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Introduction
 Purpose: To develop participants’ competence using the GSA 

Standard

 Format: The webinar will be a mix of presentation, discussion, poll 
results and a Q and A

 Contributors: 
 Kerry Hallard, CEO, GSA
 Chris Halward, Associate Director, GSA Professional 

Development
 Steve Watson, Principal Consultant, Peru Consulting
 Mark Crichard, Partner, RPC
 Mark Devonshire, GSA Chairman and VP and Head of Client 

Delivery for EMEA/Latam, NTT Data Services
 Ravi Veerasubramanian, GSA Council Member and Managing 

Consultant, Gibbs Hybrid

 Duration: 90 mins



RELATIONSHIP MANAGEMENT

Science Art

Process Judgement



“Can you just 
mothball 

everything?”

The client’s activity levels are at or near to zero.  
They request that their BPO services are 
‘mothballed’.  The service provider realises that 
there are a number of tasks required to 
implement the mothballing.  They also want to 
take a broader view of actions they need to 
consider from total relationship management 
point of view.

Presenter
Presentation Notes
2mTo ground the webinar discussion let’s look at a couple of scenarios amongst the countless numbers that are happening right now.Mothballing an operation where volumes have collapsedFor some organisations volumes have collapsed.  For others it has exploded.   There are particular challenges depending on the situation.  What remains constant through all of this is the importance of the relationship.  Postponing implementationA HR transformation where the project is at implementation stage – but all the users are in lockdown and working from homeNeeding to get a new operation up and running – NOW!NHS Nightingale was an extraordinary effort – requiring The principles that thread through the session are to recognise the need for speed and structure.  Many will need to be done at pace but there are still contracts, laws, regulations and future relationships to consider.  



“Should we 
postpone?”

.

A transformation where the 
project is at implementation 
stage – but all the users are 
in lockdown and working 
from home.

Presenter
Presentation Notes
2mGoing ahead with a planned implementation may not be feasible.Other projects may not be capable of being resourced to completion.There will need to be agreement around the impact of delay, including costs, and contingency planning.  For some suppliers if it impacts payments (e.g. if payment is linked to successful implementation / completion) then cash flow may be a major issue.  How though does the customer ensure satisfactory delivery?  Additional warranties?  Lawyer comment when we get to slide on performance?



NHS Nightingale –
years to weeks
Project description

• The centre was an obvious choice for conversion due to its large flat floor 
hall spaces with flexible MEP infrastructure that can be easily adapted to 
meet the needs of the temporary hospital.

• Following the call, a team led by principal James Hepburn and architect 
director Paul Johnson was on site working with clinicians, consultants, the 
British Army, contractors, including main contractor CFES, and ExCeL 
London’s facilities management team.

• In order for the volume of equipped beds to be delivered within a short 
timeframe, all the teams made immediate decisions to allow construction 
to progress in parallel with the design. Solutions had to be flexible, quick to 
construct and take into account procurement channels to allow fit-out 
activities to commence immediately.

• A modular, repeatable approach with minimal building intervention was 
adopted to ensure rapid delivery. The bed heads and service corridors have 
been constructed from a component system that is usually used to 
construct exhibition stands. Simple reinforcement allowed for services to 
be fitted to the walls and the existing electrical infrastructure was modified 
to increase the resilience, UPS and temporary generators.

Presenter
Presentation Notes
2mThe project to set up a 4000 bed hospital in an unheard of time line was extraordinary.What needed to underpin the project was trust that everyone involved could and would do what was required.  Occams Razor was used throughout – that is, the simple solution will be the best solution.  However, the project could not ignore a wide range of issues around best practice: the building needed to be safe; the people in it safe; laws / regulations still needed to be followed and the facility needed to be fit for purpose.The focus of this webinar is not the challenge to create a new hospital but rather managing the relationship at a time when there is massive change required.The GSA Standard provides a template that can be adapted.  The fundamental question is what do you do and what can you not do.



Trust

Presenter
Presentation Notes
1mTrust is key to all relationships.  This current situation is the mother of all stress tests for relationships.  Poor levels or trust going into this pandemic will make dealing with it harder.  High levels of trust will lighten the load considerably – sometimes critically.  It might be the difference.Let’s take a moment to reflect on where trust might be by doing a quick poll.   



Survey

Presenter
Presentation Notes
1m



How Trust 
Works

Authenticity

Empathy

Logic / Sense

HOW TRUST WORKS

Presenter
Presentation Notes
5m1. Explain the elements of Trust – it is art rather than science but we know a lot about how it works…Talk about the behaviours that impact the elements of trustTransparency is high on the list of behaviours to make enable trust.  A lack of transparency impacts authenticity.Listening is important – it needs to be deep listening,  the level you use when you genuinely are listening to understand someone elseClear thinking, knowledge, skills will underpin the final element: logic or sense.  It is important that the proposals say that you offer are logical, well thought through.  This will mean getting the right people involved immediately to develop rounded, logical proposals and listening carefully to feedback.   Principles of design thinking might help.Use this model to review your current relationships and identify actions to take to enable trust – it’s going to help a lot in the coming months for certain.



Applying the 
Relationship 
Management 
Standard

Presenter
Presentation Notes
2mLet’s now look at the best practice guidelines in the relationship management part of the GSA Standard and how they apply to the current situation.The Standard is freely available to everyone and can be found on the GSA website.



GSA Strategic 
Sourcing Life 
Cycle

Presenter
Presentation Notes
3mAt the heart of the Standard is the idea of a life cycle.The life cycle duration is normally measured in months and years.  The current circumstances mean that some organisations need to reduce that to days and weeks.   The challenge is to do things at pace – and we have all been told that “perfect is the enemy of good”.   Best practice in such times is not to panic but to have a clear understanding of what would normally be done and then prioritise what needs to be done in the time available.  Often choosing what NOT to do is as important as choosing what to do.The focus on this webinar is on the Relationship Management phase.  Let’s pick up on some of the salient issues that you will need to be addressing.  I’ll keep coming back to the ‘Mothballing’ scenario to see how it might relate to a particular situation.  I’ll also ask my colleagues for their thoughts as we go through.  If you want to post questions / observations yourself for us to respond to feel free to do so and we’ll hope to pick them up as we go along.



The Relationship 
and Service 
Management 
Phase

Presenter
Presentation Notes
3mAt the heart of the Standard is the idea of a life cycle.The life cycle duration is normally measured in months and years.  The current circumstances mean that some organisations need to reduce that to days and weeks.   The challenge is to do things at pace – and we have all been told that “perfect is the enemy of good”.   Best practice in such times is not to panic but to have a clear understanding of what would normally be done and then prioritise what needs to be done in the time available.  Often choosing what NOT to do is as important as choosing what to do.The focus on this webinar is on the Relationship Management phase.  Let’s pick up on some of the salient issues that you will need to be addressing.  I’ll keep coming back to the ‘Mothballing’ scenario to see how it might relate to a particular situation.  I’ll also ask my colleagues for their thoughts as we go through.  If you want to post questions / observations yourself for us to respond to feel free to do so and we’ll hope to pick them up as we go along.



Governance 
Problems

Current MI may be inadequate

Decisions may be slower

Decision making might be poor 
and make the wrong choices

Post decision there may be 
confusion / disagreement

Presenter
Presentation Notes
10mThe MI will show you that everything is RED – and you are due service credits.  But you might have guessed that.  You need more data about risks and progress on mitigation or info about resourcing and the impacts on service levels.Decisions might be slower due to absence of succession plans for people of ill, or because people are panicking, or because clear MI is not forthcoming or visible to key people or because the software isn’t available to connect key people or… Decisions must not be slower they need to be made super fast.There will be a tendency to hear the mantra ‘perfect is the enemy of good’ and take actions which are ill conceived.  Perfect is the enemy of good – as is bad! Downstream for many organisations there will be a challenge in unpicking what happened.  Without clear documented governance there can be confusion and disagreement which will lead to disputes.



Governance 
Actions (4.1, 2, 4, 6, 15)

Structure – does it align with organisations 
decision making 

Format – audio, video, duration, agenda, 
terms of reference

What frequency? 

Who needs to be involved

Is new reporting required

Presenter
Presentation Notes
5mDoes the structure align with organisational pandemic decision making?What is the format: video, audio – what software?  Zoom, Skype, Google Hangouts and will it work with everyone at home, what’s the agenda,  is the TofRef up to date and relevant to current challenges.What frequency?  Daily, weekly…Who needs to be involved – big decisions are likely to need to be taken very quickly so usual offline / follow-up consultations will be more difficult.  Critical to get the right stakeholders involved For example in the ‘mothball scenario – Are there still activities that must continue?  How will oversight of these work?  What reporting will there be?  Agree roles and responsibilities to avoid confusion, complication  or duplication what is the criteria for re-start?  Who needs to agree?  What are timescales for the ramp-up and re-start?  4.1, 4.2, 4.6



Work environments 
(4.3)

• What changes have happened / need 
to happen to where people work?

• Is there a skeleton staff required, even 
in mothballing?

• If there are people working, what are 
the C19 provisions and how will these 
be governed / reported on?

• How will new environment affect 
performance, e.g. home working, 
using transport or the need for social 
distancing?

Presenter
Presentation Notes
5mWork environment is the primary responsibility of the service provider.  The client though has a role to play in ensuring that the supplier provides the right environment to deliver the service the client expects in terms of performance and staff welfare, safety and other compliance issues as well as conforming to the client’s own culture and policies.What challenges will you / partners face and how must they be addressed?Staff working from home�Technology issues, wellness, supervision (webcams to check people are at work – does this fit culture?)Social distancing – spreading staff across several centre floors / using half work stations, closed the cafeteria (Virgin reported in the Economist)For many organisations, setting up a work stream for this area will be essential.Panel comment?



Performance 
(4.7, 12, 16)

• Performance may dramatically change – up or down
• Mothballing example where client volumes 

collapse.
• Call centre volumes have sky rocketed and staff 

absenteeism and social distancing rules make it 
difficult to resource.

• Partners will  need to discuss re-calibration which will 
impact:

• Contracted terms (.e.g. service credits)
• Financials, budgets, 
• Sub contractors
• Collaboration across multi sourcing arrangements
• Deployment of staff

Presenter
Presentation Notes
5mReports of Indian suppliers working together to share capacity given the current challengesWhat are the timelines for re-calibration?How will this impact the contract overall?What happens when delivery is required before payment and supplier is reliant on the money?  Warranties / Additional guarantees?PANEL COMMENT?



• New training to conform with C19 
provisions?

• Training to maintain skills – staying match 
fit

• Is this an opportunity to develop new skills?  
What might these be?  Who will design and 
deliver or supply the training?  Who will 
pay for it?

• How will knowledge be curated during 
mothballing?  If there a risk that some 
people may not return to work?  If so, how 
will their tacit knowledge be transferred?

Maintaining / Developing Capacity (4.5, 7, 11, 13)

Presenter
Presentation Notes
5mNew training to conform with C19 provisions?Training to maintain skills – this is clearly an issue for say footballers or cricketers who may be asked with very short notice to start playing again.  This is though an issue for people in other jobs.Is this an opportunity?  Now is the time to invest in developing new skills perhaps?  What might these be?  Who will design and deliver or supply the training?  Who will pay for it?How will knowledge be curated during mothballing?  If there a risk that some people may not return to work?  If so, how will their tacit knowledge be transferred?Relates to 4.5, 4.7, 4.11, 4.13



• Does the supplier have a clear record of all 
sub contractors?

• How will sub contractors be treated during 
the mothballing?  Will they follow the GSA 
Standard for example

• Will sub contractors fail and what impact will 
this have?  Are there any sub contractors on 
which several suppliers depend?

Sub-
contracting 
(4.14)

Presenter
Presentation Notes
5m…and talking of maintaining capabilitySuppliers price risk into contracts.  However, where extreme events happen there needs to be considerable flexibility and can-do on both sides.For a number of years the issue of sub contracting has been an issue.  The latest EBA guidelines issued only last year highlight the need to have visibility of the sub contract chain and ensure it is managed.Some smaller, but potentially important, suppliers may not survive without support.  Clients and prime contractors may need to support the supply chain financially and in other ways to retain capability post pandemicPossible exampleIn the oil industry it has been the practice that when oil prices plummet the large customers look to their suppliers to accept large reductions in the value of the contracts they hold.   The very large suppliers have shown they can bear this but ff this were to be passed on to smaller providers it might cause those suppliers to fail – and sometimes it results in the loss of scarce expertise, making it difficult to ramp up again.4.14



Review of Risk 
approach (4.8)

• Collaboration improves risk management 
effectiveness

• Review of current risk registers

• Add new risks identified

• Review assessment of risks – pandemic from low 
prob to high?

• Review actions for all risks – are they adequate?  

Presenter
Presentation Notes
5mDo you have a joint approach to risk or do you unilaterally deal with risk?A joint approach will be very much more effective.  Why?  Common risks - in no particular order!Did you have this on your risk register?  How well did your response work?President Obama – 5 years ago gave a speech highlighting the risk of an ‘airborne virus’ so – despite suggestions to the contrary this is a known risk.Risk assessment Common risks will be economic certainly, technology (particularly loss of staff / suppliers), remaining legal compliant (e.g. HR rules which will now include Covid 19 social distancing etc.) cyber security / GDPR compliance,  PANEL –  COMMON RISKS TO CONSIDER?



DR / BC and Exit Plans 
(4.10)

• Are Exit plans fit for purpose?

• What worked well and what needs to 
change re DR and BCP?

• Does DR / BCP testing need to be 
improved?

Collaboration will be critical for 
many organisations if they are to 
survive.

Presenter
Presentation Notes
5mThe pandemic is an epic stress test for DR / BCP / Exit plans.   This is clearly an area that organisations will need to discuss in detail.   Implementing the plans show up the inadequacies, and particularly of testing – this will need to be address later.  For now, co-operation is key to the parties getting through the initial shock.Whole or partial loss of supplier/SSC facilities and services for the contractWhole or partial loss of customer facilities and services (for example, any customer-provided IT platforms)Contingencies which may occur due to circumstances outside either the customer or supplier’s/SSC´s direct control (for example, security incidents or adverse weather events).Invocation of disaster recovery centres which may be activated as part of the disaster recovery and business continuity plan.PANEL DISCUSSION



Summary

• Structure / Format / FrequencyGovernance

• Optimise new designEnvironment

• Review Ts&Cs / CollaborationPerformance

• Maintain / DevelopCapability

• Records / Concentration / MgmtSub-contractors

• Re-assess and re-frameRisk

• Review and CollaborateDR / BCP / Exit



Q&A and Close
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