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TOWN OF RICHMOND HILL 
Supplier Relationship Policy 

Effective Date: June 28, 2010 
Date of Last Revision: June 28, 2010 

Purpose 

The purpose of this policy is to provide an overview of how the Town of Richmond Hill 
manages relationships with its suppliers, including contract management. This policy 
should be read in conjunction with the Procurement By-law 58-10, the Financial Control 
By-law 44-10 and the Procurement Operations Policy. 

Policy Statement 

The Town of Richmond Hill recognizes that the efficient delivery of quality service to the 
residents of the Town arises from an effective and respectful relationship between the 
Town and its suppliers. 

The Town is accountable to all stakeholders, including suppliers, Town residents and 
other members of the public, for conducting its procurement activities with integrity. 
Accordingly, the Town is committed to conducting its procurement activities in a manner 
that is fair and that balances a consistent and transparent approach with flexibility to 
obtain goods and services that represent the best value-for-money. 

All agents of the Town shall abide by the Employee Code of Conduct. 

Scope 

This policy applies to all Town of Richmond Hill procurement activities conducted by staff 
except those detailed in Schedule A of The Town of Richmond Hill Procurement By-law 
58-10 (“Procurement By-law”). 

Policy 

Supplier Relationship Management 

Project Leads are responsible for the management of contracts with the Town’s suppliers. 
Successful contract management requires: 

• Supervising the supplier to ensure that contractual commitments are met and that 
Town policies and procedures are followed; 
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• Identifying areas of the contract that need attention; 
• Identifying risks as soon as possible and taking appropriate action to mitigate or 

remove those risks; 
• Facilitating communication between the Town and the supplier, including involving and 

informing other staff in a timely manner, as required; 
• Ensuring that the goods and services have been received and that the supplier is 

paid in accordance with the contract; 
• Ensuring that the appropriate approvals are obtained for any amendment to the 

initial contract entered into in accordance with the Financial Control By-law and any 
other departmental procedures; 

• Explaining poor performance or non-performance to the supplier and recommending 
remedies as required, including termination and suspension, where appropriate. 

As a tool to effectively manage contracts with suppliers, the Project Lead will monitor 
and evaluate the performance of all suppliers performing obligations under contract to the 
Town. Project Leads will document and discuss all performance issues, both positive and 
negative, with the supplier during the performance of the contract. 

A Project Lead may use a performance evaluation tool rating the performance of the 
supplier on criteria that includes conformance with contract specifications and terms and 
conditions for health, safety and environmental compliance and cooperation with Town 
staff or its agents managing the contract, the form of evaluation and criteria will be 
provided to the supplier in advance of the contract as part of the request document and 
will remain constant for the duration of the contract. All performance issues will be 
discussed at site and/or project meetings with the supplier and noted in meeting minutes. 
Unsatisfactory ratings must be backed up by written notifications or orders to the supplier. 
Copies of all such documentation must be available in the project file. 

Communication between the Town and Suppliers 

In setting out the relationship between the Town and suppliers before, during and after 
award, the Town is endeavouring to ensure that all bidders and suppliers are treated fairly 
and have equal access to the same information throughout the procurement process. 

Prior to a solicitation document being officially issued, staff may directly contact potential 
bidders/suppliers to gather information on general market availability of a product or 
service and may indicate the Town’s intention to purchase a good or service in the future 
without providing specific details of any solicitation document that would provide an unfair 
advantage to any supplier. This consideration does not necessarily preclude Project Leads 
from inviting comments from the supplier community on a draft request document during 
its development. This pre-acquisition process can be used with assistance from the Chief 
Purchasing Officer. 

When gathering information about a specific potential acquisition, specifically related to 
specifications and/or pricing, staff will consult with the Chief Purchasing Officer about the 
implications of such communication on supplier participation in future bid opportunities as 
care must be taken to avoid providing an unfair advantage to any one supplier. Note that in 
instances of a paid engagement of a supplier to assist in the development of solicitation 
documents for a subsequent purchase, the supplier may not be permitted to participate 
in the bid opportunity for the subsequent purchase. 
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Subsequent to the official commencement of any competitive acquisition, including any 
pre-acquisition process that is undertaken, all communication with bidders/proponents 
will be done through the Chief Purchasing Officer. This single point of contact continues 
until the issuance of the purchase order. Suppliers, or any representatives employed or 
retained by them, and any unpaid representatives acting on behalf of either, may not 
communicate, either verbally or in writing, with any Town staff or Member of Council with 
respect to any request from the time of its issuance until the time of award, except as 
otherwise expressly permitted in any request. Any communication received by the Project 
Lead, other Town staff or Members of Council during this time will be referred to the Chief 
Purchasing Officer. Any supplier found to be in contravention of this provision may be 
subject to disqualification. 

Upon award of the contract, unsuccessful bidders may request a debriefing by writing to 
the Chief Purchasing Officer. The purpose of a debriefing is to provide bidders with 
information on the strengths and weakness of their submission only and to explain why 
they failed to win the contract. Note that the Town will not discuss submissions of other 
suppliers, including the successful bidder, during a debriefing. The Town encourages 
suppliers to take advantage of the debriefing process as a tool to improve their future 
submissions and therefore increase competition in the procurement process. 

Once the purchase order is issued, work may commence and communication with the 
successful bidder will be through the Project Lead. 

Supplier Feedback 

Just as the Town uses the performance evaluation process as a continuous improvement 
tool, so are suppliers encouraged to bring forward their feedback through this process. The 
Town welcomes feedback from suppliers during the performance of the contract with 
respect to the procurement process, contract management and service improvement. 

The Chief Purchasing Officer shall receive and review all feedback, provide appropriate 
response where required and prepare an annual summary for review by Town staff 
involved in procurement as a continuous improvement exercise. The Chief Purchasing 
Officer shall participate in and initiate outreach opportunities to provide information on the 
Town’s procurement policies and practices, as well as to gather input for continuous 
improvement purposes. 

All complaints or objections with respect to a particular procurement process, whether 
addressed to Members of Council or Town staff will be referred to the Chief Purchasing 
Officer for resolution. 

Supplier References 

Current and past Town suppliers are required to notify the Project Lead of any Town 
project that they cite as a reference in a bid submission to the Town of Richmond Hill or 
other municipalities or government agencies and obtain the Town’s consent to be used as 
a reference. The Project Lead must be the named contact in that reference. Suppliers 
should not use any other parties as a contact other than the Project Lead, unless 
otherwise advised by the Town. 
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Suppliers who respond to a Town request through the procurement process and have 
previously contracted with the Town are requested to identify a past project in their bid 
document, including a brief description of the goods and/or services that were provided, 
the name of the Project Lead and the year of completion. Where a supplier has worked 
for the Town on more than on occasion in the past, the bid document should reference the 
most recent contract. 

In providing a reference, the Project Lead will refer to the performance of the supplier as 
documented in the project file. 

Supplier Ineligibility to Bid 

Poor Performance 

Considering bid submissions from suppliers who have demonstrated continued poor 
performance or have had a contract with the Town terminated for default represents a risk 
to the effective procurement of best value goods and services by the Town. Only Council 
may decide a supplier’s ineligibility to bid or propose work for the Town, in accordance with 
the Procurement By-law. 

Where attempts to resolve continued poor performance by a supplier on contract with the 
Town have been unsuccessful, or when a contract with the supplier has been terminated 
for default, the Chief Purchasing Officer, in consultation with the Department Head(s) who 
have managed contracts with the particular supplier, may bring forward a staff report to 
Committee of the Whole citing the documented poor performance and recommending that 
the supplier be suspended and ineligible to bid and, where applicable, removed from a list 
of preferred suppliers obtained through a prequalification or roster establishment process. 
In such cases the minimum period of suspension will be two years and the maximum 
period of suspension will be five years. 

Alternatively, if a supplier with previously demonstrated and documented poor performance 
with the Town is the lowest bid or highest scoring proponent in response to a request, the 
Department Head, in consultation with the Chief Purchasing Officer, may write a report to 
Committee of the Whole recommending that this supplier not be awarded the contract and 
the next lowest bidder or highest scoring proponent be chosen instead. 

Litigation 

Considering bid submissions from suppliers in litigation with the Town represents a risk to 
the effective procurement of best value goods and services by the Town. 

The Town will reject any bid submission from a supplier, its principals, directors, officers or 
affiliates, either directly or indirectly through a lead supplier, where the supplier has 
commenced litigation in relation to a previous acquisition or supply contract and which 
continues to be pursued against the Town, its elected officials, officers and/or employees. 
The Town will also reject any bid submission from a supplier if the Town is pursuing 
litigation against the supplier, its principals, directors, officers or affiliates in relation to a 
previous acquisition or supply contract. 
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It circumstances and with the authority outlined in the Procurement By-law where can be 
demonstrated to be in the best interests of the Town to accept a submission from an 
ineligible supplier, this requirement can be waived. 

Related Policies 

• Procurement By-law 
• Financial Control By-law 
• Procurement Operations Policy 

Approved By: 

Approved by Council on June 28, 2010 
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