negotiation:
o Schedule formal meetings for negotiations.
o Document all negotiation points and agreements in meeting minutes.
o Share draft agreements with relevant stakeholders before finalizing.
5. Follow-up & Documentation:

o Maintain written records of all critical communications.
o Follow up on pending actions before due dates.
o Archive key communication for future reference.

Communication Etiquette

e Be courteous, concise, and professional.
e Use proper salutations and closings.
e Avoid jargon; use clear and simple language.



e Ensure confidentiality and data privacy.

Escalation Protocol

1. Ifno response is received within the expected timeframe, send a reminder after 2 business days.
2. [funresolved, escalate to Procurement Manager or relevant authority.
3. Document all escalation steps taken.

Review and Update

This SOP will be reviewed annually or as needed to reflect changes in business processes or communication
technologies.
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