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Abstract

As staffing industries are being challenged with revenue growth, the focus
area for them is to reduce their back office costs continually, streamline

the business process through automation, front to back office integrations
and integration with VMS systems. Given their proven experience in
implementing and supporting global implementations be it compliance with
global accounting requirements or managing global payroll, ERP System
integrators are very strongly placed to help Staffing companies reduce their
back office costs both on the pay side and bill side; thereby improving their
bottom-line revenue.

This paper outlines some of the key challenges of the Staffing industry and
technology solutions to the same. These include challenges such as Customer
Retention, Supply Shortage & Applicant loyalty, High operation costs etc...

Staffing companies are entering the perfect storm with regard to technology
solutions and services. They are looking for innovative options and models
to reduce their back office costs to improve their profitability. This paper also
highlights on a complete managed solution combining BPO services with
internet based architecture and applications which would enable Staffing
companies to outsource the two-mission critical functions of their industry —
billing customers and paying candidates/ suppliers. The Staffing companies’
further pay for all of it according to how much is used. They ‘pay per billed
invoice on the bill side and ‘pay per pay slip’” on the pay side. This solution
can also accommodate variants such as SaaS in the ‘pay-as-you-use’ model.
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Staffing Industry Challenges and Technology Solutions

Today, most frequently cited challenges in the Staffing industry are:
*  Customer Retention, Growing Revenue and Improving Resource Utilization
*  Supply Shortage and Applicant / Candidate Loyalty
* High Staff Turnover

¢+ Increasing Recruiter Productivity

High Operation Costs

Below are some key areas within each of the above mentioned challenges where Technology can help an important role to
work on them.

Customer Retention, Growing Revenue and Improving Resource Utilization: Staffing companies’ revenue follows Pareto’s law.
20% of the Accounts account for 80% of the business.

The companies have to focus on not only meeting but exceeding Service Levels Agreements as they service their accounts and
focus on growing revenue from the existing accounts.

Here are some of the key areas where technology can be an enabler to growing revenue in top accounts and other accounts as
well:

The key to retaining a customer in the Staffing industry is not just winning the order but fulfilling the Job order. Once the
order is won, the customer needs a status of the Job order on an ongoing basis. The Job order on-boarding process is typically
customer defined and negotiated by the customer as the order is won.

The Recruiting Funnel is one such tool which brings visibility into the talent acquisition process and highlights the status of
candidates at an order workflow level and also status of each candidate at the detailed level.

The fact that Recruiters can interact and actionize with candidates directly if any step of the on-boarding process is not
meeting customer expectations brings customer visibility to the process and shows the accountability of the staffing company
which is very important to retaining a customer.

Maximizing on the resource utilization helps in preventing any loss of revenue. The Staffing Solution should provide the
system capability to look at holiday calendar, candidate leaves and allocate him to a future dated assignment. It should also
have the capability to reactivate closed assignments as assignments get extended, thereby minimizing data redundancy by
creating new assignments each time.

A company works with multiple staffing companies for an order and the staffing company who saves the order first with the
right match wins the order. Below are some of the features in a Staffing Front Office Solution that are effective in winning the
order.

Resource Search In this case as the Sales recruiter initiates the search, Front office systems should have the capability to
automatically populate defaults from the order which saves time and avoids data entry.

Matching process: The Front end systems should have a very effective matching process as that is the key to winning the
order. The system should be able to separate Resumes from structured data and also be available to account for a weightage
to be assigned to the same. The Candidate Scorecard should be able to provide how best the Candidate matches the order
criteria viz; partially, fully or no match with least amount of manual intervention.

Single repository of Resource Pool & Search Engine effectiveness: The Front end system should have access to the talent
pool (subcontractors, applicants etc...) that is stored in a single central repository such as a HR data base. The system should
have third party integration for Resume parsing. During the matching process the recruiter is grappling with a huge database
of Resumes and the system should facilitate retrieval of resumes in chunks (say of 100 in a database of 1000 resumes) for
effective screening of resumes.

In Oracle’s, Peoplesoft product, this resume chunking is facilitated with integration with 3™ party search engine named Verity
that helps structured retrieval of resumes.
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Verticalisation Support: The Front Office system needs to be verticalised by industry to not only capture order criteria
accurately but also to understand sourcing and filling trends by industry. The system should have the capability in terms of
tools to customize the fields on a page to incorporate new fields relevant to a particular industry.

The verticalisation also helps to understand the talent acquisition trends and challenges in an industry during the sourcing
process. This would further help Staffing company to focus on the right industries where they can leverage their strengths to
source right profiles and win orders in a market where Staffing companies are looking out to diversify and expand into new
verticals.

For example: The verticalisation can clearly identify a trend of mid-manager and director population waning in
manufacturing and utilities industries based on sourcing requests to fill these kinds of profiles on a recurring basis across
customers in a particular industry.

Supply Shortage and Applicant / Candidate Loyalty: Today staffing agencies are competing for the same talent to fill the open
order for the same customer.

To understand the applicant loyalty, it is necessary to understand the impact of demographic change in US workforce. The
aging of Baby Boomers (42-61 years old); new values in Gen X (26-41 years old) and Gen Y (7-25 years old)workforce and a
reduction in technology skills in the US have led to demographic supply shortage. From an aging perspective, if we hold the
working age constant, the total supply of workers is decreasing and there is an expected reduction in the size of working age
population across the world which ranges from 20 to 50 percent and this gets compounded in US by losing skills.

Given the shortage in supply, it is important to secure your high performing candidates on successive assignments and keep
their utilization is high.

It is important that the Staffing Solution works on creating an Excellence in recruiting metrics and is able to report the
important measure in recruiting which is the “Quality of Hire”. Analytics platforms such as OBIEE can help in creating such
metrics and other metrics in determining the turnover rates of various groups of employees such as males and females, with
different age groups, ethnicity, region, performance and pay scales to provide useful

insight into the various reasons candidates keep switching companies.

The Staffing Solution should be able to capture the Performance feedback of candidates on assignments and plot a Candidate
Pay and Performance Relationship by customer. Staffing companies should track top performer turnover trends.

The Analytics Recruiting Metric should be able to score recruiting sources, recruiters and other processes so that recruiting
function operates like an efficient “sales * function and goes after the best possible candidates in most efficient and effective
ways.

It is important to understand the changing values of the Gen X and Gen Y (the working age population pool from where most
candidates will be sourced) Staffing Companies adopting Self Service Applications like Applicant Portal, using web, collateral
etc. to position the organization will create an excellence in the employment brand with experimental Gen X and Gen Y
applicants who will then find it difficult to leave these Staffing companies.

High Staff Turnover: The Staffing industry is seeing a significant attrition and technology can play a key role by including
features in the Front office design that eliminate the need for internal knowledge transfer as someone leaves the company.

Features such as enforcing Customer Master Rates on orders and assignments can help not only eliminate need for internal
knowledge transfer but also minimize data entry and create a process discipline, thereby preventing any margin loss due to
incorrect discounting.

It is important to track changes in orders and assignments and have visibility on the replacements made on an assignment.
This will not only help drive metrics reporting but provide transparency in Agent Incentive compensation which is a key to
retaining the recruiters.

Increasing Recruiter Productivity: This is closely related to the aforementioned high turnover challenge for Staffing industry.
The key to retaining a Sales recruiter is to provide him with a system that can increase his productivity and allow him to close
orders faster, thereby increasing Agent incentive compensation.
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During the annual rate changes, the recruiter shouldn't face downtime for rates being updated on selected orders and
assignments. Instead there should be a mass rate change facility to identify impacted assignments for necessary changes. This
should further undergo validation to ensure that master contract rate limits are not violated.

Staffing industry recruiters spend a lot of time in correspondence with customers and internal employees. Email templates
can automate this process and save a lot of time especially in crucial moments when a match is found and candidate is being
proposed to the customer.

The system should be able to capture all the matching criteria on the page such as Qualification, Availability, Resume Factor
etc. and send the candidate Scorecard to the customer on the click of a button.

High Operation Costs: Staffing companies are making 3-5% EBITDA and run a very high operations cost. The key
component of the costs for a Staffing industry after paying their Temps is the operation costs.

Back office costs are the key to reducing the operation costs and streamlining the back office is the foundation to efficiently
managing the back office functions which include billing the customers and paying the suppliers. Given that today

Streamlining the back office is possible through simplification and standardization of the process and/ or process automation
thus facilitating straight-through processing (STP).

The key to simplifying the process is to implement modules like Pay Bill (created especially for Staffing industry) that provide
a single view on the Pay and Bill side of the Back office by :

Automating the Middle Office Layer (from Contracting to Pay Bill Processes) — This includes components like Contracts,
Project Costing, Time and Labor (for time capture), Billing and Payroll. The system automatically creates projects and
contracts for every order and assignment created. It provides rapid entry for populating the Time data. Pay Bill integrates with
Time and Labor product for time validation, with Time and Labor to utilize Payroll processing, and Contracts and costing for
billing.

Process Automation: This can be achieved by implementing the Self Service and Portal Layer on the Bill and Pay side. Please
see Application Layer: Self Service and Portal Layer section described in the Managed Solution for Staffing Industry section
below.

Power of Analytics - Focusing on the right Metrics to control costs: It is necessary to report and track the right metrics for
your back office to control costs. It is necessary that a user friendly Analytics engine sits on your Back office installed base
to provide you the ad-hoc reporting capability that will help you identify and track the right Metrics for controlling the BO
costs.

DSO, Billing timeliness, Accuracy are some sample metrics on the Bill side that will be the key to measure and track your
Back office efficiency. It is also important to track and report metrics that are an important driver of client satisfaction levels.
On the pay and bill side here are some key trends that you can track through Analytics:

*  Headcount Trend for a Year by month

 Billing Details by Geography

+ Candidate Pay and Performance relationship

*  Top Performer Turnover Trends

 Distribution of Expenses by customer
Oracle’s OBIEE platform (with tools such as Answers, Delivers and Dashboards) provides the necessary Analytics capability

on the ERP installed base to deliver and track metrics reporting. Please see Application Layer: Analytics Layer section
described in the Managed Solution for Staffing Industry section below.

Seamless Integrations to Back Office: By implementing the Pay Bill module as described previously, it would be important to
design the Front Office integration to it so that the orders and assignments can flow in Back Office.

It is also important to consider the back office integration with VMS data.

Following Open Integration Framework supporting a wide range of different integration styles can be considered; point-
to-point, batch file integration, application messaging, Web services, API-based integration, and component interface
integrations., SOA based integration etc.
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Implementing the Back Office: It is important to set up business rules that reduce collection efforts such as past due accounts,
customers reaching their credit limit etc. as modules such as AP, AR and GL are implemented in the BO.

Also, important is the experience the SI brings in ensuring compliance with accounting guidelines as these modules are
implemented.

Managed Solution for Staffing Industry

Staffing companies are entering the perfect storm with regard to technology solutions and services. They are looking for
innovative options and models to reduce their back office costs to improve their profitability.

The model that would benefit the Staffing industry in an effort to reduce their cost would include a Bundled offering by the
ST's for the following components.

a. Application Layer: Base Modules : This could include procuring licenses and implementing the complete stack of a global
instance of

+  Front Office solution ( From Job Order to Candidate Management),

+ Middle Office solution (From Contracting to Pay Bill Processes) — This would include components like Pay Bill,
Contracts, Project Costing, Time and Labor, Payroll, HR, Billing

*  Back office Solution ( Collections, Revenue Recognition, Payments, GL)

Pre-built Integrations: The stack can further offer pre-built integration with defined VMS providers which is a key need of
Staffing industry to manage the contingent work force.

Custom Integrations: Given the investment staffing industries have already made in different staffing Front Office solutions
globally, consolidation, standardization and agreement to a single FO instance isn't easy. In such cases the application scope
may be limited to consolidating the Back Office solutions.

The key would be the ability to integrate various FO solutions to the Back office via the Pay Bill module implementation. Also
integration with various VMS providers outside the defined ones would be another important factor to be considered.

SI's would typically do a due diligence of a couple of weeks (depending upon on the global landscape) to scope and cost this
in their bundled offering.

b. Application Layer : Self Service and Portal Layer: This would involve procuring and implementing licenses for following
Self Service Applications on the Pay and Bill side as follows:

Employee Portal (ePay): This would provide online access to payroll information to all employees.

End Customer Portal (eBill Payment): Customers can monitor their account status, view recent transactions and invoices and
make payments over internet

Partner/Vendor Portal (eSupplier): Suppliers can view the payment status on their invoices which pulls data from the Account
Payables database.

This layer will reduce the cycle time of transactions and also administrative paper work which will help in reducing the BO
costs.

c. Application Layer and Analytics Layer: Intelligent Decision making can be facilitated by using an Analytics Platform across
all the Front Office, Middle Office and Back Office.

The analytics platform in the back office for Staffing industry would consist of creation of a HR
Warehouse on the pay side and a Finance Warehouse on the bill side.

Analytics Platform like OBIEE (Oracle Business Intelligence) are best suited as they can provide all the various kinds of
reports needed for staffing industry be it Ongoing reports ( through Dashboards) or Periodic reports through Oracle Delivers.
Moreover this platform is very easy for user adoption.

The Back office ERP would provide standard pre-defined reports but the key is to identify the ad-hoc reporting requirements
for your back office that directly affect the client satisfaction levels.
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For example: On the HR side, most of the Back Office reporting could be based on branches or business units as
implemented in the HCM Application and you might need to do reporting by say your suppliers or customers. You might
want to see the Payroll Register for temporary employees serving particular customer on the HR side and Oracle Answers of
the OBIEE suite can help you achieve the same.

d. Infrastructure Layer: The architecture beneath the implementation and delivery would be internet based and would be
reliable, secure and scalable.

Customers, Suppliers, Employees should be able to access the self service modules viz ebill payment, supplier and
epay modules on this architecture and also the infrastructure should be capable of handling any transactions with these
stakeholders. For example: the VMS data that needs to be interfaced with AP module for invoices and vouchers.

Based on the BPO layer design the access to the applications will be accordingly controlled.
This layer should have the ability to absorb disasters as well and meet the agreed upon Service Levels.

e. BPO Layer: This layer will decide the access to the applications depending upon how the business process is being
managed by the client.

If the Back office transactions are being completely handled by the SI, the SI users will log on to the applications from a
Global and/ or Regional processing centers.

In cases where the applications have been agreed to be delivered in a SaaS (Software as a Service) mode; staffing companies
are using regional shared service centers which serve as Collection (AR) and Payment (AP) Centers to process back office
operations. The access to these applications will then be given to the users of regional shared service centers.

Pricing: In this model the SI is fully responsible for delivering process and is accountable for licenses, application layer
(implementation and support), infrastructure and business processes. The support would include upgrade of the software for
an agreed frequency based on the release of new functionality by the Product vendors. The integrated price typically consists
of a Onetime on boarding fee and recurring fee that is usage based which in the case of Staffing Back office would be based
on number of invoices generated on the bill side and number of vouchers raised on the supplier side and/or number of pay
slips generated on the pay side.

The exact percentage of savings would be derived through a business case study by a complete understanding of the AS-IS
costs as customers are in various points of recovering their capital expenditure investments in software and data centers
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