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Do we think they will suit our size?  Impact that the solution has - preference for small business - personal touch

Set you up for success

Listening

Personal approach but willing to upskill internal resources

Recommendation - good fit / match

HR Business Analyst acts as an interface ~ Have to understand our sector

[H | liers?
rsf
Think of something different ow do you select suppliers

Creative
Genuinely different ||

Iterative process
Not always the determining factor but can influence things  Budget What makes a supplier a “good supplier” where you move from a supplier/client situation into a genuine
partnership with real value to you as a customer?

o : Getting a great customer
Admit it can’t do things Why are satisfaction rates for learning systems and solutions not higher? What do

Admit additional costs | Honesty is vital experience - managing supphers corporate organisations and vendors need to do to move forward?
to get great performance and

Admit when things don’t deliver . What is the core skill set/knowledge a vendor can add for a successful Learning technology project?
outcomes
Want to be part of my team  Individual relationships are important
y N TP
Feedback on how they have performed _ Flexible, drive the What is th Ll Where necessary in specific situations - use an Non Disclosure Agreement
Customer focus groups,tansparency, at is the core skill set/ Tust  (NDA)
et to know the organisation
Keep it honest from the beginning - Think about what | want ‘}—g knowledge a vendor can add 4 I_'OSWAY Truthful RFP’s  Transparency
For content  Are rationalising r GROUP Good Relationship Not refering back to the contract or SOW  The reason a vendor might do that could be that the buyers
Notification of new releases/features happen and expecting additional payments procurement department had been very strict at the start
roadmap } Knowing what support is needed afterwards Great CUStomer Generosity Not just selling  Sharing why doing it - who's budget, what are the drivers
Experience | An example given that happen: “Come and sit with
Clients should challenge vendors Willing to go the extra mile  our developer to help with the content tool”
Escalate issue to a higher level of decision making 25rd May 2017 Just transactional - doesn’t work  More consultative ~ Need to understand what other customers are doing - need a consultant not a supplier

If the organisation allows this  Leverage the strength of the brand at the vendor Person implementing is not person  Means there can be miscommunication

building the system between client and supplier

Need a broad base of suppliers - produces the best results

Roadmap input How do we move forward?

Customer Advisory Boards
Ideas for functionality provided

Get involved and give feedback  Customer involvement for ideas

Need to be more agile

During implementation Buyer “chilled" as long as there is a commitment for when the RED
issue will be resolved

What is the reaction on both sides if there
are RED'’s after implementation? Supplier will deal with priority cases when requested

Giveand take  No blame

BAU Key contacts - know who is who - and who to contact on what occasion

pilot is critical
What makes a supplier a
“good supplier”

Technology moves quickly - maybe perception changes once solution is implemented

N A N N N User experience
User experience/testing in labs _ User experience -needs to be a slick experience | oo

Need a more mature conversation - here’s our direction of travel

Focus on selling products rather than Clear specifications on what is needed
Devalues the relationship  getting value from existing investment ~ Customer Success Managers Wi fact low? Knowing what customer needs-corporate side - integrated with procurement!
Structure of suppliers - focus on selling not service aspects hy are satisfaction rates low? N .
Need them to listen, be proactive
M Locked in for 3-5years | o 2-way Communication | Regular meetings - suppliers are too passive | Reqular communication throughout cycle
People feel it is difficult to move and resent this | ip - don'’t challenge us enough Learni
— earning together

People move roles on both sides - difficult ~ Transitioning of individuals within and Understanding the business

to form long term relationships between suppliers

Journey together

Mutual sharing

Transparency is an issue

Vendor Day with all the vendors ~ Help them understand the business

If the client is willing to take arisk ~ Vendors will treat customers well  Speaker circuit

Benefits of a collaborative partnetship |

Vendors at times will push back
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