
Procurement and Supply Chain

Market Report

Catching the Buyer Pulse: Redefining Partnerships Through Strategic 

Procurement Outsourcing (PO) Engagements

June 2024: Complimentary Abstract / Table of Contents



Proprietary & Confidential. © 2024, Everest Global, Inc. | EGR-2024-22-CA-6514

2

► Advanced SciTech ► Finance and Accounting ► Mortgage Operations

► Amazon Web Services (AWS) ► Financial Crime and Compliance Operations​ ► Multi-country Payroll 

► Application Services ► Financial Services Technology (FinTech) ► Network Services and 5G 

► Artificial Intelligence (AI) ► Forces & Foresight ► Oracle Services 

► Asset and Wealth Management ► GBS Talent Excellence ► Outsourcing Excellence

► Banking and Financial Services Business Process ► Global Business Services ► Payer and Provider Business Process

► Banking and Financial Services Information Technology ► Google Cloud ► Payer and Provider Information Technology

► Catalyst™ ► HealthTech ► Price Genius – AMS Solution and Pricing Tool

► Clinical Development Technology ► Human Resources ► Pricing Analytics as a Service

► Cloud and Infrastructure ► Insurance Business Process ► Process Intelligence

► Contingent Staffing ► Insurance Information Technology ► Process Orchestration

► Contingent Workforce Management ► Insurance Technology (InsurTech) ► Procurement and Supply Chain 

► Customer Experience Management Services ► Insurance Third-Party Administration (TPA) Services ► Recruitment

► CX Excellence ► Intelligent Document Processing ► Retail and CPG IT Services

► CXM Technology ► Interactive Experience (IX) Services ► Retirement Technologies

► Cybersecurity ► IT Services Excellence ► Revenue Cycle Management

► Cyber Threat Detection and Response ► IT Talent Excellence ► Rewards and Recognition 

► Data and Analytics ► Life Sciences Business Process ► SAP Services 

► Digital Adoption Platforms ► Life Sciences Commercial Technologies ► Service Optimization Technologies 

► Digital Services ► Life Sciences Information Technology ► Software Product Engineering Services

► Digital Workplace ► Locations Insider™ ► Supply Chain Management (SCM) Services 

► Employee Experience Management (EXM) Platforms ► Marketing Services ► Sustainability Technology and Services

► Employer of Record (EOR) ► Market Vista™ ► Talent Genius™

► Engineering Research and Development ► Microsoft Azure ► Technology Skills and Talent

► Enterprise Platform Services ► Microsoft Business Application Services ► Trust and Safety

► Exponential Technologies ► Modern Application Development (MAD) ► Value and Quality Assurance (VQA) 

Our research offerings

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

Procurement and Supply Chain



Contents

Copyright © 2024 Everest Global, Inc.

We encourage you to share these materials internally in accordance with your license. Sharing these materials outside 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.

Proprietary & Confidential. © 2024, Everest Global, Inc. | EGR-2024-22-CA-6514

3

For more information on this and other 

research published by Everest Group, 

please contact us:

Shirley Hung, Partner

Prateek Singh, Practice Director

Antara Rao, Senior Analyst

Anay Shrivastava, Analyst

04 Introduction and overview

05 Research methodology

06 Everest Group PO process map

08 Background and scope of the research

09 Understanding the current state of outsourcing

10 Executive summary

11 Business challenges concerning enterprises in 2024

12 Enterprise expectations from global services to navigate 

challenges

13 Desired service provider capabilities

14 Challenges faced by procurement teams

15 Emergence of value-adding capabilities expected from PO 

providers 

17 Performance snapshot of PO providers

18 Shift in enterprise satisfaction on outsourcing engagements

19 Evolving significance of value-adding outsourcing parameters

20 Snapshot of PO providers’ performance

21 What worked for enterprises in 2023

22 What did not work for enterprises in 2023

23 Impact of dropping buyer satisfaction levels on service providers

24 Evolving expectations from PO providers to become 

strategic partners

25 Hygiene aspect of outsourcing engagements

26 Provider characteristics to be recognized as a strategic 

partner

27 Differentiators that impact service provider selection

28 Opportunities for PO providers

29 Evolution of procurement outsourcing engagements

30 Enterprise focus areas in 2024-25

31 Current focus areas for service providers

32 Building capability roadmap and addressing current gaps

33 How can service providers add more value?

35 Appendix

36 Glossary

37 Research calendar

mailto:shirley.hung@everestgrp.com
mailto:prateek.singh@everestgrp.com
mailto:antara.rao@everestgrp.com


Proprietary & Confidential. © 2024, Everest Global, Inc. | EGR-2024-22-CA-6514

Catching the Buyer Pulse: Redefining Partnerships Through Strategic Procurement Outsourcing (PO) Engagements 4

Background and scope of the research

Scope of this report

Geography: Global

Industry: All

Services: Procurement services

Procurement Outsourcing (PO) providers have been 

instrumental in reducing costs and enhancing the 

efficiency of procurement operations. Service providers 

have helped enterprises maintain business continuity 

during tumultuous periods such as the COVID-19 

pandemic, economic slowdown, technological disruptions, 

and leadership transitions. Enterprises expect service 

providers’ capabilities to further evolve to better help them 

navigate their current set of challenges.

Enterprises are mostly satisfied with service provider 

capability in process expertise, traditional technology 

leverage, and implementation services. However, they are 

also seeking results on value-adding factors such as 

innovation, proactiveness, and advanced technologies in 

their PO engagements. The failure of many service 

providers in recognizing and meeting enterprise 

expectations on the value-adding engagement parameters 

over the last two years has led to a drop in enterprise 

satisfaction scores concerning PO engagements.

This report outlines the challenges faced by 

procurement teams and their influence on evolving 

enterprise expectations from service provider 

engagements. It outlines the expected capabilities 

and qualities of service providers, and the unique 

characteristics to become a strategic partner for 

enterprises. 

The research focuses on service provider investments, 

current gaps in offerings, and strategies for PO providers 

to position themselves as strategic partners for 

enterprises.
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Overview

This report highlights the declining buyer 

satisfaction scores and evolving enterprise 

expectations from outsourcing engagements. It 

emphasizes the need for PO providers to 

elevate their offerings based on identified gaps 

to become trusted and valued strategic partners 

for enterprises.

Overview and abbreviated summary of key messages

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

Decreasing enterprise satisfaction scores on PO services

Enterprises are grappling with various hurdles including economic instability, geopolitical tensions, evolving customer 

preferences, and internal operational shifts. Concurrently, they are encountering shortcomings in PO providers meeting 

their requirements, resulting in decreased satisfaction ratings in their interactions with PO providers.

Evolving enterprise expectations from service providers; focus on value-adding factors

The decline in enterprise satisfaction with PO engagements cannot solely be attributed to a lack of commitment by PO 

providers to enhancing capabilities. Instead, enterprises are looking for providers to demonstrate dedication to surpassing 

traditional standards and emphasize on value-adding factors such as innovation and customer satisfaction.

Service providers to focus on being a strategic partner to enterprises

The primary approach to boosting enterprise satisfaction with service providers involves being recognized as a trusted and 

strategic partner that comprehends the concerns and priorities of the enterprises. This also entails devising customized 

solutions that incorporate value-adding engagement criteria and addressing them seamlessly through a phased 

implementation approach.
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This study offers five distinct chapters providing a deep dive into key aspects of the procurement 

outsourcing engagements; below are four charts to illustrate the depth of the report

Desired service provider capabilities Emergence of value-adding capabilities expected from PO providers

Shift in enterprise satisfaction on outsourcing engagements Evolution of procurement outsourcing engagements

Key capability expectations of enterprises from providers

Percentage of respondents selecting as top priority

Source: Everest Group Key Issues Studies 2024 and 2023

Product/Service 

quality Productivity Delivery time Flexibility

Ability to introduce 

innovative ideas

Support for tools 

and technology

Customer/User 

experience

2024 rank 1 2 3 4 5 6 7

2023 rank 2 1 3 4 7 10 9

Expectations from procurement service providers

Traditional Value-adding

Operational Cost savings Shorter time-to-value 

realization

Process 

efficiency

Ramped up leverage 

of technology

User experience Market intelligence Risk mitigation

Account 

management

Proactive account 

management

Leadership 

involvement

Cultural 

alignment

Progress 

tracking

Skilled 

procurement staff

Global 

presence

Reputed roaster 

of clients

Engagement 

evolution

Consistency Agility and flexibility Scope 

expansion

Strategic partnership Co-innovation Aid in firm’s expansion 

and growth

Center of Excellence 

(CoE) support

Average enterprise satisfaction with their service providers

Rating on a scale of 1 to 7, with 7 being highly satisfied and 1 being highly dissatisfied

Source: Everest Group Key Issues Studies 2024, 2023, and 2022

All outsourcing engagements Procurement outsourcing engagements

5.7

4.6
4.8

5.6

5.6 5.4

2021 2022 2023

Top factors driving enterprise dissatisfaction

1
Lack of 

innovation

2
Slow decision-

making/agility

3
Poor communication / 

stakeholder management
7%

48%

35%

10%

Significant increase Increase Remains the same Decrease

Most buyers expect to expand 

the existing scope of 

engagement with their providers 

in the next 12-18 months

Expected changes in the engagement scope in the next 12-18 months

Percentage of buyer responses in 2023
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