Supplier Metrics, Measurements, and Quality of Service
Overview
Measurement of the supplier quality of service requires specific criteria to be defined, measurements of those criteria to be performed, and the ability to classify suppliers based on the outcomes of those measurements or to provide feedback based on those criteria for action(s) to be taken.  

Not to overly complicate the equation, but just as important, is to fairly evaluate suppliers based on criteria that apply to solving the business problem - and not simply to measure "points" across suppliers. 

Based on the opportunity, desired "thresholds" for the metrics would need to be set and used to evaluate suppliers.

Outlined below are criteria that typically differentiate suppliers and provide meaningful metrics to suppliers. These are the "vital few" that address various stages of the supply cycle.   

Criteria (for IT suppliers - primarily services, but also for product):
Supplier Differentiators:
	Metric
	Measure
	Outcome/Action

	Knowledge of Product
	Certification(s) or Training Completed in product
	Certification qualifies supplier or action for supplier to become certified

	
	Level of partnership with vendor
	Partnership enhances qualifications of supplier and may also provide added benefits of training from supplier. Action for supplier to increase vendor partnership

	
	Proven (successful) deployment experience through references or case examples (design, configuration, deployment, operations)
	Qualifies supplier beyond just "textbook" knowledge or action for supplier to gain additional experience prior to engagement

	Knowledge of Integration
	Integration experience - into heterogeneous environment or operations environment through references or case examples
	Integration experience provides ability to deploy beyond single product environment.  Action for supplier to gain broader integration experience.

	
	Resource pool for more than one product area.  Evaluate based on disciplines, focus areas, years of experience in resource pool, or number of products/major areas supported.
	Provides multiple disciplines to "solve problem" versus "install product".  Also enables specialists to exist within supplier group for deeper skills  sets and broader supplier relationships.

	Investments in Technology
	Training for resources
	Validates that resources are current and focused on technology.  Action would be for supplier to maintain certain level of training or commitment to training.

	
	Equipment for resources
	Validates "hands on" ability for resources to not only work on client site, but use "sand box" for further development and testing.  Action for supplier to not only sell/deploy but also invest internally in technology to provide better service.

	Best Practices
	Tools, methodologies, best practices, templates, and specific assets available
	Facilitates jump start of project, provides ability to refine versus re-invent.  Illustrates recognition of learning from experience.  Action would be for supplier to add these areas.

	Access to Knowledge/Technical Resource
	Contacts within vendor or process for problem resolution
	Direct access to technical engineers, developers of technology illustrates both senior engineering as well as the ability to more quickly resolve issues (or at a minimum escalate them).  Action for supplier to develop them or for vendor to offer them directly to sites.

	Service Level
	Communication Quality, Frequency, Openess/Directness
	Provides basis for relationship, trust, and further opportunities.  Action would be to change communication.

	
	Responsiveness.  Ability to meet schedules, turn around proposals, and meet appropriate expectations.
	Ability to work together to accomplish goals/deadlines.  Action would be to improve responsiveness.

	
	Delivery Quality - Timeliness, Completeness, Accuracy
	Ability to complete tasks according to schedule and scope.  Action to add project management skills, provide better timelines or scope, or communicate changes.

	Supplier Business Focus
	Sales versus engineer focus, staff (#), and direction
	Ability to execute what was sold.  Commitment to product/technical area, and direction that will continue to support it.  Action would be to define or follow a business focus and business plan.

	Supplier Business
	Financial State, Market Assessment, Cost of Service/product
	Ability to execute affordably, dependably, with appropriate rate structure. Leader versus follower.  Action would be to modify or work towards change in business.


