Client/Vendor Collaboration Protocols
Basic Elements

This protocol was developed by Team #2 on the August 2010 training on the Cruise Ship Sensation

It was created to ensure the proper environment can exist allowing for effective interaction while maintaining a degree of professional or clinical distance from the other parties, but encouraging camaraderie.  (Separating people from problems).  

Elements that lead to success in client-vendor collaboration.

1) Learn the client culture.  Ensure you know the answers to—
a. What does the client value?

b. Where do they consistently experience pain?

c. What is the political/communications hierarchy?

2) Create some non-work-oriented connections

a. Enhance communications context through common experiences

b. Identify values for the client contacts in their non-work life

3) Establish a work plan that reflects the client culture.  Provide them with the sense that there is shared achievement when the culture is served. 

4) Show value

a. Establish the benefits of  the work done to the client, not just features.  Feature: A new testing system.  Benefit:  Worker time saved.

b. Point to the connections between the value offered and the culture

5) Identify the breadth of your organization’s capabilities.

a. Share information about capability, even if it’s not a capability the client wants.  (They appreciate knowing you have depth).

b. Identify points where those capabilities may influence/enhance service
6) Share an understanding of the lifecycle

a. Identify the life cycle process

b. Identify the shared responsibilities at different stages of that process

7) Lead, don’t push

a. Present options and “take the point” in acting on options

b. If the client has doubts, reinforce the benefits to them of the course of action

8) Match personalities with culture

a. Ensure personnel can speak the language, technical or otherwise (fluently, if possible)

b. Ensure personnel have the appropriate level of decorum for the environment

9) Suggest mediators in conflict

a. If the relationship develops significant conflicts, identify unbiased, third-party mediators to assist in resolution

b. Remember that all mediation is negotiation, and as such, both parties need to have the option to walk away

10) To the degree possible, develop a degree of customer intimacy

a. In addition to knowing their pain and values, identify shared opportunities and clear benefits of the relationship itself

