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Re la t io n s h ip  Ma n a g e m e n t

• Hold  a  con tra ct  kick-off m e e t ing

• Ide n t ify role s  a nd  re sponsib ilit ie s
• Proje ct  Ma na ge rs
• Te chn icia ns / Sta ff
• Fisca l Re pre se n ta t ive s

• Provide  con ta ct  in form a tion  for e a ch  te a m  m e m be r

• Cla rify te rm s a nd  condit ions  

• Are  the re  a ny a ddit iona l s te ps  be fore  work ca n  s ta r t? 
(ba ckground che cks ,  ba dging ,  supply orde ring ,  e tc.)

• Esta blish  goa ls  a nd  obje ct ive s

• Com m unica te  with  the  Ve ndor

• La te  sh ipm e nts

• Da m a ge d goods

• Pe rform a nce  issue s



Th e  I m p o r t a n c e  o f  Re c o r d  Ke e p in g

Esta blishe s  re sponsib ility 

for a ll pa rt ie s  involve d .

Ensure s  m onitoring  of 

de live ra ble s  in  com plia nce  

with  the  te rm s

Se rve s  a s  a  re lia b le  source  

for re solving  d ispu te s  a nd  

m isunde rs ta ndings

Risk Mit iga t ion  –  He lps  

ide n t ify a nd  re duce  

pote n t ia l le ga l a nd  

fina ncia l risks

H o w  a r e  y o u  s t o r in g  y o u r  r e c o r d s ?  D ig i t a l  v s  P a p e r



Co n t r a c t  
Ad m in is t r a t io n  F ile

• Co n t r a c t  Do c u m e n t s

• Co m m u n ic a t io n s

• Re p o r t s

• S h ip p in g  d o c u m e n t s

• P u r c h a s e  O r d e r s

• I n v o ic e s

• Re c e ip t s  a n d  b illin g  d o c u m e n t s

• Pe r fo r m a n c e  r e v ie w s ,  
I n s p e c t io n / Te s t in g  r e p o r t s

• Co n t r a c t  m o d if ic a t io n  d o c u m e n t a t io n

• Lis t  o f  a n y  S t a t e  fu r n is h e d  p r o p e r t y,  
in fo r m a t io n  o r  s e r v ic e s



The  Co n t ra ct  

Ad m in is t r a t o r  is  

re sponsib le  for the  

con tra ct  funct ions  

tha t  a re  pe rform e d 

a fte r a ll pa rt ie s  

ha ve  s igne d  the  

con tra ct  including  

a ny m odifica t ions  to 

the  con tra ct .  

Co n t r a c t  Ad m in is t r a t io n

The  Co n t ra ct  

Ma n a g e r e nsure s  

com plia nce  with  the  

con tra ct  te rm s a nd  

condit ions  while  

g iving  a t te n t ion  to 

the  a ch ie ve m e nt  of 

the  s ta te d  ou tpu t  

a nd  ou tcom e  of the  

con tra ct .

Know wha t  is  in  the  scope  of 
work/ spe cifica t ions  of ta sks / products ,  te rm s  

a nd condit ions

Confirm  De live ra ble s :  re port ing ,  de live ry,  
ta sks  com ple te ,  e tc.  

Pe rform a nce  m on itoring:  In spe ct ions ,  
com plia nce  with  con tra ct  scope  of work/  

spe cifica t ions  of product  

Ma na ge  Con tra ct  Docum e n ts :  Cha nge s ,  
re ne wa ls ,  e xte ns ions ,  pe rform a nce  

re solu t ion ,  pa ym e n t ,  e tc.



Mo n it o r in g  P e r fo r m a n c e :
Co n t r a c t  Q u a lit y  As s u r a n c e  P r o c e s s e s

Re vie w –  thorough ly a na lyze  

con tra ct  docum e n ts  to e nsu re  a ll 

te rm s  a nd  condit ions  a re  cle a rly 

de fine d  a nd  unde rs tood

Monitor –  Con t inuous ly t ra ck 

pe rform a nce  m e trics  a nd  

com plia nce  with  a ll con tra ctua l 

ob liga t ions  th roughou t  the  

con tra ct  life  cycle

Eva lua te  –  Conduct  pe riodic 

a sse ssm e n ts  to de te rm ine  if 

con tra ct  goa ls  a re  be ing  m e t  

a nd  to ide n t ify a re a s  for 

im prove m e n t .  

Wha t  is  your a ge ncy us ing to m on itor pe rform a nce  
th roughou t  the  con tra ct  life  cycle ?



Co n t r a c t  P e r fo r m a n c e  
Ev a lu a t io n  S u r v e y s

• Lis t  o f  c o n t r a c t s  a t  m id - t e r m

• S t a n d a r d  s u r v e y  q u e s t io n s  w it h  r a t in g  
s y s t e m

• An y  a r e a s  “No t  Me e t in g  Ex p e c t a t io n s ” 
w o r k  w it h  CM t o  r e s o lv e

• Do c u m e n t  c o m p la in t s

• No t ify  Ve n d o r  o f  a n y  b r e a c h  o f  c o n t r a c t  
a n d  a c t io n s  t o  c u r e

• O b j e c t iv e  o f  t h is  p r o j e c t  is  t o  a id  in  
c o n t r a c t  m o n it o r in g  a n d  e n s u r in g  t h e  S t a t e  
is  r e c e iv in g  s a t is fa c t o r y  g o o d s  a n d  
s e r v ic e s  fr o m  o u r  Ve n d o r  c o m m u n it y.



1 2 3 N/ A

No t  Me e t in g  Ex p e ct a t io n s Me e t ing  Expe cta t ions Exce e ding  Expe cta t ions Not  Applica ble

Goods/Services are delivered in a timely manner    1 2 3 N/A 

Goods/Services are of good quality     1 2 3 N/A 

Customer support from Vendor is acceptable    1 2 3 N/A

Vendor responds to questions/concerns quickly    1 2 3 N/A 

Vendor’s resolution of issues is appropriate    1 2 3 N/A 

Professionalism of Vendor staff is courteous    1 2 3 N/A

Estimate of goods/services is accurate to final contract expense  1 2 3 N/A

Invoices received are accurate and procedures are followed  1 2 3 N/A

Scope of work/Specifications completed in accordance with contract?  YES  NO

Overall, is the Vendor meeting expectations?     YES  NO

ADDITIONAL COMMENT:  Please provide, or give examples of any failure of the contractor to meet expectations that are 
circled above



R is k  Ma n a g e m e n t  a n d  
Co n f lic t  Re s o lu t io n

• Cr e a t e  a n  in t e r n a l p o lic y  fo r  m a n a g in g  
Ve n d o r  c o m p la in t s  a s s ig n in g  r o le s  a n d  
r e s p o n s ib ilit ie s .  Re fe r e n c e  p o lic y  in  
s o lic it a t io n .  

• DO CUMENT,  DO CUMENT,  DO CUMENT ! ! !

• Mu s t  g iv e  v e n d o r  o p p o r t u n it y  t o  f ix  t h e  
p r o b le m  b y  p r o v id in g  a c t io n s  t o  c u r e .  

• Re fe r e n c e  a ll c o m p la in t s  t o  n o n -
c o m p lia n c e  t o  t h e  c o n t r a c t  la n g u a g e .

• No t ify  t h e  HUB O ff ic e  if  HUB Ve n d o r.

• No t ify  S t a t e w id e  o f  t e r m in a t io n s .



Co n t r a c t  Clo s e o u t  
P r o c e d u r e s

• R e v i e w  –  Ev a lu a t e  c o n t r a c t  d e liv e r a b le s  
a g a in s t  in it ia l r e q u ir e m e n t s

• F i n a l i z a t i o n  –  En s u r e  a ll t e r m s  a n d  
c o n d it io n s  a r e  s a t is fa c t o r ily  m e t

• C o l l e c t i o n  -  Ga t h e r  a ll S t a t e  is s u e d  
e q u ip m e n t  a n d  a c c e s s  b a d g e s .   Clo s e  o u t  
a n y  a c c e s s  t o  S t a t e  s u p p o r t e d  s y s t e m s

• I n v o i c i n g  -  I s s u e  f in a l a c c e p t a n c e  a n d  
p a y m e n t s  

• Ar c h i v i n g  –  S t o r e  c o n t r a c t  d o c u m e n t s  fo r  
fu t u r e  r e fe r e n c e

• Le a r n i n g  –  D o c u m e n t  le s s o n s  le a r n e d



Be s t  
P r a c t ic e s  fo r  
Ef fe c t iv e  
Co n t r a c t  
Ma n a g e m e n t

Do cu m e n t  Cle a r ly  –  e nsu re  a ll te rm s ,  

condit ions ,  a nd  obliga t ions  a re  e xplicit ly 

docum e n te d  to a void  m isunde rs ta ndings

Re g u la r  Re vie w s  –  Conduct  pe riodic 

e va lua t ions  of con tra ct  pe rform a nce  a nd 

a dhe re nce  to ide n t ify a re a s  for im prove m e n t

Tim e ly  Clo s e o u t  –  Im ple m e n t  a  s t ructu re d  

proce ss  for con tra ct  close ou t  to e nsu re  a ll 

obliga t ions  a re  fu lfille d  a nd docum e n te d .  

Did  you  spot  a ny a re a s  whe re  
cou ld  AI he lp?



THANK YOU!
Me r e d it h  S w a r t z ,  N CCM

D e p a r t m e n t  o f  Ad m in is t r a t io n

P u r c h a s in g  D ir e c t o r

Me r e d it h . S w a r t z @ d o a . n c . g o v
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