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O1. The Question Buyers Actually Ask

Spend an afternoon in r/Netsuite and a pattern shows up fast. A go-live goes badly, the finance teamis
furious, and someone types the sentence that ends every one of these threads: "netsuite = bad, users =
netsuite bad so i wont use it, management = WTF WHO DO WE BLAME! THE IMPLEMENTATION
PARTNER!!!"

Thatline is satire, but it is satire because it is accurate. The software takes the blame first, then the
partner takes it second, and the actual cause, whoever configured the thing, rarely gets named at all. If
you are evaluating NetSuite right now, you have almost certainly read a version of this thread, and it
has probably planted a specific fear: not "is this software good," but "will the people implementing it

wreck it."

That fear is well founded, and not paranoid. In a separate thread, one buyer put it this way: "No outside

partner is ever going to learn your business as well as an employee. You need someone on the inside."2
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It is one comment among many, but the sentiment behind it, that an outside partner brings risk by
default, shows up across more than a dozen independent threads on the same subreddit. It is close to

the single most repeated idea in the whole implementation-partner conversation.

So let's reframe the question properly. The real question isn't whether NetSuite is good software. It's
how you tell, before you sign anything, whether the specific people implementing it for you are going

to help or hurt you.

02. Why "The Software Is Fine" Isn't Reassuring

Every vendor and every partner will tell you the software is not the problem. That is true, and also not
the reassurance it sounds like, because the failure modes that actually sink implementations are

specific, named, and repeatable.

Here is the pattern one consultant described after being called in to fix someone else's failed project:
"Most NetSuite implementations fail on the same pattern: accounting, inventory, orders, and reporting
all get built at once by a team that is measured on go-live date rather than on whether it actually

works."3

Read that again, because it names the actual mechanism. It is not that NetSuite can't handle
accounting, inventory, orders, and reporting together. It's that a partner incentivized to hit a date will
build all of it simultaneously rather than sequentially, and nobody validates any one piece before the
next one gets stacked on top. Everything ships at once, on schedule, and nothing has actually been

checked.

There is a quieter version of the same failure, one that shows up months later instead of on go-live day:
scope that quietly disappears. "Most companies that sign with Netsuite don't end up getting or using
all the features because the implementation partners omit them from the implementation scopes
because they [are] negotiating cheaper deals."# The features aren't broken. They were never actually

scoped in, and the buyer finds out only when they go looking for something that isn't there.

Independent of Reddit, the aggregate review data backs both patterns up. G2's own pros-and-cons
synthesis of its NetSuite reviews notes that "users face learning difficulties due to NetSuite's extensive
functionality, requiring expert help for effective implementation."S Two hundred and twenty-five
reviews land on that theme. The consistent thread across all three sources, forum complaints, a
working consultant's diagnosis, and aggregate review data, is the same: the platform is complex

enough that expert help matters enormously, and the quality of that help is the actual variable.

Notice what these two failure patterns have in common. Neither one is visible on day one. The all-at-
once build looks fine right up until go-live, when every module gets stress-tested simultaneously and
there's no way to isolate which one actually broke. The omitted-scope problem is worse in one specific
way: it doesn't announce itself at all. Nobody tells you a feature was quietly dropped from the
statement of work to hit a lower price point. You find out three months later when someone on your

team goes looking for a report or a workflow that should exist and doesn't, and by then the contract



has already been signed, the invoices have already gone out, and renegotiating feels like starting over.
Both patterns point to the same underlying question you should be asking before signing anything:
not "can this partner build what | need," but "will this partner tell me, in writing, everything that is and
isn'tincluded, and will they build it in an order that lets problems surface before go-live instead of on

go-live day."

03. What a Failed Implementation Actually Looks Like

Abstract failure modes are easy to nod along to. Specific, named cases are harder to wave away.

One consultant described taking over a client "that had not gone live in 18 months with multiple failed
implementations... the partner was also not a good fit."l Eighteen months. Multiple failed attempts.

Not a software defect, a fit problem that nobody caught early enough to stop.

The strongest single proof point in the entire research pull for this piece is a verified Capterra review
from a Controller in the leisure and travel industry, titled bluntly "Any other ERP is better than
NetSuite." The relevant excerpt: "Our experience with Oracle NetSuite's implementation team has
been one of the most frustrating and costly mistakes our company has made. From day one, it was
clear that the implementation team had zero interest in actually understanding how our business
operates. They followed a cookie-cutter playbook with no effort to tailor the system to our complex
processes... The most inexcusable failure: we had a runaway process that was completely
bottlenecking our financial close... took OVER A MONTH to fix... We paid a premium price for a

subpremium experience."®

That review is attributed by role and industry, published on-platform, and independently verifiable at
the source. It is the clearest single description available of what "the partner didn't actually learn our
business" looks like in practice: a cookie-cutter build, a critical process nobody stress-tested, and a

month-plus of downtime on the company's financial close.

One more caution worth naming directly: being listed on Oracle's own partner directory is not the
same as being vetted for your specific situation. As one buyer put it, "The ones recommended by
Oracle are the ones that will smile and say 'yeah sure not that hard' so the Oracle rep can get his deal
signed. Unfortunately you will likely have to hire a more expensive, more experienced consultant to
finish the project."Z That is not an argument against using Oracle's directory as a starting point, it's a
reminder that appearing on a list and being right for your business are two separate questions, and

only you can answer the second one.

There's a common thread running through all three of these cases that's worth naming explicitly: none
of them were surprised by strangers. The 18-month client had already been through one failed partner
before the consultant took over. The Controller who wrote the Capterra review had a partner who
never asked enough questions to know the business needed tailoring in the first place. And the buyer
warning about Oracle referrals wasn't speculating, they'd been burned by exactly the dynamic they

were describing. Every one of these failures was, at some point before the contract was signed, a



decision that could have gone differently with better questions asked earlier. That's the argument for
treating vetting as a real diligence process rather than a formality, which is what Sections 5 through 7

walk through in detail.

04. The Case for Buyer Accountability, Too

None of this is one-sided, and a piece that pretends otherwise would be doing readers a disservice. As
one buyer put it after living through a rough implementation: "It takes two to tango - your
implementation partner isn't trying to fail... First step: you and your company need to take a hard look

in the mirror."8

That is a real concession, not a hedge. A partner running a genuinely demonstrated discovery process
can only work with what the buyer actually brings to the table. If your team walks in without clear
answers about how orders flow, what reports actually get used, or which parts of your current setup
are real requirements versus inherited workarounds, no discovery process, however good, can

manufacture that clarity for you. The checklist 1ater in this piece works both directions.

05. What a Demonstrated Discovery Process Should
Produce

This is the section that matters most, because "we do intensive discovery" is something every
implementation partner claims, and it is close to useless as a differentiator until you know what

discovery is actually supposed to produce.

Here's a buyer describing, in specific terms, what a partner asking the right questions actually sounds
like: "The ones I'd be more comfortable with are the ones that ask annoying questions early: what
industry you're in, how orders flow, how inventory is handled, what reports actually matter, and which

parts of the current setup are workarounds versus real requirements."2

That is close to a ready-made checklist. A partner running real discovery is not asking you to describe
your business in general terms, they are asking pointed, sometimes annoying, questions until
workarounds and real requirements have been separated from each other. If a partner's discovery

conversation never gets uncomfortable in that specific way, that is itself a signal.

What should that discovery produce as a deliverable, not just a conversation? At minimum: a real
project plan, a requirements document that explicitly separates workarounds from genuine needs, and
something like a RAID log tracking risks and assumptions as they surface. "Intensive discovery" as a
stated value is worth nothing until it shows up as an artifact you can actually read before a dollar gets

spent. (Houseblend's own 8 Questions to Ask Prospective Partners walks through exactly this kind of

question set in more depth.)

And the timing matters as much as the content. "Before picking a partner, it's worth getting clear on
your actual requirements first... the more specific you can be about your processes upfront, the less

you'll pay in scope creep and change orders down the road."1@ That is the direct answer to Section 2's
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scope-omission risk: requirements clarified before signing are requirements that can't quietly

disappear from the scope later.

It helps to see what good discovery and delivery actually produces, from a named, verified source. On
NetSuite's own Alliance Partner Program page, Jennifer Roberts, IT Project Manager at Brooklyn
Bedding, describes what she 1ooked for: "When we 1ooked for an implementation partner, we were
looking for a partner that would guide us through the implementation but give us ownership over
system customization and configuration." That's not a Houseblend client, it's a third-party, named,
titled example of the exact dynamic this piece is arguing buyers should 100k for: guidance plus real
ownership, not a black box. The same page notes that Alliance Partners, Oracle's own designation,

perform 40% of NetSuite implementations.l1

Notice what Roberts is actually asking for, and what she isn't. She isn't asking the partner to disappear
and hand over a finished system with no visibility into how it works. She also isn't asking to build it
herself with the partner as a passive vendor. She's asking for something in between: guided, but with
real ownership retained on her side. That's a meaningfully different ask than "manage this for us" or
"just tell us what to do," and it's worth using as a template question in your own discovery
conversations. Ask a prospective partner directly: after this implementation is live, who actually
understands the configuration well enough to change it without calling you back? If the honest answer
is "only us," that's not necessarily disqualifying, but it's a dependency you should walk in aware of, not

discover a year later when you need a change made quickly and the partner relationship has cooled.

06. Communication and Refinement, Shown Not Named

Discovery is the first term. The other two, communication and refinement, deserve the same

demonstrated-not-named treatment.

Communication should be a defined cadence, not a vague promise of "we'll keep you in the loop."
Concretely: a fixed checkpoint frequency (weekly at minimum during build phases), a clear list of who
is actually in the room at each checkpoint, and a specific, named artifact reviewed at each one, not an

open-ended status call.

Refinement checkpoints are the structural opposite of Section 2's failure mode. Recall the diagnosis
from Section 2: implementations fail when accounting, inventory, orders, and reporting all get built at
once by a team measured on the go-live date.2 A real refinement process reviews and validates each
module before the next one gets layered on top, and it is willing to hold a go-live date if a checkpoint
reveals a problem. That willingness, to protect the date less than the outcome, is close to the whole

difference between the two failure patterns described earlier in this piece.

Here too, a named, verified example is useful. On NetSuite's Solution Provider Program page, Spencer
Newman, CFO of Norwich Solar Technologies, describes the outcome of a properly run
implementation through partner BluBanyan: "Our financial close was incredibly complicated and

fraught with errors because we had so many subsidiaries consolidating together. That problem has



almost gone away completely."’2 The same page states that over 60% of NetSuite implementations are
performed by partners.22 It's also worth understanding the structural distinction behind that page:
Solution Providers "consult, sell and implement NetSuite," a different model from Alliance Partners,
who "work in concert with NetSuite's sales team to provide consulting, integration and
implementation services."M2 That distinction, sell-and-implement versus consulting-only, is the

authoritative basis for the incentive-alignment point in the next section.

Norwich's example is worth sitting with for a moment, because a multi-subsidiary consolidation
problem is exactly the kind of thing that either gets caught in discovery or doesn't get caught until the
first real financial close after go-live, by which point it's expensive and disruptive to fix. The fact that a
named CFO is willing to say publicly that the problem "has almost gone away completely" is a stronger
signal than most marketing copy, because it's specific about the actual pain point (subsidiary
consolidation), not a generic endorsement. When you're evaluating references in Section 7, that
specificity is exactly what you should be listening for, and what a partner's own case studies should be

able to produce if the work was actually done well.

07. How to Actually Vet a Partner Before You Sign

Five checks, each grounded in something a buyer actually said or something NetSuite itself defines,

not generic advice.

Industry fit, not "we do it all." "You don't want to hire a financial services partner to implement your
construction business... ook at their website to be sure there's a theme rather than 'we do it all!'""12 The
testis simple: does the partner's own site show a real vertical focus, or a generalist pitch that claims to

serve everyone equally well?

How the partner gets paid. Incentive alignment is not abstract. One buyer described a partner
explicitly distancing itself from the reseller model: "We do not make money on selling licensing like
most partners that you probably meet (VAR)." That distinction maps directly onto NetSuite's own
program structure described above: Alliance Partners are consulting-and-implementation-only, while
Solution Providers sell licenses as VARs and implement on top of that. 2 Neither model is
automatically wrong, but you should know which one you're signing with, because it changes what the

partneris actually incentivized to recommend.

References with teeth. Ask for more than a name and a phone number. "Ask for references, industry
specific projects and post go live support details before making a decision."1 And be willing to ask
the blunt version too: "Absolutely make sure your implementation team knows wtf they are doing. Ask
them how much experience they've had."1 Both registers are useful. The polished question gets you a

polished answer; the blunt one sometimes gets you an honest one.

What happens if it's not working. A surprising number of buyers assume they're locked in once they
sign, and that fear alone keeps some of them in bad partnerships longer than they should stay. It

usually isn't true: "Did you go through an SIAP... or a VAR (Value Added Reseller)? Unless you entered a



very restrictive agreement, your support partner can be changed." |f you're already mid-
implementation and unhappy, that's worth confirming directly against your own contract rather than
assuming the worst. This matters before you sign, too: ask explicitly what it would take to change
partners mid-project, and get the answer in writing rather than a verbal assurance. A partner confident

in their own work should have no problem answering that question directly.

Scope transparency. Go back to Section 2's scope-omission risk and ask about it directly, in writing,
before signing: what is explicitly excluded from this scope, and why.2 A partner who can answer that
question specifically, rather than vaguely, is showing you the same discipline Section 5 asked you to
look for in discovery. If the answer you get is a general reassurance ("don't worry, we'll cover what you
need") rather than a specific, itemized list, treat that as a signal on its own, it's the same vagueness that

let scope quietly disappear in the case described earlier in this piece.

Taken together, these five checks aren't a formality to get through before signing a contract you've
already decided on. They're the actual diligence process, run before money changes hands, that
determines which side of Section 2's and Section 3's failure patterns you end up on. A partner who
welcomes these questions and answers them specifically is behaving exactly like the demonstrated-
discovery model described in Section 5. A partner who deflects, generalizes, or seems mildly offended

that you're asking is giving you real information too, just not the kind they intended to share.

For more detail on the mechanics behind partner types and how they differ structurally, see

Houseblend's related pieces on partner types and tiers and implementation partner roles, and, if your

business runs manufacturing operations specifically, implementation partners for manufacturing. If

you're already assembling a shortlist, Houseblend's NetSuite implementation services page and the

broader guide to boutique NetSuite consulting firms are useful next stops.

08. Common Objections, Answered

Isn't a clunky, slow NetSuite just how the platform is?

Not entirely. TrustRadius's synthesis of 28 verified NetSuite ERP reviews lists a "dated and clunky user
interface and user experience" and "complexity of customization often requires expert intervention"
among the platform's top cited drawbacks, alongside a "lengthy and complex implementation
process, including high costs." A lot of what reads as platform clunkiness is downstream of how a
specific partner configured the system, not something baked permanently into the software. That's

precisely why the vetting checklist in Section 7 matters more than most buyers initially assume.

If a partner is on Oracle's Alliance Partner Finder, doesn't that mean they're vetted?
Being listed and being evaluated for your specific case are two different things.Z Oracle's directory is a
starting point for a shortlist, not a substitute for the reference checks and discovery-process

questions in Section 7.

Can I switch partners mid-implementation if it's going badly?

Usually, yes. Unless your agreement is unusually restrictive, your support partner can be changed.Z
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Confirm the specific terms in your own contract before assuming you're stuck.

How do | know if my quote is reasonable?
That's a cost-and-pricing question, and it deserves its own dedicated piece rather than a paragraph

here. Watch for a follow-up asset covering NetSuite implementation cost and quote evaluation.

09. Where This Leaves You

The honest version of "help or hurt" isn't a coin flip; it's a set of specific, checkable signals, discovery
that produces a real artifact, a communication cadence you can name in advance, incentive alignment

you understand before you sign, and references that hold up when you actually call them.

None of these checks require specialized ERP expertise on your part. They require the willingness to
ask direct questions, in writing, before you sign, and to treat a partner's response, specific and
documented versus vague and reassuring, as real information rather than a formality to get through on
the way to the contract. The buyers quoted throughout this piece learned that distinction the hard
way, mid-implementation or after a failed one. The entire point of a vetting processis to learn it before

you're one of them.

If you want to work through the Section 7 checklist against your own shortlist, that's exactly the
conversation Houseblend has with prospective clients before any implementation work starts. And if
you're reading this already mid-implementation and recognizing more of Section 3 than you'd like,
Houseblend also handles rescue engagements for exactly that situation, worth knowing about, though

it's not where this piece is pointing you first.

This content may be Al-generated and may contain inaccuracies. It is not professional or legal advice.

Verify independently before relying on it.
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