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Example 1. 

A supplier supplies a package that offers functionality to support the business processes of the Popula-
tion Affairs department of municipalities. This package comes in the form of standard modules, from 
which the customer can choose. Depending on the situation at the customer, such as the size of the mu-
nicipality, a certain standard functionality (module) may or may not be purchased. 

�

Example 2. 

A supplier supplies a standard package to support the finance department. Components of the package 
are customised according to the wishes of the customer and maintained by the supplier. 
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Example 3. 



An ICT department has been set up at holding level, at an organisation consisting of a holding company 
and a number of regionally oriented operating companies. This department is developing an information 
system for the operating companies. This information system has to link up with the processes of the 
various operating companies, but one is aiming for a generic solution. Only one information system is be-
ing built.  

The ICT department is in fact acting as a package supplier. However, because the operating companies 
and the ICT-department belong to the same holding company, the department does not see itself as a 
package supplier.  

�

Example 4. 

Out of cost considerations, a package supplier has outsourced the development of the software for a sys-
tem to an organisation in India. The package supplier acts as the customer and supplies detailed specifi-
cations, which the Indian organisation subsequently uses to produce an automated system or introduce 
changes to such a system.  

The organisation in India sees the contract as a customised job: there is one customer who acts as a cus-
tomer and provides an accurate description of what needs to be done.  

The customers of the package supplier on the other hand see him as a package supplier. After all, he is 
supplying a standard solution. 
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Example 5. 

An organisation performs the management and maintenance of payroll systems for the government. This 
application management organisation sets up the management and maintenance as a customised prod-
uct. Within the government there is a department, which issues instructions to this application manage-
ment organisation. The users are educational establishments in the Netherlands. 

At one point the government decides that it is not a task of the central government to provide payroll ser-
vices.  

A decision is taken to 'outsource' the customer organisation within the ministry to the application man-
agement organisation. The financing is transferred from the ministry to the users. The whole of the appli-
cation management organisation and the customer organisation very soon start to act as a supplier of 
payroll services: it has become a package supplier. 
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Example 6 

The helpdesk of a package supplier is being swamped with reports: after the migration to a new operating 
system users are no longer able to gain access to the application.  

It turns out that the hardware supplier has told users that the last version is no longer going to be sup-
ported and that users should migrate to a later version. 

The package supplier failed to inform the user organisation about the impact on its software on time and 
furthermore did not provide enough information about a plan to migrate the package. 
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Situation 1: standard service 
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Situation 2: standard package 
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Situation 3 and 4: modified package/modified service 
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Situation 5. Semi finished products. 
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Example 7 

An SAP solution has been implemented for the finance department at a municipal council. The municipal 
council in question has enough in-house knowledge to make further adjustments to the package. The 
outcome is a specific solution, which is no longer controlled by the supplier. The supplier does not have 
any insight into the developments at the municipal council and will only take responsibility for the starter 
kit he supplied.  

This means that ultimate responsibility for performance is not vested in the supplier but in the municipal 
council's ICT department. So if there are any problems it is up to this department to prove that the sup-
plier is responsible for them.�
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