
Vendor Relationship Changes

Desired

Capabilities

Generic

Process

Alert Advisor

contact about

relationship change

and ask for

approval to

proceed to next

steps

Audit users to

explain change of

service and ask if

they approve of

changes

Users agree

to keep

service

Inform VR

about change

in service

relationship

Automated termplate note to

indicated that a service

change request has been

made by vendor -  to be

saved in Salesforce under

Vendor's name

Automated tally of

audit responders

Automated email to users to

audit interest in subscribing

to new service including

point budget reductions to

cover cost of new service.

Template for email to be

sent to Advisor to advise

them of vendor relationship

change proposal and

approval to move to next

steps

Research Services

requests proposal

from Vendor to

show services

offered and annual

cost

Users opt to

cancel

service

User Audit Results

Automated template to send

new spend cost approvals

email to managers and

COOs related to audit

responders

Automated "pretty"

email to VR for new

service change

Single screen to put all

new contract info in all

fields and the contract

would automatically be

created

VR Contacts

vendor about

agreement and

starts

paperwork

For VR - have all info

about new relationship

on a single screen or

dashboard

Further steps

look at Mural:

Contract

Lifecycle

Other processes

or scenarios

Capability:

NOW

Capability:

SOON

Capability:

LATER

Inform

vendor of

cancellation

of service

Template for emailed

response to vendor

acknowledging request to

change service relationship

type and indicating next

steps

Automated status

tracking of entire

process available to

all teams

Automated spreadsheet

to calculate vote point

reduction for

subscribers.

If users opt to cancel service -

automated email template

response to reply to the vendor

that we are moving forward or

not interested in contractual

service.

Automated tally of

Manager and

COO approvals

Activate and

Add to VoteContractual to Voted

Voted to Contractual

Do the voted 

paperwork with 

NDA & platfor

Vendor indicates

that they want to

change from

Contract the

relationship

Automated Calculation

of impacts to budget if

changing from voted to

contractual

Flagging system of what

kind of change will be

made and assign each

request by checklist of type

of change

Link to ___ for 

vendor usage 

dashboard

Auto checklist of

next steps

Dashboard for users to

see their budget impact

for adding the new

contractual service

Get

business &

finance

approvals

Invoice Reconciliation

Other processes

or scenarios

Desired

Capabilities

Generic

Process
Receipt of

Invoice

Save

invoice to

shared drive

validate

invoice

details

enter

invoice for

tracking

review price

details for

allocations (if

needed)

review POs

for available

funds

initiate

payment

review of

overdue

invoices with

vendors

automated intake

of invoices

automated

detection of

duplicate invoices

review

payment

method for

vendor (Hard

vs Soft)

automated and simplified

(standardized internal)

allocation methods

validate

contract

details

reconcile

recovery

with invoice

Clearly defined

details/source for

cost information

automated saving

of invoices

received

automated archive

for required length

of time (record

retention)

automated

detection of

payment method

(Hard/Soft)

Automated Reconciliation: 

cross reference of details on 

invoice against details on 

PETZ details and flag 

difference

automated routing of

invoice between hard

vs soft payment

methods

automated review

of invoice and

determine

allocations

eliminate manual

entry of invoice

data

check points for

analysts to review

the breakdowns

before processing

tracking of where

invoice stands in

process for all to

see

ability to see where

status of all

contracts stand

payment status for

entire contract

Hard vs Soft

ability to flag

accounts for

contract issues /

hold payment

automated dashboard

with invoice

management

analytics (daily, status,

aging)

Automated alerts sent to 

vendor on  invoices not 

yet sent to XYZ 
COMPANY (includes 

New Vendors)

Automated review for

active contracts check

ensure payment not on

closed contract

automated review of

existing POs; are enough

funds available for rest of

year

POs flagged that

are close to

reaching needing

increase

automated response

of receipt back to

vendor with analyst

working

Status email

responses saved

for audit history

Automated quality

control

checks/validation

of users

automated

thresholds for

approvals

ability to easily

search for broker

information on

payments

automated

validation of

payment

confirmation

Ability to see info

on both

Contractual and

Voted vendors

Renewals / Renew Service

Other processes

or scenariosGeneric

Process

Desired

Capabilities

Review for

upcoming

contract

renewals

kick off

audit
survey users

Obtain

Business

Approval

Once 3-level

approval is

received,

Audit is

approved

Review

Audit

information

Update new

contract

information

Ensure

updates are

made across

lifecycle

automated audit

kick off based on

contract dates

consistent data

points across all

systems

automated

updating across

systems

communicate updated user

lists back to vendor.  Final

user list  (after audit, etc) is

consolidated and sent to

vendor.

ability to easily check

for contract changes

that occurred during the

renewal lead time

ability for an

automated

approval process

ability to  document

and access reason

for changes (example

users)

ability for connection

with finance approval

throughout process

ability to maintain

survey in history of

vendor

Cancel

Can we move

approval up if we

can streamline

Can we have a flexible

timeline to do survey

concurrent with

negotiation.

Understand Single

Wallet implication

on this flow?

Ability to

Annual/Quarterly

certification process with

tight chg mgt process

Project user costs

based on estimates /

contractual

agreements

Ability to identify

bundles to the

end-user

Ability to flag to

renegotiate key

scenarios (two users,

one cancels) (MD&RS)

All data is

available for

reporting

See status of

renewals

Early notification

of prices

increasing

Flag if Enterprise

Mkt Data involved /

reach out if needed

Business and

finance approvals

occur together and

don't conflict

integrated contact

matrix

auto recalculate

the per-person

cost

know potential

future services so

budget can reflect

ability to provide

explanation for price

increase over expected

renewal price

Approval visibility

across approvers

User

Approve?

Yes

No

capture

conversations with

vendor, how did

negotiations flow

risk/performance

measures of

vendor

Vendor Mgt

Ability to run an

ad-hoc audit & track

user interactions with

vendor.

Easier access and

archiving of user and

manager questions.

(SMRT you can easily

miss the commets)

Easy to create report results

including automated

recalculation of user cost in

monthly reports and service

descriptons for all services incl

PUBS

Ability to identify if

they are a single

user

Auto notification for VR &

VA to show Cancel &

Keeps also show

changes in User Counts.

Integration of

Outlook emails

from Users &

Managers.

Integration of Audit

results to a single

view of results.

Automatic routing

to a specific team

for follow ups

Automated email template for

newly executed renewals - Vendor

Communication template - who to

send invoice to and list of users -

must be able to edit. Don't send us

an invoice until we tell you to.

Publication Renewals

should be integrated

with Salesforce and the

rest of the RS & MD

audits.

Account for

Common Users.

Auto process

pre-audit records

(title of audit and

Service ID)

Automated Audit

Status Dashboard

Automated Audit

Reporting

Schedule

Ability to access all data

fields regarding to audit

including reasons why

something was cancelled

Transparency/Linking to User

Notes and emails and Vendor

notes and all communications

regarding individual services.

Capability:

NOW

Capability:

SOON

Capability:

LATER
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Original Service Experience
Other processes

or scenarios
Submit

Request

Identify

Issue

Receive

Response

Provide

Response /

Feedback

Wait for

Fulfillment

Close

Request

Report on

Request(s)

Receive

Request

Discover

Issue

Respond to

Requester

Follow-up

with

Requester

Fulfill

Request

My Request

is Closed

Receive

Reporting on

My Requests

Disposition

& Log

request

Route,

Queue

request

Work Item

Send to

other

team(s)

Other

team(s)

responds

Requester

replies back

Log request

Closed

Reporting

on Service

Requests

Receive

request -

email, skype,

phone, smart

form

Analyze /

Prepare

response

Requester

receives

response

BUSINESS

PARTNER

FFIO

Generic

Process

Uber Process

(pre workshop)

Send to

requester

Pull / Begin

to fulfill

request

Other

Team(s)?
Closed?

Consolidate

responses

Can handle

multiple types of

requests

Automated

disposition and

logging

Automated routing

and queuing where

appropriate

Desired

Capabilities
Standardized

intake forms

automated email

to intake queue

automated routing

to FFIO teams

User experience

occurs within

single tool

Reporting of key stats -

volumes, types, cycle

time, touchpoints, FPA,

Ops council metrics,

etc.

Centralized intake

Analytics of

incoming requests

Same inquiry tool

across all of IIS

Ability to handle

various types of

requests - email,

skype, other

Intake form with

field level

approvals /

validation

Chat bot

Smart intake with

predictive analytics /

common inquiry

analysis

Robust integration

with Outlook

Can link multiple

interactions within

single inquiry (e.g.

capture conversation)

Ability for multiple

users to

simultaneously

enrich work item

Users may

manually create

work items

Integration with

preferred reporting

tools and/or data

warehouse

Offers additional

operational workflow

orchestration where

needed

Ease of transparency

to requests for team

and requester - I find

my item easily

Ability to scale

application /

workflow

Provides a

lineage of a

request

Live chat

Intelligent on-line

Help

On the spot Scoring

of how satisfied with

our response -

real-time feedback

Time to first

response

Client contact rate

Total and by

Business partner

Volume by work

type and Format

of request

Number of touch points, 

teams involved in 

resolution (BP and FFIO 

specific)

Capacity  - past

views and future

projections

Re-opens 

Overall Handle

time/ time to

resolve

Escalations/Follow-

ups - number and 

visibility by type, 

BP, etc.

Associate level metrics

- volume, type, FPA, 

work time, cycle times,

etc.

Complexity levels,

Std, Complex,

other

Analysis of

complexity, type,

volume, times at

associate level

SLEs

Adherence to our

process model - how

many go around

process, go through

Volume incoming

that could have

used self service

but not used

Business Partner

Satisfaction (NPS)

Widening the circle of

working request -

touch points added

during cycle

Service Requests by

time to understand

peaks, volume

trending, hourly, NRT

Different / Persona

based views by

SLT, Teams, BPs,

etc.

Outstanding

requests / Queue

Data

Sourcing

Requests

License

checks

Research

Votes

Questions/

Maintenance

Proxy Votes

Change

Management

Investment

Support

Fund Event /

Product

Launch

Questions

Spend

Reporting

Questions

Vendor

Score-cardi

ng

N

Y

Y

N

Service Onboarding (Existing Vendor)

Other processes

or scenarios

Review

services

Existing

Service, New

USer ,

another flow

trials

Desired

Capabilities

Generic

Process

New Service

Request

Negotiate

Pricing

Get finance

approvals

Establish PO

Business and

finance approvals

occur together and

don't conflict

Status on

approvals is easy

to see / simple

tracking

Service is available 

in PETZ with 

appropriate 

classification

Communicate that

information is in

good order

Indicator that shows

whether a new

contract is required

for new services

Setup

Service

Negotiate

contract (New

Contract

Flow)

Obtain Pricing

Estimate and

Business

Approvals

Execute

documents

(goes with

contract WF)

Negotiation

occurs

throughout

the life cycle

Capture initial

request, discussion

of needs and use

cases

Easy access to our

service data - do we

have it, have we had it,

or something like it

Easy lookup of our

contact information -

especially vendors

Easy access to

vote/budget

information

know if the

requester is a

voter, vendor voted

How to have a minimum

information checklist - incl

service description and all

classificaitons (preliminary)

Automate capture

of information

(outlook integration)

group request

capability (large

group requests of

services)

Automate

approvals and

provide

transparency

approving access to

the service as well

corresponding

potential for increase

User approval on

spend is provided

first (before bus/fin)

Recommended

classifications

automated

More granular

classifications

Easy access to

what others in

similar roles have

Automatic flags on 

requests that aren't 

appropriate (ie Users 

are not in )

integrate contact

matrix for

approvals

auto recalculate

the per-person

cost

Status Information is

available to the entire team

across the workflow and

potentially to

business/others

Approval visibility

across approvers

knowing how/where data is

going to be stored for terms

in contract incl. restrictions

(part of minimum checklist)

Approval

complete /

Ready to

negotiation

Capture all the

negotiations /

discussions that

occur throughout

capture all high

level commercial

terms

Capture delta of pricing

from start to end of

negotiation (qualitative &

quantitative)

track information

about trials

Capture if things

end or don't go

well, feedback from

user, vendor

know potential

future services so

budget can reflect

Alert on trials to

know when

cancellations will

occur

Easy access to

NDA information

for future use

Make unstructured CMT

information more

structured, pricing, users,

terms, etc.

Automate the load 

of information into 
PETZ

Automated

notification that

service is available

Auto-ticket

technology to

set-up service

Confirmation from

user that service is

working as

expected

Automated

confirmation where

once logged-in sends

note

Auto-Follow-up with

user after one month

in to check on how

it's going

user allocation

(hard/soft) is

complete up front

auto-notified

where PO data

must change

know information on

PO/Spend up front so

determination can be

made up front if

new/change PO

Auto

validate/update

PO if necessary

>$250k flag is

automated / this could

impact >$250k,

notification

or step in process

to validate PO

overage

New Contract?

Non-Standard?

Auto populate User

information - Corp ID

and/or Person's Name

Auto Populate (all basic

User Info)

Auto-populate/template

Communications or User

information to provide to

vendor - to put into email

template

Status auto-update for user to

track the status of the request

including auto follow up for

user questions  (email opt out

for user)

In the setup form - TAG

alternative/similar/competetor

vendor services

Assign proper service name

(current name) to service to

match invoice. TAG historical

service names and vendor

names. (Aliases & historic

names)

Auto-communication

emailed to requestor(s)

to notify completion of

request.

Auto-Status of

approvals

Automate

approval process

Pipeline/dashboard of new

services/"prospects" and

costs and orgs in approval

process for VA & VR

Track prospective

services. Flip to

active after approvals

obtained

Capability:

NOW

Capability:

SOON

Capability:

LATER
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Contract Management Life Cycle Process

Other processes

or scenarios

Desired

Capabilities

Generic

Process
New

Contract

required

Negotiate

contract

Sign

Contract

Maintain

contract

Contract

comes up

for renewal /

cancel

Automatic request

to put in place

contract

Capture everything in

one place and is

transparent across

teams

Auto notification of

renewal with appropriate

lead-times including

downstream lead-times

Automatically flows to

appropriate

downstream systems

(magic button)

Capture all iterations of

legal and commercial

terms (history tracking)

Engage

Vendor

Escalate

legal terms

where

required

Store

contract

Renewal Cancel

Renegotiate

Paperwork

Renewal

Contract

Package for

Signature

Sign

Contract

Store

contract

Flag for new

contracts / services

on existing vendors

Queue for requests

so that they can be

pulled or assigned

Automated notificaiton

should include minimum

list of data poihts (in

new service flow)

Can log experience

information

(vendor)

Capture fields in a

more automated

format - key essential

legal terms

Identify key

stakeholders that

need to be

notified/involved

Capture

association of

contract to the

service

Ability to capture unique

identifier for a contract

and associated service,

vendor

Capture all the

action dates -

renewal, cancel,

etc.

Capture terms -

additional items,

location, limits, etc

Autopopulate

signature sheet,

spend levels, etc.

Autopopulate

financial models,

Capture key wins

route package in

automated fashion

to signers

Internal review

before docusign

Auto handling of

questions from

signers (and

responses)

Routed/Available to

vendor and other

stakeholders

tagged to flag

corporate action

items if they occur

Auto-notification if

vendor change

occurs

Service requests

trigger appropriate

action to contract

flow (e.g final user)

Renewal status

clearly noted

Ensure autorenew

is captured up front

Audit notes

available

Flag if there is a

big change in

service

Automation of

cancellation notice -

e.g. email from SF

to vendor

Automated

notification to

appropriate

stakeholders

Automated

notification to

appropriate

stakeholders

Capture

multi-year

contract

Auto Renew? Cancel?

Escalation

Required?

Enhanced data for finance

signatories in PO process

(Hard/Soft) Bridge Slides

and Contract value vs

Budget

Automated

cancellation of

paperwork through

appropriate systems

Ability/Analytics to

see if spend is

associated with

cancelled contract

Pipeline of

renewal

Ability to auto

change ownership

of all contracts to a

different owner

QC contract

package

Ability to apply

smart-QC (e.g.

dates, spend, etc)

How to manage

broken links

sourced to

SharePoint

solution needed

for superseded

contracts

create

contract

package

TBD � Now Priorities

THIS IS AN EXAMPLE OF A GOOD SET OF AS-IS  
PROCESSES PROVIDED BY A CLIENT.

HIGH-LEVEL PROCESSES AND ADDITIONAL 
REQUIREMENTS ARE SHOWN FOR 20+ DEPARTMENT 
OPERATIONS.
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Vendor Onboarding

Desired

Capabilities

Generic

Process

Receive

request -

email, skype,

phone, etc.

Send vote

agreement

paperwork
Compliance

& business

review of

vendor

VR intakes

new vendor

(goes to VR

contract flow)

Voted

vendor set

up

Automated COI

(something like an

automated form back

to the IP that they

acknowledge?)

auto-generated

SPQ/new vendor

setup

track vendor history, name

s/users/relationship history

(why didn't it move forward,

canceled, etc.)

flexibility with

users/pricing (should be

refreshing/updating in

entire process & notify VR

of any changes)

Initial

vendor

screening

IP confirm

no conflict

of interest

Decide voted or

contractual

onboarding

streamline system

entry of vendor

information

capture more vendor

information in

screening (DDQ

scenario?)/expand data

we collect

ability store

samples

VA receives

notification,

sets up new

vendor

entitlements

set up

prospective

vendor in

system

multi-vendor

trials tracked

under

umbrella

"project"

Other processes

or scenarios

Vote

Contractual

Get finance

approvals

Obtain Pricing

Estimate and

Business

Approvals

Contractual

Flip vendor

to active

provider in

system

collect & store service/risk

management information,

business justification from

users through tool

active tracking of

status/notifications

configurability to react

to needs from

legal/risk when

capturing vendor info

expanded vendor 

classifications

ability to review

service/vendor

descriptions/classifications

and easy change

Requestor

provides business

justification in own

words

Track and see

where we stand

with spend

approvals

Add

competitor/similar

vendor or service

information

(potentially

automate?) Track

corp.

structure/ownership

leverage entity

hierarchy data

negotiate

price

throughout

seeding of old

outlook

items/vendor docs

Vote Vote

Contractual

Capability:

NOW

Capability:

SOON

Capability:

LATER

Vendor Corporate Actions

Desired

Capabilities

Generic

Process
Receive alert

of corporate

action (news,

Markit, invoice,

etc.)

Change

updated in

system and

flows

throughout all

tools

If change isn't

immediate -

alert to revisit

Track vendor

history. "Formerly

Known As" list with

effective dates

Streamline internal

change process

(fewer IDs)

Tag related

contracts/services

Automation with

effective dates

Queue of M&As to be

vetted. What change

means, source of

information

IIS reach out to

vendor to discuss

changes to

billing/invoices/etc

IIS vets the change

transparency among

team in knowing when

things will happen,

queue for vetting

(central repository)

Other processes

or scenarios

generate

reminder/paperwork for

gathering assignment

letters from vendor

Request mock invoices

from vendors. New

billing account,

payment instructions,

etc

progress/status bar on

vetting changes &

implementing them

(effective date, vendor

doesn't know, etc)

Leverage legal

entity data from

GDS

Capability:

NOW

Capability:

SOON

Capability:

LATER

Active communication

with vendor

(check-ins, setting

expectations)

Scrape and store

M&A news for our

vendors

Check-list for different

kinds of M&As.

Milestones for corp

action buckets. Rules for

different scenarios?

Start incorporating 
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Vendor Performance Management

Desired

Capabilities

Incident Tracking
Business

Reaches out to

IIS Teams with a

vendor/service

issue

Escalate

with Vendor

Vendor will

take action

to correct

issue

Follow up

with Business

to ensure item

is corrected

Risk/

Oversight

Tasks

Checklist to

determine when it

should be sent to

Vendor Manager

Tracking

/Transparency

escalations internal

teams

High Level Survey

of impacted

participants

Automated

Reminder to send

timely updates to

Sr. Management

alert based on

issue to trigger

escalation to

Vendor Manager

Capture

Related

Data Post

Mortem if

Necessary

Automatic notification that

item has been

corrected/closed  Could

align with survey to

impacted partners

Create

Survey

Ability to capture terms and

conditions that may be

impacted by issues/ SLA

breaches and provide alert

when missed

Feedback Button

Other processes

or scenarios

Automatically

Aggregate

escalations/Complaints

for vendors

Ability to gage

severity of each

case

Integration with

outlook

Can Issue

be resolved

via MD &RS
MD &RS

Teams

Resolve Issue

Inform VM

only

MD&RS teams

hand issue

over to VM to

escalate

alert for number

of instances with

a vendor

Status tracker with

short notes included

(limited characters) Not

overly verbose

IIS & Business

Partners/Customers

Access to status

updates

capture metrics on

issues/escalations

automatically

Automated Data

Collection from

Technology groups on

services provided

(Service Now)

Ability to compare

metrics across

vendors
Tracking Vendor

Meetings and

Feedback Loop

Ability to track

Responsiveness

of Vendor

Collection of

Remdiation - Short

Term / Long Term

plan

Ability to easily identify

SME of process to allow

for partnered

discussions

Repository for

Vendor Contacts

(external)

Real-Time access

to IIS Contacts

associated to

Vendor (Internal)

Store Scorecards

for audit purposes

and historical

review

Automatically

send results to

attest in VMAP

Publish Scorecard

with push of a

button when final

version is ready

Ability to track

engagements with

the vendor across

IIS teams

Ability to rate vendor

contacts as an

individual not just

overall vendor

relationship

Automatic survey sent

from tool to capture

vendor performance

metrics

Alerts for

upcoming survey

in the pipeline

Ability to capture

Performance data

automatically in

dashboard

Meet with

Vendor

Share

Feedback

Dashboard to show

Meeting Frequency

with Vendor

Way to track who should

be included in feedback

meetings / Who from IIS

provided the feedback

Ability to pull flexible

reporting on

performance stats

(issues/escals etc)

Alerts based on

consistent negative

performance

feedback

Capture Follow Up

tasks from Meeting to

allow tracking of status

going forward

Standardized

Scorecard

EVM/ERM Partnership

around Vendor

Performance

Knowledge

Sharing/Transparency

Ability to capture meta

data related to

issues/incidents for

reporting and vendor

health

Risks Tasks - Separate Process

Survey Contacts

Collect List

of Contacts

to be

Surveyed

Send survey

with

Deadline

Collect

Responses

Create

Scorecards

Gather

Feedback

Track

Performance

YES

NO

Standardized

Survey
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Review Services and Users

Desired

Capabilities

Generic

Process

Initiate

service

Report out on

changes and

compile

documentation

Research

comments

and make

changes

Update

documentation

Service

classification

history

Enter

classifications

once

Expand administrative

controls (delete, easy

updates, adds)

Automate team,

roles

Ease of

making/tracking

changes

Maintain

users

RSR

meeting

outlook

integration

Other processes

or scenarios

Capability:

NOW

Capability:

SOON

Capability:

LATER

Maintain

services

Research

changes

Report out on

changes and

compile

documentation

Research

comments

and make

changes

Update

documentation

RSR

meeting

Research

changes

Automate splits

(CSA/RPA/Hard)
access samples

track history of rep

emails/questions

from RSR

repository of all user

changes/communications

and manager approvals

Audit trails

(effective dating on

everything; look

through logs)

User eligibility

history

Transactional portal

for RSR comments

and approval

Flexibility in

meeting - move to

quarterly reviews?

Build out RSR knowledge

base (historical

comments/correspondence)

Automate agenda

call notification

Built-in task

management

Preliminary approval

via transactional portal

- before RSR. Chatter?

Expose

knowledge base

as FAQs to RSR

Automate

meeting invites

{

Monthly Review

Annual/Holistic Review

Vendor Risk Management Requirements

Desired

Capabilities

Generic

Process

Receive

Risk Alerts

(VMAP) in

System

Attestation

in Risk Tool

Completion

of

Additional

Risk Forms

Partner with

Risk on

Completion of

Additional

Tasks

Store

Information

Ability to see

relationship with vendor

(voted/contractual/Both)

Ability to track

progress on VTR,

DDI

Ability to pull in

FHA scores

Assign specific

Questions to business

partners to streamline

process (SPQ, BCP)

Reporting

capabilities

Research

Items/Meet

with Business

SME

Send

updates to

Risk

Is item completed?

Risk Related Object to

capture all relevant data

points to enable

reporting and

trasparencey

Link to Contract

Info

Link to Scorecard

Results

Finalize any

outstanding

Questions

Relationship that

Vendor has across

Enterprise

Store

Information

store vendor data

with catagories

Other processes

or scenarios

Transparency

across VMs

owning same

relationship

Alert to find out when

SPQs are added to

VMAP tool (PROACTIVE

not REACTIVE)

Connection to

vendors in

Salesforce from

VMAP

Ability to prioritize

by Calendar not by

ABC

Ability to store

and link items

Export capability

of these items

Standardized

Templates of the

Requests to share

with Business SMEs

Copy SPQ data for

FFIO Tech/FFIO to

decrease duplication

of efforts

Correct Duplication

of Vendors due to CC

FFIO Tech/ FFIO

Ability to see all Vendor

Related Data in order to

answer the forms in a

timely manner

Way to flag critical

vendor / Services

Ability to edit who

received

VMAP/Risk  alerts

Links to Risk

Policy

Ability to complete

form in Salesforce

and feed into

VMAP

VMAP data

exposed in

Salesforce

Generate Copy of

SPQ/BCP and

email business

SME

No

Yes

Dashboards to

see pipeline

Automatic

notifications reduce

delayed requests

(overdue)

Outlook

Integration

Link to Vendors'

financials

Feed Relevant

Data to

Performance

Management For

Scorecarding

Ensure real-time

Business SME data

is captured and

available in Tool

Historical List of

Business SMEs

captured for

Vendor

Incident

Tracking See

Performance

Management

Reporting

Desired

Capabilities

Generic

Process

Other processes

or scenarios

Und

Desired

Capabilities

Generic

Process
Request

generated

from

Business

understand

who would be

Calculation

Agent

3rd Party

Provider

Index
Product Team

Reconciles

Data  (AUM

Quantified)

Negotiate

and Enter

Agreement

Educate product

team on requesting

assistance with

product assistance

Product should

Involve IIS in the

process earlier

Awareness of 3rd party

index licensing and

process involvement

Standard

Template for

Requests

IIS teams able to provide

better information on

vendors and alt

capabilities

meet with business

to understand

product Type (self

indexing fund, SMA,

Co-Mingled Pool,

ETF)

Self Index

automation around

reporting to

vendor

information goes to

Vendor  directly

from product team

Follow Contract

Management

Process Already

Broken Out

Separately

Eliminate VA

middle touchpoint

Work with 

GRIMES to 

capture values 

and inform 

Business of Costs

3rd party deals

with platforms

identified

Other processes

or scenarios

Need to Know 

Advisor Sponsor 

GDS / Index

Creation

Group

Separate

Process

Business Signs

off and

provides Cost

Center to GDS

GDS passes

Cost Center

to IIS

Ensure Data

Flows to the

Indexing

Platform

Provide 3rd

Party

Distribution

Support

Assist with

Disucussion

between 3rd

Party Provider

and Calc Agent if

Necessary

Invoice is

sent for flat

fee and paid

Someone in

Mind or RFP

Needed

Finance Team

send directly

to 3rd Party

Vendor

Product Team

or Finance to

send final AUM

sheet to Vendor

Vendor

Creates

Invoice and

sends to VA

Send copy to VA

team at same time

send to Vendor

Follow VA

Invoice

Process

(separate)

YES

NO

Legal Review and Partnerships

Desired

Capabilities

Generic

Process
Escalation

from Internal

VRTeam

RMD

contacts

directly for

assistance

Review

Contract

Negotiate

Terms with

Vendor

Partner with

Vendor

Manager on

Review of

Terms

Ability to collect

items in a queue

for prioritization /

tracking

Capture

Negotiation Notes

Business

Partners

outside of

IIS

Draft

Contract

Accordingly

Escalate to

Legal Risk

or

Compliance

for Review

Ability to Tag High

-Risk Vendors and

make visible across

IIS (Holdings)

Sole Source -

Source Code

Escrow/ Transition

Assistance

Ability to capture

lineage (Vendor

Process/Corp

Actions)

Contract

Management

Life Cycle

Process

Other processes

or scenarios

Yes

No

Draft

Alternate

Language

Escalate Risk

to the

Business for

Approval

Confirmed

with

Business

Execute on

Non-Conformi

ng  Language

for Contract

Capture number of

items executed on

non-conforming

language

Execute

Contract

Capturing

Historical Notes

Capture Key

Terms

Capture Licensing 

Terms (____  ) 
SEAL

Access to Alt

Language

Database

Access to Alt

Language

Database

Access to Specific 

Templates to streamline 

process/ create more 

standardization

Populate Email with 

Key Terms not 

captured to send to 

Legal

Incorporate 

checklist for 7 Key 

Terms

System automatically 

capture items 

negotiated vs terms 

achieved

Access to User 

Lists (New 

Service/New User 

onboarding)

Flag for

Interdependent

vendors (ASRs,

GRIMES, etc...)

Capture who approved

from the business or

that the meeting has

taken place

Integrate with

DocuSign

Automated Pack

Creation

Ability for Flexible

Reporting on

Terms / Contract

Status

Outlook integration

(Associated emails

to contract)

Capturing Meeting

Notes and

Associating to

Contract

Circle back to

RMD to Ensure

Awareness Start

Normal Process

Transparency into

category and service

description

information

Capture Attorney

Information in

Contact for Service

Index Licensing Process

Desired

Capabilities

Generic

Process

Index

request sent

to GDS

Index request

sent directly

to VR

Request Form

completed

and sent to

VR

VR provides

originator

information

back to GDS

GDS follows

up with

business with

details

ability for all

requests to route

through GDS

visibility into

current inventory of

licensing - view

access

visibility into

status of index

request

ability to identify

additional costs

upfront for 3rd

parties

connection

between systems

between IIS and

GDS

VR performs

License /

Cost check

VR contacts

originator for

licensing and

costs

tracking of

comments along

the process

automated ability

to link usage and

appropriate cost

centers

for index with additional

costs - index will be

kicked back for

additional approval

GDS obtains

business

approval for

license

loaded based on

cost allocations for

the index

VR contacts

originator

with approval

Other processes

or scenarios

GDS obtains 

cost data 

from 

GRIMES

Agreements

are signed if

applicable

Usage is

determined

Agreements

are entered for

tracking in

appropriate

systems

automated

generation of

notification to 3rd

party providers

**New Service

Capabilities**

ability to group by

index families

Manage Vote

Desired

Capabilities

Generic

Process

Other processes

or scenarios

Change Management (Add, Terms & Transfers)

Desired

Capabilities

Generic

Process

User

Change

Occurs

Manager

and User

Review

Receive

finance and

business

approvals

Managers and

Users have ability

to see all services

Status tracking

Auto calculation of

cost per user and

cost savings

Flag for a single

user service (for

VR)

Automatically

transfers to

appropriate team

Change type?

Most granular level

of information for

services

Integration with

TSO

Automated email

to follow up with

user

Other processes

or scenarios

Submit

change

requests to

VA

Set up the

service

Manager and

User

Approve/

Acknowledge

Automated

notification to

manager about

term'd report

Details about users

services in a

centralized

location

Instant notification

of change

Status Dashboard

of end-to-end

process

Connectivity with

Audit Tool (Renew

Service flow)

Automation of email

templates (possibility to

move out of email -

transactional portal?)

Create

service list

Add/transfer

Cancel/term

Add/transfer

Cancel/term

Add/transfer

IIS notified

of change

request

VR begins

review of

contract terms

associated with

request

Automated email

offering vendor

introduction

trainings

Notification that

the user has

confirmed setup

Automated routing

and queuing

where appropriate

Robust integration

with Outlook

Centralized Intake

tool*

All IIS parties are

aware of change

Flag if cost center

or org. changes

Flag if changing

locations

(specifically

London)

Pre-canned

template for

service list

Automation of

Cancel services

Email to managers

Automation after

approval for cancel

to go directly to VA

to submit ticker

Auto follow ups

for business

approvals

Easy access to

what others in

similar roles have

Flag for any

contractual issues

Approval visibility

across approvers

Capture Vendor

Issues

Team chat specific

to issues - and is

archived

Tracking of

interaction with

User and Manager

Checklist of required

steps depending on

type of change

management

Flag any potential

license issues (for

VR)

Link all vendor

communication

User is able to conduct

entire change

management process

in one tool

Connectivity with

any outside

databases needed

���Recommended

Service List and/or

required service list

Checklist for

required

information for

ticketing

Automate ticketing

process - once all

required data is

collected in system?

Customization-

easy to build

reports

Reports for

specific audiences

Transaction Portal

Manager has ability

to designate interim

or replacement users

Flag for required

services - not able

to cancel the

service

Tracking user

requests
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Service Requests
Other processes

or scenarios
Submit

Request

Identify

Issue

Receive

Response

Provide

Response /

Feedback

Wait for

Fulfillment

Close

Request

Report on

Request(s)

Receive

Request

Discover

Issue

Respond to

Requester

Follow-up

with

Requester

Fulfill

Request

My Request

is Closed

Receive

Reporting on

My Requests

Disposition

& Log

request

Route,

Queue

request

Work Item

Send to

other

team(s)

Other

team(s)

responds

Requester

replies back

Log request

Closed

Reporting

on Service

Requests

Receive

request -

email, skype,

phone, smart

form

Analyze /

Prepare

response

Requester

receives

response

BUSINES

S

PARTNER

FFIO

Generic

Process

Uber Process

(pre workshop)

Send to

requester

Pull / Begin

to fulfill

request

Other

Team(s)?
Closed?

Consolidate

responses

Can handle

multiple types of

requests

Automated

disposition and

logging

Automated routing

and queuing where

appropriate

Desired

Capabilities

Standardized

intake forms

automated email

to intake queue

Automated and

manual routing to

FFIO teams

User experience

occurs within

single tool

Reporting of key stats -

volumes, types, cycle

time, touchpoints, FPA,

Ops council metrics,

etc.

Centralized intake

with smart routing

Analytics of

incoming requests

Same inquiry tool

across all of IIS

Ability to handle

various types of

requests - email,

skype, other

Intake form with

field level

approvals /

validation

Chat bot

Smart intake with

predictive analytics /

common inquiry

analysis

Robust integration

with Outlook

Can link multiple

interactions within

single inquiry (e.g.

capture conversation)

Ability for multiple

users to

simultaneously

enrich work item

Users may

manually create

work items

Integration with

preferred reporting

tools and/or data

warehouse

Offers additional

operational workflow

orchestration where

needed

Ability to scale

application /

workflow

Provides a

lineage of a

request

Live chat

Intelligent on-line

Help

On the spot Scoring

of how satisfied with

our response -

real-time feedback

Capacity  - past

views and future

projections

Overall Handle

time/ time to

resolve

Number of touch points,

teams involved in

resolution (BP and FFIO

specific)

Time to first

response

Reopens ( if 

applicable)

Client contact rate

Total and by

Business partner

Escalations/Follow-

ups - number and

visibility by type,

BP, etc.

Volume by work

type and Format

of request

Associate level metrics

- volume, type, FPA,

work time, cycle times,

etc.

Complexity levels,

Std, Complex,

other

Analysis of

complexity, type,

volume, times at

associate level

Adherence to our

process model - how

many go around

process, go through

Volume incoming

that could have

used self service

but not used

Business Partner 

Satisfaction 

Widening the circle of

working request -

touch points added

during cycle

Outstanding

requests

queue/customizable

dashboards

Data

Sourcing

Requests

License

checks

Research

Votes

Questions/

Maintenance

Proxy Votes

Change

Management

Investment

Support

Fund Event /

Product

Launch

Questions

Spend

Reporting

Questions

Vendor

Score-cardi

ng

N

Y

Y

N

Capture

sources

used to

work item

Automated response

for common

questions

Indicator of urgency

of request

Urgency and

capacity analysis

Flags about info

barriers/clients'

access restrictions

Ability to analyze

requests for

common themes

Ability to see all requests currently

being performed for a user (for

sector specialist, sector specialists +

analysts they support), including

contract renewals and cancellations

at the overall service level

History of client

requests--latest,

recurring

Recurring tasks

Being able to see

similar requests and

responses

Customer experience

reminders e.g. sending a

status update on an

open item

Ability to add and

link requests

Checklists for

procedures/policies/best

practices

Capture attachments

(if applicable)

Continue to capture

conversation

Ability to measure

customer satisfaction

for new service

requests/transfers--follow-u

p for confirm that user

received service and knows

how to use it

Searchability for

team and request

Automatically flags

vendor issues and

usage for contract

renewals

Flexible tool for

reporting/ability to

custom build reports

for future needs

Links to scorecards

and metrics

reporting/easy export

Ability to flag item for

later reporting

purposes

Templates for regular

updates/tasks
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Vendor Offboarding

Seek refund

(if

applicable)

Desired

Capabilities

Generic

Process

Cancellation

communication

(audit

results/tickets)

Cancel

contract in

systems

Archive

contract

Email user of data

purge/automate

Prompt user/business

for feedback on why

they selected "Cancel"

More transparency

regarding

contractual/voted

relationships (advisor

level)

Attestation/notice

from user that

purge is completed

Questionnaire/notification

for feedback

VR notify

vendor

Automated

effective dating for

vendor in system

Auto-generate

cancellation

notice to vendor

Other processes

or scenarios

See service

renewal/audit

flow

Vendor Manager

offboards or

transfers

management of

vendor in VMAP

(Risk)

Perform vote

tail analysis

for business

review

Notify/get

business

approval to

deactivate

Deactivate

firms in system

and send

C&Ds (if

applicable)

Receive

notice that

firm is

defunct

Notify

business of

data purge

requirements

Auto-generating

C&Ds. Send out

emails

automatically?

Outlook

integration

Link to archive
Cancellation

reason tags

Kickoff notification 

-investigate 

recapture

Capability:

NOW

Capability:

SOON

Capability:

LATER

Contractual

Voted

Trials

put trial info in system

have kickoff date and

end date ..with

reminder...end in 5

days etc

treat paid trial as

new service...you

will have end dates

form for new trial 

request...prompt you to  

conflict of interest 

SPQ...user biz 

justifications

treat like real

contract...to comm with

end user...reminder with

end user/ vendor

See umbrella for 

tracking multiples trials. 

This is when a project 

requires a vendor bake 

off.

Would like to see

a past user log

and track if we

had trials before.

Outlook integration like 

CRM tool. integrate with 

PETZ, etc. (like a central 

repository for everything on 

the request)

trial

dashboard...internal

users, dates ,

contract

automated email

to user ...trial is

ending...want to

keep or not

PETZ trial needs to 

drop off...cant be 

never ending...define 

term

set up screening

call with

vendor..to see if

paid / unpaid

Would be nice to have

ability to track finance and

business approvals  through

lifecycle and have

reminders  at each step.

trial request form should roll

into service request

form...new vendor

onboarding piece (as paid

trial) just send to VR with

updates...saves time.....

VR notes status tracking

( see dif interations and

notes with

vendor...prevent

duplication of efforts)

Desired

Capabilities

Generic

Process Receive

request

Send

agreement

paperwork

Compliance

& business

review of

vendor

VR intakes

new vendor

(goes to VR

contract flow)

Automated COI

(something like an

automated form back

to the IP that they

acknowledge?)

auto-generated

SPQ/new vendor

setup

track vendor history, name

s/users/relationship history

(why didn't it move forward,

canceled, etc.)

flexibility with

users/pricing (should be

refreshing/updating in

entire process & notify VR

of any changes)

IP confirm

no conflict

of interest

Paid or unpaid?

streamline system

entry of vendor

information

capture more vendor

information in

screening and expand

data we collect

ability store

samples

VA receives

notification,

sets up new

vendor

entitlements

multi-vendor

trials tracked

under

umbrella

"project"

Other processes

or scenarios
Get finance

approval if

paid

Business

Approvals

Flip vendor

to active

provider in

system

collect & store service/risk

management information,

business justification from

users through tool

active tracking of

status/notifications

configurability to react

to needs from

legal/risk when

capturing vendor info

ability to review

service/vendor

descriptions/classifications

and easy change

Requestor

provides business

justification in own

words

Track and see

where we stand

with spend

approvals

Add

competitor/similar

vendor or service

information

negotiate

price

Capability:

NOW

Capability:

SOON

Capability:

LATER

We dont track

former user

feedback. We want

to capture that data

We dont tie NDA to user

or pricing record. We want

to capture more details for

VA like Billing frequency,

licencsing etc

If  yes,

follow up on

back end.

If no, call

and

schedule

demo.

Determine if user

already had demo

with vendor

For terms it gets 

stuck in PETZ 

when the trial is 

over. Need alert.

notification of

need for NDA

System will notify

VR that trial

ended.

System to include user

communication

(especially for feeds) so

we can understand the

requirements

Confirm

business

sponsor/ IP

(ADAPT

example)

If it is UK

based do

we need

C/D letter?

Trial ends.

Capture

feedback.

Trial occurs

and end user

feedback is

captured

Trial ends or service

onboarded

Move to

vendor

onboarding

flow

check

alternatives

flag the type of

note int he system

by VR, VA, MD etc

robust service

classifications in

system allow us  to

easily find similar

services

like amazon

suggested

purchase

confirm if

NDA

ability to track

length of trial

Approval Scenarios

Desired

Capabilities

Generic

Process

Survey

Results

Approvals

Net New

Spend

Approvals

Ad Hoc

Approvals

Renewal

Price

Increase

Approvals

Other processes

or scenarios

Capability:

NOW

Capability:

SOON

Capability:

LATER

Additional Items




