
VENDOR RELATIONSHIP
MANAGEMENT



Introduction
Vendor Relationship Management Training Course focuses on the human and commercial
side of working with external providers. Contracts set the rules, but relationships determine
whether problems get solved quickly or turn into disputes. This programme covers how to
build working relationships with vendors, communicate expectations clearly, run productive
review meetings, and handle disagreement before it hardens. Participants examine vendor
segmentation, communication styles, escalation etiquette, and the behaviours that build or
erode trust. Furthermore, the course connects relationship quality to measurable
commercial outcomes such as service recovery, innovation, and cost flexibility. In addition,
it addresses continuity when vendor contacts or internal owners change. As a result,
attendees can manage vendor relationships deliberately.

Vendor Relationship Management Course Objectives
- Segment vendors and set relationship intensity matched to value and risk.

- Establish clear communication protocols, contacts, and escalation etiquette.

- Build trust with vendors through transparency, reliability, and reciprocity.

- Prepare and chair structured vendor review meetings that stay productive.

- Handle disagreement, performance shortfalls, and disputes constructively.

- Apply negotiation and influencing techniques in vendor conversations.

- Manage difficult vendor behaviours, including avoidance and non-cooperation.

- Link relationship quality to commercial outcomes such as service recovery and innovation.

- Manage relationship continuity across changes of personnel on either side.

- Assess relationship health using structured indicators and periodic reviews.

Course Methodology
- Case studies on vendor relationships that succeeded and failed.



- Role-play of review meetings, escalation calls, and difficult conversations.

- Communication and influencing style exercises with structured feedback.

- Group work on relationship health assessments and continuity planning.

- Structured discussion of conflict scenarios and resolution options.

Who Should Take This Course
- Vendor and supplier relationship managers.

- Procurement and contract officers with vendor contact.

- Operations and service delivery managers.

- IT, facilities, and outsourcing relationship owners.

- Project managers working with external providers.

- Quality and compliance staff liaising with vendors.

- Professionals moving into a vendor-facing role.

Vendor Relationship Management Course Outlines

Day 1: Vendor Segmentation and Relationship Design
- Why relationship quality affects commercial outcomes.

- Segmenting vendors by value, dependence, and risk.

- Choosing relationship intensity and engagement frequency.

- Relationship owner roles and accountability.

- Building the relationship charter and shared expectations.

- Cultural and organisational differences in vendor engagement.

- Workshop: designing a relationship approach for a key vendor.



Day 2: Communication and Trust Building
- Establishing communication protocols, cadence, and channels.

- Clarity of expectations and escalation etiquette.

- Active listening and structured questioning techniques.

- Transparency, reliability, and reciprocity in practice.

- Managing information sharing and confidentiality.

- Building trust after a previous failure or dispute.

- Exercise: designing a communication protocol for a service vendor.

Day 3: Review Meetings and Constructive
Conversations
- Purpose and structure of vendor review meetings.

- Preparing agendas, packs, and pre-read materials.

- Chairing meetings that stay on track and outcome-focused.

- Giving and receiving difficult feedback professionally.

- Documenting actions, owners, and follow-up dates.

- Handling defensive or avoidant vendor responses.

- Role-play: chairing a tense vendor review meeting.

Day 4: Disagreement, Influence, and Conflict Handling
- Sources of vendor disagreement: data, scope, cost, and expectations.

- Interest-based negotiation and influencing approaches.

- Managing escalation without damaging the relationship.

- Mediating between internal stakeholders and vendors.



- Setting boundaries and holding to agreed positions.

- Rebuilding a relationship after a formal dispute.

- Role-play: resolving a cost disagreement with a strategic vendor.

Day 5: Relationship Health, Continuity, and
Improvement
- Indicators of a healthy and an unhealthy vendor relationship.

- Periodic relationship health assessment tools.

- Managing continuity when contacts or owners change.

- Capturing relationship lessons and improving practice.

- Recognising and rewarding strong vendor performance.

- Linking relationship outcomes to commercial results.

- Capstone: presenting a vendor relationship management plan.

Conclusion
By successfully completing Vendor Relationship Management Training Course, participants
will gain a structured command of vendor engagement, communication, and conflict
handling. They will acquire the ability to segment vendors, set engagement approaches,
chair productive reviews, resolve disagreements constructively, and maintain continuity
through change. As a result, they can build vendor relationships that improve service and
reduce friction. Gentex Training Center delivers this programme with a strong focus on
practical conversation practice and real vendor scenarios.

FAQs for the Vendor Relationship Management course



Q1  What is the "Vendor Relationship Management"
course about?
It covers how to work effectively with external vendors  segmenting them by value and risk,
setting engagement approaches, communicating clearly, running productive reviews, and
resolving disagreement constructively.

Q2  What are the key benefits of the "Vendor
Relationship Management" course?
Participants get faster problem resolution, fewer formal disputes, and better cooperation
from vendors during pressure periods. They also handle difficult conversations with more
confidence, which protects both service delivery and the relationship itself.

Q3  What skills will I gain from the "Vendor
Relationship Management" course?
Vendor segmentation and relationship approach design using value and risk criteria;
communication protocol and escalation etiquette design; review meeting preparation,
chairing, and action tracking; and interest-based negotiation, constructive conflict handling,
and relationship health assessment.



Q4  What tools, methods, or standards are covered in
the "Vendor Relationship Management" course?
The course covers value, dependence and risk-based vendor segmentation, relationship
charters with shared expectations, communication protocols and escalation etiquette,
active listening and structured questioning techniques, meeting agendas and pre-read
packs, action logs with owners and follow-up dates, difficult feedback frameworks, interest-
based negotiation and influencing approaches, escalation and mediation procedures,
relationship health assessment tools, and continuity and handover documentation.

Q5  How is the "Vendor Relationship Management"
course applied in real-world practice?
Participants design a relationship approach for a key vendor, build a communication
protocol for a service vendor, chair a tense vendor review meeting role-play, resolve a cost
disagreement with a strategic vendor, and present a vendor relationship management plan.
Each task mirrors the work of vendor relationship owners.


