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Smart Clients are a success factor

The Performance and Capability Evaluation PACE as a framework
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Getting StartedSmart client

Multiple outsourcing vendors can save money and bring specialized 
services.

Ways to Mitigate the risks.

It is key to to train IT staff in vendor management skills.

Source:  The Rise of the “Smart Client” by Deborah Kops
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Getting StartedSmart client

Governance is a daily occurrence.

Learn from history (establish clear baselines).

Staff the right team (set roles, responsibilities; and get the right mix 
of skills).

Implement management tools from day one.

Source:  The Rise of the “Smart Client” by Deborah Kops
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Why Smart?Smart client

Outsourcing is not a passive exercise.

Ill-equipped to be a good buyer of process services contribute to 
failure.

Source:  The Rise of the “Smart Client” by Deborah Kops
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SmartSmart client

Clear and measurable goals.

Baseline.

Documented processes.

Process maturity.

Partnership approach.

Cliente size.

Source:  The Rise of the “Smart Client” by Deborah Kops
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So smartSmart client

Understands that a problem outsourced remains a problem.

Do not look for cheap providers.

Lessen to experts, but take strategic decisions.

Provider success is the client success.

Source:  The Rise of the “Smart Client” by Deborah Kops
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Not so smartSmart client

Unrealistic goals.

Not understanding the baseline.

Signing the contract closes the deal.

Outsource design and governance.

Lack of monitoring and metric recording.

The provider is the enemy.

Source:  The Rise of the “Smart Client” by Deborah Kops
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Not so smartSmart client

The cost of poor quality in some companies could be up to 40% of 
sales, from 3 to 6 times larger than profits. 

(Olson, 2010)
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Industry leadersSmart client

A client with proper vision, with established processes and a clear 
need for services finds a provider with quality processes, great results 
are obtained.

Buyer's responsibility does not end with the selection of a provider you 
trust, this responsibility persists in monitoring the following metrics: 
• Calendar. 
• Cost. 
• Quality.
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Industry leadersSmart client

We should not be limited to product quality, but process quality. 
Process improvement should be tackled in a holistic way.
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Industry leadersSmart client

The common goals of the Purchaser and the Supplier are: deliver on 
time the required functionality at the promised cost and with the 
expected quality. 

The mutual goal is a satisfied customer. 
• "Best Quality" 
• "Increased Productivity" 
• "Satisfied Customers" 
• "Happy Suppliers" 

Dr. W. Edwards Deming
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PACE basedThe framework

A vendor development program.
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Metrics’ sample
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Metrics’ summary
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TakeawaysThe framework

The vendor is not the enemy.

Build vendor management skills.

Daily/weekly governance.
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NO WARRANTY 

THIS PRESENTATION FILE IS FURNISHED ON AN “AS-IS" BASIS. DELAWARE SOFTWARE MAKES NO 
WARRANTIES OF ANY KIND, EITHER EXPRESSED OR IMPLIED, AS TO ANY MATTER INCLUDING, BUT NOT 
LIMITED TO, WARRANTY OF FITNESS FOR PURPOSE OR MERCHANTABILITY, EXCLUSIVITY, OR RESULTS 
OBTAINED FROM USE OF THE MATERIAL. DELAWARE SOFTWARE DOES NOT MAKE ANY WARRANTY OF 
ANY KIND WITH RESPECT TO FREEDOM FROM PATENT, TRADEMARK, OR COPYRIGHT INFRINGEMENT.

Use of any trademarks in this presentation is not intended in any way to infringe on the rights of the trademark holder.
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