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� Suppliers are companies
 from whom we purchase 

goods and services

� Contracts are the primary 
tool by which we manage 
interactions with suppliers

� Our interactions with 
suppliers are fundamentally 
zero sum

� Leverage over suppliers is 
the key to value

Traditional Customer
View of Suppliers

� Our key suppliers are
 a source of knowledge, 

expertise, and assets that
 we can leverage to gain 

competitive advantage

� Key supplier relationships 
require formalized 
governance and relationship 
management processes

� In a world of competing 
supply chains, our success

 is tied to that of our key 
suppliers

� Collaboration with our top 
suppliers is the key to value

The Transformational 
Partnering Perspective
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qÜÉ=Ñáêëí=áë=íç=~ëëÉëë=íÜÉ=éçíÉåíá~ä=íç=ÅêÉ~íÉ=~ÇÇáíáçå~ä
ÉÅçåçãáÅ=î~äìÉ=Ñçê=ÄçíÜ=ëáÇÉëK=pìÅÜ=î~äìÉ=ã~ó=í~âÉ
ã~åó=Ñçêãë=EÉKÖKI=ëìééçêíáåÖ=~=ÅìëíçãÉêÛë=Éñé~åëáçå
áåáíá~íáîÉë= áåíç=åÉï=ÖäçÄ~ä=ã~êâÉíëI= ëìééçêíáåÖ=åÉï
éêçÇìÅí= ÇÉîÉäçéãÉåí= áåáíá~íáîÉë= Äó= ÅçåíêáÄìíáåÖ
áåíÉääÉÅíì~ä=éêçéÉêíó=~åÇLçê=oCa=ëí~ÑÑI=çê=Åçää~Äçê~íáåÖ
çå=ã~àçê=ëìééäó=ÅÜ~áå=êÉÉåÖáåÉÉêáåÖ=ÉÑÑçêíë=íç=áãéêçîÉ
íáãÉJíçJã~êâÉí=çê=íç=êÉ~äáòÉ=ÄêÉ~âíÜêçìÖÜ=ÉÑÑáÅáÉåÅáÉë
~åÇ=Åçëí=êÉÇìÅíáçåëI=~åÇ=íÜÉ=äáâÉK

qÜÉ= ëÉÅçåÇ= ÇáãÉåëáçå= áåîçäîÉë= Éî~äì~íáçå= çÑ= íÜÉ
ÅìëíçãÉêÛë= ïáääáåÖåÉëë= íç= Åçää~Äçê~íÉ= áå= ~= íêìÉ
é~êíåÉêëÜáéK=cçê=íê~åëÑçêã~íáçå~ä=ÅìëíçãÉê=é~êíåÉêáåÖ
íç=ïçêâ=ÉÑÑÉÅíáîÉäó=çîÉê=íáãÉI=ãìíì~ä=ÅçããáíãÉåí=áë
êÉèìáêÉÇK=fí=áë=ÇáÑÑáÅìäí=Ñçê=~=ëìééäáÉê=íç=ëÉää=~=íóéÉ=çÑ

O

^í= mCdÛë= OMMP= ^ååì~ä= pÜ~êÉÜçäÇÉêë
jÉÉíáåÖI=`bl=^KdK=i~ÑäÉó= ë~áÇI= �lìê
îáëáçå=áë=íÜ~í=RMB=çÑ=~ää=mCd=ÇáëÅçîÉêó
~åÇ= áåîÉåíáçå= ÅçìäÇ= ÅçãÉ= Ñêçã= çìíëáÇÉ
íÜÉ=Åçãé~åóKÒ

qÜáë= ÅêÉ~íÉë= åÉï= çééçêíìåáíáÉë= Ñçê
ëìééäáÉêëI=~äçåÖ=ïáíÜ=åÉï=êÉèìáêÉãÉåíë=íç
áåîÉëí= áå= íÉÅÜåçäçÖó= ÇÉîÉäçéãÉåíI= åÉï
éêçÅÉëëÉëI= ~åÇ= åÉï= ÉèìáéãÉåí= Ô= ïÜáäÉ
âåçïáåÖ= íÜ~í= íÜÉ= êÉíìêå= çå= ëìÅÜ
áåîÉëíãÉåíë= ÅçìäÇ= ÄÉ= ~í= êáëâ= ÇìÉ= íç= íÜÉ
áåÜÉêÉåí= íÉÅÜåáÅ~ä= ìåÅÉêí~áåíáÉë= çÑ
éêçÇìÅí= ÇÉîÉäçéãÉåíI= ~ë= ïÉää= ~ë= íÜÉ
éçëëáÄáäáíó= çÑ= ÅÜ~åÖÉë= áå= ÅçåëìãÉê
éêÉÑÉêÉåÅÉëK= få= íÜáë= ÅçåíÉñíI= íêìÉ
Åçää~Äçê~íáçå= ÄÉíïÉÉå= ÅìëíçãÉê= ~åÇ
ëìééäáÉêI=åçí=äÉîÉê~ÖÉI=áë=íÜÉ=âÉó=íç=ëìÅÅÉëë
Ñçê=ÄçíÜ=ëáÇÉëK



P

N fÇÉåíáÑóáåÖ=ïÜáÅÜ=ÅìëíçãÉêë=ëÜçìäÇ=ÄÉ=ëíê~íÉÖáÅ
é~êíåÉêëK tÜáäÉ=ã~åó=ÅìëíçãÉêJëìééäáÉê= êÉä~íáçåëÜáéë
ãáÖÜí=ÄÉåÉÑáí=Ñêçã=ÉåÜ~åÅÉÇ=Åçää~Äçê~íáçåI=íÜÉêÉ=~êÉ
äáâÉäó=íç=ÄÉ=çåäó=~=îÉêó=ëã~ää=åìãÄÉê=çÑ=ÅìëíçãÉêë=ïáíÜ
ïÜáÅÜ=~=Åçãé~åó=Å~å=ÅêÉ~íÉ=ÄêÉ~âíÜêçìÖÜ=î~äìÉ= Ñçê
ÄçíÜ=ëáÇÉëK=oÉ~äáò~íáçå=çÑ=ëìÅÜ=î~äìÉ=êÉèìáêÉë=Äêç~ÇÉê
Åçää~Äçê~íáçå= áåîçäîáåÖ= ãçêÉ= éÉçéäÉ= ~åÇ= ÑìåÅíáçå~ä
~êÉ~ë= Ñêçã=ÄçíÜ=Åçãé~åáÉëK= fí=ã~åÇ~íÉë=ÇÉÉéÉê=ÅçäJ
ä~Äçê~íáçå= áåîçäîáåÖ= ãçêÉ= ëÜ~êáåÖ= çÑ= áåÑçêã~íáçåI
ãçêÉ=àçáåí=ÇÉÅáëáçåJã~âáåÖI=~åÇ=ãçêÉ=ëÜ~êáåÖ=çÑ=êáëâë
~åÇ=êÉï~êÇë=íÜ~å=áë=íóéáÅ~ä=áå=ãçëí=ÅìëíçãÉêJëìééäáÉê
êÉä~íáçåëÜáéëK

O ^äáÖåáåÖ=íÜÉ=ëìééäáÉêÛë=~åÇ=ÅìëíçãÉêÛë=ëíê~íÉÖáÉëK
cêçã=íÜÉ=ëìééäáÉêÛë=éÉêëéÉÅíáîÉI=íê~åëÑçêã~íáçå~ä=é~êíJ
åÉêáåÖ=ïáíÜ=âÉó=ÅìëíçãÉêë= áë=~Äçìí=ÉåëìêáåÖ=íÜ~í= íÜÉ
ÄÉåÉÑáíë=íç=íÜÉ=ÅìëíçãÉê=çÑ=ëìÄàÉÅíáåÖ=íÜÉ=ëìééäáÉê=íç
êÉÖìä~ê=ÅçãéÉíáíáîÉ=ÄáÇÇáåÖ=ëáíì~íáçåë=~êÉ=çìíïÉáÖÜÉÇ
Äó=íÜÉ=î~äìÉ=íÜ~í=Å~å=ÄÉ=Ö~áåÉÇ=íÜêçìÖÜ=~=äçåÖJíÉêãI
éêÉÇáÅí~ÄäÉI=ãìíì~ääó=ÅçããáííÉÇ=êÉä~íáçåëÜáéK=qÜáë=âáåÇ
çÑ=êÉä~íáçåëÜáé=êÉèìáêÉë=~=ÜáÖÜ=ÇÉÖêÉÉ=çÑ=íê~åëé~êÉåÅó
~Äçìí=äçåÖ=íÉêã=ëíê~íÉÖáÅ=çÄàÉÅíáîÉë=~åÇ=éä~åëI=~åÇ=íÜÉ
ïáääáåÖåÉëë= ~åÇ= ~Äáäáíó= íç= ÇáëÅìëë= ïÜÉêÉ= ~åÇ= Üçï= íç
~äáÖå=ëíê~íÉÖáÅ=ÇáêÉÅíáçå=~åÇ=áåîÉëíãÉåíëK

P ^äáÖåáåÖ=íÜÉ=ëìééäáÉêÛë=~åÇ=ÅìëíçãÉêÛë=çêÖ~åáò~J
íáçåëK= qê~Çáíáçå~ä= ÅìëíçãÉêJëìééäáÉê= êÉä~íáçåëÜáéë= ~êÉ
ÅÜ~ê~ÅíÉêáòÉÇ=Äó=íÜÉ=Ñ~Åí=íÜ~í=áåíÉê~Åíáçå=áë=ÑçÅìëÉÇ=çå
ÄìóáåÖ= Ñêçã= ~åÇ= ëÉääáåÖ= íç= çåÉ= ~åçíÜÉêK= eÉåÅÉ= íÜÉ
ëíêçåÖÉëí=áåíÉêÑ~ÅÉë=~êÉ=ìëì~ääó=ÄÉíïÉÉå=ë~äÉë=çê=~ÅÅçìåí
ã~å~ÖÉãÉåí=íÉ~ãë=Ñêçã=íÜÉ=ëìééäáÉêI=~åÇ=éêçÅìêÉãÉåí
éêçÑÉëëáçå~äë=~í= íÜÉ=ÅìëíçãÉêK=^= íê~åëÑçêã~íáçå~ä= ÅìëJ
íçãÉêJëìééäáÉê=é~êíåÉêëÜáé= êÉèìáêÉë= áÇÉåíáÑáÅ~íáçå=çÑ= ~ää
íÜÉ=âÉó=ÖÉçÖê~éÜáÅI=ÄìëáåÉëë=ìåáíI=~åÇ=ÑìåÅíáçå~ä=íçìÅÜJ
éçáåíë=ïÜÉêÉ= Åçää~Äçê~íáçå=ÄÉíïÉÉå= ëìééäáÉê= ~åÇ=ÅìëJ
íçãÉê= åÉÉÇë= íç= çÅÅìê= íç= êÉ~äáòÉ= éçíÉåíá~ä= î~äìÉK= _çíÜ
é~êíáÉë=ïáää= åÉÉÇ= íç=~Çàìëí= ÉñáëíáåÖ=éçäáÅáÉëI= áåÅÉåíáîÉëI
~åÇ=ÄìëáåÉëë=éêçÅÉëëÉë=E~åÇ=äáâÉäó=áãéäÉãÉåí=åÉï=çåÉëF
íç=ÉåëìêÉ=íÜ~í=ÖêÉ~íÉê Åçää~Äçê~íáçå=ÇçÉë=áå=Ñ~Åí=çÅÅìêK
qê~åëÑçêã~íáçå~ä=é~êíåÉêáåÖ=êÉèìáêÉë=åçí=çåäó=íÜ~í=åÉï

áåíÉêÑ~ÅÉë= EÉKÖKI=ÄÉíïÉÉå=oCa=çêÖ~åáò~íáçåëF=~êÉ= ÑçêJ
ã~äáòÉÇI=Äìí=~äëç=íÜ~í=ÉñáëíáåÖ=áåíÉêÑ~ÅÉë=EÉKÖKI=p~äÉë=íç
mêçÅìêÉãÉåíF= ~êÉ= ~ÇàìëíÉÇ= ~ë= åÉÉÇÉÇ= ëç= íÜÉó= ~êÉ
~äáÖåÉÇ=ïáíÜI=~åÇ=ëìééçêí=íÜÉ=çîÉê~ää=îáëáçå=~åÇ=ëíê~íÉJ
ÖáÅ=çÄàÉÅíáîÉë=Ñçê=íÜÉ=êÉä~íáçåëÜáéK

Q EoÉF=~äáÖåáåÖ=íÜÉ=ëìééäáÉê=Åçãé~åó=íç=ã~ñáãáòÉ

íÜÉ=î~äìÉ=áí=ÇÉäáîÉêë=íç=íÜÉ=ÅìëíçãÉêK j~åó=Åçãé~åáÉë
Ü~îÉ=í~ìÖÜí=íÜÉáê=ëìééäáÉêë=íÜ~í=�ÇáîáÇÉ=~åÇ=ÅçåèìÉêÒ
~ééêç~ÅÜÉë=íç=ë~äÉë=~åÇ=~ÅÅçìåí=ã~å~ÖÉãÉåí=~êÉ=íÜÉ
ÄÉëí=E~åÇ=éÉêÜ~éë=çåäóF=ï~ó=íç=éêçÑáí~Ääó=Çç=ÄìëáåÉëë
ïáíÜ=íÜÉãK=bîÉå=ïÜÉêÉ=íÜáë= áë=åçí=íÜÉ=Å~ëÉI=ë~äÉë=~åÇ
~ÅÅçìåí=ã~å~ÖÉãÉåí=éêçÅÉëëÉë=~åÇ=êÉëçìêÅÉë=~í=ãçëí
Åçãé~åáÉë=~êÉ=çêÖ~åáòÉÇ=EìåÇÉêëí~åÇ~Ääó=~åÇ=~ééêçJ
éêá~íÉäóF=íç=ã~ñáãáòÉ=ë~äÉëK=sÉêó=ÑÉï=Åçãé~åáÉë=Ü~îÉ
íÜÉ=éçäáÅáÉëI=éêçÅÉëëÉëI=~åÇ=éÉçéäÉ= áå=éä~ÅÉ= íç=Éå~ÄäÉ
ÇÉäáîÉêó=çÑ=ã~ñáãìã=î~äìÉ=íç=íÜÉáê=ãçëí=ëíê~íÉÖáÅ=ÅìëJ
íçãÉêëI=~åÇ=íç=ã~å~ÖÉ=êÉä~íáçåëÜáéë=ïáíÜ=íÜÉã=~ë=é~êíJ
åÉêëÜáéë= ê~íÜÉê= íÜ~å= íê~ÇáåÖ= êÉä~íáçåëÜáéëK= pçãÉïÜ~í
ÅçìåíÉêJáåíìáíáîÉäóI= ÅìëíçãÉê= êÉä~íáçåëÜáéë= ïáíÜ= íÜÉ
éçíÉåíá~ä=íç=ÄÉ=íê~åëÑçêãÉÇ=áåíç=íêìÉ=é~êíåÉêëÜáéë=~êÉ
éêÉÅáëÉäó= íÜçëÉ=ïÜÉêÉ=~= íê~Çáíáçå~ä= ÑçÅìë=çå= íêóáåÖ= íç
áåÅêÉ~ëÉ=ë~äÉë=ïáää=áå=Ñ~Åí=ëìÄJçéíáãáòÉ=íÜÉ=éçíÉåíá~ä=Ñçê
äçåÖ=íÉêã=êÉîÉåìÉ=~åÇ=éêçÑáíK

R jÉ~ëìêáåÖ=íÜÉ=î~äìÉ=çÑ=íÜÉ=ÄìëáåÉëë=êÉä~íáçåëÜáé

~åÇ=íÜÉ=èì~äáíó=çÑ= íÜÉ=ïçêâáåÖ=êÉä~íáçåëÜáé=ÄÉíïÉÉå

é~êíåÉêëK qÜÉ=ãÉíêáÅë=áå=éä~ÅÉ=çå=ÄçíÜ=ëáÇÉë=çÑ=íóéáÅ~ä
ÅìëíçãÉêJëìééäáÉê=êÉä~íáçåëÜáéë=~êÉ=çÑíÉå=áå~ÇÉèì~íÉ=íçI
~åÇ= áå= ã~åó= Å~ëÉë= ÉîÉå= Çáë~ÄäáåÖ= çÑI= íÜÉ= âáåÇë= çÑ
~ÅíáîáíáÉë=íÜ~í=åÉÉÇ=íç=çÅÅìê=áå=~=íêìÉ=é~êíåÉêëÜáéI=~åÇ
çÑ=íÜÉ=ã~ååÉê=áå=ïÜáÅÜ=ÅìëíçãÉê=~åÇ=ëìééäáÉê=åÉÉÇ=íç
áåíÉê~Åí= áå= çêÇÉê= íç= ã~ñáãáòÉ= î~äìÉ= íç= É~ÅÜ= ëáÇÉK
qê~åëÑçêã~íáçå~ä= é~êíåÉêáåÖ= êÉèìáêÉë= ãÉíêáÅë= íÜ~í= ~êÉ
àçáåíäó=ÇÉÑáåÉÇI=ÑçÅìëÉÇ=çå=ëíê~íÉÖáÅ=~åÇ=çÑíÉå=Ü~êÇJíçJ
èì~åíáÑó=î~äìÉI=Eåçí=çåäóI=Äìí=~äëç=åçí=ÉñÅäìÇáåÖI=ãçêÉ
íê~Çáíáçå~ä=ãÉ~ëìêÉë=äáâÉ=Åçëí=ë~îáåÖëF=~åÇ=íÜ~í=ÉñéäáÅáíäó
~ÇÇêÉëë= ~åÇ= Éå~ÄäÉ= ~ÅíáîÉ= ã~å~ÖÉãÉåí= çÑ= íÜÉ
éêçÅÉÇìê~ä ÇáãÉåëáçå= çÑ= íÜÉ= êÉä~íáçåëÜáé= EáKÉKI= íÜÉ
�ëçÑíÒ=ëíìÑÑW=íÜÉ=äÉîÉä=çÑ=íêìëíI=íÜÉ=ÉÑÑáÅáÉåÅó=~åÇ=èì~äáíó
çÑ=ÅçããìåáÅ~íáçåI=íÜÉ=~Äáäáíó=íç=ÉÑÑÉÅíáîÉäó=êÉëçäîÉ=~åÇ
äÉ~êå=Ñêçã=ÇáÑÑÉêÉåÅÉë=~åÇ=ÅçåÑäáÅíëFK

lîÉêîáÉï=çÑ=íÜÉ=âÉó=ÉäÉãÉåíë=çÑ
íê~åëÑçêã~íáçå~ä=ÅìëíçãÉê=é~êíåÉêáåÖ



î~äìÉ=ïÜáÅÜ=íÜÉ=ÅìëíçãÉê=ÇçÉëåÛí=Å~êÉ=~ÄçìíI=çê= íç
ÄìáäÇ=~=ãçêÉ=Åçää~Äçê~íáîÉI=ëíê~íÉÖáÅ=êÉä~íáçåëÜáé=áÑ=íÜÉ
ÅìëíçãÉê=ÇçÉëåÛí=ÄÉäáÉîÉ=áí=áë=áãéçêí~åíK

qÜÉ=ÑçääçïáåÖ=èìÉëíáçåë=~êÉ=~=ìëÉÑìä=ÖìáÇÉ=Ñçê=ëìééäáÉêë
íç= ÉåÖ~ÖÉ= íÜÉáê= âÉó= ÅìëíçãÉêë= áå= ÅçåîÉêë~íáçåë= íç
Éî~äì~íÉ=ïÜÉíÜÉê=çê=åçí=íÜÉêÉ=áë=éçíÉåíá~ä=íç=íê~åëÑçêã
íÜÉ=êÉä~íáçåëÜáé=áåíç=~=ëíê~íÉÖáÅ=é~êíåÉêëÜáéW
■ tÜ~í=~êÉ=íÜÉ=ÅìëíçãÉêÛë=ã~àçê=ëíê~íÉÖáÅ=çÄàÉÅíáîÉë

~åÇ= âÉó= ÅÜ~ääÉåÖÉë\= eçï= ãáÖÜí= ïÉ= ÇÉéäçó= çìê
~ëëÉíë=~åÇ=Å~é~ÄáäáíáÉë=~åÇ=~Çàìëí=çìê=éä~åë=íç=ÄÉííÉê
Éå~ÄäÉ=íÜÉáê=ëìÅÅÉëë\

■ qç=ïÜ~í=ÉñíÉåí=ÇçÉë=íÜÉ=ÅìëíçãÉê=ëÉÉ=ìë=~ë=~ÄäÉ=íç
Éå~ÄäÉ=íÜÉáê=äçåÖJíÉêã=ëìÅÅÉëë=áå=íÜÉ=ï~óë=áå=ïÜáÅÜ
ïÉ=íÜáåâ=ïÉ=~êÉ=~ÄäÉ=íç\

■ tÜ~í= ~êÉ= íÜÉ= ìåÇÉêäóáåÖ= êÉ~ëçåë= íÜÉó= îáÉï= ìë= ~ë
íÜÉó=ÅìêêÉåíäó=Çç\=tÜ~í=áë=çìê ÅçåíêáÄìíáçå\=qÜ~í
áëI=ïÜ~í=~êÉ=ïÉ=ÇçáåÖ=çê=åçí=ÇçáåÖ=íÜ~í=ÅçåíêáÄìíÉë
íç=íÜÉáê=éÉêÅÉéíáçåë=çÑ=ìë\

■ `~å=íÜÉ=ÅìëíçãÉêÛë=éÉêëéÉÅíáîÉ=ÄÉ=ÅÜ~åÖÉÇ\=eçï\
tÜ~í=~êÉ= íÜçëÉ= íÜáåÖë=ìåÇÉê=çìê=ÅçåíêçäI= íÜ~í=ïÉ
Å~å= Çç= ÉîÉå= ïáíÜçìí= íÜÉáê= ~ÅíáîÉ= ëìééçêí= çê
áåîçäîÉãÉåíI=íç=ÄÉÖáå=ÅÜ~åÖáåÖ=Üçï=íÜÉó=îáÉï=ìë\

■ tÜ~í=ïçìäÇ=ïÉ=É~ÅÜ=åÉÉÇ=íç=Çç=ÇáÑÑÉêÉåíäó=áå=çêÇÉê
Ñçê=ìë=íç=ã~âÉ=~=ìåáèìÉ=~åÇ=ëíê~íÉÖáÅ=ÅçåíêáÄìíáçå
íç=çìê=ÅìëíçãÉêÛë=ëìÅÅÉëë\

■ tÜ~í= ~êÉ= íÜÉ= êáëâë= ~åÇ= Åçëíë= Eíç= É~ÅÜ= çÑ= ìëF= çÑ
ã~âáåÖ=ëìÅÜ=ÅÜ~åÖÉë\=^êÉ=íÜÉó=ï~êê~åíÉÇ=áå=äáÖÜí
çÑ=íÜÉ=éçíÉåíá~ä=ìéëáÇÉ=Eíç=É~ÅÜ=çÑ=ìëF\

OK=^äáÖåáåÖ=íÜÉ=ëìééäáÉêëÛ=~åÇ=ÅìëíçãÉêëÛ=ëíê~íÉÖáÉë
låäó= ïÜÉå= ~= ÅìëíçãÉê= Å~å= ëÉÉ= íÜÉ= éçíÉåíá~ä= Ñçê
ëáÖåáÑáÅ~åíäó=ÖêÉ~íÉê=ëíê~íÉÖáÅ=~åÇ=Ñáå~åÅá~ä=î~äìÉ=Ñêçã=~
ëìééäáÉêI=ÇçÉë=íÜ~í=ÅìëíçãÉê=Ü~îÉ=~=ÅçãéÉääáåÖ=êÉ~ëçå
íç=áåíÉê~Åí=ïáíÜ=~=ëìééäáÉê=áå=~=îÉêó=ÇáÑÑÉêÉåíI=ãçêÉ
Åçää~Äçê~íáîÉ=ï~óK=qÜÉó=åÉÉÇ=íç=ëÉÉ=~=êÉíìêå=çå=íÜÉ
~ÇÇáíáçå~ä=áåîÉëíãÉåíI=êáëâI=ã~å~ÖÉãÉåíI=~ííÉåíáçåI
ÅçãéäÉñáíó=~åÇ=çéÉååÉëë=íÜÉó=ïçìäÇ=åÉÉÇ=íç=~ÅÅÉéí
~åÇ=Åçããáí=íç=áå=ëìÅÜ=~=êÉä~íáçåëÜáéK

få=çêÇÉê= íç=ÇÉäáîÉê=ÄêÉ~âíÜêçìÖÜ= ëíê~íÉÖáÅ= î~äìÉI= ~
ëìééäáÉê=ïáää=~äãçëí=ÅÉêí~áåäó=åÉÉÇ=~ÅÅÉëë=íç=~=Äêç~ÇÉê
~åÇ=ãçêÉ=ëÉåáçê=Öêçìé=çÑ=ÅìëíçãÉê=ÉñÉÅìíáîÉë=íÜ~å=áë
íóéáÅ~ä=áå=ãçëí=ÅìëíçãÉêJëìééäáÉê=êÉä~íáçåëÜáéëK=qÜÉ
ëìééäáÉê= åÉÉÇë= íç= ÜÉ~ê= ÑêçãI= ~åÇ= ÄÉ= ~ÄäÉ= íç= ã~âÉ
ëìÖÖÉëíáçåë= íçI= ÉñÉÅìíáîÉë= ïÜç= Ü~îÉ= ~= Äêç~Ç= ~åÇ
ëíê~íÉÖáÅ=îáÉï=çÑ=íÜÉáê=ÄìëáåÉëëI=~åÇ=ïÜç=~êÉ=ÄçíÜ=~ÄäÉ
~åÇ=ïáääáåÖ=íç=íÜáåâ=ÅêÉ~íáîÉäó=~Äçìí=Üçï=íÜÉáê=âÉó
ëìééäáÉêë=Å~å=ÅçåíêáÄìíÉ=íç=ÅçãéÉíáíáîÉ=~Çî~åí~ÖÉ=~åÇ
íÜÉ=äçåÖ=íÉêã=ëìÅÅÉëë=çÑ=íÜÉáê=Åçãé~åóK=qÜÉ=ëìééäáÉê
~äëç=åÉÉÇë=íÜÉ=ÅìëíçãÉê=íç=ÄÉ=ãçêÉ=çéÉå=~åÇ=ïáääáåÖ=íç
ëÜ~êÉ=íÜÉáê=ëíê~íÉÖáÉë=~åÇ=éä~åëK=qÜáë=íóéáÅ~ääó=êÉèìáêÉë
íÜÉ=ëìééäáÉê=~åÇ=ÅìëíçãÉê=íç=éìí=áå=éä~ÅÉ=ëçãÉ=åÉï
�àçáåíÒ=éêçÅÉëëÉë=EÉKÖKI=àçáåí=ÄìëáåÉëë=éä~ååáåÖF=íÜ~í
ïáää= ÉåëìêÉ= êÉÖìä~ê= Çá~äçÖìÉ= ÑçÅìëÉÇ= çå= ÉñéäçêáåÖ
ëíê~íÉÖáÅ=çééçêíìåáíáÉë= íç=ÅêÉ~íÉ= àçáåí=î~äìÉI= ê~íÜÉê
íÜ~å=ëçäÉäó=çå=íÜÉ=éÉêÑçêã~åÅÉ=çÑ=íçÇ~óÛë=ÄìëáåÉëëK

PK=^äáÖåáåÖ=íÜÉ=ëìééäáÉêëÛ=~åÇ=ÅìëíçãÉêëÛ
çêÖ~åáò~íáçåë
qê~åëÑçêã~íáçå~ä=é~êíåÉêáåÖ=áë=~Äçìí=Äêç~ÇÉåáåÖ=~åÇ
ÇÉÉéÉåáåÖ= Åçää~Äçê~íáçå= ÄÉíïÉÉå= ÅìëíçãÉê= ~åÇ
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Figure 1

Transformational Partnering with Customers is about Broadening and Deepening Collaboration
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ëìééäáÉê= ëç= íÜ~í= íÜÉ= éêáã~êó= áåíÉêÑ~ÅÉ= áë= åçí= àìëí
ÄÉíïÉÉå=p~äÉë=~åÇ=mêçÅìêÉãÉåíI=Äìí=áåîçäîÉë=äáåâ~ÖÉë
ÄÉíïÉÉå= j~êâÉíáåÖI= oCaI= mêçÇìÅí= j~å~ÖÉãÉåíI
`ìëíçãÉê= pÉêîáÅÉI= j~åìÑ~ÅíìêáåÖI= ÄìëáåÉëë= ìåáí
äÉ~ÇÉêëI= ~åÇ= íÜÉ= äáâÉ= EpÉÉ= cáÖìêÉ= NFK= qÜáë= âáåÇ= çÑ
êÉä~íáçåëÜáé=Éå~ÄäÉë=é~êíåÉêë=íç=ëéçí=~åÇ=Å~éáí~äáòÉ=çå
çééçêíìåáíáÉë= íç= ÅêÉ~íÉ= î~äìÉ= íçÖÉíÜÉêI= íÜÉêÉÄó
íê~åëÑçêãáåÖ= ~= ëáãéäÉ= íê~ÇáåÖ= êÉä~íáçåëÜáé= áåíç
ëçãÉíÜáåÖ=ãìÅÜ=ãçêÉ=î~äì~ÄäÉ=~åÇ=Çìê~ÄäÉK=få=çêÇÉê
íç=ã~âÉ=íÜáë=ïçêâI=Åçãé~åáÉë=~äëç=åÉÉÇ=íç=äççâ=~í=íÜÉáê
çïå=çêÖ~åáò~íáçåë=~åÇ=ÄêÉ~â=Ççïå=Ä~êêáÉêë=íÜ~í=âÉÉé
íÜÉã= Ñêçã= ïçêâáåÖ= ïÉää= ÅêçëëJÑìåÅíáçå~ääó= ~åÇLçê
~Åêçëë=ÄìëáåÉëë=ìåáíëI=ïÜáÅÜ=áå=íìêå=äáãáíë=íÜÉáê=~Äáäáíó
íç=ÄÉ=~=ÖççÇ=é~êíåÉê=íç=íÜÉáê=ÅìëíçãÉêëK

QK=oÉJ~äáÖåáåÖ=íÜÉ=ëìééäáÉê=Åçãé~åó=íç=ã~ñáãáòÉ
íÜÉ=î~äìÉ=áí=ÇÉäáîÉêë=íç=íÜÉ=ÅìëíçãÉê
qÜÉ= ÅÜ~êí= ÄÉäçï= êÉéêÉëÉåíë= däçÄ~ä= qÉäÉÅçãI= ~
ÑáÅíáçå~ä=å~ãÉ=Äìí=~= êÉ~ä=Åçãé~åóI=ïÜáÅÜ=éêçîáÇÉë
íÉäÉÅçããìåáÅ~íáçåë= ëçäìíáçåë= íç= íÜÉ= däçÄ~ä= OMMMK
qÜáë=áë=ïÜ~í=íÜÉó=äççâÉÇ=äáâÉ=ÄÉÑçêÉ=áãéäÉãÉåíáåÖ=~
qê~åëÑçêã~íáçå~ä=`ìëíçãÉê=m~êíåÉêáåÖ=éêçÖê~ã=Ñçê
íÜÉáê=âÉó=ÅìëíçãÉêëK

däçÄ~ä=qÉäÉÅçã=ÉñÉãéäáÑáÉÇ=íÜêÉÉ=Åçããçå=áåíÉêå~ä

Ä~êêáÉêë= íç= íê~åëÑçêã~íáçå~ä= é~êíåÉêáåÖ= ïáíÜ= âÉó
ÅìëíçãÉêëK=qÜÉó=~êÉ=ÇÉëÅêáÄÉÇ=ÄÉäçïK

áKF=kç=çåÉ=íÉ~ã=çê=ÉñÉÅìíáîÉ=çêÅÜÉëíê~íáåÖ=~ÅíáîáíáÉë
~åÇ=êÉëçìêÅÉë=~Åêçëë=Çáîáëáçåë
^ë= Å~å= ÄÉ= ëÉÉå= áå= cáÖìêÉ= OI= däçÄ~ä= qÉäÉÅçãÛë
çêÖ~åáò~íáçå=ëíêìÅíìêÉ=ï~ë=ÑçÅìëÉÇ=~êçìåÇ=éêçÇìÅí
~åÇ=ÖÉçÖê~éÜáÅ=ëáäçëI=~åÇ=ä~ÅâÉÇ=~=ÅçÜÉëáîÉI=ÅìëíçãÉêJ
ÅÉåíêáÅ=ÑçÅìëK=qÜáë=ëáÖåáÑáÅ~åíäó=Ü~ãéÉêÉÇ=íÜÉáê=~Äáäáíó
íç= ÄçíÜ= áÇÉåíáÑóI= ~åÇ= ÉñÉÅìíÉ= çåI= çééçêíìåáíáÉë= íç
ÇÉäáîÉê= ~ÇÇáíáçå~ä= î~äìÉ= íç= íÜÉáê= âÉó= ÅìëíçãÉêëI
é~êíáÅìä~êäó=Ñçê=íÜÉ=ãçêÉ=ëíê~íÉÖáÅ=çééçêíìåáíáÉë=íÜ~í
Åìí= ~Åêçëë= íÜÉ= ÅìëíçãÉêÛë= ÄìëáåÉëë= ~åÇ= ÖÉçÖê~éÜáÅ
ìåáíëK= däçÄ~ä= qÉäÉÅçã= Ü~Ç= çîÉê= OM= ÄìëáåÉëë= ìåáíë
áåÇÉéÉåÇÉåíäó=Å~ääáåÖ=çå=~=ëáåÖäÉ=ëíê~íÉÖáÅ=ÅìëíçãÉê
ïáíÜ= åç= çîÉê~ää= ~ÅÅçìåí= ëíê~íÉÖó= çê= ÅççêÇáå~íáçåK
däçÄ~ä=qÉäÉÅçãÛë=OM=ÄìëáåÉëë=ìåáíë=ïÉêÉ=ëÉääáåÖ=áåíç=NO
çÑ= íÜÉ= ÅìëíçãÉêÛë= çêÖ~åáò~íáçå~ä= ìåáíë= EÑìåÅíáçå~äI
éêçÇìÅí=~åÇ=ÖÉçÖê~éÜáÅFI= ~åÇ= áå= ëÉîÉê~ä=Å~ëÉë= íÜÉó
ÑçìåÇ=íÜÉó=ïÉêÉ=ÅçãéÉíáåÖ=~Ö~áåëí=íÜÉãëÉäîÉë=Ñçê=åÉï
ÄìëáåÉëë=~ë=íÜÉ=ÅìëíçãÉê=éä~óÉÇ=çåÉ=ìåáí=çÑÑ=~Ö~áåëí
~åçíÜÉêK=qÜÉó=ïÉêÉ=ï~ëíáåÖ=íÜÉáê=~åÇ=íÜÉ=ÅìëíçãÉêÛë
íáãÉI=ÅçåÑìëáåÖ=íÜÉáê=ÅìëíçãÉê=ïáíÜ=ãáñÉÇ=ãÉëë~ÖÉëI
~åÇ=ìå~ÄäÉ=íç=ëéçí=ÅêÉ~íáîÉ=ï~óë=íç=áåíÉÖê~íÉ=çÑÑÉêáåÖë
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Figure 2
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íç=~ÇÇ=ÖêÉ~íÉê=î~äìÉ=íç=íÜÉ=ÅìëíçãÉêK=

ááKF=i~Åâ=çÑ=áåíÉêå~ä=~äáÖåãÉåí
däçÄ~ä=qÉäÉÅçã=Ü~Ç=åç=çîÉê~êÅÜáåÖ=~ÅÅçìåí=ëíê~íÉÖó
Ñçê= íÜáë= âÉó= ÅìëíçãÉêI= ~åÇ= åç= çåÉ= ïáíÜáå= däçÄ~ä
qÉäÉÅçã= ï~ë= êÉëéçåëáÄäÉ= Ñçê= ÉåëìêáåÖ= íÜ~í= î~êáçìë
ÄìëáåÉëë=ÇÉîÉäçéãÉåí=áåáíá~íáîÉë=ïÉêÉ=äáåâÉÇ=íç=íÜÉ
ÅìëíçãÉêÛë=ãçëí=áãéçêí~åí=áåáíá~íáîÉëK=få=~ÇÇáíáçåI=åç
çåÉ=Ü~Ç=íÜÉ=êÉëéçåëáÄáäáíó=Ñçê=Éñ~ãáåáåÖ=ëçäìíáçåë=íÜ~í
ïÉêÉ=ëçäÇ=íç=íÜÉ=ÅìëíçãÉê=íç=áÇÉåíáÑó=ÉÑÑáÅáÉåÅáÉë=~åÇ
Åçëí=ë~îáåÖë=çééçêíìåáíáÉëI=çê=íç=áÇÉåíáÑó=çééçêíìåáíáÉë
Ñçê= áååçî~íáçåI= ïÜáÅÜ= ÅçìäÇ= ÄÉåÉÑáí= íÜÉ= ÅìëíçãÉê
ïáíÜçìí=ë~ÅêáÑáÅáåÖ=éêçÑáí=ã~êÖáåK

däçÄ~ä=qÉäÉÅçãÛë=ÅìëíçãÉêë=ïÉêÉ=ëÉÉâáåÖ=åçí=çåäó=Åçëí
ë~îáåÖëI=Äìí=~äëç=ÖêÉ~íÉê=éêáÅÉLÅçëí=íê~åëé~êÉåÅó=~åÇ
éêÉÇáÅí~ÄáäáíóK=_ìí=~í=däçÄ~ä=qÉäÉÅçãI=ëçãÉ=Çáîáëáçåë
Ü~Ç=~=�iÉíÛë=ÄÉ=çééçêíìåáëíáÅ=~åÇ=Öê~Ä=~ë=ãìÅÜ=ã~êÖáå
~ë=ïÉ=Å~å=áå=íÜÉ=ëÜçêí=íÉêãÒ=ëíê~íÉÖóI=ïÜáäÉ=çíÜÉêë=ïÉêÉ
íêóáåÖ=íç=Öç=íç=ã~êâÉí=ïáíÜ=~=ëíê~íÉÖó=~åÇ=ãÉëë~ÖÉ=çÑ
�tÉ= ~êÉ= ëÉÉâáåÖ= äçåÖJíÉêã= êÉä~íáçåëÜáéë= ïáíÜ= çìê
ÅìëíçãÉêëX= äÉíÛë= éêáÅÉ= Ñçê= ã~êâÉí= ëÜ~êÉI= ëÜ~êÉ
éêçÇìÅíáîáíó=Ö~áåë=ïáíÜ=íÜÉ=ÅìëíçãÉêI=~åÇ=Éñé~åÇ=çìê
êÉä~íáçåëÜáéëI=ïÜáäÉ=ëíáää=ã~âáåÖ=~å=~ÅÅÉéí~ÄäÉ=ã~êÖáåKÒ
kÉÉÇäÉëë= íç= ë~óI= íÜÉ= ä~ííÉê= ãÉëë~ÖÉ= ï~ë= ÖêÉ~íäó
ìåÇÉêãáåÉÇ=Äó=íÜÉ=ÄÉÜ~îáçê=çÑ=íÜçëÉ=däçÄ~ä=qÉäÉÅçã
Çáîáëáçåë=éìêëìáåÖ=~=ãçêÉ=çééçêíìåáëíáÅI=ëÜçêíJíÉêã
ÑçÅìëÉÇ=ÖçJíçJã~êâÉí=ëíê~íÉÖóK=tÉ=~êÉ=åçí=ë~óáåÖ=íÜ~í
íÜÉ=ä~ííÉê=ëíê~íÉÖó=áë=�êáÖÜíÒ=~åÇ=íÜÉ=ÑçêãÉê=ëíê~íÉÖó=áë
�ïêçåÖKÒ=_çíÜ=Ü~îÉ=íÜÉáê=íáãÉ=~åÇ=éä~ÅÉ=ÇÉéÉåÇáåÖ=çå
ã~êâÉí=ëáòÉ=~åÇ=ã~íìêáíóI=ÅçãéÉíáíáîÉ=éêÉëëìêÉëI=~åÇ
íÜÉ= äáÑÉÅóÅäÉ=ëí~ÖÉ=çÑ= íÜÉ=éêçÇìÅíë=çê=íÉÅÜåçäçÖó= áå
èìÉëíáçåK=qÜÉ=éçáåí=áë=íÜ~í=áí=áë=Éñíê~çêÇáå~êáäó=ÇáÑÑáÅìäíI
áÑ=åçí=áãéçëëáÄäÉI=Ñçê=é~êí=çÑ=~=Åçãé~åóI=~=ëáåÖäÉ=Çáîáëáçå
çê=ÄìëáåÉëë=ìåáíI=íç=ëìÅÅÉëëÑìääó=áãéäÉãÉåí=çå=áíë=çïå=~
äçåÖJíÉêãI= ÑçÅìëÉÇI= ãçêÉ= Åçää~Äçê~íáîÉ= é~êíåÉêáåÖ
~ééêç~ÅÜ= ïáíÜ= âÉó= ÅìëíçãÉêëK= qê~åëÑçêã~íáçå~ä
ÅìëíçãÉê= é~êíåÉêáåÖ= êÉèìáêÉë= ~å= ÉåíÉêéêáëÉ= äÉîÉä
~ééêç~ÅÜI= ïÜáÅÜ= ãÉ~åë= ~ÅíáîÉ= ëéçåëçêëÜáé= ~åÇ
áåîçäîÉãÉåí=Ñêçã=ÉñÉÅìíáîÉ=ã~å~ÖÉãÉåíK

áááKF=få~ÇÉèì~íÉ=ãÉíêáÅë=~åÇ=ãáë~äáÖåÉÇ=áåÅÉåíáîÉ
ëóëíÉãë
`ìëíçãÉê= ãÉíêáÅë= ~í= däçÄ~ä= qÉäÉÅçã= ïÉêÉ= ~äãçëí
ÉñÅäìëáîÉäó=ÑçÅìëÉÇ=~í=íÜÉ=ÄìëáåÉëë=ìåáí=äÉîÉäK=qÜÉêÉ
ï~ë= ëáãéäó= åç= ï~ó= íç= Éî~äì~íÉ= çîÉê~ää= î~äìÉ= ÄÉáåÖ
êÉ~äáòÉÇ=Ñêçã=âÉó=ÅìëíçãÉê=êÉä~íáçåëÜáéëK=fåëíÉ~ÇI=É~ÅÜ
ÄìëáåÉëë= ìåáí= Ü~Ç= íÜÉáê= çïå= äáãáíÉÇ= îáÉï= çÑ= âÉó
ÅìëíçãÉê=~ÅÅçìåíëK=jìÅÜ=äáâÉ=íÜÉ=î~êáçìë=ÄäáåÇ=ãÉå
EÉ~ÅÜ=íçìÅÜáåÖ=~=é~êí=çÑ=~å=ÉäÉéÜ~åíF=ïÜç=ÑêìáíäÉëëäó

ÇÉÄ~íÉ=ïÜÉíÜÉê=ÉäÉéÜ~åíë=~êÉ=äáâÉ=ëå~âÉë=EíêìåâFI=çê
Å~ãÉäë= Eí~áäFI= çê= ëçãÉíÜáåÖ= ÉäëÉI= åç= çåÉ= ~í= däçÄ~ä
qÉäÉÅçã=Ü~Ç=íÜÉ=Ç~í~=íç=ã~âÉ=íê~ÇÉJçÑÑë=çê=íç=ëéçí=~åÇ
Éî~äì~íÉ= Åêçëë= ÄìëáåÉëëJìåáí= çééçêíìåáíáÉë= ~åÇ
ëçäìíáçåë=~í=âÉó=ÅìëíçãÉêëK

jçêÉçîÉêI=~äãçëí=~ää=ãÉíêáÅë=ïÉêÉ=å~êêçïäó=ÑçÅìëÉÇ=çå
ë~äÉë=~åÇ=ã~êÖáåK=qÜÉêÉ=ïÉêÉ=~äãçëí=åç=ãÉíêáÅë=íç
Éî~äì~íÉ=íÜÉ=ëíê~íÉÖáÅ=çê=çîÉê~ää=Ñáå~åÅá~ä=î~äìÉ=ÄÉáåÖ
ÇÉäáîÉêÉÇ=íç=ÅìëíçãÉêëI=çê=íç=ãÉ~ëìêÉ=íÜÉ=èì~äáíó=çÑ=íÜÉ
ïçêâáåÖ= êÉä~íáçåëÜáéI= íÜÉ= äÉîÉä= çÑ= íêìëí= ~åÇ
ÉÑÑÉÅíáîÉåÉëë=çÑ=ÅçããìåáÅ~íáçå=íÜ~í=~êÉ=ëç=ÉëëÉåíá~ä=íç
ÄìáäÇáåÖ= ~åÇ= ã~áåí~áåáåÖ= ÉÑÑÉÅíáîÉ= é~êíåÉêëÜáéëK
`çåëÉèìÉåíäóI= äáííäÉ= ~ííÉåíáçå= ï~ë= é~áÇ= íç= ëìÅÜ
ÇáãÉåëáçåë=çÑ=ÅìëíçãÉê=êÉä~íáçåëÜáéëK

kçí=ëìêéêáëáåÖäóI=ãçëí=ë~äÉëéÉçéäÉ=~í=däçÄ~ä=qÉäÉÅçã
ïÉêÉ=ãçíáî~íÉÇ=íç=èìáÅâäó=ÅäçëÉ=íÜÉ=åÉñí=ÇÉ~äK=qÜÉó
ä~ÅâÉÇ=íÜÉ=áåÅäáå~íáçå=~åÇ=ëâáääë=íç=äÉ~êå=~Äçìí=íÜÉáê=âÉó
ÅìëíçãÉêëÛ= ÄìëáåÉëëÉëK= qÜÉó= ë~ï= ÇÉîÉäçéãÉåí= ~åÇ
éìêëìáí=çÑ=ÅêçëëJìåáí=ëçäìíáçåë=~ë=Ñ~ê=ãçêÉ=ÇáÑÑáÅìäí=~åÇ
äÉëë=äáâÉäó=íç=ÄÉ=êÉÅçÖåáòÉÇ=~åÇ=êÉï~êÇÉÇ=áåíÉêå~ääó
íÜ~å=ëáãéäó=ëÉääáåÖ=íÜÉáê=çïå=ÇáîáëáçåÛë=éêçÇìÅíë=çê
ëÉêîáÅÉëK=^åÇ= áå= íÜÉáê= Ç~óJíçJÇ~ó= áåíÉê~Åíáçåë=ïáíÜ
ÅìëíçãÉê= ÅçìåíÉêé~êíëI= íÜÉó= ÄÉÜ~îÉÇ= äáâÉ= îÉåÇçêë
íêóáåÖ= íç= ã~âÉ= íÜÉ= åÉñí= ë~äÉI= åçí= äáâÉ= íÜÉ= íêìëíÉÇ
~Çîáëçêë=~åÇ=ëíê~íÉÖáÅ=ÄìëáåÉëë=é~êíåÉêë=íÜÉó=Ü~Ç=íÜÉ
éçíÉåíá~ä=íç=ÄÉK

RK=jÉ~ëìêáåÖ=íÜÉ=î~äìÉ=çÑ=íÜÉ=çîÉê~ää=ÄìëáåÉëë
êÉä~íáçåëÜáéI=~åÇ=íÜÉ=èì~äáíó=çÑ=íÜÉ=ïçêâáåÖ
êÉä~íáçåëÜáé=ÄÉíïÉÉå=é~êíåÉêë
qÜÉ=ãÉíêáÅë=ÇÉëáÖåÉÇ=Ñçê=íóéáÅ~ä=ÅìëíçãÉêJëìééäáÉê
êÉä~íáçåëÜáéë=çÑíÉå=~êÉåÛí=~ééêçéêá~íÉ=íç=ëìééçêí=~=íêìÉ
é~êíåÉêëÜáéK= cçê= Éñ~ãéäÉI= ãÉíêáÅë= ïÜáÅÜ= áåîçäîÉ
áãéçëáíáçå=çÑ=éÉå~äíáÉë=Ñçê=ÇÉäáîÉêó=çê=èì~äáíó=éêçÄäÉãë
Å~å= çÑíÉå= ÅêÉ~íÉ= ~å= ~ÇîÉêë~êá~ä= Çóå~ãáÅ= ÄÉíïÉÉå
ëìééäáÉê=~åÇ=ÅìëíçãÉê=ïÜáÅÜ=~Åíì~ääó=ã~âÉë=áí=ãçêÉ
ÇáÑÑáÅìäí= íç= Çá~ÖåçëÉ= ~åÇ= ëçäîÉ= ÅçãéäÉñ= éêçÄäÉãëK
fêçåáÅ~ääóI=íÜÉ=îÉêó=�áåÅÉåíáîÉëÒ=ÅêÉ~íÉÇ=íç=íêó=íç=ÖÉí
ÄÉííÉê=éÉêÑçêã~åÅÉ=~åÇ=î~äìÉ=Ñêçã=íÜÉ=ëìééäáÉê=ã~ó
ëÜ~éÉ=áåíÉê~Åíáçåë=ÄÉíïÉÉå=ÅìëíçãÉê=~åÇ=ëìééäáÉê=ëí~ÑÑ
áå= ëìÅÜ= ~= ï~ó= ~ë= íç= ~Åíì~ääó= ìåÇÉêãáåÉ= áãéêçîÉÇ
éÉêÑçêã~åÅÉK= pìÅÜ= éÉå~äíáÉë= Å~å= ã~âÉ= ëìééäáÉêë
êÉäìÅí~åí=íç=åçíáÑó=ÅìëíçãÉêë=çÑ=éçíÉåíá~ä=éêçÄäÉãë
É~êäó=Ô=ÄÉÑçêÉ=íÜÉó=ÄÉÅçãÉ=Åçëíäó=~åÇ=ãçêÉ=ÇáÑÑáÅìäí=íç
ëçäîÉ=Ô=çê=íç=ÇáëÅäçëÉ=~ää=íÜÉ=áåÑçêã~íáçå=ïÜáÅÜ=ïçìäÇ
Éå~ÄäÉ=ÉÑÑáÅáÉåí=~åÇ=ÉÑÑÉÅíáîÉ=éêçÄäÉãJëçäîáåÖK

få=~=íê~åëÑçêã~íáçå~ä=é~êíåÉêëÜáéI=íÜÉ=ï~ó=ÇÉÅáëáçåë
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~êÉ=ã~ÇÉI=ÅçåÑäáÅí=áë=êÉëçäîÉÇI=áëëìÉë=~êÉ=ÉëÅ~ä~íÉÇI=~åÇ
éêçÄäÉãë=~êÉ=ëçäîÉÇ=ëéêáåÖë=Ñêçã=~=ÄÉäáÉÑ=íÜ~í=ëìÅÅÉëë
Ñçê=É~ÅÜ=ëáÇÉ=ÇÉéÉåÇë=çå=ëìÅÅÉëë=Ñçê=íÜÉ=çíÜÉêI=~åÇ=Ñêçã
~=ÅçããáíãÉåí=íç=ÅêÉ~íáîÉ=àçáåíJéêçÄäÉã=ëçäîáåÖ=áå=íÜÉ
Ñ~ÅÉ=çÑ=ÇáÑÑÉêÉåÅÉë=çê=ÇáÑÑáÅìäíóK=_ó=Åçåíê~ëíI=íê~Çáíáçå~ä
ÅìëíçãÉêJëìééäáÉê= êÉä~íáçåëÜáéë= ~êÉ= ÖÉåÉê~ääó
ÅÜ~ê~ÅíÉêáòÉÇ= Äó= ~å= áãéäáÅáí= çê= ÉñéäáÅáí= ÄÉäáÉÑ= íÜ~í
áåíÉê~Åíáçåë=~êÉ=òÉêç=ëìã=EãçêÉ=Ñçê=óçì=áë=äÉëë=Ñçê=ãÉI
~åÇ= îáÅÉ= îÉêë~FI= ÚÖçííÅÜ~ëÛ= Äó= íÜÉ= ÅìëíçãÉêI
ÇÉÑÉåëáîÉåÉëë=çå=íÜÉ=é~êí=çÑ=íÜÉ=ëìééäáÉêI=~åÇ=çÑíÉå=äÉëë
î~äìÉI= áå= íÜÉ= ÉåÇI= Ñçê= ÄçíÜK= qê~åëÑçêã~íáçå~ä
é~êíåÉêáåÖ= êÉèìáêÉë= ÑìåÇ~ãÉåí~ääó= åÉï= ï~óë= çÑ
áåíÉê~ÅíáåÖ=íçÖÉíÜÉêI=~åÇ=íÜ~í=áå=íìêå=íóéáÅ~ääó=êÉèìáêÉë
ÑìåÇ~ãÉåí~ääó= ÇáÑÑÉêÉåí= âáåÇë= çÑ= ãÉíêáÅëW= ãçêÉ
ëíê~íÉÖáÅ=ãÉíêáÅëI=~åÇ=ÑÉïÉê=í~ÅíáÅ~ä=çåÉëX=ãçêÉ=ëÜ~êÉÇ
ãÉíêáÅë=~åÇ=ÑÉïÉê=ìåáä~íÉê~ä=çåÉëK

qê~åëÑçêã~íáçå~ä=m~êíåÉêáåÖW=^äáÖåãÉåí=`Ü~ääÉåÖÉë
~åÇ=íÜÉ=ÅêáíáÅ~ä=êçäÉ=çÑ=íÜÉ=oÉä~íáçåëÜáé=ã~å~ÖÉê

páãéäó= ä~ÄÉäáåÖ= ~= ÅìëíçãÉê= ~ë= ~= �é~êíåÉêÒ= ~åÇ
íÜêçïáåÖ= ãçêÉ= ÇÉÇáÅ~íÉÇ= êÉëçìêÅÉë= ~í= íÜÉã= áë= åçí
ÉåçìÖÜK=qê~åëÑçêãáåÖ=~=ÅìëíçãÉê=êÉä~íáçåëÜáé=áåíç=~
íêìÉ=é~êíåÉêëÜáé=êÉèìáêÉë=éÉêëì~ëáîÉäó=ÇÉãçåëíê~íáåÖ
íÜÉ=î~äìÉ=íÜÉ=ÅìëíçãÉê=ëí~åÇë=íç=Ö~áåI=áåîçäîáåÖ=íÜÉ
ÅìëíçãÉê=áå=éä~ååáåÖ=~åÇ=áãéäÉãÉåíáåÖ=ëáÖåáÑáÅ~åí
ÅÜ~åÖÉë= íç= éçäáÅáÉë= ~åÇ= ÄìëáåÉëë= éêçÅÉëëÉëI= ~åÇ
Ö~ìÖáåÖ=íÜÉáê=ïáääáåÖåÉëë=íç=éä~ó=~ÅÅçêÇáåÖ=íç=ÅÜ~åÖÉÇ
êìäÉë= ~åÇ= íç= Åçããáí= ~ÇÇáíáçå~ä= êÉëçìêÅÉë= íç= íÜÉ
êÉä~íáçåëÜáéK

`Ü~åÖáåÖ=~åÇ=~äáÖåáåÖ=íÜÉ=ÅçääÉÅíáîÉ=~ëëìãéíáçåë=~åÇ
ÄÉäáÉÑë=ÜÉäÇ=Äó=ãóêá~Ç=áåÇáîáÇì~äë=~í=ãìäíáéäÉ=äÉîÉäë=çÑ
ã~å~ÖÉãÉåí=ïáíÜáå=~=Åçãé~åóI=ãìÅÜ=äÉëë=ÄÉíïÉÉå
Åçãé~åáÉëI=áë=~=ÅçãéäÉñ=í~ëâI=~åÇ=ÅçÇáÑóáåÖ=ÄÉäáÉÑë=áå
íÜÉ=Ñçêã=çÑ=íÜÉ=çêÖ~åáò~íáçå~ä=éçäáÅáÉë=~åÇ=ÄìëáåÉëë
éêçÅÉëëÉë=íÜ~í=ëÜ~éÉ=íÜÉ=ï~ó=áåÇáîáÇì~äë=áåíÉê~Åí=áë=~ë
ÅêáíáÅ~ä= ~ë= áí= áë= ÇáÑÑáÅìäíK= ^ë= ïáíÜ= çíÜÉê= âáåÇë= çÑ
ëáÖåáÑáÅ~åí=ÅÜ~åÖÉI=íÜÉ=Ñáêëí=ëíÉé=çå=íÜÉ=é~íÜ=íç=ëìÅÅÉëë
áë=~å=ÜçåÉëí=êÉÅâçåáåÖ=ïáíÜ=íÜÉ=ã~ÖåáíìÇÉ=çÑ=íÜÉ=í~ëâK
pÉåáçê=ÉñÉÅìíáîÉë=çå=ÄçíÜ=ëáÇÉë=åÉÉÇ=íç=êÉÅçÖåáòÉ=íÜÉ
éÉêî~ëáîÉåÉëë=~åÇ=ÇÉéíÜ=çÑ=ÉåÖê~áåÉÇ=~ëëìãéíáçåë=~åÇ
~ííáíìÇÉë=íÜ~í=êìå=ÇáêÉÅíäó=ÅçìåíÉê=íç=íê~åëÑçêã~íáçå~ä
é~êíåÉêáåÖK

låÉ=çÑ=íÜÉ=ãçêÉ=Ñêìëíê~íáåÖ=ÅÜ~ääÉåÖÉë=Ñçê=Åçãé~åáÉë
íêóáåÖ=íç=íê~åëÑçêã=íÜÉáê=âÉó=ÅìëíçãÉê=êÉä~íáçåëÜáéë
áåíç= Åçää~Äçê~íáîÉ= é~êíåÉêëÜáéë= áë= íÜÉ= ÇáÑÑÉêÉåí
éêáçêáíáÉë=~åÇ=éÉêÅÉéíáçåë=çÑ=î~äìÉ=íÜ~í=íóéáÅ~ääó=Éñáëí
ìé=~åÇ=Ççïå=íÜÉ=ÅìëíçãÉêÛë=çêÖ~åáò~íáçå~ä=ÜáÉê~êÅÜóK
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^í=çåÉ=äÉ~ÇáåÖ=áåÑçêã~íáçå=íÉÅÜåçäçÖó=ÑáêãI=íÜÉ
áåÇÉéÉåÇÉåÅÉ=çÑ=ëÉîÉê~ä=ÄìëáåÉëë=ìåáíë=ãÉ~åí=íÜ~í
ÅìëíçãÉêë=ïÉêÉ=ëÉêîÉÇ=~ÅÅçêÇáåÖ=íç=Üçï=ëíêçåÖäó
î~êáçìë=ÄìëáåÉëë=ìåáí=äÉ~ÇÉêë=éìëÜÉÇ=íÜÉáê=~ÖÉåÇ~ë
~åÇ=åÉÉÇ=Ñçê=êÉëçìêÅÉëK=_ÉÅ~ìëÉ=~ääçÅ~íáçå=çÑ=ëí~ÑÑI
ã~åìÑ~ÅíìêáåÖ=Å~é~ÅáíóI=ëÅÜÉÇìäáåÖ=éêáçêáíáÉëI=~åÇ
çíÜÉê=ÇÉÅáëáçåë=~Äçìí=Üçï=íç=ëÉêîÉ=ÅìëíçãÉêë=ïÉêÉ
ÇêáîÉå=áå=ä~êÖÉ=é~êí=Äó=çêÖ~åáò~íáçå~ä=éçäáíáÅë=~åÇ
ëí~íìëI= íÜÉ= êÉëìäíë=ïÉêÉ=éìòòäáåÖ=Ô= áåÇÉÉÇ= íÜÉó
çÑíÉå=ëÉÉãÉÇ=~êÄáíê~êó=çê=ÉîÉå=ê~åÇçã=Ô=íç=âÉó
ÅìëíçãÉêëK= qÜáë= âáåÇ= çÑ= ìåéêÉÇáÅí~Äáäáíó= äÉÇ
ÅìëíçãÉêë= íç= ÄÉ= ëìëéáÅáçìë= çÑ= íÜÉ= ëìééäáÉêÛë
~ëëìê~åÅÉë=íÜ~í=íÜÉó=ïÉêÉ=áãéçêí~åí=~åÇ=ïçìäÇ=ÄÉ
íÜÉ=êÉÅáéáÉåí=çÑ=åÉïI=ÅìííáåÖ=ÉÇÖÉ=íÉÅÜåçäçÖó=~åÇ
âåçïJÜçïK= jçêÉçîÉêI= ÅêÉ~íáåÖ= ëçäìíáçåë= íÜ~í
êÉèìáêÉÇ= ÅêçëëJÄìëáåÉëë= ìåáí= Åçää~Äçê~íáçå= ~åÇ
áåîÉëíãÉåí= çÑ= íáãÉ= ~åÇ= ÉÑÑçêíI= ïÜÉå= êÉëìäíáåÖ
êÉîÉåìÉ= ~åÇ= éêçÑáí= çééçêíìåáíáÉë= ïçìäÇ= ÄÉ= äÉëë
~ííê~ÅíáîÉ= Ñçê= ëçãÉ= ÄìëáåÉëë= ìåáíëI= ï~ë= ~äãçëí
áãéçëëáÄäÉK

bîÉåíì~ääóI=ëÉåáçê=ÉñÉÅìíáîÉë=ëíÉééÉÇ=áåK=cáêëíI=áí=ï~ë
åÉÅÉëë~êó=íç=áÇÉåíáÑó=~åÇ=Ö~áå=~ÖêÉÉãÉåí=~Åêçëë=íÜÉ
çêÖ~åáò~íáçå=~ë=íç=ïÜç=íÜÉ=íçé=éêáçêáíó=ÅìëíçãÉêë
ïÉêÉ=Ô=Ñçê=íÜÉ=ÉåíÉêéêáëÉ=çîÉê~ääK=qÜáë=ãÉ~åí=íÜ~í
ëçãÉ=ÄìëáåÉëë=ìåáíë=Ü~Ç=íç=~ÅÅÉéí=íÜ~í=ëçãÉ=çÑ=íÜÉáê
ãçëí=áãéçêí~åí=ÅìëíçãÉêë=ïÉêÉ=åçí=íÜÉ=ÑáêãÛë ãçëí
áãéçêí~åí=ÅìëíçãÉêëI=ïáíÜ=~ííÉåÇ~åí=áãéäáÅ~íáçåë
Ñçê=~ääçÅ~íáçå=çÑ=ã~åìÑ~ÅíìêáåÖ=Å~é~Åáíó=~åÇ=çíÜÉê
êÉëçìêÅÉëK=k~íìê~ääóI=íÜáë=ï~ë=~=ÄáííÉê=éáää=íç=ëï~ääçï
Ñçê=ÄìëáåÉëë=ìåáí=ëÉåáçê=ã~å~ÖÉãÉåíI=ïÜç=ïÉêÉ
ãÉ~ëìêÉÇ=çå=íÜÉáê=çïå=ìåáíëÛ=mCi=éÉêÑçêã~åÅÉK
j~åó= ÇáÑÑáÅìäí= ÅçåîÉêë~íáçåëI= íê~ÇÉJçÑÑëI= ~åÇ
~ÇàìëíãÉåíë= áå= áåÅÉåíáîÉëI=ÖçîÉêå~åÅÉ=ëíêìÅíìêÉë
~åÇ=éä~ååáåÖ=~åÇ=ÇÉÅáëáçåJã~âáåÖ=éêçÅÉëëÉë=Ü~Ç=íç
ÄÉ=ã~ÇÉ=íç=êÉ~ëçå~Ääó=ë~íáëÑó=íÜÉ=áåíÉêÉëíë=çÑ=~ää
ÅçåÅÉêåÉÇK=bîÉåíì~ääóI=ÜçïÉîÉêI=ëìÅÜ=ÉÑÑçêíë=ïÉêÉ
ëìÅÅÉëëÑìä=~åÇ=Éå~ÄäÉÇ=Ñ~ê=ãçêÉ=ÉÑÑÉÅíáîÉ=áåíÉêå~ä
ÅççêÇáå~íáçå=~åÇ=Åçää~Äçê~íáçå=~Åêçëë=ÄìëáåÉëë=ìåáíëI
ïÜáÅÜ= äÉÇ= íç= ãçêÉ= î~äìÉ= ÄÉáåÖ= ÇÉäáîÉêÉÇ= íç
ÅìëíçãÉêëI=äÉ~ÇáåÖ=íç=ÜáÖÜÉê=ë~äÉë=~åÇ=áãéêçîÉÇ
ã~êÖáåë=åçí=àìëí=Ñçê=íÜÉ=Åçãé~åó=çîÉê~ääI=Äìí=Ñçê
É~ÅÜ=çÑ=íÜÉ=ÄìëáåÉëë=ìåáíë=~ë=ïÉääK



^=ÅìëíçãÉêÛë=ëÉåáçê=ã~å~ÖÉãÉåí=ïáää=çÑíÉå=ÉëéçìëÉ=~
ëíê~íÉÖáÅ=éÉêëéÉÅíáîÉ=ÑçÅìëÉÇ=çå=ÖêçïíÜ=~åÇ=áååçî~íáçå
~åÇ=~=ÇÉëáêÉ=íç=äççâ=~í=éçíÉåíá~ä=ëìééäáÉê=ÅçåíêáÄìíáçåë
ÄÉóçåÇ=äçïÉê=éêáÅÉëK=eçïÉîÉêI=ã~åó=çÑ=íÜÉ=éÉçéäÉ=áå
Ç~óJíçJÇ~ó= ëìééäáÉêJÑ~ÅáåÖ= êçäÉë= ~êÉ= ãÉ~ëìêÉÇI
êÉï~êÇÉÇI=~åÇ=~Åí=áå=ï~óë=Åçåíê~êó=íç=íÜ~í=îáÉïK

oÉ~äáòáåÖ=ëáÖåáÑáÅ~åíäó=ãçêÉ=î~äìÉ=Ñêçã=âÉó=ÅìëíçãÉêJ
ëìééäáÉê=êÉä~íáçåëÜáéë=êÉèìáêÉë=ÅÜ~åÖáåÖ=íÜÉ=å~íìêÉ=~åÇ
èì~äáíó= çÑ= ãìäíáéäÉ= áåÇáîáÇì~ä= áåíÉê~Åíáçåë= ÄÉíïÉÉå
ÄçíÜ=Åçãé~åáÉëK=`Ü~åÖáåÖ=áåÇáîáÇì~ä=ÄÉÜ~îáçê áå=íìêå
êÉèìáêÉë= ÅÜ~åÖáåÖ= áåÇáîáÇì~ä= ãáåÇëÉíëI= ~ë= ïÉää= ~ë
ÅÜ~åÖáåÖ= íÜÉ=çêÖ~åáò~íáçå~ä= ÉåîáêçåãÉåí= EéçäáÅáÉëI
áåÅÉåíáîÉëI=ÉíÅKF=íÜ~í=ëÜ~éÉë=~åÇ=Åçåëíê~áåë=áåÇáîáÇì~ä
ÄÉÜ~îáçêK

tÜÉå=ëÉåáçê=ÉñÉÅìíáîÉë=ÉåÖ~ÖÉ=áå=ÅçåîÉêë~íáçåë=~Äçìí
íê~åëÑçêã~íáçå~ä=é~êíåÉêáåÖI=íÜÉó=åÉÉÇ=íç=êÉÅçÖåáòÉ
íÜ~í=íÜÉáê ~äáÖåãÉåí=áë=åçí=ëìÑÑáÅáÉåíK=qÜÉó=åÉÉÇ=íç
~ÅíáîÉäó= ÇêáîÉ= ÅÜ~åÖÉ= íÜêçìÖÜçìí= íÜÉáê= êÉëéÉÅíáîÉ
çêÖ~åáò~íáçåëI=~åÇ=íÜÉó=ëÜçìäÇ=ÉñéÉÅí=~åÇ=éä~å=Ñçê=Üçï
íç=~ÅíáîÉäó=ÉåÖ~ÖÉ=~åÇ=~ÇÇêÉëë=ëáÖåáÑáÅ~åí=êÉëáëí~åÅÉK

få=çìê=ÉñéÉêáÉåÅÉI=ã~åó=ëÉåáçê=ÉñÉÅìíáîÉë=Ñ~áä=íç=ÉåëìêÉ
íÜ~í=íÜÉó=íÜÉãëÉäîÉë=~êÉ=~äáÖåÉÇ=~êçìåÇ=íÜÉ=ãÉ~åáåÖ=çÑ
�é~êíåÉêáåÖKÒ=fí=áë=~ää=íçç=É~ëó=EëÉÉ=ÅÜ~êí=~í=êáÖÜíF=íç
ÉåÖ~ÖÉ=áå=ÅçåîÉêë~íáçåë=~Äçìí=ÉäÉî~íáåÖ=~=êÉä~íáçåëÜáé
íç=~=ãçêÉ=ëíê~íÉÖáÅ=äÉîÉä=áå=~å=~Äëíê~Åí=Ñ~ëÜáçå=ëìÅÜ=íÜ~í
ÑÉêíáäÉ= ÖêçìåÇ= áë= ÅêÉ~íÉÇ= Ñçê= ìåãÉí= ÉñéÉÅí~íáçåëI
ìåéäÉ~ë~åí=ëìêéêáëÉëI=~åÇ=íÜÉ=âáåÇë=çÑ=ÅçåÑäáÅíë=íÜ~í=Å~å
ÇÉê~áä= ~= é~êíåÉêëÜáé= ~äãçëí= Ñêçã= áåÅÉéíáçåK= pÉåáçê
ÉñÉÅìíáîÉë=Å~å=çåäó=~äáÖå=íÜÉáê=çïå=çêÖ~åáò~íáçåë=áÑ
íÜÉó=ëÜ~êÉ=~=ÅäÉ~ê=~åÇ=çéÉê~íáçå~ä=éáÅíìêÉ=çÑ=ïÜ~í=íÜÉáê
�é~êíåÉêëÜáéÒ=ïáää=Éåí~áäI=~åÇ=ïÜ~í=É~ÅÜ=Åçãé~åó=~åÇ
áíë=ÉãéäçóÉÉë=Å~å=ÉñéÉÅí=Ñêçã=çåÉ=~åçíÜÉêK

qÜÉ=ÅêáíáÅ~ä=êçäÉ=çÑ=íÜÉ=píê~íÉÖáÅ=oÉä~íáçåëÜáé=j~å~ÖÉê=

få=äáÖÜí=çÑ=íÜÉ=î~êáçìë=~äáÖåãÉåí=ÅÜ~ääÉåÖÉë=ÇáëÅìëëÉÇ
~ÄçîÉ=~åÇ=íÜêçìÖÜçìí=íÜáë=~êíáÅäÉI=ÄçíÜ=áåíÉêå~ä=~åÇ
ÉñíÉêå~äI=áí=áëI=áå=çìê=ÉñéÉêáÉåÅÉI=ÅêáíáÅ~ä=íç=Ü~îÉ=~=ëáåÖäÉI
ëÉåáçêI=ÉãéçïÉêÉÇ=êÉä~íáçåëÜáé=ã~å~ÖÉê=ÇÉÇáÅ~íÉÇ=íç
É~ÅÜ=ÅìëíçãÉê=é~êíåÉêK=pìÅÜ=~=êçäÉ=áë=åçí=~=ëáäîÉê=ÄìääÉíX
áí=áë=~=åÉÅÉëë~êóI=Äìí=Äó=åç=ãÉ~åë=ëìÑÑáÅáÉåíI=ÉäÉãÉåí=çÑ
áãéäÉãÉåíáåÖ=~=íê~åëÑçêã~íáçå~ä=é~êíåÉêáåÖ=éêçÖê~ãK
få=íÜÉ=í~ÄäÉ=ÄÉäçïI=ïÉ=ëçãÉ=çÑ=íÜÉ=âÉó=ÅÜ~ê~ÅíÉêáëíáÅë
íÜ~í=ëíê~íÉÖáÅ=êÉä~íáçåëÜáé=ã~å~ÖÉêë=ëÜçìäÇ=éçëëÉëëK

NK=^Äáäáíó=íç=ÖÉí=íÜáåÖë=ÇçåÉ=íÜêçìÖÜ=éÉêëì~ëáçå=~åÇ
áåÑäìÉåÅÉ

qÜÉ= êÉä~íáçåëÜáé= ã~å~ÖÉê= Ñçê= ~= íê~åëÑçêã~íáçå~ä

ÅìëíçãÉê= êÉä~íáçåëÜáé= ÖÉåÉê~ääó= Ü~ë= ÑÉï= ÇÉÇáÅ~íÉÇ
êÉëçìêÅÉëK= eÉ= çê= ëÜÉ= Ü~ë= ~= ã~åÇ~íÉ= íç= ÅççêÇáå~íÉ
~ÅíáîáíáÉë=~Åêçëë=ãìäíáéäÉ=ÄìëáåÉëë=ìåáíë=~åÇ=ÑìåÅíáçåëI
É~ÅÜ=ïáíÜ=íÜÉáê=çïåI=çÑíÉå=ÅçåÑäáÅíáåÖI=éêáçêáíáÉë=~åÇ
éÉêëéÉÅíáîÉëK=låäó=~å=áåÇáîáÇì~ä=ïáíÜ=ëìéÉêÄ=áåÑäìÉåÅÉ
ëâáääë=áë=äáâÉäó=íç=ÄÉ=~ÄäÉ=íç=~äáÖå=ãóêá~Ç=ëí~âÉÜçäÇÉêë
~êçìåÇ=íÜÉ=íê~ÇÉJçÑÑë=~åÇ=ÅçãéäÉñ=Åçää~Äçê~íáîÉ=ÉÑÑçêíë
åÉÉÇÉÇ= íç= ÇÉäáîÉê= íê~åëÑçêã~íáçå~ä= î~äìÉ= íç= ~= âÉó
ÅìëíçãÉêK

OK=^Äáäáíó=íç=ÄìáäÇ=~åÇ=ã~å~ÖÉ=êÉä~íáçåëÜáéë

qÜÉ= íê~åëÑçêã~íáçå~ä= êÉä~íáçåëÜáé= ã~å~ÖÉê= áë= é~êí
çêÅÜÉëíê~ä=ÅçåÇìÅíçêI=é~êí=~áê=íê~ÑÑáÅ=ÅçåíêçääÉêI=~åÇ
é~êí=ãÉÇá~íçêK=fåíÉêå~ääó=~åÇ=ÉñíÉêå~ääóI=ÜÉ=çê=ëÜÉ=áë=íÜÉ
éÉêëçå=ïÜç=ìåÅçîÉêë=ãóêá~Ç=åÉÉÇë=~åÇ=çééçêíìåáíáÉë
~Åêçëë=íÜÉ=ÉåíáêÉ=ÅìëíçãÉê=çêÖ~åáò~íáçåI=~åÇ=ÑáåÇë=~åÇ
ÇÉéäçóë=íÜÉ=êÉäÉî~åí=ÉñéÉêíáëÉ=~åÇ=êÉëçìêÅÉë=Ñêçã=Üáë
çê= ÜÉê= çïå= Åçãé~åóK= qç= ÑáåÇ= ëìÅÜ= çééçêíìåáíáÉëI
áåÇáîáÇì~äë=áå=íÜáë=êçäÉ=åÉÉÇ=íç=ÄÉ=ïÉääJÅçååÉÅíÉÇX=íÜÉó
åÉÉÇ=íç=ÄÉ=ÉñéÉêí=~í=ÄìáäÇáåÖ=~åÇ=ã~áåí~áåáåÖ=~=ïáÇÉ

U

� “We are going to 
expand the amount and 
kind of business we do 
with each other.”

� “We trust each other, 
and respect and value 
each other’s strengths.”

Customer’s Definition of a 
Partnership with a Key 

Supplier

Companies Often Have Similar Definitions of a Partnership

� “We are going to 
expand the amount and 
kind of business we do 
with each other.”

� “We trust each other, 
and respect and value 
each other’s strengths.”

Supplier’s Definition of a 
Partnership with a Key 

Customer

same

� “We challenge each 
other when an answer 
or decision doesn’t 
make sense”

� “We award business to 
the most qualified 
supplier – otherwise 
neither we nor our 
partners will be 
successful for long”

� “Our partners give us 
the lowest prices”

� “We’re partners as long 
as we both benefit from 
a partnership”

Customer’s View
of Partnership

Supplier’s View
of Partnership

Ideas About the Actual Behaviors that Indicate
a Partnership Often Differ Significantly

� “They take our word for 
it when we tell them the 
best way to do 
something”

� “We get preference in 
bidding for business”

� “Our partners value our 
quality, service and 
innovation, and don’t 
beat us up on price”

� “Being partners means 
we’re in this together for 
the long-haul.”

very different



åÉíïçêâ=çÑ=êÉä~íáçåëÜáéë=~í=íÜÉáê=ÅìëíçãÉê=~åÇ=ïáíÜáå
íÜÉáê=çïå=Åçãé~åóK=^åÇI=~ë=åçíÉÇ=~ÄçîÉI=ëáåÅÉ=íÜÉó
ïáää=çÑíÉå=ÉåÅçìåíÉê=ÅçåÑäáÅíáåÖ=~ÖÉåÇ~ë=~åÇ=éêáçêáíáÉëI
íÜÉó=åÉÉÇ=íç=ÄÉ=~ÄäÉ=íç=äÉîÉê~ÖÉ=ëíêçåÖ=êÉä~íáçåëÜáéë
ïáíÜ=âÉó=ëí~âÉÜçäÇÉêë=~ë=~=âÉó=~ëëÉí=áå=íÜÉáê=áåÑäìÉåÅÉ
êÉéÉêíçáêÉK

PK=p~äÉë=ÉñéÉêáÉåÅÉ=~åÇ=ÅêÉÇáÄáäáíó

qÜÉ= êçäÉ= çÑ= íÜÉ= êÉä~íáçåëÜáé= ã~å~ÖÉê= Ñçê= ~
íê~åëÑçêã~íáçå~ä=ÅìëíçãÉê=êÉä~íáçåëÜáé=áë=åçí=íç=ëÉääK
^äíÜçìÖÜ=ë~äÉë=äÉîÉäë=~êÉ=ÉñéÉÅíÉÇ=íç=Öêçï=ìåÇÉê=Üáë=çê
ÜÉê=ã~å~ÖÉãÉåíI=íÜÉ=êçäÉ=áë=ãìÅÜ=ãçêÉ=çåÉ=çÑ=áåíÉêå~ä
~ÇîçÅ~Åó=Ñçê=íÜÉ=ÅìëíçãÉêI=êÉä~íáçåëÜáé=ã~å~ÖÉãÉåíI
Ñ~Åáäáí~íáçå=EáåíÉêå~ääó=~åÇ=ïáíÜ=íÜÉ=ÅìëíçãÉêF=çÑ=ÉÑÑçêíë
íç= ìåÅçîÉê= ~åÇ= Å~éáí~äáòÉ= çå= åÉï= çééçêíìåáíáÉë= íç
ÅêÉ~íÉ=î~äìÉI=~åÇ=íÜÉ=äáâÉK=fÑ=ëÉääáåÖ=áë=~ää=íÜÉ=êçäÉ=áë
~ÄçìíI= íÜÉ= ÅìëíçãÉê= ïáää= èìáÅâäó= éÉêÅÉáîÉ= íÜ~í
�é~êíåÉêáåÖÒ=áëI=Ñçê=íÜÉ=ëìééäáÉêI=àìëí=~åçíÜÉê=å~ãÉ=Ñçê
éìëÜáåÖ= éêçÇìÅí= çê= ëÉêîáÅÉëI= ~åÇ= åçí= ~= íêìÉ
Åçää~Äçê~íáçå=ïÜáÅÜ=ÇÉäáîÉêë=ãçêÉ=~åÇ=ÇáÑÑÉêÉåí=î~äìÉK
kÉîÉêíÜÉäÉëëI= áåÇÉÉÇ= ÄÉÅ~ìëÉ= çÑ= íÜáëI= íÜÉ
íê~åëÑçêã~íáçå~ä=êÉä~íáçåëÜáé=ã~å~ÖÉê=ïáää=êÉÖìä~êäó
åÉÉÇ=íç=ÑáÖÜí=Ä~ííäÉë=ïÜÉêÉ=ëÜçêí=íÉêã=çééçêíìåáíáÉë=íç
ã~ñáãáòÉ=êÉîÉåìÉ=çê=éêçÑáíë=ÅçåÑäáÅí=ïáíÜ=ä~êÖÉêI=Äìí
äçåÖÉêJíÉêã=çééçêíìåáíáÉë=íç=ÇÉäáîÉê=ÖêÉ~íÉê=î~äìÉ=íç=~
âÉó=ÅìëíçãÉêI=~åÇ=íç=êÉ~äáòÉ=ÖêÉ~íÉê=î~äìÉ=áå=êÉíìêåK
låäó=ëçãÉçåÉ=ïÜç=Ü~ë=~=ÜáÖÜ=ÇÉÖêÉÉ=çÑ=ÅêÉÇáÄáäáíó
ïáíÜ=ë~äÉë=ÉñÉÅìíáîÉë=~åÇ=ëÉåáçê=ë~äÉëéÉçéäÉ=ïáää=ÄÉ
éÉêëì~ëáîÉ= íÜ~í= ëìÅÜ= íê~ÇÉJçÑÑë= ~êÉ= áåÇÉÉÇ= ïçêíÜ
ã~âáåÖK=mìííáåÖ=ëçãÉçåÉ=áå=íÜáë=êçäÉI=åç=ã~ííÉê=Üçï
í~äÉåíÉÇI=ïÜç=Ü~ë=åÉîÉê=Å~êêáÉÇ=~=ã~àçê=èìçí~I= áë=~
êÉÅáéÉ=Ñçê=Ñ~áäìêÉK

QK=iáåÉ=ã~å~ÖÉãÉåí=ÉñéÉêáÉåÅÉ
få= ~ÇÇáíáçå= íç= éçëëÉëëáåÖ= ë~äÉë= ÉñéÉêáÉåÅÉ= ~åÇ
ÅêÉÇáÄáäáíóI=íÜÉ=íê~åëÑçêã~íáçå~ä=êÉä~íáçåëÜáé=ã~å~ÖÉê
ëÜçìäÇ= ~äëç= ÄÉ= ~= ëÉåáçê= éÉêëçå= ïÜç= Ü~ë= Ü~Ç= äáåÉ
ã~å~ÖÉãÉåí=êÉëéçåëáÄáäáíóI=áåÅäìÇáåÖ=~ÅÅçìåí~Äáäáíó
Ñçê= ~= mCiK= pìÅÅÉëë= áå= íÜáë= êçäÉ= êÉèìáêÉë= ~= äÉîÉä= çÑ
ã~å~ÖÉãÉåí=ã~íìêáíó=ÄÉóçåÇ=ïÜ~í=ãçëí=áåÇáîáÇì~äë
ïáíÜ= ~= éìêÉ= ë~äÉë= Ä~ÅâÖêçìåÇ= ïáää= éçëëÉëëK
qê~åëÑçêã~íáçå~ä=êÉä~íáçåëÜáé=ã~å~ÖÉêë=åÉÉÇ=íç=ÄÉ
~ÄäÉ=íç=ëÉÉ=íÜÉ=ÄáÖ=êÉä~íáçå~Üáé=éáÅíìêÉI=~åÇ=Ü~îÉ=íÜÉ
ÉñéÉêáÉåÅÉ= Ä~ä~åÅáåÖ= ã~åó= ÇáÑÑÉêÉåí= éêáçêáíáÉëK= få
ã~åó= ï~óëI= íÜÉáê= àçÄ= ïáää= ÄÉ= êìååáåÖ= E~äÄÉáí= îá~
áåÑäìÉåÅÉ=ê~íÜÉê=íÜ~å=îá~=Ñçêã~ä=~ìíÜçêáíó=Ä~ÅâÉÇ=ìé=Äó
ÇÉÇáÅ~íÉÇ= êÉëçìêÅÉëF= ~= ÅçãéäÉñI= ãìäíáJÑ~ÅÉíÉÇ
êÉä~íáçåëÜáé= ïáíÜ= ~= âÉó= ÅìëíçãÉêI= ãìÅÜ= äáâÉ= íÜÉó
ã~å~ÖÉÇ=~=äáåÉ=çÑ=ÄìëáåÉëë=éêÉîáçìëäóK=qÜÉó=ëÜçìäÇ
Ü~îÉ=Ñ~ãáäá~êáíó=Eåíç=åÉÅÉëë~êáäó=ëéÉÅá~äáòÉÇ=ÉñéÉêíáëÉF

ïáíÜ=íÜÉ=ã~åó=íÉÅÜåáÅ~äI=çéÉê~íáçå~äI=~åÇ=ÅçããÉêÅá~ä
ÇáãÉåëáçåë= íÜ~í= ã~ó= ÅçåëíáíìíÉ= íÜÉ= ëÅçéÉ= çÑ= ~
íê~åëÑçêã~íáçå~ä=é~êíåÉêëÜáéK

eçï=aç=vçì=_ÉÖáå\

`êÉ~íÉ=~=ÅêçëëJÑìåÅíáçå~ä=ÉñÉÅìíáîÉ=ÖçîÉêå~åÅÉ=íÉ~ã=Ñçê
íÜÉ=ÅìëíçãÉê=é~êíåÉêáåÖ=éêçÖê~ã

^í= áíë= ÅçêÉI= íê~åëÑçêã~íáçå~ä= é~êíåÉêáåÖ= êÉèìáêÉë
ÅìäíìêÉ= ÅÜ~åÖÉK= ^= íê~åëÑçêã~íáçå~ä= é~êíåÉêëÜáé
ÄÉíïÉÉå= Åçãé~åáÉë= ÇÉéÉåÇë= ìéçå= ÅÜ~åÖÉë= áå= Üçï
áåÇáîáÇì~äë=~í=~=ëìééäáÉê=ïÜç=ÇáêÉÅíäó=áåíÉê~Åí=ïáíÜ=âÉó
ÅìëíçãÉêë=ÄÉÜ~îÉK=^äëç=áãé~ÅíÉÇ=~êÉ=íÜÉ=ãìÅÜ=ä~êÖÉê
åìãÄÉê= çÑ= áåÇáîáÇì~äë= ïÜç= ã~âÉ= ÇÉÅáëáçåë= çê= ~êÉ
êÉëéçåëáÄäÉ=Ñçê=~ÅíáîáíáÉë=íÜ~í=ÇáêÉÅíäó=áãé~Åí=íÜÉ=î~äìÉ
ÇÉäáîÉêÉÇ=íç=âÉó=ÅìëíçãÉêëK=_ÉÅ~ìëÉ=çÑ=íÜÉ=ÅçãéäÉñáíó
çÑ=~äáÖåáåÖ=êÉëçìêÅÉë=~åÇ=~ééêç~ÅÜÉë=~Åêçëë=ÇáîÉêëÉ
ÑìåÅíáçåë= ~åÇ= ÄìëáåÉëë= ìåáíë= áå= çêÇÉê= íç= ã~âÉ
íê~åëÑçêã~íáçå~ä= é~êíåÉêëÜáéë= ëìÅÅÉëëÑìäI= ïÉ= Ü~îÉ
ÑçìåÇ=íÜ~í=~=ëÉåáçêI=ÅêçëëJÑìåÅíáçå~ä=íÉ~ã=áë=åÉÉÇÉÇ=~í
íÜÉ=ëìééäáÉê=íç=ÇêáîÉ=ëìÅÜ=ÉÑÑçêíëK

pìÅÜ= ~= íÉ~ã= Eçê= ëíÉÉêáåÖ= ÅçããáííÉÉF= ïáää= íóéáÅ~ääó
ÇÉÑáåÉ= íÜÉ= çîÉê~ää= éêçÖê~ã= Ñçê= íê~åëÑçêã~íáçå~ä
é~êíåÉêáåÖ= ~í= ~= Åçãé~åóK= qÜÉó= çîÉêëÉÉ= ÅêáíáÅ~ä
çåÖçáåÖ=ÇÉÅáëáçåë=íÜ~í=åÉÉÇ=íç=ÄÉ=ã~ÇÉ=~Åêçëë=âÉó
ÅìëíçãÉê=é~êíåÉêëÜáéëK=cçê=Éñ~ãéäÉI=áÑ=íÜÉ=Åçãé~åó=áë
ÇÉîÉäçéáåÖ=~=åÉï= íÉÅÜåçäçÖóI=Çç= íÜÉó=~ëâ=çåÉ=âÉó
ÅìëíçãÉêI=çê=~åçíÜÉêI=çê=ëÉîÉê~äI=íç=ÜÉäé=ÑìåÇ=áí=~åÇ
Åçää~Äçê~íÉ=ïáíÜ=íÜÉã=çå=áíë=ÇÉîÉäçéãÉåí\=qÜáë=Öêçìé
çÑ=áåÇáîáÇì~äë=ïáää=íóéáÅ~ääó=ÜÉäé=íç=ÇÉÑáåÉI=~åÇ=íÜÉå
ãçåáíçêI=âÉó=ãÉíêáÅë=Ñçê=íÜÉ=çîÉê~ää=éêçÖê~ãI=~åÇ=Ñçê
É~ÅÜ=âÉó=ÅìëíçãÉê=é~êíåÉêK=^ë=ÇáëÅìëëÉÇ=~ÄçîÉI=ëìÅÜ
ãÉíêáÅë=ïáää=äççâ=îÉêó=ÇáÑÑÉêÉåí=íÜ~å=íê~Çáíáçå~ä=ë~äÉë
ãÉíêáÅëI= ~åÇ=ïáää=ÄÉ= ëíê~íÉÖáÅ= áå=å~íìêÉ= E~åÇ=ÜÉåÅÉ
áåîçäîÉ= ~å= áåÜÉêÉåíäó= ÜáÖÜ= ÇÉÖêÉÉ= çÑ= ëìÄàÉÅíáîáíóFK
qÜÉó=ïáää=áåÅäìÇÉ=ãÉíêáÅë=íç=Éå~ÄäÉ=íÜÉ=Åçãé~åó=íç
~ëëÉëë=íÜÉ=ÉñíÉåí=íç=ïÜáÅÜ=íÜÉó=~êÉ=ÅçåíêáÄìíáåÖ=íç=íÜÉ
ÅçãéÉíáíáîÉ=~Çî~åí~ÖÉ=çÑ=íÜÉáê=âÉó=ÅìëíçãÉêëI=~åÇ=íÜÉ
ÉñíÉåí=íç=ïÜáÅÜ=íÜÉó=~êÉ=ÅçåíáåìáåÖ=íç=~ÇÇ=î~äìÉ=íç
íÜÉáê=âÉó=ÅìëíçãÉêë=áå=~=ï~ó=íÜ~í=åç=çíÜÉê=Åçãé~åó
ÅçìäÇK= qÜÉó= ïáää= ~äëç= ÉåëìêÉ= íÜ~í= íÜÉ= ã~àçê
áåîÉëíãÉåíë=çÑ=íáãÉ=~åÇ=ÉÑÑçêí=íÜÉó=~êÉ=ã~âáåÖ=áå=ëìÅÜ
êÉä~íáçåëÜáéë=~êÉ=ÇÉäáîÉêáåÖ=~å=~ííê~ÅíáîÉ=êÉíìêå=Ñçê
íÜÉáê Åçãé~åóK

_ìáäÇ=~=ÄìëáåÉëë=Å~ëÉ=Ô=tÜó=~êÉ=ïÉ=ÇçáåÖ=íÜáë\=tÜ~í=áë
íÜÉ=î~äìÉ=ïÉ=~åÇ=çìê=âÉó=ÅìëíçãÉêë=ïáää=êÉ~äáòÉ=Ñêçã=íÜáë
ÉÑÑçêí\

qÜÉ=âáåÇ=çÑ=êÉä~íáçåëÜáé=ïÉ=~êÉ=ÇÉëÅêáÄáåÖ=Ô=çåÉ=ïáíÜ

V



ãìäíáéäÉ= ÑìåÅíáçå~ä= íçìÅÜJéçáåíë= ÄÉóçåÇ= íÜÉ
íê~Çáíáçå~ä= p~äÉë= íç= mêçÅìêÉãÉåí= áåíÉêÑ~ÅÉ= ïÜáÅÜ
ÇÉÑáåÉë=íÜÉ=ã~àçêáíó=çÑ=ÅìëíçãÉê=ëìééäáÉê=êÉä~íáçåëÜáéëI
çåÉ= íÜ~í= áåîçäîÉë= àçáåí= éä~ååáåÖ= ~åÇ= ãìíì~ä
ÅçããáíãÉåíë=Ä~ëÉÇ=çå=~=äçåÖJíÉêã=íáãÉ=ÜçêáòçåI=~åÇ
çåÉ=íÜ~í=êÉèìáêÉë=~=ÜáÖÜ=ÇÉÖêÉÉ=çÑ=ÅççêÇáå~íáçå=~åÇ
Åçää~Äçê~íáçå=Ô=áë=ÇáÑÑáÅìäí=~åÇ=Åçëíäó=íç=ÄìáäÇ=~åÇ
ã~áåí~áåK=fí=áë=íÜÉêÉÑçêÉ=ÉëëÉåíá~ä=íç=êáÖçêçìëäó=~ëëÉëë
íÜÉ=Åçëíë=~åÇ=ÄÉåÉÑáíë=Ñçê=çåÉÛë=çïå=Åçãé~åó=~ë=ïÉää=~ë
Ñçê=ÅìëíçãÉê=Å~åÇáÇ~íÉë=Ñçê=ëìÅÜ=ÉÑÑçêíëI=íç=ÇÉíÉêãáåÉ
ïÜÉêÉ=íÜÉêÉ=áë=ëáÖåáÑáÅ~åí=åÉí=ÉÅçåçãáÅ=î~äìÉ=íç=ÄÉ
êÉ~äáòÉÇK

i~êÖÉ=Åçãé~åáÉë=ÅçãéêáëÉ=ãìäíáéäÉ=ÄìëáåÉëë=ìåáíë=~åÇ
ÑìåÅíáçå~ä=~êÉ~ëI=É~ÅÜ=ïáíÜ=íÜÉáê=çïå=çÄàÉÅíáîÉë=~åÇ
éêáçêáíáÉëK= _ìáäÇáåÖ= ~= ÅçãéÉääáåÖ= ÄìëáåÉëë= Å~ëÉ= Ñçê
íê~åëÑçêãáåÖ=~=âÉó=ÅìëíçãÉê=êÉä~íáçåëÜáé=áë=ÅçãéäÉñX=áí
êÉèìáêÉë=ìåÇÉêëí~åÇáåÖ=áå=ïÜ~í=ï~óë=î~êáçìë=ÑìåÅíáçåë
~åÇ=ÄìëáåÉëë=ìåáí=ëí~âÉÜçäÇÉêë=~åÇ=ÇÉÅáëáçåJã~âÉêë
ïáíÜáå= ~= Åçãé~åó= ~ëëÉëë= î~äìÉ= ÇáÑÑÉêÉåíäóK
mêçÅìêÉãÉåí= ã~ó= ÄÉ= ãçêÉ= ÑçÅìëÉÇ= çå= ëçìêÅáåÖ
ÖäçÄ~ääóK=qÜÉ=ÜÉ~Ç=çÑ=ëìééäó=ÅÜ~áå=ã~å~ÖÉãÉåí=ãáÖÜí
ÄÉ= ãçêÉ= áåíÉêÉëíÉÇ= áå= ëìééäó= ÅÜ~áå= áåíÉÖê~íáçå= çê
äçÖáëíáÅë=áãéêçîÉãÉåí=çééçêíìåáíáÉëK=̂ í=íÜÉ=ë~ãÉ=íáãÉI
íÜÉ=ÜÉ~Ç=çÑ=~=ÄìëáåÉëë=ìåáí=ãáÖÜí=ÄÉ=ãçêÉ=áåíÉêÉëíÉÇ=áå
éêçÇìÅí=áååçî~íáçåI=ïÜáäÉ=íÜÉ=ã~êâÉíáåÖ=ëí~ÑÑ=ãáÖÜí
Å~êÉ= ãçêÉ= ~Äçìí= ëéÉÉÇ= íç= ã~êâÉíK= ^äíÜçìÖÜ
éêçÅìêÉãÉåí=áë=~äãçëí=~äï~óë=áåîçäîÉÇI=É~ÅÜ=ÑìåÅíáçåI
éêçÇìÅíI=Å~íÉÖçêóI=ÖÉçÖê~éÜó=çê=ÉîÉå=ÄìëáåÉëë=ìåáí
ïáíÜáå=íÜÉ=ÅìëíçãÉê=ã~ó=ÅçåëíáíìíÉ=ÇáÑÑÉêÉåí=~ìÇáÉåÅÉë
ïÜç= ~ëëÉëë= î~äìÉ= áå= ÇáÑÑÉêÉåí= ~åÇ= áãéçêí~åí= ï~óëK
tÜ~í=~êÉ=íÜÉ=î~äìÉ=éêçéçëáíáçåë=Ñçê=íÜÉã\=tÜ~í=~êÉ
íÜÉ=Åçëíë=çÑ=ÅäçëÉê=Åçää~Äçê~íáçå\=tÜ~í=~êÉ=íÜÉ=ÑÉ~êë
~åÇ=ÅçåÅÉêåë=íÜ~í=íÜÉ=ÅìëíçãÉê=ãáÖÜí=Ü~îÉ=~Äçìí=ëìÅÜ
~= êÉä~íáçåëÜáé= EÉKÖK= äçëë= çÑ= äÉîÉê~ÖÉI= ÄÉÅçãáåÖ
ÇÉéÉåÇÉåí=çå=~=ëìééäáÉê=ïÜç=ã~ó=ä~íÉê=ÇÉÅáÇÉ=íç=ìëÉ
íÜÉ=ÅìëíçãÉêÛë=ÇÉéÉåÇÉåÅÉ=íç=Éñíê~Åí=ÜáÖÜÉê=éêáÅÉëI=íÜÉ
~ãçìåí=çÑ=íáãÉ=~åÇ=ÉÑÑçêí=êÉèìáêÉÇ=çÑ=íÜÉã=íç=ã~âÉ
íÜÉ=êÉä~íáçåëÜáé=ëìÅÅÉëëÑìäI=Üçï=íÜÉó=ïáää=Éñéä~áå=íç
ã~åó=çíÜÉê=ëìééäáÉêë=ïÜó=íÜÉó=~êÉ=åçí=ïáääáåÖ=íç=ã~âÉ
ëáãáä~ê=áåîÉëíãÉåíë=áå=êÉä~íáçåëÜáéë=ïáíÜ=íÜÉãF\

gçáåíäó= ÇÉîÉäçé= ~åÇ= áãéäÉãÉåí= ~= êÉä~íáçåëÜáé= ã~å~ÖÉJ
ãÉåí=Ñê~ãÉïçêâ=ïáíÜ=É~ÅÜ=âÉó=ÅìëíçãÉê

qÜáë=Éåí~áäë=àçáåíäó=ÇÉîÉäçéáåÖ=ïáíÜ=É~ÅÜ=ÅìëíçãÉê=~
Åçããçå= éáÅíìêÉ= çÑ= ïÜ~í= åÉï= êÉä~íáçåëÜáé
ã~å~ÖÉãÉåí=êÉëçìêÅÉë=~åÇ=~ÅíáîáíáÉë=åÉÉÇ=íç=ÄÉ=éìí=áå
éä~ÅÉ=íç=êÉ~äáòÉ=íÜÉ=éçíÉåíá~ä=ÉÅçåçãáÅ=î~äìÉ=áÇÉåíáÑáÉÇI
~ë=ïÉää=~ë=Üçï=Éñí~åí=éêçÅÉëëÉë=~åÇ=éçäáÅáÉë=åÉÉÇ=íç=ÄÉ

ãçÇáÑáÉÇK=cçê=Éñ~ãéäÉI=~ë=åçíÉÇ=~ÄçîÉI=É~ÅÜ=ëáÇÉ=ã~ó
åÉÉÇ=íç=ÇÉëáÖå~íÉ=ëÉåáçê=áåÇáîáÇì~äë=íç=~Åí=~ë=ÇÉÇáÅ~íÉÇ
êÉä~íáçåëÜáé=ã~å~ÖÉêëK=pìÅÜ=~=êçäÉ=áë=åçí=íÜÉ=ë~ãÉ=~ëI
~åÇ= ëÜçìäÇ= åçí= êÉéä~ÅÉI= ~= íê~Çáíáçå~ä= ë~äÉë= ~ÅÅçìåí
ã~å~ÖÉê=êçäÉ=çå=íÜÉ=ëìééäáÉê=ëáÇÉI=çê=íÜÉ=êçäÉ=çÑ=ÄìóÉê
çê=Å~íÉÖçêó=ã~å~ÖÉê=çå=íÜÉ=ÅìëíçãÉê=ëáÇÉK

gçáåí= ëíê~íÉÖáÅ= éä~ååáåÖ= ÄÉíïÉÉå= ëÉåáçê= ÉñÉÅìíáîÉë
~Åêçëë=ÑìåÅíáçåë=~í=ÄçíÜ=ÅìëíçãÉê=~åÇ=ëìééäáÉê=ã~ó
åÉÉÇ=íç=ÄÉ=Ñçêã~äáòÉÇI=ïáíÜ=ÅäÉ~ê=éçäáÅáÉë= Ñçê=ïÜ~í
áåÑçêã~íáçå=ïáää=ÄÉ=ëÜ~êÉÇK=pìÅÜ=áåíÉê~Åíáçåë=åÉÉÇ=íç
ÄÉ=ëáíì~íÉÇ=áå=~=ä~êÖÉê=éêçÅÉëë=çê=ëóëíÉã=íÜ~í=ÉåëìêÉë
ïÜ~íÉîÉê=åÉï=áÇÉ~ë=~êÉ=ìåÅçîÉêÉÇ=~êÉ=ëóëíÉã~íáÅ~ääó
~å~äóòÉÇI=éìí=íÜêçìÖÜ=~=Ñçêã~ä=êÉîáÉï=éêçÅÉëëI=~åÇ=áÑ
~ééêçîÉÇI=ëìééçêíÉÇ=ïáíÜ=íÜÉ=êÉëçìêÅÉë=åÉÅÉëë~êó=íç
ÉåëìêÉ=ÉÑÑÉÅíáîÉ=ÉñÉÅìíáçåK

qÜÉêÉ=~êÉ=ÇáÑÑÉêÉåí=âáåÇë=çÑ=çééçêíìåáíáÉë=íç=ÅêÉ~íÉ
î~äìÉ=ïáíÜ=ÇáÑÑÉêÉåí=ÅìëíçãÉêë=EÉKÖKI=Éñé~åÇ=áåíç=~=åÉï
áåíÉêå~íáçå~ä=ã~êâÉí=íçÖÉíÜÉêI=ÇÉîÉäçé=~=åÉï=éêçÇìÅíI
ÑìêíÜÉê=áåíÉÖê~íÉ=~åÇ=ëíêÉ~ãäáåÉ=íÜÉ=ëìééäó=ÅÜ~áåI=ëÜ~êÉ
ã~êâÉí=áåíÉääáÖÉåÅÉI=ÉíÅKF=~åÇ=íÜÉ=Ñçêãë=çÑ=éçíÉåíá~ä
î~äìÉ=ïáää=ÇêáîÉ=ïÜ~í=åÉï=ÅçååÉÅíáçåë=åÉÉÇ=íç=ÄÉ=ã~ÇÉ
ÄÉíïÉÉå=Åçãé~åáÉë=~åÇ=ïÜ~í=éêçÅÉëëÉë=åÉÉÇ=íç=ÄÉ=éìí
áå=éä~ÅÉ=íç=ëéçí=~åÇ=ÉñÉÅìíÉ=çå=çééçêíìåáíáÉëK

^=cáå~ä=qÜçìÖÜí

j~åó=çÑ=íÜÉ=áÇÉ~ë=áå=íÜáë=ïÜáíÉ=é~éÉê=Ü~Ç=êÉäÉî~åÅÉ=íç
íÜÉ=ã~å~ÖÉãÉåí=çÑ=ÅìëíçãÉê=êÉä~íáçåëÜáéë=áå=ÖÉåÉê~äK

NM

� Customer employs vendor 
management approach; 
supplier employs account 
management approach; 
they manage each other 

� The goal of governance is 
to clearly separate each 
side’s roles and 
responsibilities

� Metrics are defined by the 
customer and used to 
evaluate the provider

� Information is shared on a 
need to know basis

� Each side focuses on 
extracting as much value as 
it can from the other

Traditional Customer-Vendor

Two Views of Relationship Management

� Customer and supplier 
jointly define and 
implement a unified 
governance structure for 
managing their relationship

� The goal of governance is 
to clearly define roles and 
responsibilities for working 
effectively together

� Metrics are jointly defined 
to evaluate the 
performance of the 
relationship

� By default, information is 
shared and both sides aim 
to maximize transparency 

� Both sides focus on helping 
each other to be successful    

Transformational Partnering



qÜ~í=ë~áÇI=íêìÉ=íê~åëÑçêã~íáçå~ä=é~êíåÉêáåÖ=áë=ÄçíÜ
ÅçëíäóI=~åÇ=ÉñíêÉãÉäó=ÇáÑÑáÅìäíK=få=çìê=ÉñéÉêáÉåÅÉI=ÑÉï
Åçãé~åáÉë= Ü~îÉ= ãçêÉ= íÜ~å= ~= ÇçòÉå= ÅìëíçãÉê
êÉä~íáçåëÜáéë=íÜ~í=Ü~îÉ=åç=éçíÉåíá~ä=íç=ÄÉ=íê~åëÑçêãÉÇ
áåíç=íêìÉ=é~êíåÉêëÜáéëI=~åÇ=ã~åó=Åçãé~åáÉë=ÇçåÛí=Ü~îÉ
~åóK=jçêÉçîÉêI=ÉîÉå=ïÜÉå=åç=éçíÉåíá~ä=áë=íÜÉêÉI=áí=Å~å
çåäó=ÄÉ=êÉ~äáòÉÇ=íÜêçìÖÜ=ëáÖåáÑáÅ~åí=áåîÉëíãÉåí=çÑ=íáãÉ
~åÇ=ÉÑÑçêíK=c~ê=ÄÉííÉê= íç=ëí~êí=ïáíÜ= àìëí=çåÉ=çê= íïç
ÅìëíçãÉêëI=~åÇ=íÜÉå=Éñé~åÇ=ÉÑÑçêíëI=íÜ~å=íç=ìåÇÉêí~âÉ
~å= çîÉêíäó= ~ãÄáíáçìë= ÉÑÑçêí= ïáíÜçìí= ëìÑÑáÅáÉåí
êÉëçìêÅÉëK=̀ ìëíçãÉêë=Ü~îÉ=ÜÉ~êÇ=í~äâ=~Äçìí=é~êíåÉêáåÖ
Ñçê=~=äçåÖ=íáãÉI=~åÇ=ã~åó=~êÉ=ìåÇÉêëí~åÇ~Ääó=à~ÇÉÇK
vçì= éêçÄ~Ääó= ïçåÛí= ÖÉí= ãçêÉ= íÜ~å= çåÉ= ÅÜ~åÅÉ= íç
íê~åëÑçêã= ~= êÉä~íáçåëÜáé= ïáíÜ= ~= âÉó= ÅìëíçãÉêK
eçéÉÑìääó= ïÜ~í= ïÉ= Ü~îÉ= ëÜ~êÉÇ= áå= íÜáë= é~éÉê= ïáää
Éå~ÄäÉ=óçì=íç=ã~âÉ=íÜÉ=ãçëí=çÑ=íÜçëÉ=çééçêíìåáíáÉëK
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«=OMMQ=Äó=s~åí~ÖÉ=m~êíåÉêëI=ii`K= ^ää=êáÖÜíë=êÉëÉêîÉÇK

^Äçìí=s~åí~ÖÉ=m~êíåÉêëI=ii`

^= ëéáåJçÑÑ= çÑ= íÜÉ= e~êî~êÇ= kÉÖçíá~íáçå= mêçàÉÅíI= s~åí~ÖÉ= m~êíåÉêë

ÜÉäéë= Åçãé~åáÉë= ~ÅÜáÉîÉ= ÄêÉ~âíÜêçìÖÜ= ÄìëáåÉëë= êÉëìäíë= Äó

íê~åëÑçêãáåÖ=íÜÉ=ï~ó=íÜÉó=åÉÖçíá~íÉ=ïáíÜI=~åÇ=ã~å~ÖÉ=êÉä~íáçåëÜáéë

ïáíÜI=íÜÉáê=ëìééäáÉêëI=ÅìëíçãÉêëI=~åÇ=~ääá~åÅÉ=é~êíåÉêëK

qç=äÉ~êå=ãçêÉ=~Äçìí=s~åí~ÖÉ=m~êíåÉêë=çê=íç=~ÅÅÉëë=çìê=çåäáåÉ=äáÄê~êó

çÑ=êÉëÉ~êÅÜ=~åÇ=ïÜáíÉ=é~éÉêëI=éäÉ~ëÉ=îáëáí=ïïïKî~åí~ÖÉé~êíåÉêëKÅçã

gçå~íÜ~å=eìÖÜÉë=áë=~=aáêÉÅíçê=çÑ=s~åí~ÖÉ=m~êíåÉêë
bJã~áäW=àÜìÖÜÉë]î~åí~ÖÉé~êíåÉêëKÅçã

i~êê~áåÉ=pÉÖáä=áë=~=aáêÉÅíçê=çÑ=s~åí~ÖÉ=m~êíåÉêë
bJã~áäW=äëÉÖáä]î~åí~ÖÉé~êíåÉêëKÅçã

jáÅÜ~Éä=jÅd~ìÖÜÉó=áë=~=pÉåáçê=`çåëìäí~åí=~í=s~åí~ÖÉ=m~êíåÉêë
bJã~áäW=ããÅÖ~ìÖÜÉó]î~åí~ÖÉé~êíåÉêëKÅçã



qê~åëÑçêã~íáçå~ä=`ìëíçãÉê
m~êíåÉêëÜáéëW==tÜ~í=~êÉ=qÜÉó\
eçï=Å~å=~=`çãé~åó=`êÉ~íÉ=~åÇ
pìëí~áå=qÜÉã\
^=tÜáíÉ=m~éÉê=

Äó=i~êê~áåÉ=pÉÖáäI=gçå~íÜ~å=eìÖÜÉë=~åÇ=jáÅÜ~Éä=jÅd~ìÖÜÉó
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ïïïKî~åí~ÖÉé~êíåÉêëKÅçã




