SOCIAL CARE

SUPPLIER RELATIONSHIP MANAGEMENT
We know that social care IT system providers are constantly challenged by local authorities to meet their contractual
obligations.
We often see how SLA’s are regularly breached with no appropriate redress for the business, or where service
credits are in place but not allocated.
We all too often come across frustrated social care directors who are waiting for system enhancements for their
teams, or new products/additional elements to be implemented with the software companies to support areas of
practice and who are regularly let down by their suppliers.
This not only causes financial hardship to your critical service but, just as importantly, puts undue pressure on your
practitioners and support staff.
The hidden costs and stress that this causes likely runs into tens of thousands of pounds and a huge amount of
misdirected time that could be more appropriately utilised within the business, delivering much needed services and
support to vulnerable citizens.
To help local authorities reduce this wasted time and money we have devised a service that manages all these
issues and takes the pressure off the business having to consistently liaise with suppliers, rather than focusing on
their important roles in social care. This can be expanded out to incorporate other business areas aligned with social
care also.

Supporting and strengthening the management of your IT systems

Our managed service includes:
Initial review of the current or future supplier contract.
Enforcement of the supplier's contractual obligations.
Being a dedicated escalation point for a lack of response from supplier
helpdesks.
Ensure all deliverables stated withing the contract are met in a timely
fashion.
Manage claims for any service credits incorporated within the case
management contract.
Manage breached SLA’s.
Review of the implementation milestone payments due to the supplier.
Ensure the appropriate resources are in place from the supplier, when
needed by the local authority to support any agreed implementation
plan.
Support for obtaining product enhancements or changes by building the
case through supplier user groups.
The above elements apply to services offered by suppliers in terms of an
agreed systems or product implementation and or an ongoing ‘business-asusual’ state.
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