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Background of the research

With increasing pressure on businesses to cut costs, maintain growth, and outperform competition, organizations are aligning procurement goals with their overall strategic business
agendas. They expect procurement function to drive business outcomes such as risk management, innovation, working capital optimization, and improved stakeholder experience, in
addition to its more traditional cost savings responsibility. Over the past two decades, organizations across industries have been increasingly engaging with third-party Procurement
Outsourcing (PO) service providers to drive cost reduction and improve operational efficiency in their procurement function. With a shift in focus from cost reduction to driving business
outcomes, procurement teams expect their PO service providers to bring in new value-creation levers, including service delivery automation, analytics, end-to-end platform consolidation,
cloud computing, and mobility. The PO service provider landscape is changing rapidly, as providers look at building advanced capabilities to enable end-to-end transformation journeys for
clients by adopting a partner-led approach. Increasing investments and adoption of advanced/cognitive analytics, Robotic Process Automation (RPA), Internet of Things (IoT), and
blockchain are all fueling growth in the PO market along with increased first-time outsourcers.
In this research, we focus on:
⚫

Everest Group’s Services PEAK Matrix® evaluation, a comprehensive assessment of 17 PO service providers
– 2020 PO PEAK Matrix® and Star Performers
– Service provider delivery capability assessment

⚫
⚫

Remarks on key strengths and areas of improvement for each PO service provider
Service provider landscape

Scope of this report:

Geography
Global

Service providers
This research covers the following PO service providers with multiprocess capability: Accenture, Aquanima, Capgemini, Chain IQ,
Cognizant, Corbus, Dragon Sourcing, Exela Technologies, Genpact,
GEP, HCL, IBM, Infosys, TCS, Tech Mahindra, Wipro, and WNS
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Introduction and scope

Everest Group recently released its report titled “Procurement Outsourcing (PO) – Service Provider Landscape with Services PEAK Matrix® Assessment 2020.” This report analyzes the
changing dynamics of the Procurement Outsourcing (PO) landscape and assesses service providers across several key dimensions.

As a part of this report, Everest Group updated its classification of 17 service providers on the Everest Group PEAK Matrix® for Procurement Outsourcing (PO) into Leaders, Major
Contenders, and Aspirants. The PEAK Matrix® is a framework that provides an objective, data-driven, and comparative assessment of PO service providers based on their absolute market
success and delivery capability. Everest Group also identified four service providers as the “2020 Procurement Outsourcing (PO) Market Star Performers” based on the strongest forward
movement demonstrated on the PEAK Matrix® year-on-year.
Based on the analysis, IBM emerged as a Leader. This document focuses on IBM’s Procurement Outsourcing (PO) experience and capabilities and includes:
⚫

IBM’s position on the Procurement Outsourcing (PO) PEAK Matrix®

⚫

Detailed PO profile of IBM

Buyers can use the PEAK Matrix® to identify and evaluate different service providers. It helps them understand the service providers’ relative strengths and gaps. However, it is also
important to note that while the PEAK Matrix® is a useful starting point, the results from the assessment may not be directly prescriptive for each buyer. Buyers will have to consider their
unique situation and requirements, and match them against service provider capability for an ideal fit.
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PO Services PEAK Matrix® 2020 – summary

The PEAK Matrix® for services is a proprietary framework used to assess the market impact and overall vision & capability of PO service providers.
Based on Everest Group’s comprehensive evaluation framework, the PEAK Matrix®, 17 PO service providers are segmented into three categories. The 2020 PEAK Matrix® positioning is as
follows:
⚫ Leaders
– Accenture, GEP, IBM, and Infosys
⚫

Major Contenders
– Capgemini, Chain IQ, Cognizant, Corbus, Exela Technologies, Genpact, HCL, TCS, Wipro, and WNS

⚫

Aspirants
– Aquanima and Dragon Sourcing

⚫

Star Performers
– Chain IQ, GEP, HCL, and WNS
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Everest Group PEAK Matrix®
Procurement Outsourcing (PO) Services PEAK Matrix® Assessment 2020 | IBM positioned as Leader
Everest Group Procurement Outsourcing (PO) Services PEAK Matrix® Assessment 2020
High
Leaders

Major Contenders

Leaders

Accenture

Major Contenders

Market impact
(Measures impact created in the market)

GEP
Infosys

Aspirants
Star Performers

IBM

TCS
Capgemini

Genpact
WNS

HCL

Wipro

Chain IQ
Exela Technologies
Cognizant
Corbus
Tech Mahindra
Aquanima

Dragon Sourcing

Low

Aspirants

Low

High
Vision & capability
(Measures ability to deliver services successfully)

Note: Assessments for Aquanima, Corbus, and Exela Technologies excludes service provider inputs and are based on Everest Group’s proprietary Transaction Intelligence (TI) database, service provider public disclosures, and Everest Group’s interactions with PO buyers
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IBM | PO BPO services profile (page 1 of 5)
Capabilities
Key leaders
⚫ Tony Menezes, Global Leader, Cognitive Process Services (CPS)
⚫ Graham Wright, VP, Global Procurement Practice Leader (CPS)
⚫ Moray Reid, Market Eminence & Alliances Leader, Procurement Practice (CPS)
⚫ Chander Vashistha, Procurement Practice Leader, Europe (CPS)
⚫ Donn Vanderploeg, VP Procurement Practice Leader, North America (CPS)
PO service suite
⚫ Sourcing-related services: spend analytics, opportunity identification & analysis, strategy development, strategic
sourcing, category management, vendor-performance management, contract management, and compliance
management
⚫ Transactional procurement services: tactical sourcing, tail-spend management, P2P, order execution, vendor
enablement, catalog/content administration, content management, accounts payable, call center, and T&E management
⚫ Direct procurement and supply chain management: sourcing & procurement operations for non-core, low-risk direct
materials supported by supply chain activities to ensure optimum deployment – inventory management, supply chain
management, 4PL/3PL, and cognitive sourcing insights
⚫ Vendor risk management services: provision of third-party risk management services leveraging cognitive insights,
the IBM vendor risk management solution proactively manages regulatory risk and compliance, supply chain risk, and
brand & reputational risk in the enterprise relationship with third parties
⚫ Transformation-led S2P services with a “Consult-to-Operate” delivery model focusing on on-demand consumable
digital processes for procurement, underpinned by analytics, blockchain, and cognitive capabilities
Category expertise
⚫ Management of all indirect categories – marketing, communication, travel, IT, software, connectivity, business services,
financial-management operations, capital equipment, and logistics – across all industry sectors
⚫ Management of direct materials in combination with supply chain management activities and cognitive sourcing partners
Spend managed for external clients
US$300+ billion

1

Does not include accounts payable and supply chain BPO FTEs
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Scale of operations
Number of PO FTEs1 over time
1,800+

1,800+

1,800+

2017

2018

2019

FTE mix by process scope
Source-to-Contract (S2C)

>500 FTEs

100-500 FTEs

<100 FTEs

Procure-to-Pay (P2P)

Key PO-related developments
⚫

⚫

⚫

⚫

⚫

⚫

2019: Launched digital extraction solution for accurate data extraction from invoice images,
eliminating the need to index or repair poorly extracted invoice data and code or match invoices
manually
2019: Developed cognitive invoice platform to perform business rules validations between invoice,
PO, and GRN, and enable processing of invoices. Possesses ML capabilities to drive efficiency
2019: Launched Cognitive Supplier Assist, a vendor query portal that provides access to self-service
for an array of activities including status enquiry of invoices/payments, thereby reducing the number
of tickets for the helpdesk team. The solution also provides a single window of interaction for
suppliers to submit invoices, execute master record changes, and remittance-related information for
client receivables function
2019: Launched blockchain Trust Your Supplier, cognitive contracting, cognitive invoice processing,
and automated middle office for procurement
2019: Developed intelligent workflows across the S2P spectrum with a full suite of platform-based
digital workers, cognitive insights, and virtual assistants driving efficiency and effectiveness
2018: Acquired Oniqua, a global innovator in Maintenance Repair and Operations (MRO) inventory
optimization solutions and services helping clients reduce and optimize MRO inventories, and predict
when critical parts and equipment might fail so that proactive actions can be taken to avoid
unplanned downtime
6
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IBM | PO BPO services profile (page 2 of 5)
Client portfolio
Major PO clients

Recently-announced multi-process PO engagements
Time of signing

Client

Contract details

2019

A global high-tech organization

Multi-year, multi-process procurement managed services

2019

A UK professional services organization

Multi-year, multi-process procurement managed services

2019

A global performance materials and chemicals producer

Multi-year, multi-process procurement managed services including technology platform deployment

2019

A European provider of integrated facilities management

Multi-year, multi-process procurement managed services

2019

A worldwide online payments organization

Multi-year, multi-process procurement managed services

PO revenue mix by buyer geography (2019)
UK (1-5%)

PO revenue mix by buyer industry (2019)
Travel & logistics (1-5%)
Financial services (1-5%)
Others (1-5%)

MEA (1-5%)

Latin America (6-10%)

Energy & utilities (1-5%)
North America
(36-40%)

Asia Pacific
(21-25%)

Healthcare & pharma (6-10%)

Hi-tech and
telecom (31-35%)

PO revenue mix by buyer size1 (2019)
SMBs (1-5%)
Mid-market (16-20%)

Retail (16-20%)
Europe (21-25%)
1

Manufacturing &
CPG (26-30%)

Large (76-80%)

Large buyers (revenue > US$5 billion), mid-market buyers (revenue US$1-US$5 billion), and SMB buyers (revenue < US$1 billion)
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IBM | PO BPO services profile (page 3 of 5)
Key delivery locations

Kazan

Toronto

Paris
Bratislava
Braga
Madrid

Krakow
Budapest
Dalian

Raleigh

Tulsa

Tokyo, Osaka

Cairo

Gurgaon

Monterrey
Pune
Bangalore

San Jose

Chennai

Manila
Naga
Kuala Lumpur

Lima
Hortolandia

Melbourne
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IBM | PO BPO services profile (page 4 of 5)
Technology solutions

Technology solutions

S2P solution

Solution description

Offered as a complete end-to-end managed service for S2P:
⚫ Provides realized spend savings, improved effectiveness / cost savings, efficiency / reduced process execution expense, and improved service provider relationship
management
⚫ Integrated, supporting IT solutions and data management including cognitive data cleansing and enrichment
⚫ Blockchain Trust your Supplier, intelligent automation, intelligent workflows, and digital workers
⚫ Serves organizations of all sizes, industries, and geographies

Process scope

S2P processes including:
⚫ Strategic sourcing, category management, contract management, supplier management, and spend analytics
⚫ Tactical buying / RFx management, catalog management, contract management, and operations
⚫ Order execution and management
⚫ Customer assistance center for query handling
⚫ Tail-end spend management
⚫ T&E management
⚫ Invoice processing, accounts payable, and audit recovery
⚫ Insights-as-a-Service through IBM procurement analytics as a service
⚫ Vendor risk management services

Technology leveraged

⚫
⚫
⚫
⚫

⚫

Delivery model and pricing

⚫
⚫
⚫
⚫

Leveraging ERPs including SAP Ariba, SAP, PeopleSoft, Oracle, JD Edwards, ServiceNow, ScoutRFP, and Tradeshift
Support software including Tradeshift, Coupa, Iron Mountain, BuyerQuest, ACL, and OB-10; Taulia and T&E partnership with SAP Concur
Digital middle office as central repository for all workflow management across S2P
IBM assets including Procurement Analytics-as-a-Service (PAaaS), compliance analytics, fraud/risk analytics, savings optimizer, COGNOS, SPSS, Watson cognitive computing,
websphere business modeler, DB2, content manager, maximo, IBM-developed tools (such as RAPID and TVC), robotic automation (Blue Prism, Automation Anywhere,
WinAuto, OpenSpan, etc.), and sourcing manager portal
Intelligent automation, digital workers, and cognitive procurement through Watson APIs delivered as a service. IBM procurement analytics as a service – contract intelligence,
pricing intelligence & benchmarks, blockchain Trust your Supplier, and virtual buying assistant to drive guided buying, all aligned to providing enhanced actionable insights for
clients
Hosted BPaaS, single-client, and multi-client – as-a-service platform with intelligent automation and digital workers
Upfront implementation fees, outcome-based pricing, work-driver pricing, license fees, pay-per-transaction, and bundled-in FTE pricing – delivered leveraging as-a-service model
Contingency fee for audit recovery
Delivery model includes global support through onshore, nearshore, and offshore CoE based on client needs
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IBM | PO BPO services profile (page 5 of 5)
Everest Group assessment – Leader

Market impact
Market adoption

Portfolio mix

Value delivered

Vision & capability
Overall

Vision and strategy

Strengths

Scope of services
offered

Innovation and
investments

Delivery footprint

Overall

Areas of improvement

⚫

IBM leverages its strong category/domain expertise, intelligent workflows, and comprehensive suite of digital
solutions to offer end-to-end procurement services to clients

⚫

Despite its strong sourcing capabilities and category expertise, many clients still perceive IBM as a digitalheavy service provider and are hesitant to consider it for delivering domain-focused strategic services

⚫

It offers holistic S2P technology solutions to clients through continued investments to further enhance cognitive
capabilities and improve user experience, including:

⚫

IBM’s flexible engagement model and BPaaS solutions can cater to mid-market and SMB clients looking for
modular offerings; however, its current penetration in these segments is low

– IBM Marketplace platform to enable collaboration between suppliers and buyers for direct and indirect spend
– Cognitive Invoice Platform supported by an advanced data extraction tool to improve invoice processing
efficiency and accuracy
– Cognitive Supplier Assist portal to better manage supplier interactions and queries

⚫

Clients expect IBM to improve change management and speed of implementation of its technological
solutions; in addition, they would like greater proactivity in communication and addressing process issues

⚫

Has built a strong procurement digital ecosystem by augmenting its in-house tools through partnerships with
third-party providers such as Levdata, Resilinc, Apttus, Coupa, and Tradeshift

⚫

Clients can leverage IBM’s advanced data management and analytics capabilities to have end-to-end process
visibility and access holistic strategic insights to support business decisions. IBM’s Procurement Analytics as a
Service and Watson Spend Analytics solutions have advanced cognitive capabilities to support clients in
strategic sourcing decisions

⚫

Clients appreciate IBM’s domain expertise, technology capabilities, and the competence of its operational
teams
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Everest Group PO process map
Everest Group distinguishes between the Source-to-Contract (S2C) and Procure-to-Pay (P2P) processes
Procurement pyramid (non-core spend)
Strategy (in-house)
⚫

Strategy

⚫

⚫
⚫

Mission strategy / corporate strategy
Business strategy
Geographic strategy
Technology strategy

Spend data management
⚫

Judgment
intensive

⚫

⚫

Baseline analysis
Data “cube” construct
Opportunities’ definitions

Strategic sourcing
⚫
⚫

⚫
⚫
⚫

Requisition to PO
⚫

Transaction
intensive

⚫
⚫
⚫

Approval workflow
Material requisition
Purchase order
Expediting/ troubleshooting

Sourcing strategy
Vendor selection
Contracting
Sourcing implementation
Category management

Vendor management
⚫
⚫

⚫

Invoice processing
⚫

⚫

Material/invoice receipt
Invoice payment

⚫
⚫
⚫
⚫
⚫
⚫

Procurement systems
⚫
⚫
⚫

E-auctions
Catalog management
Solution hosting

S2P

P2P

Master data maintenance
Process payment request
T&E claims processing
EDI/P-card1 administration
Month-end closing
Vendor inquiries
Reporting

Performance management
⚫
⚫
⚫
⚫
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Vendor relationship management
Contract administration
Service level/standards monitoring

Accounts payable and T&E
⚫

S2C

Financial performance
Compliance management
Policies and procedures
Performance and results reporting
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Beyond the process dimension, PO contracts also have a “procurement-spend category”
dimension
 High prevalence of third-party outsourcing

 Low prevalence of third-party outsourcing

Source-to-Pay (S2P) cycle

Core spend

⚫

Goods and services that are key ingredients to manufacture/deliver the final
product/service

⚫

They are proprietary or specific to the organization

⚫

For example: Iron ore for a steel manufacturer and rubber for a tire manufacturer

⚫

Goods and services that are commonly required to manufacture/deliver the final
product/service

⚫

They are commodities in that industry

⚫

For example: Lubricants, packaging, and Maintenance, Repair, & Overhaul (MRO)

⚫

Non-production goods and services that are not required to manufacture/deliver
the final product/service, but are required to operate the organization

⚫

For example: Spend categories such as facilities, office supplies, travel & logistics,
marketing-/sales-related spend, and IT/telecom

Source-to-Contract (S2C)

Procure-to-Pay (P2P)













Direct spend

Non-core
direct spend

Indirect
spend

Non-core
spend
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Everest Group PEAK Matrix® is a proprietary framework for assessment of
market impact and vision & capability
Everest Group PEAK Matrix
High

Market impact
Measures impact created in the market

Leaders

Major Contenders

Aspirants

Low
Low

High
Vision & capability
Measures ability to deliver services successfully
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Services PEAK Matrix® evaluation dimensions

Measures impact created in the market –
captured through three subdimensions
Leaders

Market adoption

Portfolio mix

Diversity of client/revenue base across
geographies and type of engagements

Market impact

Number of clients, revenue base,
YOY growth, and deal value/volume

Major Contenders

Aspirants

Value delivered
Value delivered to the client based
on customer feedback and
transformational impact

Vision & capability
Measures ability to deliver services successfully.
This is captured through four subdimensions

Vision and strategy

Scope of services offered

Innovation and investments

Delivery footprint

Vision for the client and itself; future
roadmap and strategy

Depth and breadth of services portfolio
across service subsegments/processes

Innovation and investment in the enabling
areas, e.g., technology IP, industry/domain
knowledge, innovative commercial
constructs, alliances, M&A, etc.

Delivery footprint and global sourcing mix
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Everest Group confers the Star Performers title on providers that demonstrate
the most improvement over time on the PEAK Matrix®
Methodology
Everest Group selects Star Performers based on the relative YOY improvement on the PEAK Matrix

Market impact

Year 1
In order to assess advances on market impact,
we evaluate each service provider’s performance across
a number of parameters including:
⚫ Yearly ACV/YOY revenue growth
⚫ # of new contract signings and extensions
⚫ Value of new contract signings
⚫ Improvement in portfolio mix
⚫ Improvement in value delivered

Year 0

Vision & capability
In order to assess advances on vision and capability,
we evaluate each service provider’s performance across
a number of parameters including:
⚫ Innovation
⚫ Increase in scope of services offered
⚫ Expansion of delivery footprint
⚫ Technology/domain specific investments

We identify the service providers whose improvement ranks
in the top quartile and award the Star Performer rating to
those service providers with:
⚫ The maximum number of top-quartile performance
improvements across all of the above parameters
AND
⚫ At least one area of top-quartile improvement performance
in both market success and capability advancement

The Star Performers title relates to YOY performance for a given vendor and does not reflect the overall market leadership position, which is identified as Leader, Major Contender, or Aspirant.
Proprietary & Confidential. © 2020, Everest Global, Inc. | EGR-2020-22-E-4129
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FAQs

Does the PEAK Matrix® assessment incorporate any subjective criteria?
Everest Group’s PEAK Matrix assessment adopts an unbiased and fact-based approach (leveraging service provider / technology vendor RFIs and Everest Group’s proprietary databases containing
providers’ deals and operational capability information). In addition, these results are validated / fine-tuned based on our market experience, buyer interaction, and provider/vendor briefings
Is being a “Major Contender” or “Aspirant” on the PEAK Matrix, an unfavorable outcome?
No. The PEAK Matrix highlights and positions only the best-in-class service providers / technology vendors in a particular space. There are a number of providers from the broader universe that are assessed
and do not make it to the PEAK Matrix at all. Therefore, being represented on the PEAK Matrix is itself a favorable recognition
What other aspects of PEAK Matrix assessment are relevant to buyers and providers besides the “PEAK Matrix position”?
A PEAK Matrix position is only one aspect of Everest Group’s overall assessment. In addition to assigning a “Leader”, “Major Contender,” or “Aspirant” title, Everest Group highlights the distinctive capabilities
and unique attributes of all the PEAK Matrix providers assessed in its report. The detailed metric-level assessment and associated commentary is helpful for buyers in selecting particular providers/vendors
for their specific requirements. It also helps providers/vendors showcase their strengths in specific areas
What are the incentives for buyers and providers to participate/provide input to PEAK Matrix research?
⚫ Participation incentives for buyers include a summary of key findings from the PEAK Matrix assessment
⚫ Participation incentives for providers/vendors include adequate representation and recognition of their capabilities/success in the market place, and a copy of their own “profile” that is published by
Everest Group as part of the “compendium of PEAK Matrix providers” profiles
What is the process for a service provider / technology vendor to leverage their PEAK Matrix positioning and/or “Star Performer” status ?
⚫ Providers/vendors can use their PEAK Matrix positioning or “Star Performer” rating in multiple ways including:
– Issue a press release declaring their positioning. See citation policies
– Customized PEAK Matrix profile for circulation (with clients, prospects, etc.)
– Quotes from Everest Group analysts could be disseminated to the media
– Leverage PEAK Matrix branding across communications (e-mail signatures, marketing brochures, credential packs, client presentations, etc.)
⚫ The provider must obtain the requisite licensing and distribution rights for the above activities through an agreement with the designated POC at Everest Group.
Does the PEAK Matrix evaluation criteria change over a period of time?
PEAK Matrix assessments are designed to serve present and future needs of the enterprises. Given the dynamic nature of the global services market and rampant disruption, the assessment criteria
are realigned as and when needed to reflect the current market reality as well as serve the future expectations of enterprises
Proprietary & Confidential. © 2020, Everest Global, Inc. | EGR-2020-22-E-4129
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Everest Group is a consulting and research firm focused on strategic IT, business services, engineering services, and sourcing.
Our clients include leading global enterprises, service providers, and investors. Through our research-informed insights and
deep experience, we guide clients in their journeys to achieve heightened operational and financial performance, accelerated
value delivery, and high-impact business outcomes. Details and in-depth content are available at everestgrp.com.

Stay connected
Website
everestgrp.com
Social Media
@EverestGroup
@Everest Group

Dallas (Headquarters)
info@everestgrp.com
+1-214-451-3000

London
unitedkingdom@everestgrp.com
+44-207-129-1318

Bangalore
india@everestgrp.com
+91-80-61463500

New York
info@everestgrp.com
+1-646-805-4000

Delhi
india@everestgrp.com
+91-124-496-1000

Toronto
canada@everestgrp.com
+1-416-388-6765

@Everest Group
@Everest Group

Blog
everestgrp.com/blog
Podcast
DigitalRealITy

This document is for informational purposes only, and it is being provided “as is” and “as available” without any warranty of any kind, including any warranties of completeness, adequacy, or fitness
for a particular purpose. Everest Group is not a legal or investment adviser; the contents of this document should not be construed as legal, tax, or investment advice. This document should not be
used as a substitute for consultation with professional advisors, and Everest Group disclaims liability for any actions or decisions not to act that are taken as a result of any material in this publication.
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