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Background and scope of the research

Procurement Outsourcing (PO) providers have been This report outlines the challenges faced by Scope of this report
instrumental in reducing costs and enhancing the procurement teams and their influence on evolving
efficiency of procurement operations. Service providers enterprise expectations from service provider Geography: Global

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. The research focuses on service provider investments,
current gaps in offerings, and strategies for PO providers
to position themselves as strategic partners for
enterprises.

engagements. It outlines the expected capabilities
and qualities of service providers, and the unique
characteristics to become a strategic partner for Services: Procurement services
enterprises.

Industry: All

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.
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Overview and abbreviated summary of key messages

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

This report highlights the declining buyer Decreasing enterprise satisfaction scores on PO services

satisfaction scores and evolving enterprise Enterprises are grappling with various hurdles including economic instability, geopolitical tensions, evolving customer
expectations from outsourcing engagements. It preferences, and internal operational shifts. Concurrently, they are encountering shortcomings in PO providers meeting
emphasizes the need for PO providers to their requirements, resulting in decreased satisfaction ratings in their interactions with PO providers.

elevate their offerings based on identified gaps Evolving enterprise expectations from service providers; focus on value-adding factors

to become trusted and valued strategic partners The decline in enterprise satisfaction with PO engagements cannot solely be attributed to a lack of commitment by PO

for enterprises. 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

Key capability expectations of enterprises from providers Expectations from procurement service providers
Percentage of respondents selecting as top priority

Traditional Value-adding
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Shift in enterprise satisfaction on outsourcing engagements Evolution of procurement outsourcing engagements
Average enterprise satisfaction with their service providers Expected changes in the engagement scope in the next 12-18 months
Rating on a scale of 1 to 7, with 7 being highly satisfied and 1 being highly dissatisfied Percentage of buyer responses in 2023
. All' outsourcing engagements . Procurement outsourcing engagements
5.7 Top factors driving enterprise dissatisfaction
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Most buyers expect to expand
2021 2022 2023 the existing scope of
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