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Problem

Fortune 500 pharmaceutical company recognized the value of 
having a single channel strategy with regards to lab supplies and 
was looking to revamp its procurement system to help improve 
their internal user experience. The initial rollout of the program 
caused end-user adoption issues as well as created a backlog 
with the internal requisition management team (RMT). While the 
RMT staff worked hard to keep up with the new demands, end 
users were experiencing longer response times and delays in the 
approval flow of their requisitions, thereby prolonging the lead 
time for receipts of the items they needed. Consequently, the rate 
of research and progress suffered because of this issue.

The company knew what was needed, but how could they  
effectively implement their ideal process?

Solution

The company looked to VWR to provide an efficient, end-user 
friendly, and value adding process for its non-catalog lab  
commodity needs and standard catalog items. The Avantor  
Services MarketSource Procurement & Sourcing Services group 
created a team of buyers who would function within the customer’s 
procurement system and would manage requisitions, engage with 
end users, and effectively act as an extension of the company’s 
procurement arm. End users who provided requisitions received  
responses quickly, while Avantor Services additionally managed 
the vendor relationships, determined customer specific pricing, 
item availability, and followed several customer-driving SOPs. The 

PROBLEM

Company needed help streamlining the procurement 
process of items from VWR, part of Avantor or third-party 
vendors for their internal end users.

SOLUTION

Avantor Services MarketSource Procurement & Sourcing 
Services established a dedicated team of buyers as well 
as responders to fulfill the requests from scientists within 
the company. 

RESULTS

Response time improved by 80% and processing times 
reduced by 86%, encouraging the company to expand the 
system to other global branches. 

Centralized requisition review and order 
management improves non-catalog response 
time, user experience and efficiency

team then retooled vendor setups, a process which was laborious 
in the customer’s previous system.

The Avantor Services MarketSource team also helped realign the 
growing backlog situation to one that would mutually benefit the 
procurement and sourcing organizations, the RMT associates, and the 
end-user community. Additionally, the Avantor Services team provided 
a point of continuity for the end users and assisted step-by-step as the 
new system was rolled out to additional branches around the world.

Order Management Improves
Response Time and User Efficiency 

Success story 
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Avantor Services

Avantor Services helps scientific organizations 
solve complex challenges, resulting in improved 
productivity, increased efficiency, and 
accelerated innovation.

Result

With well-established service levels and measurable performance, 
Avantor Services MarketSource Procurement & Sourcing group met 
the company’s expectations for the services being provided, by:

 ‒ Improving productivity by the end user to have a one-stop 
shopping experience for their lab supplies

 ‒ Establishing dedicated buyers country-by-country with whom 
end users have frequent contact and existing relationships

 ‒ Implementing a new procurement system that improved 
response time for third-party requests by 80%

 ‒ Achieving an 86% decrease in vendor creation time

IMPROVEMENT IN RESPONSE TIME TO 
THIRD-PARTY REQUESTS
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REDUCTION IN VENDOR CREATION TIME
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Given the success of the program and implementation of the 
revamped procurement system process, the company has 
expanded its integration with VWR, part of Avantor as  
non-catalog services for lab supplies now reach nearly a dozen 
countries, numerous business units, and thousands of end-users.

For more information or to discuss your unique needs

Visit vwr.com/avantor_services  
or email services@avantorsciences.com  

Avantor® is a leading global provider of mission critical products and services to customers in the biopharma, healthcare, education & government, and advanced technologies & 
applied materials industries. We operate in more than 30 countries and deliver an extensive portfolio of products and services. We set science in motion to create a better world. 
Trademarks are owned by Avantor, Inc. unless otherwise noted. © 2020 Avantor, Inc.   


