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Executive Summary

Procurement decision makers have a broad view across the supply 
chain, positioning them to drive value for the business. The COVID-19 
pandemic has amplified the need for firms to drive cost savings and 
efficiency while increasing business value. Procurement executives 
can do so by focusing on increasing supply chain visibility, improving 
customer experience (CX) for internal and external stakeholders, and 
digitizing procurement processes.  

While most procurement execs acknowledge the need to digitize, 
teams struggle to do so because they lack skills, have difficulty 
integrating systems, and face complex sourcing and negotiation 
processes. 

In February 2020, Amazon Business commissioned Forrester 
Consulting to conduct a study with 268 European procurement 
decision makers responsible for their organizations’ transitions to 
modern, digital practices. We found that online procurement solutions 
enable procurement teams to increase supply chain visibility, improve 
CX, streamline supplier management, and improve decision making 
throughout the procurement lifecycle.

Key Findings

COVID-19 has created a need for firms to 
mitigate supply chain risks and costs while 
driving value. To do so, procurement execs must 
streamline processes, increase visibility, and 
improve decision making.

Procurement teams struggle with juggling 
multiple procurement systems, selecting and 
evaluating suppliers, and negotiating complex 
contracts. Lack of skills and tech are the primary 
hurdles. 

An online procurement solution that enables 
firms to digitize procurement processes will 
enhance spend visibility, improve decision 
making, and manage tail spend the right way.
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“Which of the following 
initiatives are likely 
to be your company’s 
top business priorities 
over the next 12 months?” 

Procurement 
Teams Are 
Prioritizing CX, 
Not Just Cost-
Cutting 

COVID-19 and resulting market uncertainty have increased pricing volatility and disrupted supply chains. 
Companies must optimize procurement processes 1) to deliver on traditional procurement KPIs such as cost 
savings and risk management and 2) to drive real business value. 

Traditionally, procurement teams have been measured on how well they reduce costs, including the total cost 
of procurement, while ensuring reliable and responsibly sourced supply. More recently, procurement teams 
have had a dual mandate: They must accomplish traditional goals while also managing strategic supplier 
relationships and contributing to top-level business value, such as innovation and CX. In our study, 94% of 
procurement decision makers cite improving CX (internal and external) as a top priority. 

Base: 268 procurement decision makers responsible for transition to modern, digital practices
Source: A commissioned study conducted by Forrester Consulting on behalf of Amazon, April 2020

Reduce costs Address and meet 
rising customer 

expectations

Improve product and 
service quality and 

reliability

Improve our 
customer experience

Important, but we perform well

Important, and it is one of many 
areas we would like to improve

Crucial priority

34%

25%
31%

43%

27%
29%

37%

29%
26%

34%33%

26%
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Market 
Uncertainty 
Amplifies The 
Importance 
Of Mitigating 
Supply Chain 
Risks

COVID-19 has implications across the business, including procurement. For starters, it has altered purchasing 
behaviors, in many cases shifting the entire buying journey online.1 Additionally, market volatility caused by the 
pandemic has increased risk in the supply chain. We found that organizations are responding to these market 
changes by: 1) streamlining the buying journey to cater to online purchases, 2) moving toward collective risk 
management, and 3) prioritizing risk mitigation in the supply chain. 

“How much of a priority are the following for your 
procurement team for the next 12 months?” 

Mitigating risk in 
our supply chain

Streamlining 
buying

Using online stores/
marketplaces for 
physical goods

Base: 268 procurement decision makers responsible for transition to modern, digital practices
Source: A commissioned study conducted by Forrester Consulting on behalf of Amazon, April 2020

High priorityCritical priority

49%
51%

41%
34%

23% 23%

“Which of the following initiatives are likely to be your company’s 
top business priorities over the next 12 months?”

Base: Variable; procurement decision makers responsible for transition to modern, digital practices
Source: A commissioned study conducted by Forrester Consulting on behalf of Amazon, April 2020

Important but we 
perform well

Important and is one of many 
areas we would like to improve

Crucial priority

Accelerate digital transformation 
within our business

22% 39% 17%

Accelerate our response to 
business and market changes

35% 35% 17%

Address and meet rising 
customer expectations

9% 57% 26%

Reduce costs
9% 30% 57%

87% of procurement decision makers recognize the importance of accelerating 
their response to the ever-changing market.

O
verview

Situation
C

hallenge
O

pportunity
C

onclusion

FORRESTER OPPORTUNITY SNAPSHOT: A CUSTOM STUDY COMMISSIONED BY AMAZON BUSINESS | 
JUNE 2020

THE FUTURE OF PROCUREMENT: USING ONLINE SOLUTIONS TO DRIVE BUSINESS IMPACT 
WHILE LOWERING COST AND RISK  

C
hallenge



5

Existing Procurement Approaches Fall Short  

Our study found five main challenges that permeate across the 
procurement lifecycle, including:

1. Taking advantage of digital modernization due to difficulty in 
Integrating systems. Teams struggle with limited visibility across 
multiple procurement systems, which leads to less procurement 
control in the purchasing lifecycle.

2. Selecting the right sourcing partner. The decisions made at 
the supplier selection stage will affect the success of the entire 
procurement process. Mandating deep inventory and selection 
is key to ensuring reliability and security from known and vetted 
suppliers.

3. Evaluating supplier performance to unlock value. Supplier 
evaluation is critical for business success. Without doing so 
effectively, firms will struggle to measure and monitor their 
suppliers’ performance for adhering to compliance regulations, 
reducing costs, mitigating risk, and driving continuous 
improvement.

4. Negotiating complex contracts and pricing with suppliers. 
The negotiation phase defines procurement’s relationship 
with the supplier. However, procurement decision makers 
find the negotiation process complex, error-laden, and time-
consuming.

5. Delivering supplies to the right people efficiently. A 
combination of factors such as increasing customer 
expectations, multiple routes-to-market, and complex 
regulatory landscape create significant challenges 
throughout the value chain.

“What challenges, if any, do you face in your current 
procurement processes?”

Integrating systems

Selecting suppliers

Evaluating the performace of multiple suppliers

Negotiating contracts and pricing with suppliers

Getting supplies to the right people efficiently

Base: 268 procurement decision makers responsible for transition to modern, digital practices
Source: A commissioned study conducted by Forrester Consulting on behalf of Amazon, April 2020

44%

42%

40%

38%

34%
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Lack Of Skills And Tech Hinder Procurement 
Success

Despite efforts to digitize procurement processes, procurement 
teams continue to struggle. Two-fifths (40%) of procurement decision 
makers report that lack of internal skills and expertise is one of the 
key factors that slows down their progress.

To be efficient with time and resources, procurement teams require 
technological advancements. For example, automating the collection 
and analysis of spend data will help teams save time while optimizing 
resources. 

Base: 268 procurement decision makers responsible for transition to modern, digital practices
Source: A commissioned study conducted by Forrester Consulting on behalf of Amazon, April 2020

“You said automating procurement processes is a 
high or critical priority for your organization. What 
challenges, if any, do you face with automating 
procurement processes?”

Lack of 
technology tools

44%

Lack of internal 
skills or expertise

40%

Over 91% face challenges when automating 
procurement processes; skills and tech are 
the primary hurdles.
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Next-Gen Automation Is The Key To 
Improved Efficiency
Most surveyed procurement decision makers name agility (87%) and 
automation (74%) as critical or high priorities in the next 12 months.  
Many parts of the process make sense to automate, including 
purchasing, invoice payment, supplier management, and tracking. 
While most firms have some technology in place today, they must 
take advantage of more advanced automation for notable efficiency 
gains, enabling them to be more agile with decision making. 

Processes in finance, accounting, and procurement typically have 
significant repetition and clear rules, making them well-suited for 
automation.2  Having a fully automated procurement process will 
reduce inefficient, time-intensive, and complex aspects of the 
process.

Base: 183 procurement decision makers responsible for transition to modern, digital practices
Source: A commissioned study conducted by Forrester Consulting on behalf of Amazon, April 2020

87% are prioritizing automating 
procurement processes 
through digitization.

“How much of a priority are the following for your 
procurement team for the next 12 months?”

MAKING PROCUREMENT/
OPERATIONAL PROCESSES 
MORE AGILE

High priority

High priority

Critical priority

Critical priority

AUTOMATING 
PROCUREMENT PROCESES 
THROUGH DIGITIZATION

70%

35%

17%

39%
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Online Procurement Solutions Enable Firms 
To Digitize
Surviving and thriving in the digital era, especially with the pandemic, 
require taking advantage of modern technology. Supply chain 
digitization and modern procurement practices are now necessities 
rather than options. Companies recognize that digitization 
and automation play a crucial role in maintaining a successful 
procurement strategy. In our study, 82% of decision makers report 
their firms are currently expanding or upgrading their implementation 
or planning to implement a procurement solution (such as online 
marketplaces) within the next 12 months.

Despite decision makers’ stated efforts to digitize, factors like lack of 
skills and tech slow down their advancements. Firms can overcome 
these hurdles by choosing the right technology and investing in the 
right skills. For example, great procurement technology can automate 
spend analysis and free up resources for more strategic work.3

“What are your company’s plans to invest in 
initiatives to digitize or automate your procurement 
processes?”

Base: 268 procurement decision makers responsible for transition to modern, digital practices 
Note: Percentages do not total 100 because of rounding.
Source: A commissioned study conducted by Forrester Consulting on behalf of Amazon, April 2020

47% Expanding or upgrading implementation

35% Planning to implement in the next 12 months

11% Implemented, not expanding/upgrading

4% Interested but no plans to implement

2% Decreasing or removing

0% Don’t know/does not apply

0% Not interested
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Advanced Analytics In Procurement 
Solutions Enhance Visibility, Improve 
Decision Making, And Reduce Tail Spend

While stakeholders still value the basics of procurement solutions 
such as bulk buying, pricing flexibility, and support, they also have 
bigger demands for data and visibility. Business intelligence is 
crucial to understanding success and failure. 

Additionally, managing long-tail spend is a tall order for many 
procurement teams, but that’s changing thanks to digital 
technologies. Digital solutions can provide visibility into millions 
of purchases made every year, supporting companies in 
understanding and managing their tail spend. Coupled with built-
in analytics and artificial intelligence, companies can manage tail 
spend with less manual effort and may even reduce tail spend by 
garnering better prices or reducing redundancies. 

Procurement professionals recognize the importance of this: More 
than 80% state they have either invested in, plan to invest, or plan 
to upgrade implementation in AI and advanced analytics in the 

near future. They understand that as analytics advances, data 
insights will enable smarter and more informed decisions on 
spending, managing suppliers, and designing better strategies. 

Access to large volumes of data does 
not necessarily help a business — but 
access to good reporting and analysis 
tools does.4
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“How important are the following features of an 
online solution for your procurement team?

“What are your company’s plans to invest in the 
following initiatives to digitize or automate your 
procurement processes?”

Base: Variable; procurement decision makers responsible for transition to modern, digital practices
Source: A commissioned study conducted by Forrester Consulting on behalf of Amazon, April 2020

Base: 268 procurement decision makers responsible for transition to modern, digital practices
Source: A commissioned study conducted by Forrester Consulting on behalf of Amazon, April 2020

49%

43%
41%

38%
36%

24x7 customer 
support

Pricing options 
(discount, bulk 
buying, etc.)

Flexible payment 
options

Integrated 
reporting and 
data capabilities

Purchasing and 
accounts system 
integrations

AI (ARTIFICIAL INTELLIGENCE)

ADVANCED ANALYTICS

Planning to invest in the 
next 12 months

Planning to invest in the 
next 12 months

Invested, not expanding/
upgrading

Invested, not expanding/
upgrading

Expanding or upgrading 
investment

Expanding or upgrading 
investment

29%

22%

19%

33%

33%

31%
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Online Procurement Solutions Achieve 
Better Insight Into Purchasing Activities And 
Advanced Spend Analysis

Online procurement solutions aim to correct the current inefficiencies 
within the B2B procurement space. As a result, decision makers 
expect benefits to obtain supplies, including better pricing and more 
cost-effective purchasing. 

Over 41% of decision makers suggest that tasks that can be tedious 
to keep track of (e.g., supplier management) can be optimized 
through such online solutions. Effective supplier management is not 
just about attaining goods and services; it’s also about extracting 
maximum return on investment for every dollar spent while reducing 
risk. This comprehensive look at suppliers and trends is key to 
making sound purchasing decisions in the future. 

“What benefits do you expect to receive from 
using an online store to purchase supplies for 
your business?”

Base: 268 procurement decision makers responsible for transition to modern, digital practices
Source: A commissioned study conducted by Forrester Consulting on behalf of Amazon, April 2020

Better pricing and cost-
effective purchasing

Improving overall 
supplier management

Better visibility into the 
market’s pricing structures 
and selection

Simpler, more efficient 
buying process

50%

41% 40%

50%
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The Road Ahead

Organizations must improve procurement processes to deal with 
ongoing digital disruption, now compounded by the COVID-19 
pandemic. Procurement teams must drive down cost while also 
mitigating risk and increasing customer value.

World-class procurement requires automation, agility, and analytics. 
Next-generation procurement tools, including online stores, are 
critical to success. But great technology is only part of the solution: 
While it is a necessary foundation, firms must also change the way 
they do procurement by developing the right skills and governance 
models. 

Organizations that improve procurement processes will be better 
able to survive challenging times now and will be poised to seize a 
competitive advantage in the decade ahead.

Project Director:

Aashish Sharma, Senior 
Consultant

Annie Ahmed, Consultant

Contributing Research:

Forrester’s Application 
Development & Delivery 
research group

O
verview

Situation
C

hallenge
O

pportunity
C

onclusion

FORRESTER OPPORTUNITY SNAPSHOT: A CUSTOM STUDY COMMISSIONED BY AMAZON BUSINESS | 
JUNE 2020

THE FUTURE OF PROCUREMENT: USING ONLINE SOLUTIONS TO DRIVE BUSINESS IMPACT 
WHILE LOWERING COST AND RISK  

C
onclusion



13

Methodology
This Opportunity Snapshot was commissioned by Amazon Business. 
To create this profile, Forrester Consulting supplemented this research 
with custom survey with 268 European procurement decision makers 
responsible for their organizations’ transitions to modern, digital 
procurement practices. The custom survey began in February 2020 and 
was completed in April 2020.

ABOUT FORRESTER CONSULTING

Forrester Consulting provides independent and objective research-based consulting to help leaders 
succeed in their organizations. Ranging in scope from a short strategy session to custom projects, 
Forrester’s Consulting services connect you directly with research analysts who apply expert insight 
to your specific business challenges. For more information, visit forrester.com/consulting.

© 2020, Forrester Research, Inc. All rights reserved. Unauthorized reproduction is strictly prohibited. 
Information is based on best available resources. Opinions reflect judgment at the time and are 
subject to change. Forrester®, Technographics®, Forrester Wave, RoleView, TechRadar, and Total 
Economic Impact are trademarks of Forrester Research, Inc. All other trademarks are the property of 
their respective companies. For additional information, go to forrester.com. [E-47276]

Demographics

United Kingdom: 22%

Spain: 20%

Italy: 20%

Germany: 19%

France: 19%

IT/technology: 56%

Executive management: 28%

Direct procurement: 9%

Finance/accounting: 6%

Strategy/corporate 
development: 1%

$1B+: 32%

$500M to $1B: 34%

$100M to 499M: 34%

Both consumers and 
businesses: 75%

Direct to businesses: 25%

ANNUAL REVENUE

SELLING MODEL

TARGET REGIONS

INDUSTRY/DEPARTMENT

ENDNOTES
1 Source: George Colony, “Four Phases Of The Coronavirus Pandemic,” Forrester Blogs, March 30, 
2020 (https://go.forrester.com/blogs/four-phases-of-the-coronavirus-pandemic/).
2 Source: “Future Jobs: Plan Your Workforce For Automation Dividends And Deficits,” Forrester 
Research, Inc., April 30, 2019. 
3 Source: “Now Tech: Spend Analytics Solutions, Q3 2019,” Forrester Research, Inc., July 11, 2019.
4 Source: “The Forrester Wave™: Contract Lifecycle Management For Source-To-Contract Suites, Q1 
2019,” Forrester Research, Inc., January 22, 2019.
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