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Welcome 

Supplier Relationship Management (SRM) has evolved rapidly and is now the critical discipline by which organisations manage 

information technology successfully.  This guide has been created by the Corporate IT Forum from the real-world expertise of its 

members.  The advice has been distilled through a series of workshops and masterclasses and is based on the expertise and 

experience of leading organisations from all economic sectors. 

 

The approaches and techniques recommended in this guide are rooted in common sense.  In the same way that segmenting the 

customer base is the foundation of effective marketing, so segmenting suppliers is the foundation for managing them well.  Risk 

Management is then applied to decide where to focus effort.  There are only so many hours in the day, so use them wisely where 

they will have the best result. 

 

SRM is unforgiving of mistakes early on.  In the worst case, a flawed contract without 

an exit clause may prevent terminating a supplier. 

 

The central theme of the Guide is “It’s all about the relationship”. 

Even if the contract is perfect, if the relationship does not work, 

the result will be failure.  On the other hand, a good relationship can  

overcome contractual difficulties. 



The Guide is structured following 

the foundations and 

chronological stages of SRM. 

 

At the heart of it are the Contract, 

the Relationship and the Strategy 

– the three essential foundations 

of effective SRM. 

 

The Guide then analyses the four 

stages from the Purchase 

decision to Exit and Transition. 

 

Section 5 contains details of all 

the events at which the Guide 

was developed, including the 

presentations delivered, as well 

as examples of useful tools, 

templates and checklists. 
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Stage 0 

0.1  
It’s all about the Relationship. 

Understanding the Supplier Relationship Management Process 
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0.1.1  Why is the Guide unique? 

 
This Best Practice Guide has been produced to fill a gap in existing guidance on 

Supplier Relationship Management.  

 

The challenges of managing relationships with suppliers  are significant. The 

standard frameworks, such as PRINCE2 and ITIL, cover the topic minimally.   

 

It contains a blend of practical examples and real-life experience, which will assist 

both beginners and experts to manage suppliers to generate business benefit. 

 

 

0.1.2  The Supplier Relationship  Management 

Journey 

 
Think of SRM as a journey. Journeys are easier with a map, so create a roadmap 

to show where you want to be and give your suppliers a copy of the map too. 

 

There is a trend in all sectors towards  granular multi-supplier arrangements. This 

will require  categorisation of your supplier management resources.  
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What actions should be taken to mitigate the Risk? 

What would be the consequences?   

What is the likelihood of a risk happening?  

0.1.3  Risk Management in Supplier Relationship 

Management 

 
“Where does risk management fit into the Supplier Relationship Management 

Process?”  The answer is “Everywhere”.   

 

Every aspect of every process should be based on assessment and impact of 

risks set out in a plan to mitigate the risks as appropriate. 

  

Risk Management is, therefore, a theme that runs through this Guide. Every stage 

in the process needs to be informed by effective Risk Management.   

 

 



The SRM 

Lifecycle 
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0.1.4  The Nature of the Process 
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If the organisation  has multiple suppliers, the stages won’t synchronise,  

i.e. add necessarily. 

 

 

Identifying the Strategy; Setting 

up Management Mechanisms; 

Managing Risk; the Purchase 

Decision 

 

Supplier Onboarding 
In-Life Management; 

 Managing Performance 
Moving On: Transition  

and Exit 
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0.1.5  Early Mistakes are Difficult to Rectify 

 
All stages are inter-related.  Mistakes at an early stage will impair the value derived from the relationship at later stages.   

 

For example, deficiencies in the contract wording at the Purchase Decision stage will hamper In-Life Management and could restrict the ability to terminate a 

supplier in whom confidence has been lost.  If a supplier is acquired by another company, the customer may want to terminate the contract, but this can only be done if the 

contract was worded to this effect. 
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Purchase 
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Contract 
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Management 
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 On-boarding 
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0.1.6  Learn the Lessons 

 
Document Lessons Learnt when issues arise. 

 

 

0.1.7  Challenges to effective SRM fall into 

various categories 

 
• Behaviour 

• Culture 

• Business value 

• Service & supplier performance 

• Inherited unfavourable contract positions 
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Specific Challenges include: 
• Dependence on suppliers 

• Loss of IPR 

• Loss of business process knowledge 

• Lack of visibility of supplier performance 

• Servicing remote and smaller  international sites 

• Supplier selection decisions 

• Rationalisation of your own organisation 

• Managing changes of suppliers 

• Inherited contract positions that are difficult to 

move away from 

0.1.8  The Challenge of Grey/Shadow IT 

 
Grey/Shadow IT is the purchase of externally sourced IT services by business 

areas without reference to corporate technical standards. This can result in 

problems getting such applications to operate with corporate systems. 

   

The Shadow supplier is operating outside of the SRM function. Be attentive to this. 

 

 



 

 

 

 

 

 

 

 

 

 

 

 

 

0.1.11  Innovation isn’t the same as invention 

 
Clearly define what will be recognised as innovation and how it will be 

rewarded, to avoid later misunderstandings. 

 

 

 

Supplier Relationship Management Best Practice Guide Stage 0 | 0.1 It’s all about the Relationship: Understanding the Supplier Relationship Management Process 

Click to return to main menu 

Categorising suppliers is key with offshore suppliers.  

Consider the ratio of onshore to offshore and what 

services are delivered offshore.   

 

If the organisation needs to converse with people a long 

distance away, invest in high-quality conferencing 

facilities. 

 

There is no substitute for face-to-face meetings.  Take the 

time to schedule regular meetings . 

 

Organisations have to address new challenges associated 

with managing off-shore suppliers.  

 

Skills and Knowledge Retention is harder to achieve with 

offshore suppliers.  Devote adequate resource to it and 

include targets within the contract. 

 

Use Risk Management to balance cost and risk.  Typical 

percentage ratios of offshore to onshore are 30:70 to 

70:30. 

 

Click here for Section 0.3.15 on Supplier Categorisation. 

 

0.1.9  Cultural issues: Onshore/Offshore 

 
Cultural differences are often evident when supplier and client have a home 

base in different countries. 

 

Briefings on the culture of each organisation are important.  Meeting face-to-face 

can support the relationship. 

 

 

0.1.10  Managing Offshore Suppliers 



0.1.12  There isn’t enough time to do everything 
 

If battle is to be engaged with a supplier, make sure it’s for a good reason and 

choose the moment carefully.   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

0.1.13  Multiple Suppliers: Service Integration and 

Management 

 
Single outsource arrangements are less now less common. Managing a large,  

diverse portfolio of suppliers is a time-consuming task and adds complexity and risk 

to the delivery model.   
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Key considerations 
• Criticality of each supplier 

• Data on performance to date (is it really as bad as 

perceived?) 

• Value of contract 

• Impact of non-delivery  

• Capability and experience of supplier at managing 

other companies  

• Customer’s and Supplier’s resources and skills  

If the contract is perfected but the behaviour of the people 

is ignored, the relationship will fail. 

 

Look at factors such as: 
• Criticality of each supplier 

• Data on performance to date 

• Value of contract 

• Impact of non-delivery by supplier 

• Capability of supplier at managing other companies 

 

 

 

 

 

 

 

0.1.14  Co-location and Culture: Striking a 

professional balance 

 
Co-location of supplier and customer staff can enhance a positive relationship. 

However, if the relationship declines, having the supplier’s staff on-site may be a 

liability. 

 

Maintain a clear understanding of roles established when a supplier was onboarded.  
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0.1.15 The Supplier Relationship Management Lifecycle 
 

 

In-Life Management 
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0.1.16  Roles in Supplier Management 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Successful Supplier Relationship Managers come from a variety of professional 

backgrounds, including technical, procurement, operations management, finance 

and others.  The key to success is the approach and an understanding of the 

importance of the relationship. 

  

Typical job titles 

• Senior Supplier Manager  

• Supplier Manager  

• Project Supplier manager  

• Supplier Administrator 
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Software License Management is the management of 

compliance with software license requirements and 

obligations in a cost-effective way.  

Vendor Management is the process of managing another 

organisation who sells products or services to the business  

Supplier Relationship Management acts as broker, has a 

degree of independence, guardian of the core business goals 
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0.1.18  The role of lawyers and auditors in SRM 

 
What is the best way to use other professional disciplines such as lawyers  

and auditors? 

 

The general preference is to draw on their expertise, but keep them in the 

background as far as the relationship with the supplier goes.** 

 

 

0.1.19  Where does SRM best fit in the 

organisation’s structure? 

 
Where is Supplier Management best located within an organisation? 

 

 

 

 

 

 

 

 

Some organisations report that suppliers experience a degree of discomfort with 

the alignment of SRM with Service Delivery, arising from the fact that it can result in 

more rapid reporting of issues. This may be a reason for its adoption. 
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Look at the structure of the organisation and locate the 

Supplier Relationship Management where it is most 

likely to be involved in a timely way and have influence 

over decisions. 
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There are many pitfalls when external suppliers 

manage an existing estate, for example: 
• Can the licenses be transferred or novated to the 

supplier? 

• If yes – can they be novated back to the original 

owner?  Or on to another supplier? 

• Are there any trip-ups associated with per-processor 

licensing? 

• Software Licensing is a field where using experts 

essential.  The specialist companies who do this can 

assist with containing costs 

• It’s best to include the costs of this advice in the 

original business case, rather than as an afterthought of 

the purchase decision. 

01.17  The role of the Software License Specialist 

 
Software companies, such as Adobe, Microsoft, Oracle and SAP, are commercially 

powerful.  The virtual nature of their products mean they have powers of audit 

specific to their industry and need care. 



Supplier Relationship Management Best Practice Guide 

0.1.20  Freedom to act – define it clearly 

 
Be clear about roles and responsibilities. Make sure everyone involved is clear 

what they can and can’t do. 

 

Don’t let people drift into authorising contractual matters if they are not 

formally authorised to do so. 

  

Make use of existing management arrangements, such as team meetings, to 

explain to people what is happening.  

 

Joint clinics to understand issues and resolve issues and problems can be 

effective. Fit the mechanism to the issue and the people. 

  

 

0.1.21  Skills are important 
 

Skills required will be the soft skills of persuasion and a reasonable level of 

market awareness.  Briefings are an important part of the SRM process.   

 

Topics should include practicalities, such as the scope of the contract, but should 

also include the organisational culture of both client and supplier.   

 

Training in communication and listening skills can benefit both parties to  

the relationship. 
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Stage 0 

0.2  
The Contract and Financial Control.  

Compliance and Asset Lifecycle 



0.2.1  The Contract and the Relationship 

 
 

 

 

  

 

The written contract should avoid ambiguity, and provides a record for both 

parties as to what has been agreed.  

  

Engage contract law support, preferably experienced in IT contracts, and explain 

the commercial goals for the contract. 

  

Engage in dialogue with the supplier. The organisation and its supplier have a 

mutual interest in the success of the relationship. 

 

 

0.2.2  Avoid False Logic 

 
Apply logic to the negotiations.  Notice periods are an example.  There is no 

logical reason why notice periods should be symmetrical – i.e. the notice period 

for termination required of both parties being the same.  
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Relationships between organisations have a degree of 

formality, usually in the form of a contract.  

A short notice period may have limited impact on 

the supplier, whilst the client may require a year to 

procure services from an alternative supplier. Draft the 

contract accordingly. 

 

Assess the value of owning Intellectual Property Rights prior to investing significant 

time negotiating future ownership. 

  

Ensure the contract terms reflect the business’ needs.  Watch for items that 

may not appear in standard contract wording that may become an issue, later. 

  

Examples of things to consider include: 

Contract renewal mechanism: 

• Renews automatically to safeguard continuity 

• Renews manually on client confirmation, to provide a clear breakpoint 

• Resource attrition targets: 

• Offshore contracts will be particularly prone to high staff turnover, which will 

lead to increased client responsibilities to onboard new staff 
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Do insist on archaic or difficult language being clarified 

Do overrule your legal adviser if they are missing the point 

Don’t be afraid of legal drafting – there’s no magic to it 
 

Don’t put off dealing with ‘the legal bits’; it only causes delay 

later on in the process 
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Click here for ‘Contracts Masterclass’ presentations 

Do explore pragmatic solutions – few contract issues are 

entirely binary 

Don’t become a slave to ‘corporate policy’ or ‘legal policy’ 
 

 

 

 

 

 

 

 

• Most contracts and clauses are negotiable, to a certain extent 

 

• CIOs and IT Directors should take an active role in negotiating the key  

legal issues 

 

• Lawyers should understand the client’s business and speak the client’s language  

 

 

0.2.5 Get the right legal advice 

 
When setting up IT contracts, get the specialised advice on contract law early in the 

process.   

 

The IT service must take responsibility for the technical and commercial decisions to 

enable the legal specialists to give suitable guidance in creating the contract.** 

 

Keep the wording straightforward – contracts are not improved by being difficult 

to understand!  

 

 

  

 

 

0.2.3  Managing Escrow  

 
Escrow is a legal device that allows for a third party to hold an asset on behalf of 

two other parties, for the purpose of safeguarding the interests of those two parties.   

  

In Information Technology, it is commonly software code which is held in Escrow.   

  

In the case of software code being held as an asset by a third party, the interest of 

the software supplier and customer are both safeguarded.* 

 

 

0.2.4  Legal Dos & Don’ts 

https://www.corporateitforum.com/event/workshop/1234-managing-it-contracts
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0.2.6 The Components of Financial Governance 

 
Financial Governance must be made to work well and demands commitment. 

  

Define the outputs the organisation needs.  What aspects of business activity is it 

important that are controlled? 
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Small companies or Cloud Service Providers may not have 

people to engage in an elaborate structure of Governance 

meetings.  Remember the key principle: “It’s all about the 

relationship”. If the supplier won’t, or can’t, attend meetings, 

use another mechanism, rather than allow it to break the 

relationship 

An outsource to a single supplier will need a structure that reflects 

the strategic nature of the relationship.  An arrangement that 

involves many small companies will have a different structure 

based on segmentation of suppliers according to risk. 
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Adopt the simplest Governance structure.   
 

Two levels is a minimum: Strategic and Operational.   
 

Scale the relevant Governance according to your supplier 

base. 
 

The mechanisms that are used for Governance need to 

reflect the relationship.  Meetings are an important component 

of Governance, so organise with structured agendas and clear 

recording of decisions.* 
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Organisation to 

Organisation  
 

Team to 

Team 
Individual to 

Individual 

Documenting Financial Control: 
• What is recorded? 

• Where is it kept? 

• Agreed naming conventions are useful in avoiding 

confusion in financial reporting. 

Decision-making authority should be defined, with escalation routes, in the event of 

differences of view or major decisions (such as possible termination). 

  

 

 

 

 

 

  

 

 

0.2.7  The Components of Good Governance 

  
The levels of Governance should be defined and have a number of levels: 

 

 

 

 

 

 

 

 

 

 

  

The nature of the suppliers and the number of relationships will define the 

Governance model.   

  

An agreed plan is essential and include meeting logistics: who attends, where 

they take place, who records decisions and actions, etc. 

  

Compliance activities: 

• Regulatory 

• Non-regulatory 

  

Financial Controls should be clearly specified. 
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Contract Terms 
 

Milestones Obligations (both those 

that apply to the supplier 

and to the customer) 

Understanding the contract is an 

up & down process within both 

customer and supplier 

organisations.  People at all levels 

involved in making the relationship 

work need this understanding. 

Don’t expect busy people to study long contracts. 

A one-page summary is effective in explaining the key features 

of the Contract – including customer obligations, such as 

prompt payment. 

An organisation map, for both supplier and customer, can save 

time by explaining who does what within both organisations. 

0.2.9  Key tips about contracts: 
  

 

 

 

 

 

  

 

 

0.2.8  Understanding the Contract 

 
The First Step is to understand the Contract: 

  

 

 

 

 

 

 

 

 

 

 

Keep a record (visible to both parties) of any changes agreed during the life of  

the contract. 
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• Keeps track of all changes, work instructions, variation 

orders, etc 

• Version control of contract documentation isn’t an 

option, it’s essential.  Everyone in the organisation 

should buy in to this 

• Unique identifiers must be used 

• All naming conventions for the contract must be 

standardised 

• The format must be searchable 

• There must be the facility to easily set up alerts for key 

dates, such as deadlines for contract renewal or 

termination 

• Access control to the Contract Repository (who has 

authority to view, amend, etc.) must be in place and 

maintained up-to-date. 

0.2.12  Risk Management in Financial Control: The 

Risk Register 

 
Maintain a register of risks in relation to suppliers. It should include supplier size, 

capability, market positioning and financial stability.   

  

This should be reviewed annually. 

  

Good sources of information on suppliers are  

Google Alerts and software user groups.  

  

 

 

 

 

 

  

 

 

0.2.10  Useful Clauses 

 
The John Terry Clause: This requires the supplier to make the customer aware, if 

a better price is being offered to another customer.* 

  

The Pass-through Clause: This provides for reimbursement of the supplier’s  

costs relating to goods or services that the supplier purchased to perform under 

the Contract.  

  

 

0.2.11  The Contract Repository – essential 

attributes 
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0.2.13  Asset Lifecycle Management 
 

Often the neglected aspect of Supplier Management, the Asset Lifecycle process 

will repay the attention paid to it in avoiding embarrassments – as well as the 

rooms full of abandoned equipment that will be familiar to anyone who has 

experienced a major corporate reorganisation. 

 

 

0.2.14  Defining the Asset 
 

“What do you mean by an Asset?”  The first step in managing the asset lifecycle 

is to define what is meant. 

 

 

 

 

 

 

 

 

 

 

 

 

 

Define the assets that need to be managed and a register of assets.  
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Assets can fall into several categories: 
• Hardware 

• Software licenses 

• Virtual machines 

• Communications, circuits and infrastructure 

• People and skills 

• Land and Buildings 

• …and others that may be appropriate 

Set up alerts for key milestones in the Asset Lifecycle, such 

as deadlines for contract end/renewal, as well as “end-of-

life” of Operating Systems. 
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0.2.15  “Things that may catch you out…” 
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Managed printer contracts with leasing arrangements need 

extra special care. 
 

People become an asset where capital projects have project 

management costs capitalised. The advantages in doing this, 

which gives flexibility over how they are charged to Profit and 

Loss.  In some jurisdictions, this can be of financial advantage, 

depending on the time limit for carrying forward losses to offset 

against tax. 

Where staff transfer from customer to supplier, or from 

supplier to supplier, under EU law, (TUPE the Transfer of 

Undertakings (Protection of Employment) Regulations), a 

list of assets will be required. 

Skills may be an asset.  Have the organisation funded 

training for someone about to transfer to a supplier? 
 

Can assets such as software licenses or data circuits be 

novated to a new supplier?**   

 

In particular, the database engine licenses (e.g. Oracle, DB2) are licensed 

separately from the ERP application licenses for products such as SAP and 

Oracle. Both the Application and Database licenses need to be compliant. 

When moving to a virtual environment, per-processor licensing demands 

careful consideration. 

 

Transfer of software licenses needs special care.  Check the 

license agreement carefully.   

 

When negotiating a new software license agreement, specify that 

software can be used by staff working for third-party organisations, 

such as contractors and partner organisations. 

 

Coping with a change of ownership: if a supplier is acquired by 

another company, this may be unwelcome.  A useful clause to 

include in a contract is the power to terminate a contract in the event 

of “a material change of ownership” of the supplier. 
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0.2.16  Systems, Tools & Reporting 
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There are many tools that can be useful 

in supplier management.  These are 

some of the most important: 

 
• The Enterprise Resource Planning System.  If 

the organisation uses SAP, Oracle, or something 

similar, basic supplier information needs to be 

kept within it.  This is key to ensuring some of the 

most basic tasks that underpin the relationship are 

done. 

 

• At the same time, there may be a place for basic 

tools, such as Excel and MS Project, provided 

that effective version control is applied. 
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Stage 0 

0.3  
Identifying the Strategy.  

The importance of segmenting Suppliers  

and Managing Risk 



Supplier Relationship Management Best Practice Guide 

Click to return to main menu 

Stage 0 | 0.3 Identifying the Strategy. The importance of segmenting Suppliers; Managing Risk 

Questions to ask include: 

 
• Is there an agreed Strategy for SRM which the 

organisation is following? 

 

• Is there a blank sheet of paper or are there 

existing arrangements?  

 

• Where is the list of suppliers? 

 

• What does the business need and expect from 

Supplier Management? 

 

• Are the objectives of the business fully 

understood by all concerned? 

 

• Is there a form of supplier management being done 

elsewhere in the organisation (virtual, ad-hoc, elements of the 

framework)? 

 

• Understand the budgeting and purchase order processes  

 

• Understand the legal process  

 

• Segment the suppliers the organisation uses using a 

resource template  

 

• Define the scope of Supplier Management in  

the organisation  

 

• Roadmap the scope – divide the scope into quick-wins, short, 

medium and long-term goals. 

 

0.3.2  “Make sure that what you think you are 

buying is what they think they are selling” 

 
SRM is about making the business profitable. Is there a clear understanding 

between the business and the supplier as to what the business wants and needs? 

 

 

 

 

  

 

 

0.3.1  Finding your feet… 

 
Few people have the luxury of starting a Supplier Strategy from scratch.   

When entering the Supplier Relationship role, it’s important to get  

established quickly. 
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0.3.3  Identifying the Supplier Strategy 

 
Supplier strategy governs the entire process of managing the relationship  

with suppliers. 

 

There are two aspects:  
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Stage 0 | 0.3 Identifying the Strategy. The importance of segmenting Suppliers; Managing Risk 

Click here for Supplier Strategy presentations 

How to source Supplier sets out the major decisions 

about in-house vs. external sourcing.  It includes decisions 

on where to adopt a single supplier or a multi-supplier 

strategy. 

The Strategy, developed jointly with a Supplier, forms the 

Supplier's Account Strategy and is a subset to the 

Organisation's Business & IT Strategies.  This should include 

a Business Benefits Realisation Plan with information on 

joint -working and sharing innovation. 

https://www.corporateitforum.com/event/workshop/1152-building-best-practice-for-supplier-relationship-management
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0.3.4  Communicating the Strategy 

 
A strategy only becomes useful when all concerned are aware of it and 

implement it. 

 

It is essential to communicate key information about the relationship with the 

supplier to all parts of the business. Ensure the communication is effective and 

targeted.* 

 

 

0.3.5  The Business Strategy 

 
Supplier Strategy should be driven by the Business Strategy. 

The SRM Strategy needs future-proofing with a mechanism which adapts it to the 

changing market. 

 

 

 

 

 

 

 

 

The culture of the organisation’s suppliers must inform the strategy: “It’s about the 

Relationship.”  Focus time and energy on choosing the right suppliers (ensuring 

cultural fit and business value) and identify opportunities to gain mutual benefits. 

 

Define the frequency of review of your Strategy (probably annually?) 

 

Ensure the vision of outcomes is consistent across the whole of the 

organisation - outcomes will be determined by the overall strategy. 

 

Stage 0 | 0.3 Identifying the Strategy. The importance of segmenting Suppliers; Managing Risk 

Ensure a common understanding of what is meant 

by words such as “Strategy” and “Governance” in the 

context of your business. 
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0.3.7  Capturing the knowledge and reapplying it 
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• Business owner – what is being done, what is 

the business benefit? Is the business supportive? 

 

• Define how to deliver – in-house, outsourced, 

large supplier or XaaS (‘Anything’ as a Service)? 

 

• Business Champion, IT, procurement, 

finance, legal and others? 

 

• People resources, e.g. SRM, part-time, 

support, temporary? 

 

• Other resources – tools, equipment, time as a 

resource? 

 

• Can the strategy be delivered by the  

supplier community? 

• Carry out post-event reviews to identify what worked and 

what did not 

 

• Reviewing outcomes and lessons learnt is ideally done as a 

two-way process 

 

• Document the above and file it in an SRM Data Store.  “You 

can then return to it yourself or hand it onto your successor 

when you move on” 

0.3.6  Resourcing the Supplier Strategy 

 
What resources does the SRM Strategy require? It is essential to understand 

what resources will be required to establish and maintain the Strategy .  Use 

supplier segmentation to focus resources where they have most benefit. 



0.3.8  Examples of how to get it right 

 
These are real-life examples from a variety of organisations. 

 

 

0.3.9 
 

 

 

 

 

0.3.10  
 

 

 

 

 

0.3.11 
 

 

 

 

 

 

0.3.12  Make Strategy Real 
 

The key to success with an SRM Strategy is to make it real, for the organisation’s 

people.  A good approach is to produce a physical representation of what it is 

intended to achieve.* 
 

Supplier Relationship Management Best Practice Guide Stage 0 | 0.3 Identifying the Strategy. The importance of segmenting Suppliers; Managing Risk 

Click to return to main menu 

Click here for Environment Agency example 

Click here for Xoserve example 

Click here for Syngenta Strategy example 

Click here for Centrica example 
Identify and manage any supplier-related risks to the business – 

lack of contract, “time-bombs”, product notifications, etc.  

Identify and manage any compliance issues relating to a 

supplier – ISO certificate expired, etc.  

0.3.13  Compliance and Risk 

 
Managing Risk is important in Supplier Relationship Management because risks 

that at first appear minor may escalate significantly. For example, loss of skills 

within the organisation may happen progressively during the life of a contract, 

through staff moving on. 

 

 

 

 

 

 

 

 

 

 

Map risks, according to probability and impact, as illustrated here, ensuring risk 

is managed effectively and with the greatest economy of effort. 

  

  

 

https://www.corporateitforum.com/resource/presentations/11828-building-best-practice-for-supplier-relationship-management-in-life-management-supplier-performance-risk-management-systems-tools-2
https://www.corporateitforum.com/resource/presentations/11844-building-best-practice-for-supplier-relationship-management-in-life-management-supplier-performance-risk-management-systems-tools-2
https://www.corporateitforum.com/resource/presentations/11831-building-best-practice-for-supplier-relationship-management-in-life-management-supplier-performance-risk-management-systems-tools-2
https://www.corporateitforum.com/resource/presentations/11823-building-best-practice-for-supplier-relationship-management-in-life-management-supplier-performance-risk-management-systems-tools
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• Good Marketing practice segments customers; good 

Supplier Management practice segments suppliers.* 

 

• “Be clear what you expect and what you’re paying for” 

 

• Put basics in place for sound administration: 

standardise the templates that supplier managers use; 

keep the Risks and Issues Log up-to-date; keep a diary of 

key events within the contract and so on. 

 

• Create a contracts data store. 

 

• Meet key suppliers and start building the relationship 

  

• Carry out due diligence on the suppliers 

 

• Don’t be afraid to use brand identity to enhance 

relationships with suppliers.  Suppliers will want to be 

associated with a customer’s brand if it is prestigious.**  If 

offshore suppliers are used then this may be an aspect 

that needs categorisation.  

The heart of categorisation is the mitigation of risk: what 

will be the consequences to the business of non-performance 

or failure to deliver on the part of a supplier? 

0.3.14  The importance of Supplier Segmentation 0.3.15  Categorisation in practice 

 
Categorise suppliers systematically with a model that analyses the business 

criticality of a service, risks of non-delivery, value and the complexity of the  

service model.  

 

Categorising suppliers enables focus on time and effort, where it is most 

needed and where it will have the most impact. *** 

 

Some organisations create an in-house Matrix which is used to categorise 

suppliers. **** 

 

 

 

 

 

 

 

Small SMEs that are successful may grow. A systematic approach to updating 

the categorisation of suppliers will enable the right balance between risk and 

reward, so that both partners can share the benefit of the SME’s growth and 

success. 



0.3.16 Checklist of Questions to be answered when segmenting suppliers 
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Click here for JT’s VA presentation on Supplier Segmentation 

• Why segment, what value will it bring to the business and what effort is justified in doing it? 

 

• Who does the segmentation and which stakeholders do they involve? 

 

• How often is it done and reviewed? 

 

• What are the criteria for segmenting? 

 

• How are suppliers going to be segmented, e.g. is it Boston Matrix? 

 

• How to approach each supplier: how much time to spend with each one? 

 

• Are there any mandates from the IT strategy as to how to segment? 

 

• How senior are the vendor relationships going to be for each tier or segment? 

 

• What information about the supplier, segmentation strategy and results can be shared 

and what is commercially sensitive? 

https://www.corporateitforum.com/resource/presentations/11874-building-best-practice-for-supplier-relationship-management-supplier-strategy-2
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Adopt a systematic approach to RFIs 

and RFPs; using an algorithm will give 

structure and consistency. 

 

1.1  Algorithm for Supplier Selection 

Think about structure, what to 

put in: stages, scoring, and 

gathering requirements. 

 

Employ a set of weighted criteria, against 

which suppliers’ RFP responses and 

ultimately offers can be objectively scored. 
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1.2  The Test Drive 

 
A test-drive can be extremely effective.  When the selection of a supplier is in-hand, 

try likely suppliers out by awarding them a small, lower-risk contract in the same 

field.  This enables a real-life evaluation to be carried out of their competence, 

performance, reliability and value for money. 

  

 

1.3  Due diligence 

 
Due diligence is not just a chore to be done when signing up with a new supplier; 

it’s part of the on-going process.  Supplier audits are a valuable way of getting best 

value and can improve the relationship with a supplier. 

A Red-Amber-Green status report is simple but effective. 

 

 

1.4  The Decisive Moment 

 
The moment when the decision-point is reached and a supplier is selected is 

critically important, as this mars a change. A key aspect of this is purchaser loss of 

power.  Once a contractual commitment has been made, it is too late to go back 

and choose someone else. 

 

Suppliers may dilute the competence of their technical team once the contract is 

secured.  To avoid this, ensure you clearly discuss your expectations prior to the 

contract. 

 

 

Be clear what you expect and what it costs 

1.5  Read the contract 

 
Successful Supplier Relationship Management depends on attention to 

detail, as well as strategic direction. 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

The standards and processes, are as required with 

Procurement and Legal functions. 

A framework of policies, standards and tools to govern 

the relationship and interactions with Suppliers. 
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1.6  Acceptance criteria 

 
Judging whether an arrangement with a supplier is ready to go is a two-way 

process.  Ask if the supplier is ready but also ask if everything that needs to be 

done by the client organisation has been completed. 

 

 

1.7  Penalties in the contract: how useful  

are they? 

 
Service credits are pre-specified financial amounts which the customer becomes 

entitled to when a service level is not achieved.  Views differ on the usefulness of 

service credits.  Some take the view that they are not reflective of the business 

impact and therefore of no value. 

 

Where they are used effectively, their value is in the internal 

embarrassment/visibility they cause the supplier resulting in improved 

ongoing service. 

 

1.8  Achieving and demonstrating value 

 
Inattention to detail during onboarding adversely affects the running of the 

contract.  Performance measures need to be established, agreed and fully 

understood during onboarding, to ensure that the value can be measured, 

recognised and rewarded. 
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1.9  Performance Management 

 
It is not enough to just produce a world-class Supplier Strategy. It must be 

maintained and kept  up-to-date.   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

1.10  Exiting a Contract 

 
Exiting a contract is the final stage in the lifecycle.  It takes place 

simultaneously with the initial stages of new supplier selection and onboarding, so 

that the transition is smooth. 

 

Best practice is that departing and arriving suppliers work together. 
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Click here to go to Section 4.1 on Exit in Stage 4 

• Define review frequency (annually)? 

 

• Is the strategy still delivering what is required? 

 

• Who owns it & who is involved? 

 

• Understand influencing factors which will change: 

for example, market conditions 

 

• Share feedback with suppliers and ask them for 

their views of the client organisation 

 

It’s not simply a clause in the contract: It’s a key 

component of Supplier Strategy – get it right at the 

start ,when negotiating the contract. 
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1.11  The Business Realisation Plan: Defining what constitutes value 

 
The Business Realisation Plan is an effective way of defining what value is – and then getting it.  

 

Owned by the SRM team, it gives a picture of: 
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The Relationship 
 

Opportunities 

for Innovation 
 

Financial 

Performance 

Ability to obtain 

extra value from 

a relationship 

Use the original 

Business Case as a 

starting point, to 

demonstrate how it 

has been fulfilled 
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1.12  Dealing with Fixed Price Contracts: using a 

Time-box 

 
Fixed Price Contracts have obvious advantages, but may challenge  

day-to-day management of the contract.  A Time-box approach is effective.  It limits 

spend over a specified time-period, and gives the supplier manager the ability to 

manage flexibly. 

  

 

 

1.13  The Service Level Statement or Agreement 
 

It is a mistake to see service levels as something that can be sorted out after 

the contract signature.  It is important to be clear before signing the contract what 

service and price are expected. 

  

 

 

1.14 The Law 
 

Every state has a legal apparatus to ensure fairness in procurement.  Be 

aware of legal constraints, especially if procuring across several jurisdictions. 
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Stage 2 
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2 
Supplier Onboarding  
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2.1  Read the Contract again! 

 
The contract will influence both the approach to, and success of, onboarding. 

 

Selection, Contracting and Onboarding a supplier are discrete stages in the 

process of Supplier Relationship Management. 

 

Onboarding needs to be considered properly during the selection process.   

 

 

 

 

 

 

 

 

 

After formalising the contract, there may be a feeling that the supplier is not 

quite what was wanted.  Manage the supplier according to the SRM Strategy but 

ask: “is it really that you don’t like the supplier, or is it that you’ve not taken all the 

required steps to get to know and understand each other?” 
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If you are going to get cold feet about whether you 

can get on with a particular supplier, it is preferable 

to do this before you’ve signed the contract   
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2.2  Cultural Considerations 

 
An approach based on overly assertive and robust management is now recognised 

as being less effective than one which looks at and understands the culture of both  

client and supplier organisations to achieve mutual benefit.  Successful 

relationships are two-way.   

 

Each party to the contract must have an understanding not only of the other party’s 

culture, but its own as well.  If either client or supplier is looking to take unfair 

advantage of the other, the benefits for both will not be  

fully realised. 

 

 

2.3  Considerations of Seniority: aim for 

understanding at all levels 

 
Engagement between client and supplier needs also to reflect the different levels of 

seniority within both partners.  All levels of staff from junior to board-level need to 

be involved. Relationships can endure beyond the life of the contract and even 

when individuals have moved on to new challenges within different organisations. 

 

 

2.4  Supplier Segmentation 

 
Supplier segmentation is critical to success.  It enables you to know which 

suppliers need most attention. 

 



2.5  Onboarding Dos & Don’ts 

 
Contracts are typically long, complicated documents.  Help the client 

organisation’s and the supplier’s staff to understand them with a Contract Summary 

and a Familiarisation Manual. 

 

Set up Governance as you want it to be at the start of the relationship. 

 

Cultural considerations are at least as important as the detail of the contract.   

 

 

 

 

 

 

 

 

It’s a mistake to see onboarding as a one-way activity.  The client organisation 

needs to understand the supplier’s culture, expectations and needs, as much as 

the supplier understands the client organisations.  

 

 

 

 

 

 

 

 

Checklists are a straightforward way of making sure that no aspect of 

supplier Onboarding is overlooked. For example: don’t forget the obvious things 

,like making sure the supplier’s people have desks to sit at; make sure the supplier 

is set up in your systems so that invoices can be paid; and so on.  

Be systematic in the assessment of performance as the supplier is 

onboarded and the relationship develops. A scorecard approach is the  

preferred method. 

 

Be systematic in recording and indexing how the organisation went about 

Onboarding, especially noting what worked and what did not.  This will help to 

repeat successes, avoid failures and, especially important, transfer the knowledge 

on to others in the organisation, including successors to the role. 
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Make sure you understand all aspects of what your 

contract says, but then focus on the relationship.  

 

As you apply measures to judge success, make 

sure these are shared with your suppliers 

Click here to go to the Nine Checklists - JT VA presentation  

https://www.corporateitforum.com/resource/reports/11535-building-best-practice-for-supplier-relationship-management-on-boarding-2
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3.1  Be systematic 

 
There are standard checklists and scorecards that are generally applicable to the 

process.  Choose ones which suit your business and the contract.  It may not be 

necessary to apply the steps in the same level of detail to every supplier, but they 

do need to be considered. 
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• Read and understand the contract, and then action the 

practical items 

 

• Calendar in meetings with the supplier well in advance 

 

• Set up arrangements to pay the supplier 

 

• Security is important, such as vetting staff 

 

• Take the practical steps for the welfare of the 

supplier’s staff.  Do they have desks to sit at?  Have 

they been briefed on the client organisation’s work and its 

business culture?  Are they new to the UK and need 

practical help? Do they understand the local H&S 

arrangements on-site? 

 

• Start with a good understanding of the contract and 

take practical steps to onboard the supplier in a timely 

way - the contract can then be put to the side, whilst the 

client and supplier can together focus on achieving 

benefit from the relationship. 

Click here for the In-Life Management presentations 

https://www.corporateitforum.com/event/workshop/1098-building-best-practice-for-supplier-relationship-management-in-life-management
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The Relationship 
 

Innovation Value Contract Service 

3.2  Relationship Management 

  
Good practice in Supplier Relationship Management begins before serious contract negotiation.  Partnership principles should be developed to identify Must-Have,  

Nice-to-Have and Optional details for the proposed relationship. There are five principles which, together, form the foundation of a good relationship and effective  

service delivery: 
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3.3 The Five Principles of SRM 

 
The five principles interrelate to shape the relationship between customer and supplier.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Organisations may categorise a limited number of suppliers as strategic, which brings with it commercial benefits, such as first right to offer on new business. 

Developing a mutual trust is key, especially when something goes wrong – “Fix the problem, then discuss the change request”.  Investment in the relationship is required 

from both sides.  Senior management engagement is important.  The process needs to be continuous, not just when problems arise.   
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3.4 

 
This is an example of an Account Relationship Scorecard used to document the objectives of the relationship between the client and the supplier and the performance 

measures applied. (This is a dedicated form of the balanced scorecard used to measure performance.) 
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Sr. Relationship Objectives Performance Measure 

A ENHANCE SERVICE QUALITY 

A1 Improve the quality of deliverables by reducing UAT defects, improving schedule adherence and controlling the service backlog # of UAT Defects/ MUSD 

% SOW’s Delivered within committed date 

# of backlog service cases 

A2 Proactively assist in minimizing the impact on business by adhering to committed SLA’s and suggesting ways to reduce “systemic” issues  % service cases closed within SLA  

# of improvement initiatives suggested and accepted  

A3 Improve alignment with business needs by partnering with BPA’s and users in sharpening the definition requirements  % Additional cost due to change after requirements signoff 

# of training sessions for BPA’s 

B REDUCE TOTAL COST TO BUSINESS 

B1 Reduce business interruption by reducing the “service intensity” through root cause analysis of service cases and taking preventative 

action 

Service cases per licensed user per quarter 

B2 Leverage economies of scale and cumulative knowledge to improve productivity and efficiency thereby reducing the back office cost per user Service cost per licensed user per quarter 

C IMPROVE CUSTOMER SATISFACTION  

C1 Continuously improve customer satisfaction (weighted across business and GISS) by jointly addressing the performance Vs. expectation gap Weighted customer satisfaction index 

C2 Strengthen “trust” in the relationship by reducing disconnects in work estimation/ pricing and proactively managing the risk to deliverables # of proposal price revisions 

Engagement satisfaction 

C3 Improve “ease if doing business” through simplification of commercial and administrative processes # of projects initiated without proper documentation 

Days of sales outstanding 

D INCREASE DEPTH OF ENGAGEMENT  

D1 Create value across the footprint of business by proactively demonstrating capabilities spanning consulting and all the lines of service # of high impact consultants/expert relationships across the 

account 

% coverage of service Vs. business unit footprint 

Click to return to main menu 
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• Invest in technology and conferencing facilities 

that work effectively. 

 

• There is no substitute for face-to-face meetings. 

 

• Skills and Knowledge Retention are harder to 

achieve with offshore suppliers -  put effort into it. 

 

• Consider the ratio of onshore to offshore 

suppliers. Use the techniques of Risk Management 

to get the right balance. 

 

• Always keep in mind exit and termination. 

3.7  Coping with a change of ownership 

 
The unexpected acquisition of a supplier by another company may come as a 

surprise, possibly unwelcome.  Be prepared. Ensure there is a contract clause 

enabling termination in the event of a supplier being acquired by another company.  

 

 

 

3.5  Offshore Suppliers – making the  

relationship work 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

3.6  The Service Improvement Plan (SIP) 

 
Creating a joint Service Improvement Plan with a Supplier is a non-confrontational 

way of improving the benefits for each party.  The SIP can be pro-active, with 

periodic reviews of service usage.  If there is success, celebrate it together. 

Click here to go to Section 0.2.11 ‘The Contract Repository’ 
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3.8  The right behaviour is important 

 
Contracts and documentation are important. So are 

monitoring, reporting, and quantifying business value. 

However, it is the way the people behave that determines 

the success of the relationship. 

3.9 Our Behaviour 

 
• The supplier’s expectation of making money 

from the contract is reasonable 

 

• Never tell the supplier your budget 

 

• Dress appropriately: a site visit may mean 

hardhats and boots; or a meeting at board-

level formal business dress 

 

• The Supplier Relationship Manager  

should consider themselves as their 

organisation’s champion 

 

• Don’t harbour grudges 

 

• Acknowledge good performance. 

3.8 The Supplier’s Behaviour 

 
• Provide the “A-team” throughout the contract life 

 

• Deliver on price and cost 

 

• Observe the relationship boundaries: the customer is 

always the customer 

 

• Never over-promise 

 

• Be easy to get hold of 

 

• Don’t pass around blame. 

3.10 Everyone’s Behaviour 

 
• Communicate clearly – say what you expect 

 

• Being friendly costs nothing 

 

• Understand each other’s culture 

 

• The 360º approach is ideal.  (“What are we 

like to work with?”) 

 

• Using Social Media can help to see the 

human face of others 

 

• Be fair – everyone makes mistakes 

sometimes 

 

• If one promises to do something, one should 

do it 

 

• Share both strategic and tactical priorities 

 

• Don’t shy away from difficult conversations 

 

• Governance can be used to innovate (as well 

as stopping things happening) 

 

• Don’t be afraid to admit being wrong 

 

• It is not wrong to have fun. 

 



Click to return to main menu 

Supplier Relationship Management Best Practice Guide 

Stage 4 

4  
Exit and Transition 



4.1  The Value of the Exit Strategy 

 
Mistakes made at an early stage of SRM impact subsequent stages. This is 

especially true of Exit where it may then be difficult to part company with a supplier.   

 

 

 

 

 

 

Having a credible Exit Strategy is a useful tool when managing a relationship in-life.  

It gives the ultimate sanction of walking out of a relationship.  Hopefully it will not 

need to be invoked – but it is always there. 

 

Make sure, before formalising the contract, that a credible Exit Strategy is in place 

to give the opportunity to terminate a contract in the event of the supplier being 

acquired by another organisation.  

 

Click to return to main menu 
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Well-known organisations have been caught out. 

Click here to go to Section 3.7 ‘Coping with a change of ownership’  
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4.2  Skills Transfer 

 
Skills transfer from supplier to customer often fails to happen. 

 

The time when skills are most acutely needed is the next stage of the SRM process 

when the incumbent supplier is leaving – which is too late to achieve effective skills 

transfer.  Failed Skills Transfer crystallises as Knowledge Loss. 

  

 

4.3  Moving from In-Life to Exit 

 
When approaching the end of a relationship, be prepared for the supplier to have 

more expertise in the Exit stage than the customer.  Larger outsourcers have 

dedicated teams concentrating on this and have refined their approach.  The 

approach taken to the tender process for the new supplier is likely to colour the way 

in which the departing supplier handles the Exit. 

  

 

4.4  The Exit or Transition Council 

 
An Exit can be effectively managed for all parties by establishing an Exit or 

Transition Council involving the customer, as well as the new and departing 

suppliers(s).  This will provide good Governance over the transition. Managing the 

Exit can also be part of On-boarding. Be realistic about what can be achieved: 

disappointment at not renewing the contract is a natural reaction for a departing 

supplier. 
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4.5  An Exit is a Project 

 
An Exit is a project.  Resource it accordingly. Project Management can be  

hugely complex in practice, but the underlying principles of Project Management 

are simple.   
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Every project has three attributes: 

 
• The resources that go into it (money, property 

assets, people’s time ,etc.) 

 

• The elapsed time taken from start to completion 

 

• The outcome of the completed project. 

An Exit from a supplier relationship has a 

combination of distinctive features: 

 
• Transition takes time.  Allow adequate time to plan and 

implement the Exit. 

 

• The contract termination date may be a trap to catch the 

unwary.  Read the contract and serve notice exactly as 

specified. 

 

• Nothing in life is free.  Exit costs money – budget accordingly. 

 

• Cloud services and software licensing need extra care. 

 

• Exit involves risks.  Effective risk management based on 

supplier segmentation is essential. 

 

• Don’t repeat the mistakes of the previous contract. Negotiate 

the new contract from the standpoint of exit from it. 
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4.6  Different variations of Exit and Transition 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Transition can also take many different forms, ranging from a switch from one 

comprehensive contract to another, to a move from one provider to many, or  

a consolidation. 

 

Key advice is to set up a team to manage Exit and keep it separate from the 

team managing business as usual, enabling both to be done effectively. 
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There are many variations to Exit from a 

relationship, for example: 

 
• Planned: seeing the contract through its expected 

duration and moving to another supplier at the end 

of it 

 

• Options to extend instead of Exit (and 

renegotiate for the same or different services, 

charges, SLAs, etc.) 

 

• Unplanned Exit (i.e. termination), where the 

contract is exited prior to its end-date, either for a 

specific cause or for convenience.  Unplanned 

Exit is the most problematic to work with and 

needs great care. 
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4.7  Power to dismiss a subcontractor 

 
It is useful to have a contract clause to enable dismissal of a subcontractor, in the 

event of a problem arising with the subcontractor’s performance in the context of 

otherwise satisfactory performance from the principal contractor. 

  

 

4.8  The Negotiated Exit  

 
If you experience problems with a poorly drafted contract, try abandoning the 

contract and negotiate the Exit terms.  A good relationship with the supplier will 

make success more likely. 

  

 

4.9  Behaviours – Customer and Vendor 

 
The behaviour of all parties is central to the relationship.  This may be  

more complicated than a dialogue between two parties, and may include  

the departing and onboarding suppliers, subcontractors, customers and  

other stakeholders.  Tripartite meetings are effective.  Segmentation of 

suppliers focuses resources where they will have most effect. 
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These demand special care 

4.13  Software and Cloud 

 

 

 

 
Pitfalls within software licensing include notice periods and processor usage.  It is 

all too easy to unwittingly increase charges when increasing processor numbers in 

a virtualised environment. 

 

With Cloud services, complying with deadlines for serving notice of repatriation of  

data is key.  Changing from one Cloud data provider to another can be a major 

challenge. Exercise extreme caution in planning transition of Cloud services.  The 

risks vary according to whether the approach is software, platform or infrastructure 

as a service (SaaS, PaaS or IaaS), but in each case, risk analysis and mitigation 

must be extremely rigorous.  Data loss must be avoided. 

 

 

4.14  Novation 

 
Novation is the ability to transfer a license or lease for a service to another body, 

for example: a data circuit provided by one of the major telcos which has been 

purchased through a reseller such as a network integrator.  It is often useful to be 

able to novate this to the new provider during transition from one provider to 

another. The ability to do so and the terms by which it can be done depend on the 

contract wording.  There is no automatic right to novation. 

4.10  Defining Exit Costs: Who Pays? 

 
There are significant costs associated with an exit and they need to be apportioned 

between customer, old supplier and new supplier. 

 

 

4.12  Stranded costs 
 

Exit can leave the supplier with stranded costs.  These typically arise when a 

supplier has entered into a relationship with a subcontractor and the contract period 

goes beyond the date of termination of the relationship with the customer. The 

solution may be as simple as transferring the subcontractor to the new supplier. 

 

 

 4.11  Cost Modelling 

 
 Cost-modelling is the best approach to defining Exit costs. 

 Change control and risk management become especially 

 important during exit. Parallel running is an obvious example of 

 additional cost. 



 

 

 

 

 

4.17  The usefulness of Role Play 
 

When planning and implementing an Exit, treat the departing supplier as one would 

wish to be treated.  An acrimonious end to a relationship will not enhance the 

supplier’s reputation, but it will not enhance the client’s either. 

 

Role play is an effective way to transform awareness of what it’s like to be on 

the other side. 

   

Both customer and supplier tend to feel at a disadvantage during  Exit negotiations.  

Having empathy can help negotiate a mutually acceptable compromise. 

 

The Guide concludes with the point from which it started: 

4.15  Termination Notice 

 
Termination notice needs attention to detail, especially in relation to software 

licenses.  The contract termination date may be a trap set to catch the unwary.  

The supplier may specify a precise time window for the serving of notice to 

terminate. 

 

There may be other “catch-you-outs” in the contract wording, such as the 

requirement to send notice in a particular way to a particular destination. (a 

requirement to serve notice by fax, for example!) 

 

 

4.16  Governance of Migration & Transition 

 
The contract should document the principles and requirements of Exit.  The 

detailed plan can come later. 

 

Internal Audit need to be involved in an Exit from the beginning. The earlier Audit 

are involved, the less likely there are to be misunderstandings. 

 

The Disaster Recovery Strategy is a key component of Governance during 

transition, as risks are likely to increase during handover. 

 

A new contract should include the ability to reduce costs as usage is reduced. 

 

Relate the Exit Strategy to the overall strategic plans of the organisation.  Contracts 

may be renewed for services for which there is only a short-term requirement.  

Make sure that there is effective communication not just with the suppliers but 

within the organisation. Leadership must be kept aware of what is happening with 

contracts, especially those with high -risk or impact because of value, length or 

business criticality.  
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Even if a supplier or service integrator manages the 

organisation’s Enterprise Resource Planning System you 

still need to know what it does and how to use it.  

It’s all about the relationship.  
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Disclaimer 

 
A Guide has been collated by the Corporate IT Forum Limited (the “Company”) which comprises the views and opinions  

expressed by participants during course activities conducted by The Corporate IT Form Service. The content of the Guide  

produced by the Company is intended for your general information only and is not intended to address your particular  

commercial or professional requirements. In particular, the content of the Guide does not constitute any form of advice by  

the Company, the individual or organisation which contributed it to be relied upon by you in making any specific decisions.  

(Code of Conduct for Participation in The Corporate IT Forum Service). Any individual or organisation placing reliance  

on information or materials produced in this guide is advised to verify the accuracy of any view expressed or information  

contained therein. You agree that in using this Guide, you, the user assume sole responsibility on behalf of yourself and  

any organisation which you represent or work for with regard to the use of any information contained in the Guide.  

The Company does not make any warranties, express or implied, including, without limitation, those of merchantability  

and fitness for a particular purpose, with respect to this Guide. Neither The Corporate IT Forum, The Corporate IT Forum  

Service,  the Company or any individual or organisation working on their behalf, will be liable for any loss or damage  

sustained as a consequence of using the Information contained in this Guide. 

  



5.1  Online Resources from SRM events 

 
During the creation of this Best Practice Guide, a series of workshops and masterclasses were held over more than two years.  Further events will be held  to maintain it up-to-

date.  See the advice from these here (you will need to be logged into the Forum website to access): 
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Click here for Building Best Practice for Supplier Relationship Management: 

Purchase decision (Report Jan 2015) 

 

 Click here for Presentation: Virgin Media, Matt Clark 

 

 

Click here for Supplier Dashboard Template: The Co-operative Group 

 

 

 

 
Click here for Supplier Process Guide - Shop Direct  

 

 Click here for Building Best Practice for Supplier Relationship 

Management: On-boarding (Report Apr 2015) 

 

 Click here for Presentation: Syngenta Crop Protection, Jonathan Apted 

 

 Click here for Presentation: Virgin Atlantic, Julian Turner  

Click here for Building Best Practice for Supplier Relationship Management: 

In-Life Management - Managing the Supplier during the Contract Lifecycle 

(Report Jul 2015) 

 

 
Click here for Presentation: Miles Brown, Environment Agency 

 

 

 
Click here for Presentation: Virgin Atlantic, Julian Turner 

 

 

 

 
Click here for Building Best Practice for Supplier Relationship Management: 

In-Life Management - Supplier Performance / Risk Management / Systems & 

Tools  (Report Oct 2015) 

 

 

Click here for Executive Summary 

 

 

Click here for Case Study Exercise 

 

 

Click here for Overview: Transforming Xoserve 

 

 

Click here for Presentation: Centrica, Andy Woodman 

 

 

 
Click here for Snapshot: Environment Agency 

 

 

 
Click here for Snapshot: Syngenta Crop Protection 

 

 

 
Click here for Snapshot: Xoserve 

 

 

 
Click here for SRM Steering Group: Overview of Best Practice Framework 

 

 

 Click here for SRM Tools Checklist October 2015 

 

 

 
Click here for Building Best Practice for Supplier Relationship Management: 

Supplier Strategy (Report Feb 2016) 
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https://www.corporateitforum.com/forumgroups/supplier-relationship-management
https://www.corporateitforum.com/resource/reports/11724-building-best-practice-for-supplier-relationship-management-purchase-decision-2
https://www.corporateitforum.com/resource/presentations/11703-building-best-practice-for-supplier-relationship-management-purchase-decision
https://www.corporateitforum.com/resource/presentations/11704-building-best-practice-for-supplier-relationship-management-purchase-decision-2
https://www.corporateitforum.com/resource/templates/11723-building-best-practice-for-supplier-relationship-management-purchase-decision-2
https://www.corporateitforum.com/resource/reports/11756-building-best-practice-for-supplier-relationship-management-on-boarding-2
https://www.corporateitforum.com/resource/presentations/11529-building-best-practice-for-supplier-relationship-management-on-boarding
https://www.corporateitforum.com/resource/reports/11535-building-best-practice-for-supplier-relationship-management-on-boarding-2
https://www.corporateitforum.com/resource/presentations/11834-building-best-practice-for-supplier-relationship-management-in-life-management-supplier-performance-risk-management-systems-tools-2
https://www.corporateitforum.com/resource/presentations/11774-building-best-practice-for-supplier-relationship-management-in-life-management
https://www.corporateitforum.com/resource/presentations/11775-building-best-practice-for-supplier-relationship-management-in-life-management-2
https://www.corporateitforum.com/resource/presentations/11787-building-best-practice-for-supplier-relationship-management-in-life-management-2
https://www.corporateitforum.com/resource/presentations/11833-building-best-practice-for-supplier-relationship-management-in-life-management-supplier-performance-risk-management-systems-tools-2
https://www.corporateitforum.com/resource/presentations/11830-building-best-practice-for-supplier-relationship-management-in-life-management-supplier-performance-risk-management-systems-tools-2
https://www.corporateitforum.com/resource/presentations/11843-building-best-practice-for-supplier-relationship-management-in-life-management-supplier-performance-risk-management-systems-tools-2
https://www.corporateitforum.com/resource/presentations/11823-building-best-practice-for-supplier-relationship-management-in-life-management-supplier-performance-risk-management-systems-tools
https://www.corporateitforum.com/resource/presentations/11828-building-best-practice-for-supplier-relationship-management-in-life-management-supplier-performance-risk-management-systems-tools-2
https://www.corporateitforum.com/resource/presentations/11831-building-best-practice-for-supplier-relationship-management-in-life-management-supplier-performance-risk-management-systems-tools-2
https://www.corporateitforum.com/resource/presentations/11844-building-best-practice-for-supplier-relationship-management-in-life-management-supplier-performance-risk-management-systems-tools-2
https://www.corporateitforum.com/resource/presentations/11829-building-best-practice-for-supplier-relationship-management-in-life-management-supplier-performance-risk-management-systems-tools-2
https://www.corporateitforum.com/resource/presentations/11832-building-best-practice-for-supplier-relationship-management-in-life-management-supplier-performance-risk-management-systems-tools-2
https://www.corporateitforum.com/resource/executive-summaries/11897-building-best-practice-for-supplier-relationship-management-supplier-strategy-2


Supplier Relationship Management Best Practice Guide Stage 5 | References and Real-Life Resources   

Click here for Presentation: Syngenta, Paul Harffey 

 

 

 
Click here for Presentation: Virgin Atlantic Airways, Julian Turner 

 

 

 

 
Click here for Building Best Practice for Supplier Relationship Management: 

Exit Strategy (Report June 2016) 

 

 Click here for Building Best Practice for Supplier Relationship Management: 

Exit Strategy (Executive Summary June 2016) 

 

 Click here for Presentation: Virgin Atlantic Airways, Julian Turner 

 

 

 
Click here for Presentation: Tata Steel, Stuart Sargeant 

 

 

 
Click here for Presentation: Virgin Atlantic Airways, Julian Turner 
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https://www.corporateitforum.com/resource/executive-summaries/11873-building-best-practice-for-supplier-relationship-management-supplier-strategy
https://www.corporateitforum.com/resource/executive-summaries/11874-building-best-practice-for-supplier-relationship-management-supplier-strategy-2
https://www.corporateitforum.com/resource/reports/11933-building-best-practice-for-supplier-relationship-management-exit-strategy-2
https://www.corporateitforum.com/resource/reports/11932-building-best-practice-for-supplier-relationship-management-exit-strategy-2
https://www.corporateitforum.com/resource/reports/11917-building-best-practice-for-supplier-relationship-management-exit-strategy
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5.2  A quick way to get started with SRM – The 

Nine Checklists 

 
A good way to start to get familiar with SRM is the following Nine Checklists 
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One size does nor fit all 
• Same principles 

 

• Segmentation 

 

• Strategic or more tactical 

  

• Onsite or offshore  

 

• Can apply for new suppliers or contract renewal  

Security 
• Systems access 

 

• Joiners/ leavers processes 

 

• Security checks  

 

• Physical building access pass 

 

• Offshore check the processes to ensure data security works 

Contract 
• Read the agreement  

 

• Identify both your and Supplier Obligations 

 

• Diarise annual events – e.g. Insurance 

  

• Set up 12 months meetings 

  

• Set up in ERP – need to pay 

  

• Set up in Service Management Toolset 

  

• Let the dust start collecting  
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Onsite induction 
• Finding their way around – geography of your site  

 

• New starter brief – just like own staff  

- Fire precautions  

- First aid  

- General health and safety  

- Site Facilities  

 

• Find them desks  

 

• Gen in the phone book  

 

• Living and working in the UK 

Commercial staff 
• Policy on onsite commercial teams  

- Who they talk to  

- How much free access they have  

- Rules of engagement to ensure you know 

who and what is being discussed 

 

Technology 
• Email – yours or theirs  

 

• Email distribution lists 

  

• Hardware provision 

  

• Software provision – but consider licensing rules 

for vendor use 

 

• Printing set up 

  

• Policies on IT usage – brief, or email as required 

  

• Social Media guidelines  
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Stakeholders 
• Even if renewing, some staff in both parties will 

change so still need to consider 

 

• Brief internal teams – make sure everybody knows 

what they need to know and more 

- IT Management, Service Delivery Teams, 

Escalation Management, maybe even Users, 

Internal Comms 

 

• Introduce key supplier personnel around your team 

Offsite 
• Go see them at their own site 

  

• Validate all you have been told on security 

  

• Briefings,  as per onsite 

  

• Meet all the remote staff 

  

• Hopefully walk away with a good feeling 

Supplier briefings 
• Briefing on the business – management structure 

- who are the VIPs and Key Stakeholders? 

 

• What the Applications actually do! 

 

• Business units – Visits to Key Areas 

 

• Company and Technology Strategy 

  

• Company Culture and Values 

  

• Do not forget the offshore staff  

 

• Consider on-going Internal Comms 

- Intranet  

- Briefings 
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5.3 Tools 

 
SharePoint Online and Excel warrant particular mention.  SharePoint Online  

is highlighted as especially effective for sharing across organisations and  

with suppliers. 
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Possible resources to use 
• Supplier Management System (SMM) - Tool to manage the 

above documentation 

  

• Supplier & Contract Database (SCD) – a document 

repository for all supplier information 

  

• Supplier Portal – for key stakeholders to view all supplier-

related information  

 

• Service Catalogue – can be built in the SMM tool 

  

• Access control – limiting access to supplier data,  

e.g. rate cards  

Excel is widely used. Excel can be combined with 

SharePoint Online to improve version control and it 

has benefits: 

• It is on every desktop 

• People know how to use it 
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Organisation Templates, Tools and Processes Verdict 

• Sharepoint Online – Cloud service accessed by suppliers and 

internal team – single source of truth for contract change notes, 

charges, shared calendars, etc 

• ITSM tool – ServiceNow, hosted service used by suppliers – 

Centrica owns all data – again, single source of truth to measure 

the source that can be accessed anywhere.  

• Works well, fully audible, can easily segment 

access. 

• Use on mobile devices. 

• Use for source of contract value reporting, etc.  

 

• Frequent mailing to review talents, successes, improvements 

• Quality steering meetings to review progress, adherence to 

SLAs, measurement of indices/KPI.  

• This is a huge opportunity in looking at 

improvement of client supplier relations and to look 

at implementation of formal tools of measurement.  

 

• Service Reviews (3 tier) (monthly, quarterly, annually) 

• Quarterly budget reviews 

• Balanced scorecard 

• Brand (procurement) 

• Gartner (Procurement).  

• Reasonably mature, but need to see industry best 

practice.  

• ITIL/PRINCE2 

• Tracking in O365/CRM (SharePoint) Excel  
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Organisation Templates, Tools and Processes Verdict 

• SharePoint 2013 for Centralised Contract Data Information Store 

used by Commercial & Service Delivery 

• Service Catalogue in development 

• Service Whole Life Costs Datastore 

• “Procontract” used to support procurement feeds, normally via 

Excel into SharePoint 

• Moving towards, “Bravo” for procurement and contract 

management to align to DEFRA  

• Use of a service management integrator. Applying ITIL, 

PRINCE2, Agile to relevant areas. Overall tracking it via 

SharePoint, MS Excel.  

• ITSM toolset – Marval 

• Financial toolsets – Anaplan and Oracle financials 

• Currently investigating specific contract management 

• Toolset. KEOL Log – Key expectations and obligations – 

calendar/spreadsheet 

• Service Reviews 

• ITIL process reporting 

• Monthly performance reports 

• No ‘tools’ as such . 

• Need to review and standardise 

• Use best practice.  

• Limited toolset within IT – Service Review  

 

• Chance to improve!  
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Organisation Templates, Tools and Processes Verdict 

• ITIL process and Excel template for supplier and service risk 

evaluation 

• HPSM – for SLA reporting by infrastructure provider 

• Moving to ‘ServiceNow’ for ITSM across all ITIL processes 

• Other supplier specific tools 

• Zurich Matrix for Risk Evaluation 

• Gartner-lite IS model guides the sourcing 

• Balance scorecard for app development and support supplier.  

• OK, not user-friendly to expose to wide audience, 

therefore looking at ServiceNow.  

 

• Service boards, balance cards, Cobit, ITIL, CA-SDM, PRINCE2, 

SIGMA – (process capabilities) ,etc.  

• ITIL process. Monthly service reports. Dashboards. Extracts 

from service MGT tooling.  

• Toyota Process = LPP (Lean Project Process) + scrum 

• Purchase Policy strictly observed for supplier engagements (MS 

Office bespoke) 

• Key relationships undergo JPG reviews (joint planning) 

quarterly.  

 

• ServiceNow – contract management 

• Gartner.  
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Organisation Templates, Tools and Processes Verdict 

• Limited toolset shared between supply chain and IT service 

reviews.  

• Generally MS Office Documents in SharePoint portal shared 

with key suppliers 

• ITSM move next month to ServiceNow used by key suppliers.  

• In-house developed Aero system to support Virgin’s Supplier 

Management Framework dashboards produced from this.  

• COTS Asset Management bespoke to remove 

Excel and to add workflow for PO.  

 

• Structured 3-tiered governance model.  Joint balanced business 

scorecards (supplier & customer views) 

• Agreed SLAs.  

• Need to extend to a wider governance process 

across more suppliers – issue is too few resources!  

 

• Looking at tools now – currently use MS Office for dashboard 

reporting. Have business outcome KPIs as well as Service 

Management internal SRM Meeting where all stakeholders talk 

about suppliers and agree ratings report to exec. Two way 

reporting using supplier tools and customer satisfaction.  

Implemented SharePoint Online and will do POC of Microsoft 

Dynamics CRM. 

• SharePoint Online good tool.  Looking at 

automating internal processes as these take time 

and are not efficient.  
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