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• to plan more effectively and jointly for the 
long term embracing the vision of Through 
Life Capability Management

Relationships: The challenges of DIS

Life Capability Management

• to work jointly to foster better 
understanding of each others objectives 
and business processes

• to promote the use of partnering 
behaviours … to encourage trust, 
openness, transparency and 
communication.   
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Relationships:
Supply Chain 21

July 2006
Action Plan launched
supported by 19 founding 
signatories

Dec 2006
Implementation Guide launched
supported by 185 signatories

modernise business relationships 
• inspire a greater entrepreneurial spirit 
• deliver competitive customer solutions 

to sustain profitable business growth 
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Why is SC21 necessary?
SC21 will help suppliers 
work together to:

current situation: 

• disconnected, fragmented 
supply base

• modernise business 
relationships

• improve communications 
and collaboration

• business relationships 
are often poor 

• great deal of waste and 
duplication (ie auditing) 

• the interests of different 
parties are not aligned

and collaboration

• increase efficiency and 
simplicity 

• increase innovation

• remove duplication and 
hence reduce costs

the arrows represent the aims and interests of the various elements of the supply chainthe arrows represent the aims and interests of the various elements of the supply chainthe arrows represent the aims and interests of the various elements of the supply chainthe arrows represent the aims and interests of the various elements of the supply chain

C
reated by N

eevia D
ocum

ent C
onverter trial version http://w

w
w

.neevia.com

http://www.neevia.com


SC21 
focus on relationships

3. relationships:

need for better 
end-to-end 
communication 
and collaborative 
planning

1. accreditation:

need to remove 
repetition, and 
unnecessary 
duplication

initiallyinitiallyinitiallyinitially SC21 will SC21 will SC21 will SC21 will 
implement 3 action streamsimplement 3 action streamsimplement 3 action streamsimplement 3 action streams
to drive early transformation 

and improvement

new business culturenew business culturenew business culturenew business culture

2. development and 
performance:

need increased 
efficiency and 
remove waste
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Supply Chain

Relationships Code of Practice

• establishes a set of guiding principles 
that promote the highest standard of 
supply chain relationships throughout the 
extended enterprise.

• promotes the creation of an environment 
in which teams understand and work 
towards their shared objectives whilst still 
meeting their individual targets
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Supply Chain Relationships Code 
of Practice:

Key principles

• creating an environment that fosters co-operation, openness, and 
sharing of information is key to developing trust and enabling joint 
performance improvement

• successful commercial relationships are built on being open, honest, • successful commercial relationships are built on being open, honest, 
frank and fair

• driving a lean management culture and sharing best practice for the 
benefit of the whole value chain

• delivering integrated supply solutions in the most cost effective way

• all business is conducted in a principled manner with the highest 
degree of personal and business integrity
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Relationship Measurement 
Matrix (RMM)

Relationship Measurement 
Matrix (RMM)

Relationship Measurement 
Matrix (RMM)

Relationship Measurement 
Matrix (RMM)
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Relationship Management 
Review (RMR)

the highest standard of relationship management will be 
achieved through a structured engagement process 

involving all relevant functions with regular reviews at 
operational and strategic levels

Define 
relationship 

to be assessed

Understand 
and agree

criteria

Understand 
Supplier’s 
Perception

Understand 
Customer’s 
Perception

Compare
Perceptions

Gap Analysis

Agree 
Consensus

Position

Agree the 
To-Be
Target

Produce / 
update action 

plan

Report 
Outcomes

Where are 
we now?

Discuss & 
Capture 
Issues

After Agreed
Time

Define 
relationship 

to be assessed

Understand 
and agree

criteria

Understand 
Supplier’s 
Perception

Understand 
Customer’s 
Perception

Understand 
Supplier’s 
Perception

Understand 
Customer’s 
Perception

Compare
Perceptions

Gap Analysis

Agree 
Consensus

Position

Agree the 
To-Be
Target

Produce / 
update action 

plan

Report 
Outcomes

Where are 
we now?

Discuss & 
Capture 
Issues

After Agreed
Time RMM Questionnaire

0 Failing 1 Reactive 2 Operational 3 Co-operative 4 Collaborative N/A

Innovative culture extends to include the 
end-to-end supply chain

Innovation encouraged and shared by 
both parties

Through-life Capability Management 
concept jointly integrated at a project 

level 

Parties engaged at early stage of 
solution definition. Investment to 

improve performance

'Value Added' is jointly measured. 
Targets established.

8.
Solution 

Development

9.
Value

Innovation is not recognised by either 
party

Through-life Capability Management is 
jointly embedded within business 

processes

Full collaborative participation (multi 
business, cross functional teams). 

Investment focussed on joint objectives

Sophisticated measures of 'Value 
Added' are employed. Targets achieved 

/ exceeded.

Behavioural standards agreed, 
managed and maintained

Solutions reflect the participation of both 
parties. Investment to meet 
development milestones

'Value' is considered in decision making

Innovation limited to new / emerging 
projects

7.
Through-Life 

Capability 
Management

1.
Communications 

Planning

2.
Information 
Exchange

3.
Problem Solving

5.
Behaviours

4.
Responsiveness

6.
Strategic Alignment

10.
Innovation

Little, or late, participation in developing 
solutions. Requirements modified to fit 

current products / processes

Concept of 'Value' is recognised and 
defined

Limited innovation, retained & exploited 
for the benefit of one party

Responses to enquiries are timely and 
compliant

Some joint, project specific, strategic 
planning between the parties

Full visibility, understanding & alignment 
of strategies. Impacts are known and 

jointly managed

Responds to predicted requirements

Joint behavioural charter deployed
Behaviours demonstrate appreciation of 
professional and ethical standards

Through-life Capability Management 
limited to contractual obligations 

Regular meetings & communication 
structure with clear and consistent 
points of contact, Contact maps 

documented

Frequent communication. Points of 
contact are known and mapped. 
Meetings focus on both short-term 
actions & long term planning

Recognition of Through-life Capability 
Management concept. Activities limited 

to specific project requirements

Recognition of different behavioural 
standards

One way (transactional) communication. 
No agreed points of contact. Meetings 
focus on addressing problems/issues

Little/no participation in developing 
solutions

Focus solely on cost & price - 'Value' not 
defined.

Through-life Capability Management not 
considered

No/limited meetings or communications 
structure with no defined points of 

contact

Secrecy prevails. No sharing of 
information. Reliant on formal, written 

comms

Blame culture prevails, no 
acknowledgement of problems. 

Joint strategic governance focussed on 
communication, relationship and 
performance planning. Integrated 
stakeholder maps define roles & 

responsibilities

Information provision is limited to 
contractual obligations, clarification may 

still be required

Identifies problems early and 
communicates recovery plans in 

advance. 

Shared awareness of each other's 
strategy and understand impact on own 

strategic planning process

No / poor response to enquiries and 
requests

Responses to enquiries are reactive and 
often lack definition

Information provided on request, 
although often ambiguous and 

inconclusive

Fire-fighting culture, focussed on 
resolution rather than prevention 

No awareness of each other's business 
strategy

limited awareness of the other party's 
strategy. No activity to capture benefit or 

develop opportunities

Little/no behavioural standards exist

Responses provide suggestions for 
improvement

High quality information (clear, accurate 
& timely) is provided in advance of 

requirements.

Proactively suggests solutions to 
emergent & potential problems. 

High quality information is freely 
available in a shared, open, 

environment

Joint activity to pre-empt and mitigate 
any problems / issues. 
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demanding

leading edge technologies or 
processes

point to point interfaces

strategic

high value
volatile

critical to business

internal/external facilitation
use workshop and/or RMM to 
focus on issues/ concerns 
impacting the business 
relationship and manage the 
improvement action plan

external facilitation
structured relationship 
management process using 
strategic relationships 
workshops, tools & techniques

relationship decision model

Relationship Management
Review

point to point interfaces

number of interfaces

stable

established programmes
limited interfaces
scope to optimise 

interactions

complex

multiple interfaces & 
stakeholders

differing agendas

critical to business

internal facilitation
use RMM to measure status 
of relationship and recognise 
areas for improvement

internal/external facilitation
use workshop and/or rmm to 
recognise issues barriers & 
opportunities to be managed 
as part of a relationship 
improvement plan

ri
sk

the scope and scale of the relationship management review process will be determined 
by the maturity and complexity of the relationship
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the aim of the workshop is to:
üchallenge the traditional methods 

prevalent today 

üexplore ways of managing the supply 
chain relationships

ücapture best practice examples and SCRIA LITERMM

Transact BusinessIntervention Options 

How to get started?

Discuss CoP and share between Customer and Supplier

Decide & Agree the desired relationship 

Arms length RelationshipInter-dependant Relationship

How to get started?

Discuss CoP and share between Customer and Supplier

Decide & Agree the desired relationship 

Arms length RelationshipInter-dependant Relationship

Workshop
process deployment

strategic relationships process
provides an in-depth analysis of the relationship: challenging existing practices, reviewing 
best practice and exploring tools for relationship development and improvement

ücapture best practice examples and 
determine how they can be deployed in 
your own organisation

facilitated workshop
concentrates on uncovering the barriers to excellence and establishing strategies for 
improvement

SCRIA LITE

Workshop

Action Plan

Review

Strategic SCRIA
Insights

Workshop 
Action Plan 

Embed and sustain
Measure and Review

RMM

Measure 

Relationship

Action Plan 
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Define 
relationship 

to be assessed

Understand 
and agree

criteria

Understand 
Supplier’s 
Perception

Understand 
Customer’s 
Perception

Compare
Perceptions

Gap Analysis

Where are 
we now?

Discuss & 
Capture 
Issues

After Agreed
Time

Define 
relationship 

to be assessed

Understand 
and agree

criteria

Understand 
Supplier’s 
Perception

Understand 
Customer’s 
Perception

Understand 
Supplier’s 
Perception

Understand 
Customer’s 
Perception

Compare
Perceptions

Gap Analysis

Where are 
we now?

Discuss & 
Capture 
Issues

After Agreed
Time RMM Questionnaire

Using the
Relationship Measurement Matrix

(RMM)

Agree 
Consensus

Position

Agree the 
To-Be
Target

Produce / 
update action 

plan

Report 
Outcomes

Agree 
Consensus

Position

Agree the 
To-Be
Target

Produce / 
update action 

plan

Report 
Outcomes

1. the relationship to be assessed is defined and the scope agreed between the parties
2. the RMM questionnaire is completed by Stakeholders in both organisations
3. questionnaires are consolidated and material is produced to support the workshop
4. workshop is held to recognise current status (issues, opportunities & barriers) and agree 

where improvement is required 
5. Relationship Management Plan (RMP) is agreed and reviewed quarterly
6. stakeholder assessment is repeated and RMP is updated as appropriate 
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0 Failing 1 Reactive 2 Operational 3 Co-operative 4 Collaborative N/A

Innovative culture extends to include the 
end-to-end supply chain

Innovation encouraged and shared by 
both parties

Through-life Capability Management 
concept jointly integrated at a project 

level 

Parties engaged at early stage of 
solution definition. Investment to 

improve performance

'Value Added' is jointly measured. 
Targets established.

8.
Solution 

Development

9.
Value

Innovation is not recognised by either 
party

Through-life Capability Management is 
jointly embedded within business 

processes

Full collaborative participation (multi 
business, cross functional teams). 

Investment focussed on joint objectives

Sophisticated measures of 'Value 
Added' are employed. Targets achieved 

/ exceeded.

Behavioural standards agreed, 
managed and maintained

Solutions reflect the participation of both 
parties. Investment to meet 
development milestones

'Value' is considered in decision making

Innovation limited to new / emerging 
projects

7.
Through-Life 

Capability 
Management

1.
Communications 

Planning

2.
Information 
Exchange

3.
Problem Solving

5.
Behaviours

4.
Responsiveness

6.
Strategic Alignment

10.
Innovation

Little, or late, participation in developing 
solutions. Requirements modified to fit 

current products / processes

Concept of 'Value' is recognised and 
defined

Limited innovation, retained & exploited 
for the benefit of one party

Responses to enquiries are timely and 
compliant

Some joint, project specific, strategic 
planning between the parties

Full visibility, understanding & alignment 
of strategies. Impacts are known and 

jointly managed

Responds to predicted requirements

Joint behavioural charter deployed
Behaviours demonstrate appreciation of 
professional and ethical standards

Through-life Capability Management 
limited to contractual obligations 

Regular meetings & communication 
structure with clear and consistent 
points of contact, Contact maps 

documented

Frequent communication. Points of 
contact are known and mapped. 
Meetings focus on both short-term 
actions & long term planning

Recognition of Through-life Capability 
Management concept. Activities limited 

to specific project requirements

Recognition of different behavioural 
standards

One way (transactional) communication. 
No agreed points of contact. Meetings 
focus on addressing problems/issues

Little/no participation in developing 
solutions

Focus solely on cost & price - 'Value' not 
defined.

Through-life Capability Management not 
considered

No/limited meetings or communications 
structure with no defined points of 

contact

Secrecy prevails. No sharing of 
information. Reliant on formal, written 

comms

Blame culture prevails, no 
acknowledgement of problems. 

Joint strategic governance focussed on 
communication, relationship and 
performance planning. Integrated 
stakeholder maps define roles & 

responsibilities

Information provision is limited to 
contractual obligations, clarification may 

still be required

Identifies problems early and 
communicates recovery plans in 

advance. 

Shared awareness of each other's 
strategy and understand impact on own 

strategic planning process

No / poor response to enquiries and 
requests

Responses to enquiries are reactive and 
often lack definition

Information provided on request, 
although often ambiguous and 

inconclusive

Fire-fighting culture, focussed on 
resolution rather than prevention 

No awareness of each other's business 
strategy

limited awareness of the other party's 
strategy. No activity to capture benefit or 

develop opportunities

Little/no behavioural standards exist

Responses provide suggestions for 
improvement

High quality information (clear, accurate 
& timely) is provided in advance of 

requirements.

Proactively suggests solutions to 
emergent & potential problems. 

High quality information is freely 
available in a shared, open, 

environment

Joint activity to pre-empt and mitigate 
any problems / issues. 
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each stakeholder completes a questionnaire, detailing 
supporting evidence, and returns it to the facilitator

the facilitator consolidates all the responses 
to provide overview and extracts key issues 
for discussion during workshop 

Using the
Relationship Measurement Matrix

(RMM)

 

standard charts are automatically 
generated to support both 
general and focused workshop 
discussions
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the stakeholder reads all 
the descriptors for each the descriptors for each 
attribute and selects the 
one that is appropriate to 

their view of the 
relationship

if the stakeholder makes an error & 
needs to amend their selection, 
clicking the correct button will 

automatically remove the previous 
selection

if the stakeholder does not think a 
particular attribute is applicable to 
their view of the relationship, the 
“not applicable” button can be 

selected
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the completed questionnaires 
are copied & pasted into the 

analysis workbook.

the assessments are converted 
into numeric values 

automatically populating the 
data analysis spreadsheet.
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gap analysis:
This chart illustrates the variance between 
each of the parties and the desired state. 
Significant gaps should be addressed as 
part of the relationship workshop and  
improvement plan
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areas of concern: 
Illustrates the number of respondents who 
reported the relationship as failing or reactive 
across any of the attributes, indicating areas 
where priority improvement action may be 
required
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status chart:
Provides a RAG rating against the desired
state for each of the Relationship elements
The outer edge represents the target
The inner red box indicates a failing state
The Amber/Green sections indicate to level 
of effort/action needed to achieve the target
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Define 
relationship 

to be assessed

Understand 
and agree

criteria

Understand 
Supplier’s 
Perception

Understand 
Customer’s 
Perception

Compare
Perceptions

Gap Analysis

Agree 
Consensus

Position

Agree the 
To-Be
Target

Produce / 
update action 

plan

Report 
Outcomes

Where are 
we now?

Discuss & 
Capture 
Issues

After Agreed
Time

Define 
relationship 

to be assessed

Understand 
and agree

criteria

Understand 
Supplier’s 
Perception

Understand 
Customer’s 
Perception

Understand 
Supplier’s 
Perception

Understand 
Customer’s 
Perception

Compare
Perceptions

Gap Analysis

Agree 
Consensus

Position

Agree the 
To-Be
Target

Produce / 
update action 

plan

Report 
Outcomes

Where are 
we now?

Discuss & 
Capture 
Issues

After Agreed
Time RMM Questionnaire

Relationship
improvement workshop

no supply 
chain 

visibility
no evidence 
of proactive 

problem 
mgmt

don’t 
respond 
to RFQs

improved 
relationship 
will improve 
performance

not 
enough 

definition 
in SOW

slow to 
respond 

to queries

lack of 
managemen

t 
commitment

you don’t 
understand 

our 
processes
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Improvement plan
and review

Define 
relationship 

to be assessed

Understand 
and agree

criteria

Understand 
Supplier’s 
Perception

Understand 
Customer’s 
Perception

Compare
Perceptions

Gap Analysis

Agree 
Consensus

Agree the 
To-Be

Produce / 
update action Report 

Where are 
we now?

Discuss & 
Capture 
Issues

After Agreed
Time

Define 
relationship 

to be assessed

Understand 
and agree

criteria

Understand 
Supplier’s 
Perception

Understand 
Customer’s 
Perception

Understand 
Supplier’s 
Perception

Understand 
Customer’s 
Perception

Compare
Perceptions

Gap Analysis

Agree 
Consensus

Agree the 
To-Be

Produce / 
update action Report 

Where are 
we now?

Discuss & 
Capture 
Issues

After Agreed
Time RMM Questionnaire

Consensus
Position

To-Be
Target

update action 
plan

Report 
Outcomes

Consensus
Position

To-Be
Target

update action 
plan

Report 
Outcomes

• identify priorities

• improvement plan focuses on 6-8 objectives

• monitor progress during regular supplier reviews

• measure achievement after agreed period

• update plan to reflect changes and add new actions
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