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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



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

7

Research calendar
Procurement and Supply Chain

PlannedPublished Current release

Note: Click to see a list of all of our published Procurement and Supply Chain reports

Reports title Release date

Procurement Transformation in the Age of Generative AI January 2024

Transforming Supplier Relationship Management with Technology – Market Overview and Provider Landscape January 2024

Webinar Deck: Decoding Supplier Relationship Management Technologies: What are the Best-in-class Functionalities and Features? February2024

Talent Demand Trends | India IT Services – H2 2023 February 2024

Procurement Transformation in the Age of Generative AI February 2024

Smart Logistics: Harnessing Technology for Seamless Supply Chain Operations March 2024

Catching the Buyer Pulse: Redefining Partnerships Through Strategic Procurement Outsourcing (PO) Engagements June 2024

Exploring Circularity in the Supply Chain Q3 2024

Procurement Outsourcing (PO) - Services PEAK Matrix® Assessment 2024 Q3 2024

Procurement Outsourcing (PO) Service Provider Compendium 2024 Q3 2024

Exploring Supply Chain Management (SCM) Planning Providers 2024 Q4 2024

Evolution of Spend Analytics in Procurement Q4 2024

Procure-to-Pay (P2P) Products PEAK Matrix® Assessment 2025 Q1 2025

Generative AI in Supply Chain Management: Separating Reality from Hype Q1 2025

The Evolving Contract Lifecycle Management Landscape Q1 2025

https://www2.everestgrp.com/reports?Cat0=831


Stay connected

Everest Group’s Terms of Use, available at www.everestgrp.com/terms-of-use/, is hereby incorporated by reference as if 

fully reproduced herein. Parts of these terms are pasted below for convenience; please refer to the link above for the full 

version of the Terms of Use. 

Everest Group is not registered as an investment adviser or research analyst with the U.S. Securities and Exchange 

Commission, the Financial Industry Regulatory Authority (FINRA), or any state or foreign securities regulatory authority. 

For the avoidance of doubt, Everest Group is not providing any advice concerning securities as defined by the law or 

any regulatory entity or an analysis of equity securities as defined by the law or any regulatory entity. 

All Everest Group Products and/or Services are for informational purposes only and are provided “as is” without any 

warranty of any kind. You understand and expressly agree that you assume the entire risk as to your use and any 

reliance upon any Product or Service. Everest Group is not a legal, tax, financial, or investment advisor, and nothing 

provided by Everest Group is legal, tax, financial, or investment advice. Nothing Everest Group provides is an offer to 

sell or a solicitation of an offer to purchase any securities or instruments from any entity. Nothing from Everest Group 

may be used or relied upon in evaluating the merits of any investment. Do not base any investment decisions, in whole 

or part, on anything provided by Everest Group. 

Products and/or Services represent research opinions or viewpoints, not representations or statements of fact. 

Accessing, using, or receiving a grant of access to an Everest Group Product and/or Service does not constitute any 

recommendation by Everest Group that recipient (1) take any action or refrain from taking any action or (2) enter into a 

particular transaction. Nothing from Everest Group will be relied upon or interpreted as a promise or representation as to 

past, present, or future performance of a business or a market. The information contained in any Everest Group Product 

and/or Service is as of the date prepared, and Everest Group has no duty or obligation to update or revise the 

information or documentation. Everest Group may have obtained information that appears in its Products and/or 

Services from the parties mentioned therein, public sources, or third-party sources, including information related to 

financials, estimates, and/or forecasts. Everest Group has not audited such information and assumes no responsibility 

for independently verifying such information as Everest Group has relied on such information being complete and 

accurate in all respects. Note, companies mentioned in Products and/or Services may be customers of Everest Group or 

have interacted with Everest Group in some other way, including, without limitation, participating in Everest Group 

research activities.

Notice and disclaimers

Important information. Please review this notice carefully and in its entirety. Through your access, you agree to Everest Group’s terms of use. 

Everest Group is a leading research firm helping business leaders make confident decisions. We guide clients through today’s market challenges and strengthen their strategies by applying contextualized problem-solving 

to their unique situations. This drives maximized operational and financial performance and transformative experiences. Our deep expertise and tenacious research focused on technology, business processes, and engineering 

through the lenses of talent, sustainability, and sourcing delivers precise and action-oriented guidance. Find further details and in-depth content at www.everestgrp.com.

Dallas (Headquarters)

info@everestgrp.com

+1-214-451-3000

Bangalore

india@everestgrp.com

+91-80-61463500 

Delhi

india@everestgrp.com

+91-124-496-1000

London

unitedkingdom@everestgrp.com

+44-207-129-1318

Toronto

canada@everestgrp.com

+1-214-451-3000

Website

everestgrp.com

Blog

everestgrp.com/blog

Follow us on

http://www.everestgrp.com/terms-of-use/
mailto:info@everestgrp.com
mailto:india@everestgrp.com
mailto:india@everestgrp.com
mailto:unitedkingdom@everestgrp.com
mailto:canada@everestgrp.com
https://www.linkedin.com/company/everest-group/
https://www.facebook.com/everestgrp/
https://www.instagram.com/everestgrouplife/
https://twitter.com/EverestGroup
https://www.youtube.com/user/EverestGroup
https://www.everestgrp.com/
https://www.everestgrp.com/blog

