Selecting IT Vendors – Cautionary Points

When shopping for an IT vendor to meet your dealership’s business objectives, beware of:
1. “Whiz Bang” Features - It may seem great that you can pick from a palette of 256 colors to configure your screens, and each screen can be a different color. Ask yourself, do you really need it? Will it make the application more efficient, or will it prove a drain on the help desk?
2. Showing You What They Want You to See - A vendor wants to present his or her product in the best light. This can mean showing you all the impressive features and not showing you the things that you might not like.
3. Cheap Software, Expensive Implementation - An implementation can cost you two to ten times the cost of the software. Be sure to inquire about the cost of implementation.
4. Concurrent License versus Named Users - Make sure you understand the license terms before going too far down the sales process. You do not need a surprise just before closing the deal.
5. Help Desk - Does the vendor have a help desk with 24/7/365 support? Do the help desk personnel have strong communication skills?
6. Real References - Check the references to make sure they have had dealings with the vendor. Request references only from the retail auto industry.
7. Research and Development Cutback - A good indication of an organization’s financial condition is the level of spending on R&D. Ask the vendor about the organization’s plans for future upgrades and the current commitment to R&D.
8. Other Software - Always find out what other software is required. It can cost a significant amount of the overall price of the software if you have to buy user licenses for other software.
9. Maintenance Costs - Assume that the list price of a piece of software is $100,000, but you buy it for $70,000. Maintenance is quoted at 15 percent. What would you expect to pay next year for maintenance? Is it 15 percent of $70,000? Is it 15 percent of $100,000? Is it 15 percent of $100,000 plus 10 percent for inflation? Is it 15 percent of $150,000 because of a major price rise?
10. Throwing Mud - Most vendors will not directly attack their competitors, but instead create doubt about the competition and its product. Feel free to ask direct questions as to what the vendor can deliver that its competitors cannot match.
11. Ask the Expert - In many situations, the salespeople have only a superficial understanding of the software. They rely on technical people to actually demonstrate and answer technical questions. It is always best to focus on the technical person in a presentation and direct questions to that person. The technical person is there to demonstrate what the package can and cannot do. He will have to install and support the software so is more likely to foresee ongoing problems you might have.
12. Contract Surprises - Make sure you get a copy of the contract before you make a commitment to buy and have your legal people review it. The contract is open to negotiation until it is signed.
13. Not in the Contract - Do not rely on verbal assurances. Deal with vendors on the basis that if it is not in the contract, it does not exist.
14. Swapping Technical Staff - Begin the evaluation period with the same technical people who will be responsible for implementation. Have the implementation team specified in your contract.

Conclusion - At the end of the day, you want to be partners with the vendor. A partnership is not achieved by either side trying to win points against the other.
