INTERNATIONAL ASSOCIATION OF
OUTSOURCING PROFESSIONALS

What is The International Association of
Outsourcing Professionals® (IAOP®)?

» Membership organization setting Global Standards for the Outsourcing
Profession

» More than 110,000 members and affiliates worldwide

» Leading the effort to transform the world of business through
outsourcing

» Largest and fastest growing network of outsourcing professionals in the
world
Welcome to today’s Chapter Meeting — the presentation, with audio, will
begin momentarily.
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INTERNATIONAL ASSOCIATION OF

OUTSOURCING PROFESSIONALS
Become an IAOP Professional Member

Who Can Join as Professional Members?
Open to outsourcing customers, providers and advisors, professional membership is available to individuals,
either as part of their company’s corporate membership or on an individual basis.

Why Join IAOP?
Joining IAOP provides access to an extensive array of services and distinguishes members as outsourcing
leaders.

What are some of the benefits?

Access the entire IAOP Network immediately upon joining

Get questions answered by outsourcing experts

Learn and share best practices

Connect with peers and thought leaders in outsourcing

Expand your outsourcing knowledge through IAOP’s Knowledge Center Firmbuilder.com®
Attend member-only events

Advance your career

YVVVYYYVYYVY

Welcome to today’s Chapter Meeting — the presentation, with audio, will begin momentarily.
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INTERNATIONAL ASSOCIATION OF
OUTSOURCING PROFESSIONALS

Top 10 reasons to become a
Certified Outsourcing Professional® (COP)...

A common language based on professional standards for individuals in the outsourcing field

Prestige for the individual and a competitive advantage over non-certified individuals in the same field
Better, more consistent results for organizations that work with COPs - specifically because these
professionals have demonstrated their experience and knowledge

A more productive and highly trained workforce for employers

Improved outsourcing outcomes for organizations that employ COPs

Assisting employers in making more informed hiring decisions

Assisting customers in making informed decisions about qualified providers

Prospect of higher wages for employees in the form of bonuses, education assistance or higher salary
Enhanced employment opportunities for individuals

Opportunities to network with other COPs and invitations to COP exclusive events

To find out more about the COP Program, contact Pam O’Dell, Director, Corporate &
Professional Development at pam.odell@outsourcingprofessional.org.

Welcome to today’s Chapter Meeting — the presentation, with
audio, will begin momentarily.
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L JAG®P— The Global Outsourcing 100™

» Ranks the best service providers and advisors in the world

» Sublists highlight the best providers by region, industry and service
focus

» Ranks the World’s Best Outsourcing Advisors

» Global Outsourcing 100 Plus Report and “Mini” reprints available for
purchase now.

» Contact pam.odell@outsourcingprofessional.org for more information

» Applications for 2010 begin September 1 at
www.GlobalOutsourcing100.com

Welcome to today’s Chapter Meeting — the presentation, with
audio, will begin momentarily.



INTERNATIONAL ASSOCIATION OF
OUTSOURCING PROFESSIONALS

The Outsourcing World Summit® Conference Series has been presented more than 20
times around the globe! Process your reservation today to take advantage of a $500
savings and free room night!

» The 2011 Outsourcing World Summit
February 21-23, 2011
Indian Wells, California

Please contact Beryl Sorensen for information on attending, speaking and sponsoring.
Tel: +1.845.452.0600 x110 Email: Beryl.Sorensen@iaop.org

Welcome to today’s Chapter Meeting — the presentation, with
audio, will begin momentarily.



The International Association of
Outsourcing Professionals®
(IAOP®)

Global Standard-Setting Organization and Advocate
for the Outsourcing Profession

Addressing the challenges that come with greater levels of outsourcing is going
to take a new breed of outsourcing professional.

www.lAOP.org



mGlobal Membership-Based Organization for Customers,
Providers and Advisors

mOnly Professional Quality Standard for the
Field of Outsourcing

mProven Track Record of Delivering Value — 85% of Customer
Members Credit IAOP for Improved Outsourcing Outcomes

mlAOP® is the largest and fastest growing network of
outsourcing professionals in the world

www.lAOP.org




100+ Founding & Corporate Members, including:
Abbott Laboratories, Accenture, ACS, Aditya Birla Minacs, Aegis, Allstate Insurance, Alsbridge, American Express, ANDI, Anthem
BCBS (Wellpoint), Apple Inc, Applied Materials, Assurant, Astek, Atlantic Canada Atlantique, AT&T, ASTRA, Astrazeneca, Avasant
Global Sourcing, Baker & McKenzie, Bancolombia, Belcan Corporation, Best Buy Company, BeyondCore, BizPlus, Blazent,
Bleum, Blue Cross/Blue Shield of Florida, Blue Shield of California, Booz & Company, Boston University, Business Catalyst
International, Cal State Fullerton, Cambridge Assessment, Capgemini, Capital One, Carnegie Mellon University, Cassidy Turley,
CB Richard Ellis, Chinasoft International, Chris Disher & Associates, Chrysler, Cinteger LLC, Compass America, Inc, Computer
Associates, Copenhagen Business School, CORFO (Chile), Colliers International, CPA Global, Deloitte Consulting LLP, Delve
Group, Diebold, Discover Financial, Disney Institute, DNL Global, Duke Energy, Duke University, Enlighta, Entergy,
EquaSiis/EquaTerra, Everest, Expense Management Solutions, Expedia, Express Scripts Inc, Fasken Martineau DuMoulin LLP,
Firstsource, Foley & Lardner, GASSCOM/E.Services Africa, General Motors, Genmab, Genpact, Gorrissen Federspiel, GSOS,
Hinduja Global Solutions (HTMT), HBC, Hexaware Technologies, hiSoft Technology International Limited, Honeywell, Hospira,
HOV Services, IDA Singapore, Information Technology Association of Jordan, Infosys, Innodata Isogen, Insigma Hengtian
Software, Intel, Intetics, ISS A/S, Janeeva, Janus Associates, J & J Consumer Group, John Hancock Financial Services, Kelly
OCG (BPO), Kenobi SRL, Kenya ICT, Kirkland & Ellis LLP, Kraft Foods, Liberty Mutual, Liveops, Loeb & Loeb , Marsh &
McLennan Co, Mayer Brown LLP, Microsoft, Missouri Partnership, Morgan Stanley, Morrison & Foerster LLP, Mphasis, Multimedia
Development Corp. (MdeC), Neusoft Corporation, Nordea Bank, North Dakota Dept. of Commerce, Northern Trust, Objectiva,
Océ Business Services, Oracle, Orange Business Systems, Ordina, Ortho-McNeil Janssen, PCCW Solutions, PepsiCo, PETCO,
Pfizer Inc, Pillsbury Winthrop Shaw Pittman, Pratt & Whitney/UTC, Pretium Partners, PricewaterhouseCoopers, ProBarranquilla,
Procter & Gamble, Procurisource, Prudential, Qantas Airlines, Quint Wellington Redwood, ResourcePro, Rio Tinto, Roche, RR
Donnelley, RTM Consulting LLC, Rural Sourcing, Salmat, SAP AG, Sears Holdings, Service Corporation Intl, Singtel Optus
(Australia), Sitel, SPi Technologies, State Farm Insurance, Staywell Health Mgmt,Symantec, SymphonyIRI, Systems Plus,(SPS),
TEKsystems, TeleTech, Thompson & Knight LLP, Thomson Legal & Regulatory, TransUnion Interactive, TPI, Trellis, Univ of
Missouri, Univ of Salerno, Vancelnfo, Vantage Partners, Vertex Business Services, Verve, Visa, Vodafone, Washington Gas,
Whirlpool, Wipro Technologies, WNS Global Services, Xceed, Xchanging, Xi'anSoftware Development,Yahoo and Zensar!

1000+rofessioal Members @ 110,000+ Affiliate Members

www.lAOP.org



IAOP Structure and Programs

mStrategic Advisory Board, Regional Advisory Boards & Outsourcing Standards Board

mResearch, Training, Services, Advocacy & Outreach Committees

mGeographic, Industry, Topical Chapters

mOnline Member Directory, IAOPNetwork & Customer-only IAOPNetwork

mThe Outsourcing World Summit®

mRegional Summits - part of the Outsourcing World Summit Conference Series

mTopical Forums as part of the Outsourcing Leadership Series

m |[AOP Member of the Year Awards

mOutsourcing Hall of Fame Awards

mGEO - IAOP’s Global Excellence in Outsourcing Award

m |AOP Knowledge Center (Firmbuilder.com®)

mCertified Outsourcing Professional® (COP) Program (Attending a chapter meeting
earns COP’s 1 CEH towards recertification)

mCOP Master Class

mThe Global Outsourcing 100 ® Program (The Global Outsourcing 100 list and sub lists,

World’s Best Outsourcing Advisors)

mOutsourcing Professional Code of Ethics

www.lAOP.org




COP Master Class — North America Bundle Special
Limited seats available at this price!

If you are a Professional Member of IAOP and have attended any IAOP
Chapter Meeting in the past 12 months, you may purchase any COP
Master Class Bundle seat in any North America public class at the
special price of $3,500.

Contact sales@iaop.org for registration details.

New!
Online Governance Workshop
Governance or other IAOP chapter attendees take $100 off using
Promo Code POJS100 at www.iaop-cop.com

www.lAOP.org
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Take advantage of our End of Year Membership Offer

Don’t delay any longer — join now and receive all membership
benefits until 1-1-2012! Sign up by December 15, 2010 and get a
jump start on your 2011 planning. Use your membership free
throughout November and December and hit the ground running for
a year-long membership in 2011. To sign up, simply go to
www.iaop.org/PMregistration and register using the offer code
‘YREND-PM10’. Get ahead of the pack and sign up today!

* Offer available with full-price memberships

www.lAOP.org



http://www.iaop.org/PMregistration

Other IAOP Upcoming Dates of Interest

2011 Outsourcing World Summit
February 21-23, 2011 — Indian Wells, California

2011 Security and Outsourcing Conference
January 11, 2011 — Denver, Colorado

www.lAOP.org



With more than 110,000 members and affiliates
worldwide, IAOP® is leading the effort to transform the
world of business through outsourcing.

If you are not already a member, you can begin taking
immediate advantage of IAOP’s programs and services
by going to www.iaop.org.

www.lAOP.org




Addressing the
challenges that
come with greater
levels of
outsourcing is
going to take a
new breed of

Welcome to the
Governance Chapter of
IAOP!

“Improving Troubled
Relationships”

Vantage Partners
Chapter Chair

Sara Enlow, Principal
& Today’s Host

www.outsourcingprofessional.org
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About Vantage Partners
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Spin-off of the Harvard Negotiation
Project

Leaders in international dispute
resolution through non-profit CMG,
now part of Mercy Corps

Experts in building corporate
negotiation and relationship
management capability

Our outsourcing work
e Launch

o Health checks

o Remediation

o Relationship Management
Centers of Excellence
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About the Governance Chapter

m Governance continues to be a top challenge facing
outsourcing professionals today

m This chapter is intended to be a forum for IAOP members to
come together to “demystify” Outsourcing Governance and to
begin to identify effective Governance practices

m |t also provides a means for more- and less-experienced
outsourcing professionals to connect with one another to
share stories and lessons about how to best govern their
outsourcing relationships

Q Copyright [ 2010 by Vantage Partners, LLC. All rights reserved. 16



The chapter takes a broad definition of
‘governance,” encompassing several elements

Process
Applying proven disciplines to
improve effectiveness and
efficiency

Skills Tools _ Management
Systems

An integrated suite Roles, decision-making
of job aids, templates, rights & responsibilities,

Personnel with skills
to manage a third

party relationship for workflows, guidelines, ete. ... metrics, and incentives
risk management and supportive of the

value outsourcing strategy

Mindset

A professional culture focused on
best practices and a collaborative
approach to creating value

Q Copyright [l 2010 by Vantage Partners, LLE. Al rights reserved.



Our discussion panel
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John Brodersen Joe Bubman Chris Long

Q Copyright [l 2010 by Vantage Partners, LLE. Al rights reserved.



John Brodersen

Kimberly-Clark Corporation L

m Kimberly-Clark is leading the world in essentials for a better life.

m Headquartered in Dallas, Texas, with nearly 56,000 employees
worldwide and operations in 35 countries, Kimberly-Clark posted
sales of $19.1 billion in 2009.

m Kimberly-Clark’s global brands are sold in more than 150 countries.
Every day, 1.3 billion people trust Kimberly-Clark products and the
solutions they provide to make their lives better.

m With well-known family care and personal care brands such as
Kleenex, Scott, Andrex, Hugqgies, Pull-Ups, Kotex, Poise and
Depend, we hold the No. 1 or No. 2 share position globally in more
than 80 countries.

19


http://www.kimberly-clark.com/ourbrands/index.aspx
http://www.kleenex.com/
http://www.scottbrand.com/
http://www.andrexpuppy.co.uk/
http://www.huggies.com/
http://www.pull-ups.com/
http://www.pull-ups.com/
http://www.pull-ups.com/
http://www.kotex.com/
http://www.poise.com/
http://www.depend.com/

Chris Long
StayWell Health Management Hea,m)’mgemem

StayWell offers a population health management solution that improves
employee health and reduces health care costs before they happen. Our
solutions help clients control health care spending and increase productivity.

StayWell Health Management is part of the Stay\Well family of companies and is
owned by MediMedia, USA.

Our mission

To help people achieve optimal health through solutions that set the standard for quality,
effectiveness and value.

Our vision

To advance the field of population health management, exceed customer expectations
by providing superior service and high-value solutions, and build a respected business
that attracts the most talented, passionate people.

Our markets

StayWell serves both the public and private sectors. We have decades of experience
working with clients of all sizes, industries and workplace cultures. Our clients are located
across the United States. Many have international offices, too.

Q Copyright & 2010 by Vantage Partners, LLC. All rights reserved 20


http://www.staywell.com/
http://www.medimedia.com/

m Spotting issues early

m Digging underneath symptoms to find root causes
m Addressing root causes of issues

m Assessing how well the solutions are working

m Q&A

Q Copyright [l 2010 by Vantage Partners, LLE. Al rights reserved. 21
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Spotting issues early



Buyer and provider face many challenges

In making their deals work

Understanding and aligning the key business drivers of each organization
Balancing need for immediate cost savings with need to drive innovation

Coordinating activities among provider and buyer resources and across numerous
geographies

m Dealing with differing perceptions about what is in or out of scope

m Resolving issues effectively and learning from them so they don’t become recurring

problems

Making sure “we’re getting what we paid for”

Delivering up against ambiguous expectations

Preserving institutional knowledge

Building and maintaining alignment with varied stakeholders

Helping the organization deal with changes (in how services are delivered, in how
managers spend their time, in the roles both retained and transferred employees

play)

Managing cultural differences that can get in the way of collaboration

What challenges have you faced in your outsourcing relationships?

n Copyright [l 2010 by Vantage Partners, LLE. Al rights reserved. 23



Time wasted on conflict and lack of “value add”
cause dissatisfaction

Question: What are the areas of dissatisfaction or under-performance in your

arrangement?

Time wasted on conflict, revisiting
decisions

Lack of “value add” beyond basic contractual
terms

]
I
Poor quality I
Missed deadlines
]

Scope overruns

Cost higher than anticipated

No Moderate
dissatisfaction dissatisfaction
n=215 Average responses

Vantage Partners remediation survey, 2010

Q Copyright & 2010 by Vantage Partners, LLC. All rights reserved

5
Significant
dissatisfaction

24



Challenges typically arise within a year of
contract signing

Question: How long after the contract was signed did significant challenges arise?

B Within six months Between two years and four years

B Between six months and a year B After four years

B Between a year and two years
n=298
Vantage Partners remediation survey, 2010

Q Copyright & 2010 by Vantage Partners, LLC. All rights reserved 25



How these challenges are managed matters... a

lot!

When asked to compare the
value at stake between a
good and poor outsourcing
relationship:

More than half of buyers and

Nearly two-thirds of
providers

felt that at least 30%
of the annual contract value
was at risk

Source: Vantage Partners, “Managing Outsourcing Relationships: Essential Practices for
Buyers and Providers” (2010)

Q Copyright [l 2010 by Vantage Partners, LLE. Al rights reserved.

+15%

-15%

m Customer satisfaction

= Delivery of value-added projects on time
and on budget

m Quick response time to requests
= Innovation and thought leadership

m Resources freed internally to do other
work

m Reduction of non value-added work
Measures of Added Value

Annual Contract Value
Sources of Lost Value

m Resource waste due to inability to
trust/delegate

m Greater need to monitor/audit

= Frequent conflict escalation

m Low internal customer satisfaction

m Ineffective execution and follow-through

m Lack of clarity around roles and
responsibilities

m Decisions made based on limited
information

26



Periodic assessments of the health of your

relationship help prevent many problems

m Collecting data from many different Dimension
sources improves engagement and buy-in
at operational, user, and executive levels:
interviews, survey, workshops, analysis of
contract and performance reports.

m Considering hypotheses across 10 key
dimensions of an outsourcing relationship

Decision-making
Governance structure
Metrics
Mindset and trust
Processes and tools

: : Skills
ensures a Comprehenswe view
o Communication
° Decision_making Dimension Problem Diagnosis
Scarce innovation and disagreements Semior management had not established expectations for what
o Governance StrUCtu re : about what constituted innovation were innovation meant, what it should look like, and how it was to
Innovation . : . .
. causing frustration at the operational be achieved.
® |nn0vatl0n level.
® MetI’ICS In spite of a “green” dashboard, the The KPIs weren't crafted to measure what was most impor-
. customer felt that its key business objec- tant to the customer's business objectives and weren't being
° M|ndset and trust tives not being measured as closely were re-evaluated regularly to keep pace with changing business
neglected. needs.
e Processes and tools Metrics

The intense focus on KPIs at the opera- There was no distinction in the imposition of penalties for prob-
® Skl I IS tional level was driving the provider to lemsthat occurred for the first time and recurring problems that
try to avoid penalties, stifling experimen- had not been addressed at root cause.
tation and risk-taking.

o Stakeholder alignment

Q Copyright [l 2010 by Vantage Partners, LLE. Al rights reserved. 27



In practice...

m WWhen does your phone ring?

® When do you wish it would ring?

m What needs to be in place to spot issues early?

28
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Digging underneath symptoms to find root
causes




Common solutions for troubled outsourcing

relationships

m Change personnel (e.g., account manager, relationship
manager, governance team leads)

m Change or introduce new SLAs

m More stringent performance monitoring
® More meetings/communication

m Increase education/training

m Renegotiate the contract

m More root cause analysis

® Termination

Q Copyright [ 2010 by Vantage Partners, LLC. All rights reserved. 30



Before deciding on a solution, first understand

the true cause of the problem — some common
causes

m The economics are just wrong: the provider can’t make
money Iin this contract

m \We're measuring the wrong things and it's driving the wrong
behavior

m The provider just doesn’'t have the capabilities they said they
did (e.g., skills, technology, infrastructure)

m The customer is not doing what they need to do to help the
provider succeed (e.g., drive and manage change in their
organization)

m “People problems”: ineffective communications, sloppy follow-
through on commitments, inadequate consultations

Q Copyright [l 2010 by Vantage Partners, LLE. Al rights reserved. 31



Communication difficulties and ineffective
governance structures create challenges

Question: What have been the primary causes of dissatisfaction or under-performance in these
areas?

Communication difficulties

Mismanaged expectations about how each party needs to contribute to
realizing deal value

Ineffective governance structures for managing scope, performance, etc.
Inefficient decision-making

Unresolved issues

Flawed contract (e.g., inaccurate baselines, over- or under-scoped, absence
of critical services)

Inadequate transfer of knowledge

Misaligned expectations for generating innovation

Unmet commitments

Lack of stakeholder buy-in

Changes in key stakeholders

Personality clashes / cultural challenges

Provider lacks capability and/or skilled resources to deliver effectively

Changes in business strategy or finances

1 2 3 4 5

No Significant
n=210 challenges challenges
Q Copyright (@ 2010 by Vantage Partners, LLC. All rights reserved Vantage Partners remedistion survey. 2010 32



In practice...

= How do you go about diagnosing root causes?

® Who should participate in this process?

m What do people need to keep in mind?

33



Vantage partners
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Addressing root causes of issues




The economics are wrong and the provider

cannot deliver services and make money.

Provider serves out contract, at a loss.

Buyer pays
more.

Change scope or delivery model so provider can make money,

without injuring buyer’s business case

m What's driving costs?

m Which cost drivers are necessary?
» Contract provisions that require provider to deliver in a certain way

» Performance metrics that may increase cost without increasing
value

m Move to different solution (less costly, more standardized)

Q Copyright [ 2010 by Vantage Partners, LLC. All rights reserved. 35



We're measuring the wrong things and it's

driving the wrong behavior

m Determine how metrics are
affecting behavior

m Be clear about the purpose(s)
behind your metrics

m Apply what you have learned
about working together

m Think about which kinds of
metrics are most relevant, given
your purposes
o Leading vs. trailing indicators

Tangible/objective vs.
intangible/subjective measures

e Ends/value vs. means/activities
o Provider only?

Q Copyright [l 2010 by Vantage Partners, LLE. Al rights reserved.

Intangible Tangible
0 Strategic Financial
)
= e.g., innovative e.g., cost per
8 solutions, employee,
"5' speed to market, cost per transaction,
O employee net savings
satisfaction
Relationship Operational
<
-l% e.g., efficiency of e.g., transaction
O decision-making, volume,
= degree of alignment defect rates,
< speed of execution

36



The provider just doesn’t have the capabilities they

said they did (e.qg., skills, technology, infrastructure)

Provider may have intended to build out platform with this
engagement ...

® You may consider:
o Just ending it
o Trying to train them
o Shooting procurement for hiring them

m Termination for cause can be sticky; training them may be
expensive and endless.

m Try to diagnose why they lack capability — how much of it is us and
what we’re requiring of them? Can they backfill by hiring or
acquisitions?

m Redefine contract to limit them to what they can do; take back or re-
source other pieces.

Q Copyright [l 2010 by Vantage Partners, LLE. Al rights reserved. 37



The customer Is not doing what they need to do
to help the provider succeed

Buyers need to provide the right feedback, and set and reset expectations
as things change. But buyers themselves need to adjust, too.

What the buyer
may be looking for

Cost savings?

Added capacity?

Higher quality?

Q Copyright [l 2010 by Vantage Partners, LLE. Al rights reserved.

might achieve that
For example...
» Economies of scale

 Labor arbitrage
 Process reengineering

* Cost savings through

* Flexible shared service
centers
* Dedicated resource

* Add capacity through

* Best practice

 Improved technology

» More highly-skilled
resources

* Higher quality through

Different ways provider

What the buyer has to do
to enable it

To achieve cost savings

‘ through...

Economies of scale

* Accept more
standardization/less
customization

Labor arbitrage

* Be willing to go offshore

* Prepare for hands-on
management

Process reengineering

* Be more hands-off

* Accept some degree
of change

38



“People problems™: ineffective communications, sloppy

follow-through on commitments, inadequate
consultations

m Addressing “people problems” requires:
» Right people with right skill set

o Process simple enough to be implemented (e.g., articulation of
decision-making roles and responsibility, joint iIssue escalation
process)

o Ensuring each party follows the process
» Right tools to follow the process

Q Copyright [ 2010 by Vantage Partners, LLC. All rights reserved. 39



Collaborative approaches to remediating issues
generate more effective results

Question: What steps have you taken to deal with the significant challenges in your outsourcing
arrangement and to what extent have they addressed the areas of dissatisfaction or under-performance?

Introduced a formal framework to clarify commitments and
manage contingencies and consequences

Introduced a formal issue management process

Conducted root cause analysis

Renegotiated contract terms

Conducted joint skills training (e.g., joint problem-solving)
Added /revised performance metrics

Conducted value discovery session to uncover new sources of

value
Conducted health check

Conducted benchmarking exercise

Changed personnel

Terminated the contract

Imposed penalties on our partner

| \ [

1 2 3
n=190 Exacerbated
the problem

Q Vantage Partners remediation survey, 2010
Copyright [l 2010 by Vantage Partners, LLE. Al rights reserved.

4 5
Extremely
successful
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In practice...

m \WWhat other “solutions” seem common to you?

m |s there anything that tends to go wrong with these solutions?

m When is it time to renegotiate?

41
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Assessing how well the solutions are working




Successful remediation Is not easy — but it has
a significant impact

Question: Have the issues in your arrangement been fully addressed?

Positive impact Negative impact
of successful remediation of unsuccessful remediation

m Increased customer satisfaction m Cost higher than anticipated

m Continuous quality
improvements 51%

m Squandered profit

m Contract termination
m Increased prospects for deal Yes

renewal m Lack of “value add” beyond

_ _ basic contractual terms
m Higher savings _ _
: : m Missed deadlines
m More timely completion of

projects m Poor quality
m Greater likelihood of being n=161 m Scope overruns
referenceable (for provider) = Time wasted on conflict,
m Break-through innovation revisiting decisions

“The termination from the provider was
withdrawn and customer agreed to pay for the
extra work done.”

“At this point probably terminating the contract,

as the client is being completely unreasonable in

their expectations... Unfortunately this could

cost us 10s of millions of dollars and has already
Vantage Partners remediation survey, 2010 cost us all the profit in this deal.”

Q Copyright & 2010 by Vantage Partners, LLC. All rights reserved 43



In practice...

m Are any of your best relationships ones that were once
“problems™?

m How do you get from “problem” to “big success™?

44
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Our discussion panel
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John Brodersen Joe Bubman Chris Long
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Stay tuned for details about 2011 Governance

Chapter webinars

Topic suggestions are welcome!



Thank you!

Thank you for your participation!

Vantage will soon be publishing a new
Flaybook for lmproving Iroubled Outsourcing Relationships
to help empower you to take action in your own outsourcing relationship.

For a complimentary copy, please email outsourcing@vantagepartners.com.



