
Industrial buyer behaviours,  
preferences and perceptions in Europe

UPS Europe 2017 Industrial 
Buying Dynamics Study



© 2017 United Parcel Service of America, Inc. UPS, the UPS brandmark and the color brown are t rademarks of United Parcel Service of America, Inc. All right s reserved.

When customers are expecting the world from you, we can help you deliver.  
Our global shipping services, innovative technology and broad range of delivery options help 
you meet your customers’ demands and steer your business in the right direction.

Visit ups.com to find out more about our broad portfolio of logistics solutions.   

Survey findings show high growth rates in e-marketplace and  
direct-from-manufacturer purchasing, putting pressure on traditional distributors.

Top customer considerations in Europe How to bridge the gap

How Online Commerce Is Disrupting Industrial Supply

TRADITIONAL DIGITAL PURCHASE 

2017

88%

2015

94%

Buyers using traditional sales channels  
(email, telephone, in-person)

Buyers using digital sales channels 
(supplier website, mobile app)

2015

52%

2017

53%

Percent of budget digital 
 buyers spent online 

2015 41%

49%2017

source their goods from international 
markets 

would switch to a supplier that offers 
insurance services50%

expect to receive post-sales,  
on-site services86%

Fulfilling customer expectations for insurance and supply chain 
protection solutions can increase satisfaction levels and loyalty.

Post-sales service is key for your customers and your profitability. 
Optimising your spare parts supply chain, including returns is a must.

47% Best in class suppliers offer their customers transactional websites 
and provide advanced visibility solutions and user-friendly returns.

would change supplier for a better 
online experience 

Accommodating international customers with intelligent logistics 
solutions and brokerage services supports business growth.33%

E-Marketplace

Distributor

Manufacturer

Europe

China

USA

44% 35%21%

31% 45%24%

35% 35%30%


