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Contractor 
Management  
in Retail:  5 Key  
Challenges 
 

Retailers are increasingly reliant upon third party 
contractors to maintain, update and fit out their 
stores.  These relationships empower retailers with 
specialised skill sets and flexibility, but they also 
increase risk exposure.  Managing this additional 
layer of risk requires retailers to ensure their 
contractors are compliant to the standards set  
by the organisation.  This needs careful 
consideration and dedicated resources.  

Here, we discuss a few of the key challenges 
inherent in managing third party contractor 
compliance and risk. 
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01. Decentralised Spreadsheets  
 If an organisation runs its own contractor 

compliance management program in-house,  
a common approach is to use spreadsheets.  
Compliance documents such as insurances 
and licences are verified by administrative 
staff, document expiry dates are entered into 
spreadsheets and copies of documents are 
filed.  This antiquated approach poses 
significant risks and costs to the organisation. 

When organisations rely upon spreadsheet- 
based systems for compliance management, 
the risk of human error or things “slipping 
between the cracks” is high.  Unless an 
organisation has a very small number of third 
party suppliers, it’s almost impossible to 
effectively manage and track compliance 
requirements.  Documents are expiring all the 
time, requiring renewal and follow-up.  
Contractor information needs to be regularly 
chased and updated.  With volume the 
complexity becomes an overwhelming admin 
burden. 

 
Often retailers have the additional challenge 
of managing multiple locations, in some cases 
hundreds, if not thousands of stores.  It’s not 
uncommon for each store to adopt its own 
spreadsheets, filing and verification protocols.  

Such decentralised systems not only create 
significant inefficiencies through the 
duplication of contractor management tasks, 
but more importantly expose retail brands to 
significant risks, through the lack of real-time 
visibility of compliance across their entire 
contractor and retail network. 

By their nature, spreadsheet-based systems 
are less transparent and important 
information is not managed efficiently.   
In addition, these systems do not lend 
themselves to automation that could 
significantly reduce the risk of human error 
and the administrative burden. 

02. Generic Assessment Questionnaires  

 Generic contractor assessments and 
questionnaires are, by their nature, a one-size-
fits-all approach.  They can’t be automatically 
customised based on a contractors’ own 
specific compliance requirements.  Instead, 
these assessments present every contractor 
with the same long list of questions, regardless 
of their relevance to the particular contractor 
and circumstances at hand.  These catchall 
questionnaires come with significant hidden 
costs and risks, including the administrative 
burden involved in evaluating them and the 
lost opportunity to maximise efficiency through 
automated customisation.  

 
With a generic assessment, either irrelevant 
questions are asked that don’t apply to that 
particular contractor or situation, or the right 
questions are not asked.  Each of these 
outcomes has its own disadvantages.  
Irrelevant questions create confusion and 
delays, driving contractor friction.  
Conversely, if an organisation doesn’t ask  
the right questions, hidden risks might not  
be identified.  
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03. Inefficient Evaluation & Control 
 Once the questionnaire has been completed 

by the contractor and submitted with 
documentation, the package needs to be 
processed, and compliance verified by 
internal staff. This task is often delegated to 
entry-level administrative staff who have 
little specialised training and who are 
completing this work simultaneously with a 
wide variety of other administrative tasks. 
These two factors, by themselves, raise the 
risk of low-quality outcomes.  

This process creates a large administrative 
burden, much like spreadsheet-based 
systems and standard questionnaires do in  

 
general.  In addition to the direct costs 
associated with running and maintaining such 
manual systems, retailers should consider the 
indirect opportunity cost of directing these 
administrative resources to other tasks in the 
business. 

This also raises additional challenges and 
concerns with the compliance management 
system itself, which typically does not have a 
QA or continuous improvement process to 
ensure that the review of assessments, and 
verification of compliance, is being done 
correctly, whilst also keeping up with industry 
best practice.  

04. Strained Contractor Relationships 

 Internal compliance management programs 
can be unwieldly and time consuming for 
contractors to navigate.  These processes can 
be frustrating and therefore interfere with the 
relationship between the organisation and its 
contractors, vendors and third party suppliers.  
Tedious questionnaires and needlessly 
complicated processes can undermine the 
trust and goodwill that should exist, replacing it 
with an atmosphere of dissatisfaction on both 
sides.  Compliance management should be 
approached as part of a broader relationship 
management program with organisations. 

 For a business to be successful, it needs to 
effectively manage its relationships with 
external, third party suppliers, contractors, 
and vendors.  Correctly employed, a 
compliance management program should be 
the basis for building safe, compliant, and 
trusted partnerships between contractors 
and organisations.  This goal cannot be 
accomplished if organisations take a heavy- 
handed approach and allow their compliance 
management strategy to place an undue 
burden on contractors. 
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05. Maintaining Best Industry Practice 
 If an organisation develops its own compliance 

management framework, there will often be 
limited resources allocated for its ongoing 
development and maintenance.  With changing 
laws and regulations, it’s easy for assessment 
methodologies to get out of date. 

 Besides a lack of maintenance, compliance 
management frameworks are often built with 
limited expert input from relevant third 
parties (such as regulatory bodies or 
independent consultants). 

 Conclusion 
 In-house compliance management programs face a number of specific challenges, which have 

contributed to a new trend of organisations seeking software systems, compliance automation 
platforms and expert partners to help them manage those programs. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

    
 How iPRO Can Help 

 
iPRO assists organisations to achieve best practice in third party compliance management.  It offers 
an enterprise technology platform and independent contractor compliance verification service.   

iPRO works with clients to significantly reduce third party risk and compliance management costs 
across their organisation. 

 
Find out more at ipro.net 
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