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Chapter 

1 
 

Introduction 

A 
Objectives and Scope 

The purpose of this report is to identify perceptions by procurement 
organizations about the issues they face and their current priorities and their 
attitudes towards procurement business process outsourcing (BPO). 

In particular the survey uses interviewing to identify: 

 The principal sourcing and procurement issues procurement 
organizations are facing in 2010 

 The major initiatives being planned to address these issues 

 The success they have achieved in recent initiatives 

 Their satisfaction with their internal capabilities in a number of 
criteria 

 Their satisfaction with their internal capabilities in selected 
processes and activities 

 Their perceptions of their IT systems and how these systems could 
be improved 

 Their attitudes to outsourcing 

 Their propensity to outsource, by process area and by spend 
category 

 The level of satisfaction with the service provision where they have 
outsourced 

 Drivers and inhibitors to outsourcing 

 Their attitudes about preferred procurement service delivery 
approaches 

 Cost reduction thresholds 

 Benefits sought from outsourcing 

 Their attitudes about BPO service provision, and principal vendor 
selection criteria where they to outsource. 
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NelsonHall’s “Indirect Procurement BPO Customer Requirements” report is 
designed for:  

 Marketing, sales and business managers developing strategies to 
target segments of the indirect procurement outsourcing market  

 Executives in purchasing organizations seeking an understanding 
of indirect procurement delivery issues 

 Consultants advising purchasing organizations in service and 
vendor selection.  

The geographic scope of the study is the U.S., the U.K. and Continental 
Europe. 

B 
Methodology 

The approach taken to analyze this market is targeted user research:  
interviewing 160 Procurement Executives in companies in selected targeted 
sectors and geographies to ascertain their procurement organizations’ 
attitudes in each of the areas mentioned above. 

The user research of 160 interviews was broken down by region: 

 U.S. 55 

 Continental Europe 55 

 U.K. 50 

 

And by industry sector as follows: 

Sector 
#  Organizations 

Participating 

CPG 30 

Banking 20 

High-Tech 30 

Pharmaceuticals 30 

Other Manufacturing 30 

Retail 20 

Total 160 
 

The rating system used to assess importance and satisfaction throughout the 
user survey is a 1 to 5 scale, with  

 1 being not at all important/ satisfied  

 5 being extremely important /satisfied. 
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C 
Structure of the Report 

The report is structured into the following chapters: 

Chapter I: Introduction 

Chapter II: Executive Summary 

Chapter III: Procurement Attitudes Overall, including: 

− Key Business Challenges identifying the major issues faced by 
procurement organizations and their current levels of 
satisfaction with their indirect capabilities, also recent initiatives 
to address these issues 

− Sourcing and Procurement Organization 

− Sourcing and Procurement Outsourcing 

− Procurement Service Delivery Approaches 

− Benefits Sought and Vendor Selection Criteria 

Chapter IV: Attitudes (as above) By Sector 

Chapter V: Attitudes (as above)  By Geography. 
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