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With globalization, shifts in workforce demographics, and the demand for Aberdeen’s Research Briefs
innovation, identifying and attracting top talent has become increasingly provide a detailed exploration
complex. Organizations looking to gain competitive advantage are rethinking of a key finding from a primary
their approach to recruitment in order to make leaner and smarter research study, including key

performance indicators, Best-
in-Class insight, and vendor
insight.

decisions around talent. As a result, the value proposition for Recruitment
Process Outsourcing (RPO) has never been greater. RPO helps companies
create greater efficiencies, reduce costs and improve processes during both
a strong and weak economy. Historically viewed as a tactical, administrative
service, RPO has evolved into a more strategic endeavor —responsible for
igniting organizational change and driving business outcomes. Aberdeen
studied 243 organizations in the 2012 Strategic Talent Acquisition survey,
105 of which are currently investing in RPO, in order to shed light on the
key trends and best practices in this market.

The Business Imperative

Talent acquisition is no longer just an HR initiative. The process of
identifying and attracting talent is a key business imperative that can fuel
organizational growth and performance. Consequently, the same pressures
identified by HR leaders in Aberdeen’s 2012 Strategic Talent Acquisition:
Are You Prepared to Hire the Best report are the same pressures facing
today’s business leaders, including the shortage of key skills and the ability
to find talent in a highly competitive market (see Figure I).

Figure I: Top Talent Acquisition Pressures
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Given this crisis for talent and the reduction of many internal recruiting
functions, it is no surprise that organizations regardless of company size,
industry and geography are seeking additional support. As a result, RPO
(see sidebar definition) is gaining momentum as a viable solution to both
augment existing recruiting functions and transform existing processes.
Currently, 53% of organizations in Aberdeen’s 2012 Strategic Talent
Acquisition: Are You Prepared to Hire the Best study are currently
investing in RPO or planning to invest in RPO over the next 12 months
compared to 43% of organizations in 201 |.

The increased demand in RPO is not the only change that has occurred
over the past year. Organizations are also thinking more strategically about
how to leverage RPO services to help identify critical skills- those roles that
are most closely tied to organizational performance and productivity. As
Figure 2 shows, 33% of organizations are investing in RPO for help with
specific job roles and job families compared to 1% in 201 |. By customizing
the recruitment process for various jobs, organizations are no longer
viewing recruitment and RPO as a “quick fix” (typical of a project-based
investment) but as a long-term strategic initiative. As a result, RPO becomes
less about “outsourcing” the entire recruiting function and more about
solving critical business challenges.

Figure 2: The Evolving Strategic Role of RPO
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This uptick in RPO indicates a fundamental shift in “what” RPO is and
“how” it provides value. The following pages of this report will address the
evolution of RPO and the impact it can bring to the bottom line.

The Evolution of RPO

RPO is one of the most misunderstood areas of talent acquisition today.
With a lack of industry standards around pricing or practices, many
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Fast Facts

53% of organizations are
currently investing or planning
to invest in RPO over the next
I2 months.

RPO Definition

Aberdeen defines RPO as the
outsourcing of one or more
processes that often spans
various job levels and is
performed in both centralized
and decentralized
organizations.
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organizations find it difficult to build a business case for RPO — as indicated
by 33% of organizations in Aberdeen’s 2012 Strategic Talent Acquisition
survey. Many of these companies mistake third-party staffing companies
(e.g., temporary staffing companies, contingent staffing firms and executive
search firms) and even HR Outsourcing (HRO) firms as RPO.

In a true RPO partnership - one that includes the management and
ownership of part or all of the recruitment function- the value of these
services are measured differently and organizations are able to create
greater efficiencies and improve business outcomes. Aberdeen research
indicated that organizations investing in RPO are able to improve overall
time to fill, decrease cost per hire and increase customer retention (see
Figure 3). As RPO evolves, measuring the value of these services should
reflect organizational objectives rather than HR objectives.

Figure 3: Impact of RPO
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Key Elements of RPO

Talent acquisition is comprised of five critical areas: employer branding,
sourcing, screening, assessment, hiring and onboarding. Although the most
common element of recruiting being outsourced is screening, sourcing is
one area of talent acquisition that organizations are looking to revamp over
the next year and they are leveraging RPO to help with this process (see
Figure 4). For example, over 50% of Best-in-Class organizations are
decreasing their investment in job boards in favor of more effective
solutions such as social media and search engine optimization (SEO). Many
of the leading RPO providers are partnering with innovative sourcing
technology to help organizations move away from the “post and pray”
model of job boards. When designing a more effective sourcing strategy,
most internal recruiting functions have little expertise or are understaffed to
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Best-in-Class Definition

In Aberdeen’s August 2012
Talent Acquisition report the
following key performance
indicators were used to
determine the Best-in-Class for
employee performance
management, with top
performers achieving
impressive results:

v 91% of first-year employees
were retained (add AVE and
LAG performance for each
of these)

\ 86% of key positions filled
internally

\' 23% year-over-year hiring
manager satisfaction
improvements

Best-in-Class - top 20% of
aggregate performance scorers

Industry Average - middle 50%
of aggregate performance
scorers

Laggards - bottom 30% of
aggregate performance scorers
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address the art and science of this process. The art of sourcing is difficult to
measure and involves relationship building and talent pipeline activities. The
science, on the other hand, is built on a systematic approach to identify the
best strategies and tools used to uncover talent and measure the process.
RPO can be effective at sourcing if providers build out strong resources to
handle both relationship-building and analytics.

Figure 4: Key Elements of RPO

Background checks / Screening 57%
Sourcing 52%
Employment verification 49%
Drug testing 45%
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Source: Aberdeen Group, July 2012

Establishing a Trusted Partnership

A trusted partnership between a provider and client is a key indicator of a
successful RPO engagement. Without this trust, RPO provides little value in
organizational change and management and it becomes simply “out-tasking.”
Organizations relinquishing their control over recruitment activities need to
be able to trust that their providers are representing their values and brand
in the same manner that they would expect from their own employees.
Surprisingly, only 3% of organizations believe that the RPO provider
understands the culture of their organization. One reason is that RPO
engagements rarely include end-to-end recruitment strategies — as cited by
only 7% of organizations (Figure 2). How are organizations able to foster a
trusted partnership with their RPO provider if it is conducted in an ad-hoc
manner? A trusted partnership is the responsibility of both provider and
customer.

Best-in-Class organizations are able to build a partnership with their
provider in a variety of ways including:

e Employer Branding: A strong employer brand can help drive
quality talent to an organization by defining and translating the
company’s image, organizational culture, and reputation to a large
audience. It also serves as the foundation of a positive candidate
experience. Currently, 25% of Best-in-Class organizations outsource
employer branding practices to RPO providers compared to only
9% of Industry Average and 6% of Laggards. When RPO providers
are responsible for employer branding, they have no choice but to

te-Hanks Company
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build a deeper understanding of the company culture and deepen
the trust with clients.

e Vertical Specific Expertise: Several of the leading RPO providers
are offering vertical services to industries such as healthcare, retail
and technology. By offering expertise in a specific industry,
providers are better able to build a trusted partnership. As a result,
organizations in these industries are investing in a more holistic
approach to RPO including everything from employer branding to
onboarding. In Aberdeen’s 2012 RPO Gains Momentum in
Technology report, 55% of technology organizations are investing in
end-to-end RPO.

e Defined Service Level Agreements: The majority of RPO
engagements are anchored in multi-year Service Level Agreements
(SLAs). SLAs are an important part of creating a trusted partnership
and some providers are even including reverse SLAs in order to
provide more transparency in the relationship. According to
Aberdeen’s 201 | RPO: Rethink Recruitment report, organizations are
including both standard HR metrics as well as business metrics such
as customer satisfaction (see Figure 5).

Figure 5: Critical Elements of Service Level Agreements
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Total Talent Acquisition

In the past, organizations have invested in disparate outsourcing services to
help manage the recruitment process for both contingent workers and full-
time employees. These services include RPO providers for full-time
employees and Managed Services Providers (MSP) for managing the
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suppliers of contingent labor. According to Aberdeen's 2012 Contingent
Workforce Management report, nearly 26% of the average organization’s
workforce is considered contingent or temporary. Clearly, the demand for a
more flexible workforce is on the rise. Both employers and job seekers
recognize numerous benefits, including greater diversity, improved
productivity, and reduced costs for employers, and greater control over
their career development for job seekers. The modern contingent
workforce is, however, just as complex as its traditional employee
counterpart.

Given the growth of contingent labor, organizations are beginning to think
about a blended, integrated approach to “total talent acquisition”- the
process of identifying and attracting both contingent and full-time
employees. By taking this holistic view of their workforce, organizations can
address talent needs, leveraging a single provider for both full-time hiring
and management of the contingent workforce supply chain. Aberdeen’s
2012 Total Talent Acquisition survey identified several key drivers in this shift
to total talent acquisition, including reducing costs and improving
productivity. These drivers will influence not only recruitment outsourcing
efforts but, more importantly, organizational growth. If organizations have a
clear view of their permanent and contingent labor, they are better
equipped to make leaner and smarter decisions around recruiting and
retaining talent.

Figure 6 details the key drivers for organizations seeking to blend the
management of traditional employee and contingent worker and contract
talent under the same, formalized program and provider. Cost and visibility
are the core issues for these companies.

Figure 6: Key Drivers for Total Talent Acquisition
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Source: Aberdeen Group, June 2012
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Capabilities Enabling Success

The selective use of an RPO provider can have a powerful impact on an
organization’s ability to execute on strategic hiring needs. Aberdeen
analyzed how organizations are retooling their talent acquisition process,
organization and even technology options when investing in RPO.

Case Study: PR Newswire

With over fifty-seven years of experience in media, PR Newswire offers
solutions and services to help companies distribute content, monitor
traditional and social media and engage with audiences. In order to
distinguish itself in a competitive market and attract top talent, PR
Newswire has invested in end-to-end RPO for over 5 years. After one
negative experience, the company developed a highly rigorous process in
201 | for evaluating and selecting the right RPO provider moving forward.
Above all else, an RPO provider would need to be the right cultural fit in
order for a strategic partnership to develop. The selection process resulted
in a highly successful RPO engagement that has not only saved the
organization an exorbitant amount of money, but has transformed its
approach to talent.

Selecting the Right Provider:

Under the direction of the VP of HR, an outside consultant was hired to
provide the initial pass at vendor evaluation. After receiving a
recommendation, PRNewswire conducted several interviews with leading
providers to determine the best fit and narrowed down their selection to
three providers. Key criteria for selection included cultural alignment,
strategic partnership and proactive sourcing techniques.

After careful consideration, PRNewswire selected a vendor for end-to-end
recruitment that was able to demonstrate strengths in each of these areas.
In addition to a dedicated support team, the CEO of the provider built a
strong relationship with several employees at PR Newswire including the
SVP of Sales.

Lessons Learned

PR Newswire successfully saved the organization a considerable amount of
money typically spent on third-party recruiters. Its RPO investment was
customized to meet its unique recruiting goals and HR departments are no
longer burdened with administrative tasks. The greatest lessons learned
included strong communication and the need to set objectives in advance.

Process

When considering process capabilities, organizations must find a balance
between customization and standardization. As indicated in the PR
Newswire case study, many organizations are looking for a customized

te-Hanks Company
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approach to RPO - one that allows them to achieve their individual hiring
objectives. Yet, organizations also need to standardize RPO to ensure that
the strategy is consistently aligned with overall business objectives and
evaluated regularly.

When standardizing an RPO model, organizations should clearly outline the
goals and determine the key measurements of success. Surprisingly, only
10% of organizations are identifying how RPO can make HR leaner before
investing in a provider. By creating consistency between how RPO is
designed and how it is evaluated, organizations will have a better
understanding of the overall value.

When customizing the process, organizations should determine not only
what elements should be included but also the departments and job levels
deemed most critical. The most common department included in RPO for
Best-in-Class organizations are IT (47%), Sales (38%), Engineering (32%), and
Marketing (30%).

Performance Management

Measuring the performance of an RPO provider is a challenge for many
organizations particularly when objectives are not clearly outlined in
advance. In fact, only | 1% of organizations - including Best-in-Class
organizations - have defined metrics for evaluating their providers. SLA’s are
the most common way that organizations can set expectations around
business outcomes. In Aberdeen’s 201 | RPO: Rethink Recruitment report,
66% of organizations have SLA’s with defined roles and responsibilities of
both the organization and provider. In addition to SLA’s, Aberdeen’s 2012
Strategic Talent Acquisition: Are You Prepared to Hire the Best research
found that Best-in-Class organizations are also measuring their providers
based on accuracy, return on investment, cost, customer service and turn-
around time (Figure 7). Organizations ranked each criteria on a scale of | to
5 (5 being the most critical and | being the least critical).

te-Hanks Company
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Figure 7: Key Criteria for Best-in-Class Organizations Measuring
RPO Providers
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Technology

Technology has become ingrained in many RPO engagements. With market
consolidation and a new round of startups emerging, decisions around
recruitment technology have become increasingly complex and
organizations are turning to their RPO providers for guidance. Furthermore,
Aberdeen’s HR Executive Agenda found that only 18% of companies are
extremely satisfied with their existing recruitment providers. RPO providers
have a unique opportunity to partner with strategic recruitment technology
providers and to serve as the primary recruitment provider of both services
and technology.

Organizations that invest in RPO are also beginning to use their RPO
providers for not only services but also as Applicant Tracking System
(ATS))system providers. More providers have been developing these
systems in order to provide an improved user experience and enhanced
capabilities to address the major pain points of today’s recruiters such as
mobile and search. Currently, 52% of organizations using RPO are investing
in additional third-party ATS systems compared to 63% of organizations that
are not leveraging RPO.
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Case Study: The Goodyear Tire and Rubber Company

The Goodyear Tire and Rubber Company is a leading manufacturer of tires
for automobiles, commercial trucks, light trucks, SUVs, race cars, airplanes,
farm equipment and heavy earth-mover machinery. With over 1800 retail
locations, recruiting quality talent is a top priority. Prior to investing in an
RPO model, Goodyear’s talent acquisition processes lacked standardization
and consistency across geographies and job roles. As a result, the candidate
experience was often a negative one with multiple processes and multiple
systems in place. Additionally, reporting presented several challenges.
Recruiters and hiring managers had little insight into applicant flow, sourcing
effectiveness, or the number of open positions at any given time.

By investing in an RPO model in 2009, Goodyear was able to overcome
these challenges and create a more standardized process for all recruitment
activities and access stronger data to make more informed talent decisions.
Goodyear currently invests in TheRightThing’s RPO services for sourcing,
screening and “pre-boarding” (background checking, screening and offer
management). When evaluating providers, a key criterion for selection was
innovative recruitment technology. Through TheRightThing’s AIRS
technology, Goodyear is able to proactively source both active and passive
candidates and maintain a solid talent pipeline.

Since investing in RPO, Goodyear has noticed a dramatic improvement in
overall recruitment activities. When creating an SLA, quality of hire, quality
of slate, time to offer, retention and diversity were included as the top
metrics. Goodyear reviews these metrics on a quarterly basis and has
experienced year over year improvement. Additionally, the company has
been able to reduce its’ spend on third-party recruiting firms for less than
10% of positions.

Over the past three years, the RPO experience has been a journey and a
learning experience for both Goodyear and its provider. Strong
communication and understanding of company culture has resulted in a
trusted partnership rather than an outsourcing relationship.

Key Takeaways

For organizations beginning to explore RPO or continuing to build a
business case for their current investment, three key points to keep in mind
include:

e Build a trusted partnership. In order to represent an
organization to the outside world, establishing trust is essential for
the success of any RPO investment. Organizations relinquishing
their control and power over recruitment activities need to be able
to trust that their providers are representing their values and brand
in the same manner that they would expect from their own
employees.

e Consider total talent acquisition. In order to make smarter
decisions around recruitment, organizations need to take a

te-Hanks Company

“They are a strategic partners and
not an outsourced provider”

-Chastity Duskey,
Head of Talent Acquisition
Goodyear Tire and Rubber
Company
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complete view of their workforce and include contingent labor in
any strategic recruitment and RPO engagements.

e Measure the performance of your vendor. In order to ensure
that RPO is aligned with overall business objectives, organizations
should continuously evaluate their RPO investment to make sure
they are successful in hiring quality talent and improving business
outcomes.

For more information on this or other research topics, please visit
www.aberdeen.com.
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of our underwriters. These individuals and organizations share Aberdeen’s
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no cost. Underwriters have no editorial or research rights, and the facts and
analysis of this report remain an exclusive production and product of
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solicited after the fact and had no substantive influence on the direction of
this report. Their sponsorship has made it possible for Aberdeen Group to
make these findings available to readers at no charge.

futurestep;>

A Korn/Ferry Company

Futurestep is a leading global provider of high-impact recruitment solutions,
helping clients discover, deliver and measure the talent that drives business
success. Services offered include RPO and project recruitment, retained
search and consulting. Key strengths include proven expertise, proprietary
competency models, innovative sourcing strategies, a focus on client
business priorities, and a unique approach to measure and optimize the
business impact of solutions provided. The company’s world-class global
recruitment process leverages best-in-class technology, including tools
designed by parent company Korn/Ferry, and the company’s footprint
extends across all regions, delivering scalability, critical sourcing capability
and a global technology infrastructure for clients.

For additional information on Futurestep:

Futurestep, A Korn/Ferry Company
1900 Avenue of the Stars

Suite 2600

Los Angeles, CA 90067

Telephone: 866-RPO-GO7 |
www.futurestep.com
marketing@futurestep.com
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pimstripe@

Pinstripe, Inc. is the nation’s leading pure-play recruitment process
outsourcing (RPO) provider. Pinstripe delivers customized solutions that
help clients align talent strategies to business objectives. Consistent with
Pinstripe’s brand promise “We Become You,” dedicated recruitment teams
act as an extension of the human resources function, providing a tailored
candidate experience reflective of the client’s brand, values and culture.
Pinstripe primarily services clients in the healthcare, advanced
manufacturing, financial service, and technology industries.

For additional information on Pinstripe:

Pinstripe, Inc.

200 South Executive Drive
Suite 400

Brookfield, WI 53005
Telephone: 877-797-3379
WwwWw.pinstripe.com
webecomeyou@pinstripe.com

KeneXa

Kenexa is in the business of improving companies and enriching lives
because to us, business is personal. Our unique combination of content,
technology and services provides the insight and expertise to deliver
products and solutions across the entire employee lifecycle. Where other
companies focus on just one piece, we focus on bringing all of the pieces
together to create the best picture for your company’s success. With every
person we recruit, every assessment we administer, every technology
solution we deliver, every survey we conduct, every leader we develop and
every compensation strategy we support, lives are impacted by our craft.

For additional information on Kenexa:

Kenexa

650 East Swedesford Road
Woayne, PA 19087
Telephone: 610-971-9171
www.kenexa.com
karis.ahlberg@kenexa.com
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The RightThing®, An ADP® Company is one of the nation’s leading
recruitment process outsourcing (RPO) providers. Harnessing the power of
proprietary technology, The RightThing continues to lead the industry with
innovative, scalable solutions that help clients find, recruit, hire and retain
top talent. Dedicated to recruitment leadership, technology and
outsourcing, The RightThing offers recruiting solutions to small, medium
and large organizations serving many of the world’s leading companies.

For additional information on The RightThing:

The RightThing®, An ADP® Company
3401 Technology Drive

Findlay, OH 45840

Telephone: 1-800-466-4010
www.rightthinginc.com
sales@rightthinginc.com

AmHewﬂt

Aon Hewitt is transforming the way companies connect with talent. Our
strategic talent acquisition solutions integrate the most innovative
recruitment technologies, processes, and RPO practices to quickly and
more effectively deliver engaged, performance-ready employees,
empowering better business results.

For additional information on Aon Hewitt:

Aon Hewitt

100 Half Day Road

Lincolnshire, IL 60069
Telephone: 513-459-0493
www.aonhewittrpo.com
peoplesolutions@aonhewitt.com
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