Managing External Resources Workshop

Table of Contents

Overview

© 2006 — Think180™

Outsourcing
* Overview & Critical Transitions . . . . . . ... ... ...
* Business Models . . . .. ... . L
* The Shift to Outsourcing . . . . . ... ... .......
* Outsourcing Lifecycle . . . ... ... ... .......
* Professional to Manager Transition . ., . . ... ... ...
* Career Shift to Manager . . . . ... ... ........
* Types of Manager Roles . . . . ... .. .........
* Typical Client-Vendor Roles . . . . . ... ... .....
* Motivations, Mindsets & Agendas . . . . ... ... ...
e Learning Areas for Delivery Managers . . . . . ... .. ...
e Skill Sets Needed at Different Stages . . . . . . .. ... ..

Strategy
* Mindset — The Customer Experience . . . . ... ... ...
* Resourcing Strategies . . . . .. .. ... L.

* Business Resourcing Model . . . . . . ... .......
* Forms of Outsourcing . . . ... ... .........
* Moving to an Outsourced Model . . . . . . ... ... ..
* Management Functions Model
e Shortcuts — Gains & Risks . . . . . ... ... ...,
¢ Common Program Issues . . . . . ... .........

Selection
* Establishing Program Manager Role . . . . . . . ... ...
* Defining the Work . . . . ... ... .. .. .. ...
e Establishing Milestones . . . . . . . ... ........
* Determining Service Levels . . . . . . ... .......
* Defining Selection Criteria . . . . . . . ... ... ...
* Applying the “Seven Soft C’s” . . . . ... ... .....
* Sourcing Vendors . . ... L L L
* Meeting Independent Contractor Criteria . ., . . . . . . . .
* Understanding Contractor Costs ., . . . . . v . . . . . . .
* Managing Purchasing’s Involvement . ., . . . . . . ... ..
* Typical Request for Proposal (RFP) Process . . . . . . . ..
* Writing RFPs that Work . . . . . .. ... ... .....
* Proposals that Work . . . . ... ... oL
* Noting Vendor “Courtship” Behavior . . . . . . . ... ..
* Making the Selection . . . ... ... 0L

Negotiation
* Contract Essentials
* Existing Contracts
e Agreements .
* Service Level Agreements
* Intellectual Property

Page(s)

Sample Company



Managing External Resources Workshop

Table of Contents (contq)

Page(s)

Phase 4 Implementation

e Planning the Transition . ., ., ... ... ........ 47

* Roles & Responsibilities ., . . . . . .. ... ....... 48

* Key Team Elements . . . .. ... ............ 49

* Working with Former Employees . . . . ... ... ... 50

* Employee to Contractor Transition . ., . . . .. ... ... 51

e What is Partnering . . . ... ... 52

* Keys to Partnering . . . .. ... ... .. ... ... 53

e Partner Management . . . . . . ... .. ... 54

* Partner Manager . . . . ... ... ... ... 55

* Where Partnering Does Not Wortk ., . . . . .. ... .. 56

* Project Management . . ... ... L. L. L. L 57

* Project Management Tools . . . . . ... ........ 58

* Program Management . . .. ... ... .. ... ... 59

* Managing Employees & Vendors . . . . . ... ... ... 60

* Managing Across Boundaries ., . .. ... ... ..... 61

* Integrating Delivery Across Vendors ., ., . . . . . ... ... 62 — 63

¢ Communicating Beyond Bartiers ., . . . . ... ... ... 64 — 66

* Effective Communications . . . . . . . . . .. .. .... 67

* Negotiation . . . ... e 68 — 69

* Launching a Program ., . . ... ... ... ...... 70 — 71

* Vendor Orientation . . . . . . .. ... ... ..... 72

e Kicking off a Program . ., . . . ... ........... 73 — 74
Phase 5 Management

* Matching Delivery with Customer Needs . . . . . . . . . .. 75

* Capturing Program Knowledge . . . . ... ... ... .. 76

e Evaluating Work of Vendors . . . . .. ... ... .. .. 77178

e Linking Payment & Delivery . . . . . . . ... ... ... 79

e Strategies, Style & Agendas . . . . .. ..o 80 — 81

* Handling Vendor Problems . . . .. ... ... ...... 82

* Problem Vendors . . . . . . ..o 83

* Problem-Solving Tools . . . . . . ... ... ... .... 84 — 86

* Vendor Problem Examples . . . . ... ... ....... 87 —90

e Programs that Change . . . . . ... ... ... ... .. 91

e Payment When Work is Reduced . . . . .. .. . ... .. 92

* Handover to New Vendor . . . .. ... ... ..... 93

* Taking Over an Existing Program . . . . . . . . ... ... 94
Phase 6 Completion

¢ Closing out a Program . ... ... . ... 95 97
Resources FurtherReading . . ... .. ... .. .. ..... ... 98 — 99

Glossary . . ... ... 100

© 2006 — Think180™ Sample Company



