There is a considerable challenge associated with
initially defining, then continuously review expected
Service Provider performance.
[®  This flow chart has a specific Perhaps the greatest hurdle is an attitudinal issue
qo process focus, but also where |n?erna| service prO\_/lders do not cor?3|_der or

A T treat business users as their customers. This issue
9@ indicates where other leads to poor working relationships and a lowering of
4o processes contribute. the Service Provider credibility. In an outsourced
situation, the financial considerations help to counter
such attitudes, but complacency can develop over time.

Business Relationship Management Process

As with all issues that involve service

Review Sub- ; ;
. . - Process Complaints handling providers (IT Services, health, retail, utilities)
BE?Q:jsorne:iV;ZdWL” gi Sub-process there will always be a time that a customer
e Ievgels that?/vill 4 is dissatisfied with the service.
include expected i Capture We know that this will occur and there is
P Investigation little value in trying to tell the customer that
performance, support, Analysis

you have no control or “it's not your fault”.
This is not what the customer wants to hear.
Service Providers need to look at complaints

costs. Such matters are Closure
captured in the Service

Level Agreements T r 1 A . . . . .
(Service Level Careful d.e3|gn on satlsfactlon measurement asan opportunity to review and improve
Management process). systems is required if the data collected over|existing procedures and work practices, It is
time will be of any real value to the Service |also a useful tool to help analyze support
Provider. staff training/development requirements.
Satisfaction While a single measurement is usefulasa
measurement Sub- | “snap-shot’; the real benefit comes in
process rev.iewing trends and anallyzing th_at against The concepts discussed here apply equally
Design actions taken by the Service Provider to if an organization has fully outsourced the
Capture improve overall customer satisfaction provision of its IT Services.
Analysis ratings. _

Action

SERVICE PROVIDER

The Service Provider walks a tightrope of relationship
management. The challenges and cost and performance
mean that the selection of personnel to establish and
maintain both the Business and Supplier Relationship
Management process is critical.

Assuming that Suppliers are of less importance than
customers is a common mistake amongst relationship
management staffs. Suppliers need to be treated with the
same careful considerations that go into designing and
maintaining healthy relationships with customers/
business representatives.

Supplier Relationship Management I5rocess

NOTE ON AGREEMENTS: The
Service Level Agreement (SLA) is
used to capture requirements on
Service Provision between the
Service Provider and the Customer.
We use Underpinning Contracts to
ensure that our suppliers in turn are
aware of their part in supporting
these SLAs.

)

It would be naive to think that
there would be no requirement to

¢

Financial and Performance Pressures

This cycli(;)al define the steps that are needed
activity can be . when parties disagree. Through
The timing of any review reflected by Performance Disputes and pre-de?inition whe?w the disputge
generally follows a typical Deming’s “Plan- Measurement Contract End oceurs emotion needs to be
pattern. Initial compliance Do-Check-Act” counteracted with logical actions.
followed by partial compliance model for
followed by ad-hoc. So continuous
pattern goes, once a month for Review Sub- Ipoks to th? lsad Management
a while, then once every two ] Process supplier for
months, then perhaps two or assurances over sub-

three times a year. / suppliers (especially

With this knowledge, build the : compliance to
pattern into your review sub- supporting process).
process as it is a natural

phenomena that comes with
developing relationships and

Administrative
Systems

trust.
Contracts, Terms Definitions, As part of managing suppliers
Formal agreements must be and Conditions Responsibilities, there must be documented and
prepared in co-operation with legal Roles agreed boundaries/scope of
representatives, Financial issues service(s) offered and
and penalties will also be defined. unambiguous task lists.
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