Market
Report

Recruitment

Everest Group®

Recruitment Process Outsourcing (RPO) - What Do RPO Buyers Want?

Copyright © 2022 Everest Global, Inc.
We encourage you to share these materials internally within your company and its affiliates. In accordance with the license granted, however, sharing these materials outside of your organization in any form — electronic, written, or
verbal — is prohibited unless you obtain the express, prior, and written consent of Everest Global, Inc. It is your organization’s responsibility to maintain the confidentiality of these materials in accordance with your license of them.

EGR-2022-26-CA-5414



Our research offerings

This report is included in the following research program(s):
Recruitment

>

>

>

>

Application Services

Banking and Financial Services Business Process

Banking and Financial Services Information Technology

Catalyst™

Clinical Development Technology

Cloud and Infrastructure

Contingent Staffing

Contingent Workforce Management
Conversational Al

Customer Experience Management Services
CX Excellence

Cybersecurity

Data and Analytics

Digital Adoption Platforms (DAP)

Digital Engineering Services

Digital Services

Digital Workplace

Employee Experience Management (EXM) Platforms
Employer of Record (EOR)

Engineering Services

Enterprise Platform Services

>

>

Exponential Technologies

Finance and Accounting

Financial Services Technology (FinTech)
Global Business Services

Healthcare Business Process
Healthcare Information Technology
Human Resources Outsourcing
Insurance Business Process

Insurance Information Technology
Insurance Technology (InsurTech)
Insurance Third-Party Administration (TPA) Services
Intelligent Document Processing (IDP)
Interactive Experience (IX) Services

IT Services Executive Insights™

Life Sciences Business Process

Life Sciences Commercial Technologies
Life Sciences Information Technology
Locations Insider™

Marketing Services

Market Vista™

Mortgage Operations

/Rerest GI’OUp® Proprietary & Confidential. © 2022, Everest Global, Inc. | EGR-2022-26-CA-5414

Multi-country Payroll

Network Services and 5G

Outsourcing Excellence

Pricing Analytics as a Service

Process Mining

Procurement

Recruitment

Retirement Technologies

Revenue Cycle Management

Rewards and Recognition

Service Optimization Technologies
Software Product Engineering Services
Supply Chain Management (SCM) Services
Sustainability Technology and Services
Talent Excellence GBS

Talent Excellence ITS

Technology Skills and Talent

Trust and Safety

Work at Home Agent (WAHA) Customer
Experience Management (CXM)

If you want to learn whether your
organization has a membership
agreement or request information on
pricing and membership options, please
contact us at info@everestgrp.com

Learn more about our

custom research capabilities

Benchmarking
Contract assessment
Peer analysis

Market intelligence

Tracking: providers, locations,
risk, technologies

Locations: costs, skills,
sustainability, portfolios


mailto:info@everestgrp.com
https://www.everestgrp.com/custom-decision-support/

ontents

For more information on this and other research
published by Everest Group, please contact us:

Shikhar Agrawal, Senior Analyst

Sailesh Hota, Senior Analyst

Introduction and overview

e Research methodology

e Key information on the report

e Background and methodology

RPO success parameters and RPO provider performance

e Overall satisfaction among RPO buyers

e Classification of RPO success parameters

e RPO provider performance snapshot — 2021

e Evolution of RPO success parameters and RPO provider performance
Key buyer concerns in 2021

e Proactivity

e Technology and innovation

e Value added services

e Recruiter attrition

Key takeaways for RPO providers

e Cost reduction is not the sole criteria driving buyer-decision

e RPO value proposition needs to be tailored to address concerns specific to buyer groups
e Buyers want advanced analytics and market intelligence data from RPO partners
e Buyers are willing to spend more dollars with their RPO providers
Appendix

e Glossary

e Research calendar
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Our research methodology is based on four pillars of strength to produce actionable and
insightful research for the industry

01

Robust definitions
and frameworks

Function specific
pyramid, Total Value
Equation (TVE),

PEAK Matrix®, and
market maturity

02 03

Primary sources Diverse set of
of information market touchpoints

Annual contractual Ongoing interactions
and operational RFls, across key
provider briefings and stakeholders, input from

buyer interviews, a mix of perspectives
web-based surveys and interests, supports
both data analysis and

thought leadership

Proprietary contractual database of ~4,100 RPO deals (updated annually)

Year-round tracking of 37 RPO service providers
Large repository of existing research in RPO

04

Fact-based research

Data-driven analysis
with expert
perspectives,
trend-analysis across

market adoption,
contracting, and
providers

Over 30 years of experience advising clients on strategic IT, business services, engineering services, and sourcing

Executive-level relationships with buyers, providers, technology providers, and industry associations
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This report is based on three key sources of proprietary information

e Everest Group’s proprietary database of ~4,100 RPO deals (updated annually)
e The database tracks the following elements of each RPO deal:
— Buyer details including industry, location, and signing region

— Deal details including ACV, term, start date, hires managed, primary pricing structure, process coverage,

and geographic coverage (at a country level)
— Technology ownership and maintenance
— Global sourcing

e Everest Group’s proprietary database of operational capability of 37 RPO providers (updated annually)

e The database tracks the following capability elements for each provider:
— RPO clients, revenue, service suite, and employees
— Recent RPO-related developments (investments and partnerships)
— RPO clients split by geography, industry, scope, and buyer size
— RPO hires split by geography, source of hires, and type of hires
— RPO delivery locations and level of offshoring

e Ongoing buyer surveys and interactions
— Everest Group’s executive interviews and data collection from RPO buyers
— The data contains the following detailed buyer perspectives about RPO deals:
+ Drivers for adopting RPO and buyer-provider relationships
+ The level of buyer satisfaction and the underlying reasons

e The analyses in this report are presented at two levels:
— Overall market analysis that highlights the market composition/dynamics
— The current market trends based on deal activity in the last five years
e The sample size varies for different analyses based on the deal detail availability

Note: The source of all content is Everest Group unless otherwise specified
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Background and methodology

As organizations emerged from the COVID-19 pandemic in 2021, they faced a chaotic talent landscape amid the great resignation, forcing them to augment their talent acquisition
processes rapidly, leading to a surge in demand for RPO services. This report aims to provide an insight into the renewed priorities of RPO buyers and how buyer-provider relationships
have evolved following the pandemic. It also provides an overview of the buyers' perception of aggregate RPO provider performance. The analysis in this report is presented at three levels:

e RPO provider performance
e Key buyer concerns in 2021
e Key takeaways for RPO providers

We have considered the buyer feedback surveys and interviews conducted in 2020 and 2021 for this analysis.

Methodology: Everest Group undertakes global web-based surveys and one-on-one executive-level interviews of buyers to understand how organizations perceive the performance of
their RPO provider. The surveys/interviews focus on different aspects of an outsourcing relationship including:

e Key RPO success parameters and evolving buyer-provider relationships

Contract details (including process scope, signing year, and duration)

Overall performance of the RPO provider including key strengths and improvement areas

Buyer satisfaction level and underlying reasons

Scope of this report

outsourcing services

I/ \I

Geography Industry 14 \ Services

Global ’ Recruitment process '\ /' Business process
I\./I
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Overview and abbreviated summary of key messages

This report examines the RPO providers performance across traditional and next-generation parameters and analyses the renewed priorities of RPO buyers post the uncertainties caused by
COVID-19 pandemic in 2021. It focus on the RPO success parameters and RPO provider performance, key buyer concerns in 2021, and key takeaways for RPO providers.

Some of the findings in this report, among others, are:

RPO provider performance e Although the overall buyer satisfaction levels improved in 2021, a significant proportion of buyers continue to expect critical service
improvements in 2021 and beyond

e Decreasing buyer satisfaction and increasing level of importance for next-generation success parameters indicates criticality of these
parameters for the overall success of RPO programs

e Proactivity of RPO providers in pitching innovative ideas and solutions to improve the recruitment processes remains an ongoing concern for
RPO buyers

e Buyers also highlight a gap in technology and value-added services capability of RPO providers, as they look for providers that have expertise
beyond the core RPO services

Key buyer concerns in 2021

e High recruiter attrition and its impact on service delivery was also a key concern for buyers in 2021

Key ?akeaways for RPO e RPO adoption has moved beyond from being a transactional process, with cost reduction being the primary driver, and buyers are increasingly
providers looking for strategic outcomes from their RPO programs

e There is a need for RPO providers to tailor their value proposition to address concerns specific to different buyer groups

/Eerest Group®



This study provides a deep dive into the various dimensions evolving RPO buyer-provider
relationships and the renewed priorities of RPO buyers

Overall level of satisfaction among RPO buyers | Evolution of RPO success parameters and RPO provider performance
Overall level of satisfaction among RPO buyers Level of importance for different success parameters Buyers’ satisfaction with RPO providers
2021; % buyers in buyer surveys Il Not satisfied [l Moderately satisfied  [Jlll Highly satisfied | 2020-2021; score on the scale of 1-5 1 2020-2021; score on the scale of 1-5

N 2020 I 2021

35 ! 35

Traditional Traditional
parameters 3.4 parameters 3.0
3.0 ! 3.5
Next-generation Next-generation
parameters 35 parameters 3.0

2020 2021
Key buyer concerns in 2021 | Key takeaways for RPO providers
Buyer dissatisfaction levels — technology Level of impact on buyers due to recruiter attrition | Level of importance and RPO provider performance — analytics and market insights capability
capability and innovation 1 2021; % buyers in buyer surveys 2021; score on the scale of 1-5 R ———

2020-2021; % buyers in buyer surveys

Low 4.0

High
35% Performance

20%

15%

5%

Level of importance

2020 2021

Note: All charts/numbers are for illustration purposes only
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Research calendar
Recruitment

Il Published Planned [l Current release
Recruitment Process Outsourcing (RPO) in North America — Service Provider Landscape with PEAK Matrix® Assessment 2021 April 2021
Recruitment Process Outsourcing (RPO) — Service Provider Compendium 2021 June 2021
Building for the New Normal: Recruitment Process Outsourcing (RPO) State of the Market Report 2021 September 2021
Future of Work Series: Reimagining Workforce and Workplace Mechanics September 2021
Future of Work Series | Reimagining Workforce and Workplace Mechanics: Who Will Do the Work? February 2022
Recruitment Process Outsourcing (RPO) Services PEAK Matrix® Assessment 2022 — Global and EMEA April 2022
Recruitment Process Outsourcing (RPO) — Service Provider Compendium 2022 July 2022
Future of Work Series | Reimagining Workforce and Workplace Mechanics: How Will the Work Be Done? August 2022
Recruitment Process Outsourcing (RPO) — What Do RPO Buyers Want? September 2022
Recruitment Process Outsourcing (RPO) — State of the Market Report 2022 Q3 2022
Maneuvering through Talent Challenges in Life Sciences: The Role of Recruitment Process Outsourcing (RPO) 4.0 Q4 2022
Maneuvering through Talent Challenges in Healthcare: The Role of Recruitment Process Outsourcing (RPO) 4.0 Q4 2022
Maneuvering through Talent Challenges in Manufacturing: The Role of Recruitment Process Outsourcing (RPO) 4.0 Q4 2022
Maneuvering through Talent Challenges in Consumer Brands and Retail: The Role of Recruitment Process Outsourcing (RPO) 4.0 Q4 2022
Candidate Relationship Management (CRM) Platforms PEAK Matrix® Assessment 2023 Q1 2023

Note: Click to see a list of all of our published Recruitment reports
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https://www2.everestgrp.com/reports?Cat0=989

Everest Group®

With you on the journey

Everest Group is a research firm focused on strategic IT, business services, engineering services, and sourcing. Our research
also covers the technologies that power those processes and functions and the related talent trends and strategies. Our clients
include leading global companies, service and technology providers, and investors. Clients use our services to guide their
journeys to maximize operational and financial performance, transform experiences, and realize high-impact business
outcomes. Details and in-depth content are available at www.everestgrp.com.

Stay connected

Website Dallas (Headquarters) London

everestgrp.com info@everestgrp.com unitedkingdom@everestgrp.com
+1-214-451-3000 +44-207-129-1318

Social Media

, @EverestGroup Bangalore Toronto
india@everestgrp.com canada@everestgrp.com

() @Everest Group +91-80-61463500 +1-647-557-3475

€) @Everest Group

© @Everest Group Delhi
india@everestgrp.com

Blog +91-124-496-1000

everestgrp.com/blog

This document is for informational purposes only, and it is being provided “as is” and “as available” without any warranty of any kind, including any warranties of completeness, adequacy, or fitness
for a particular purpose. Everest Group is not a legal or investment adviser; the contents of this document should not be construed as legal, tax, or investment advice. This document should not be
used as a substitute for consultation with professional advisors, and Everest Group disclaims liability for any actions or decisions not to act that are taken as a result of any material in this publication.
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