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Relationship Management Challenges 

Managing contract relationships is often surrounded by folk 
lore and many fail without clear reason.  You might know 
what happened but, you don’t know why   

• Traditional approaches have focussed on numbers, milestone charts 
and contracts, the management of  suppliers (Time, Cost and 
Quality) and customers (Sales and Revenue) 

• Insufficient attention has been paid to the underlying causes of 
difficulty which often occur insidiously  and which often result in 
increased fire-fighting, the threat of, or use of penalty clauses and 
inevitable diminishing performance or even fracture 

• Failure to manage the relationship as a joint enterprise denies 
companies the benefits of leveraging the wider opportunities of 
collaborative relationships 



The Relationship Management 
 Challenge 
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The Traditional Way 

• Do you throw money at the problem; bring in consultants to achieve ‘big 
bang’ restructuring, BPR, down-sizing, right-sizing etc, etc? 

• Do you repeat this process every few years; do you have problems 
retaining experienced staff? 

• What about your partners; do you really understand what they bring to 
the table; do you always blame them when things go wrong; do you 
regularly ’beat’ them up over the contract fine print; do you ever ask them 
for their opinion?  

• How often do you go through the costly process of changing partners; are 
you running out of people who want to work with you? 

• Wouldn’t it be better to a do more through performance-based analysis 
looking for root causes and root solutions and implementing a 
professional,  joint relationship management approach that gives you 
both/all continuous improvement? 
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The Solution 
SCCI will support you to overcome these difficulties using its 
Enterprise Relationship Management discipline  
• Objective based management techniques 
• Performance measurement and understanding 
• Change programmes leading to proven bottom-line benefits 
ERM 
• Ensures that you select the most appropriate partner and avoid costly 

mistakes 
• Provides a single agreed vision for the enterprise with a single view of 

the operations and their performance allowing clear, unambiguous 
control so that the result will be greater than the sum of the parts.  

• Promotes team working that brings together the many parts of the joint 
enterprise into an efficient ‘machine’ for delivering high quality goods, 
services and projects. 

• Creates an environment in which innovation will thrive based upon trust, 
commitment, co-operation and quantified achievements. 

• Terminates a collaborative relationship efficiently to the benefit of the 
stakeholders 
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The Solution 
Understanding Relationship Dynamics  

• Metrics for benchmarking, driving performance improvements and 
corporate governance 

• Diagnostics to generate detailed change programmes and continuous 
improvement 

• Insight into the relationship dynamics that once addressed, will result in 
mutual improvements to the way customers and suppliers interact 

• Management 'know-how' that will provide a definite edge over 
competitors 

Implementing Change and Continuous Improvement 
• The ERM Plan is a framework for co-ordinating all the business processes 

and activities that are essential to the success of the collaborative 
enterprise 

• ‘A body of knowledge’ where all plans, activities, decisions, changes and 
performance are maintained 

• Allows progress to be monitored, risks and issues to be managed and 
opportunities to be exploited 

• Mobilises support from all partners 

 



A Framework for  
Enterprise Relationship Management 

New 
Relationship? 

Problem 
Relationship? 

Decision Steps 
1. Collaborative Opportunity? 
2. Identify Potential Partners? 
3. Synchronise Objectives? 
4. Viable Business Case? 
5. Collaborative Management? 

 
 

 
 

Understanding 
PartnerLink Profile 

PartnerLink Barometer 
PartnerLink Partnership 

PartnerLink Alliance 
PartnerLink Portfolio 

Project Set up 
1. Full Business Case 
2. Commercial Agreement 
3. Enterprise Business Plan 
4. Exit Plan 
5. Enterprise Relationship 

Management Plan 
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Improvement 

Management 
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Continuous Improvement 

Operations PartnerLink 
Appraisal ERMP 
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Invest In  
Professional Relationship Managers 

• Appoint experienced, knowledgeable, high integrity 
people 

• Give the RM strategic status 
• Keep the RM in post for reasonable periods 
• Use RM advice to draft the framework contract that 

focuses on the customer not the small print 
• The RM ‘sews together’ the parent company functions 

that service its relationships 
• RMs jointly chair the main relationship management 

meetings   
• RMs measure and monitor relationship performance 

The minimum requirement is a person in an organisation 
seen to be responsible for ERM 
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Managing the Action 

• Review performance targets in last period and issue statistics  
• Review work/orders in progress 
• Review forecasted work, sales and orders in next period 
• Consider and solve problems. 
• Actively seek out and initiate process improvements 
• Review future plans (including new products) and 

initiate preparation 
• Review and update ERMP, Commercial Agreement  

and Exit Plan  
• Review industry and technology updates 
• Identify policy issues to refer to senior management 
• Involve other supply chain partners 

ERM requires a disciplined approach is taken to managing the 
activities that are key to the success of the joint enterprise  
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Conclusion 

Relationship 
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Create clear  Joint 
understanding  
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ERM - The management process for co-ordinating 
the ‘business’ activities that are essential to the 

success of a joint endeavour 
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BP 

http://www.sonatest-plc.com/
http://www.paragon-plc.com/
http://www.eci.siemens.com/marketplaces/servlet/index.jsp?docname=eciIndex.jsp&storeId=81&sdc_langid=1&sdc_countryid=192&sdc_mpid=27&countryId=GB&langId=107&sdc_sid=28007382689
http://www.amec.com/
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