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Managing outsourcing suppliers effectively 

Outsourcing for the first time? Our vastly experienced team can help you put in place the right 

processes and indicators to make sure the contract meets your expectations. We can also manage 

suppliers directly on your behalf, or step in to help resolve disputes before they damage the 

relationship.

Getting the governance right

Most outsourcing contracts are built around supplier KPIs, with penalties for failing to meet the 

targets and sometimes rewards for exceeding them. But in addition to these core indicators in 

monthly reports, clients typically need to monitor other issues and have ongoing performance data – 

and escalation channels if there’s a dip. 

Drawing on decades of experience managing outsourcing contracts across different industries and 

functions, we can help you set up the right governance structures for your business and contract. 

We’ll advise you on what you need to monitor, identify the data you need and the relevant metrics 

and escalation points. It’s vital reassurance, particularly in the early stages of a new contract.

Direct management and knowledge transfer

For some organisations, outsourcing has simply never been part of the operation – so they lack the 

knowledge and experience to confidently manage a supplier that has done this many times before. 

If that’s a concern for you, we can help; our team can be contracted as your in-house contract 

managers. We typically work on an interim basis, setting up the governance arrangements over the 

first few months of a new contract before handing over the reins to an in-house team that  

have worked under our supervision.

Dispute resolution

With financial penalties built into many outsourcing contract, disagreements occasionally arise over 

who was responsible for a failure to meet agreed KPIs. In most cases, they can be resolved with 

patience and pragmatism, but sometimes agreement can’t be reached and the entire relationship  

is affected.

If you find yourself spiralling into this situation, our experts can help unravel the issues, providing an 

independent perspective and recommendations for resolution.
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Our Approach

We combine the insight that comes with first-hand experience procuring and managing major 

outsourcing contracts with a robust commercial focus. We have the global resources to work fast 

and provide you with the answers you need at speed.

First-time outsourcing

A new subscription service provider knew from the outset it lacked the skills to manage its 
outsourcing supplier – so we were asked to take on the responsibility for the first six months after its 
service launched. 

As we had helped with the procurement, we’d already identified relevant KPIs for the ongoing 
contract. Now, we worked closely with the client and supplier to set up day-to-day monitoring and 
management tools.

With the service launched and all teething issues addressed, we then focused on skills and knowledge 
transfer, helping our client’s team understand our approach and the issues that could affect the 
supplier relationship.

Around nine months after the contract began, the client’s team took over – with our support available 
on an ad hoc basis as they settled into their role.

• Successful transition to in-house management

We combine the insight that comes from our extensive experience procuring and 

managing major outsourcing contracts with a robust commercial focus.
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Get in touch

Michael Anderson 
Vice President (US/Canada) 
Davies Consulting

 
+1 647 929 9002  
michael.anderson@davies-group.com

To find out how we can help you manage suppliers in a mutually beneficial way,  
get in touch with us today.

davies-group.com/consulting
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DISCLAIMER: This document is intended for general informational purposes only, does not take into account the reader’s specific circumstances and is not a substitute 
for professional advice. Readers are responsible for obtaining such advice from licensed professionals. The information included in this document has been obtained 
from sources we believe to be reliable and accurate at the time of issue. The issuer disclaims, to the fullest extent permitted by applicable law, any and all liability for the 
accuracy and completeness of the information in this document and any acts or omissions made based on such information. 
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