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In an increasingly externalized world, strategic suppliers play an important and integral role in their 
customers’ business. Strong relationships across the supply chain—whether focused on improving 
operational efficiency, driving innovation, accelerating time to market, or reducing costs—are 
fundamental to business success. Like any relationship, however, they require time and effort, and it is 
easy to lose sight of the multiple dimensions required to make them work for both parties.

The Strategic Relationship Diagnostic forms part of Genpact’s broader supplier management 
offering. It is an approach to assessing the holistic health of a strategic relationship—be it 
outsourcing, joint ventures, or other customer/supplier models—through which we identify 
practical and pragmatic opportunities for rapid improvement.

Solution
Overview
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In today’s global marketplace, customers are 
increasingly reliant on third parties to deliver services 
or products to market, making trust and collaboration 
essential. While this offers a range of obvious 
benefits, there is also a lot at stake for both parties in 
terms of reputation, time to market, compliance, and 
delivery of business results.

When establishing a relationship, neither party sets 
out to fail. Yet, over time, frustrations can set in 
due to a lack of clarity in areas such as governance, 
investments, pricing, service, and expectations. This, in 
turn can lead to inefficient relationships, duplication of 
effort, missed opportunities, disputes, and sometimes 
the dissolution of a partnership. 

The Strategic Relationship Diagnostic is Genpact’s 
impartial approach that helps customers and 
suppliers to analyze their relationships to improve and 
continuously deliver value.

A holistic framework for managing 
and transforming relationships
The Strategic Relationship Diagnostic is a simple but 
holistic framework that helps all parties realize the 
desired outcomes from strategic relationships (figure 1).

Facilitated by experienced practitioners, the 
diagnostic:

• Provides a structured, objective, and 
impartial assessment to analyze the health 
of a strategic relationship

• Uses a combination of interviews, joint workshops, 
and an online tool to create a balanced perspective 
of the relationship, incorporating both customer 
and supplier views

• Analyzes the ability to deliver continuous 
improvement across four key components: 
operational, capability, commercial, and culture 
and behavior

• Jointly defines the agreed goals and objectives for 
the relationship supported by a delivery framework 
to realize the required improvements

• Creates an improvement plan of prioritized 
activities to achieve accelerated results within 
weeks rather than months

Figure 1: Strategic Relationship Diagnostic framework
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Setting up for 
success

Creates alignment from the outset of a new contract. The diagnostic establishes solid 
foundations that allow a strategic relationship to deliver and evolve over time

Continuous 
improvement

Moving from good to great requires periodic reviews. A strategic relationship can be 
going well but both parties may want to drive further improvements, the diagnostic 
helps optimize performance, or seek additional growth opportunities

Fix or exit 
a failing 
relationship

Relationships do not always deliver as planned for a variety of reasons. The diagnostic 
is a robust and impartial approach that identifies root causes, proposes practical 
solutions for improvement, facilitates dispute resolution, or identifies an exit path

Evolution and 
contract renewal

Ahead of a contract renewal or significant shift in scope, commercials, or performance, 
the diagnostic can baseline and benchmark the strategic relationship’s current status

Figure 2: Strategic Relationship Diagnostic components

Without clarity and balance across the four key 
components of a strategic relationship (figure 2), 
customers and suppliers will struggle to yield the 
desired results.

Strengthening relationships to 
generate business impact
Using this comprehensive approach, customers and 
suppliers gain clarity on the roles, responsibilities, 
and capabilities needed to optimize the strategic 
relationship. The diagnostic can help deliver the 
following benefits:

• Aligned objectives and renewed executive 
commitment or sponsorship

• Delivery of business outcomes and 
competitive differentiation

• Improved service performance and service 
management capability

• A more effective and transparent operating and 
governance model

• Aligned and transparent commercials

• Increased agility and faster decision making

• Reduced operating costs

The diagnostic can be deployed at any stage (figure 3) 
in the lifecycle of a strategic relationship to optimize 
ways of working and help both parties prepare for 
significant contract milestones.
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Figure 3: Strategic Relationship Diagnostic deployment stages
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Transforming an underperforming strategic 
IT supplier relationship

Case
Study

Challenge
The relationship between a life sciences company and its IT infrastructure supplier had broken down 
midway into the contract. Priorities and objectives were unclear; the relationship was plagued by trust 
issues; and a pricing disconnect resulted in limited progress, change, or service improvements. The 
two parties failed to operate as a single, operationally aligned team. Ineffective resource management 
processes also significantly impacted recruitment, training and development, and retention across the 
supplier team.

Solution
Genpact conducted a holistic assessment of the relationship to align the vision and objectives, and 
developed the strategy to redefine it. The strategy was underpinned by a transformation roadmap 
with clear ownership and milestones. Key components of the roadmap included a refined governance 
framework, career development and succession planning of supplier resources and a revised commercial 
model to create transparency.

Impact
Having adopted the Strategic Relationship Diagnostic, the life sciences firm and supplier were able to:

• Implement a transformation roadmap within four weeks
• Create a single, operationally aligned team
• Reduce service-performance issues
• Take decisions faster through effective delegation of authority 
• Improve their understanding of the relationship’s total cost of ownership

About Genpact
Genpact (NYSE: G) stands for “generating business impact.” We are a global leader in digitally-powered business process management and 
services. Our Lean DigitalSM approach and patented Smart Enterprise ProcessesSM framework reimagine our clients’ operating models end-to-end, 
including the middle and back offices – to deliver growth, efficiency, and business agility. First as a part of GE and later as an independent company, 
we have been passionately serving strategic client relationships including approximately one-fifth of the Fortune Global 500, and have grown to over 
75,000 people. The resulting domain expertise and experience running complex operations are unique and help us drive choices across technology, 
analytics, and organizational design.

For additional information, contact, procurement.services@genpact.com and visit, http://www.genpact.com/what-we-do/business-services/
indirect-source-to-pay

Follow Genpact on Twitter, Facebook, LinkedIn, and YouTube.
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