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Challenge 
A Government-funded employment agency needed to recruit an extra 10,500 customer 
service advisors during the economic downturn in 2009, to help with the increasing 
volumes of people requiring state support. The combination of unprecedented demand, 
the increased burden already being placed on existing frontline staff and the need to act 
quickly drove their decision to award the largest Recruitment Process Outsourcing 
(RPO) contract of its nature in the UK to ManpowerGroup Solutions.  

 

Solution 
Under this RPO contract, ManpowerGroup Solutions was responsible for receiving 
applications, sourcing appropriate premises for interview and assessment centres, 
booking candidate appointments, undertaking interviews and skills assessments and 
developing the IT and business processes to support the secure transfer of associated 
paperwork. 

Mobilised within 7 working days of appointment, ManpowerGroup Solutions processed 
over 30,000 individuals in a 9-month period. 

Our delivery response was made up of the following critical elements: 

National Response Centre: We managed all candidate engagements from a contact 
centre operation, which allowed us to access more applications as a result of longer 
opening hours and multiple phone lines. 

Rapid Response Team: We developed a core team of nationally flexible, experienced 
Consultants who could be deployed swiftly to areas of highest demand. 

National Training Rollout: We designed a bespoke training accreditation model to 
ensure that all staff deployed on the project had the core competencies required to 
succeed. 

Project Management: We installed a multifunctional project team to manage the 
logistics associated with sourcing premises and couriering confidential candidate data 
across the UK. 



 

The contract evolved throughout its duration and the volumes fluctuated daily. The 
requirements also significantly changed as we went from just interviewing to conducting 
assessment centres for all candidates as well – vastly changing the property 
requirements. It therefore required mobilisation of resource and identification and 
booking of venues across the UK on a daily and weekly basis.  In terms of the volumes 
at the quietest periods we were conducting approximately 7 assessment centres a 
week and at peak more than 50. In total we screened in excess of 30,000 people for 
this contract alone in 2009. 

Baseline security checks were a key requisite for these roles and we worked with the 
30,000 candidates who were being vetted to complete all paperwork in relation to these 
checks. 

Central to our success were the following factors: 

• Our ability to mobilise a UK-wide operation in weeks (we delivered services in 
more than 180 locations across the UK) 

• Our capacity to deal with unprecedented volumes (more than 30,000 applications 
were processed in the 9 month period) 

• Our agility to respond swiftly to fluid demands for capacity – we were often 
required to source premises and deploy HR Professionals to run assessment 
centres with less than 7 days notice 

• Our infrastructure: which allowed us to draw on Property, Training and IT expertise 
to support our frontline operations in delivering an efficient solution. 

 

Result 
We introduced agility to public sector recruitment for the client, helping Government to 
free up 8,890 Manager days over a nine month period, reduce their time to hire by 4 
weeks and improve the candidate experience by engaging ManpowerGroup Solutions to 
manage their permanent recruitment process. 

About ManpowerGroup Solutions 
ManpowerGroup Solutions provides clients with outsourcing services related to 
human resources functions, primarily in the areas of large-scale recruiting and 
workforce-intensive initiatives that are outcome-based, thereby sharing in the risk and 
reward with our clients. Our solutions offerings include Talent Based Outsourcing, 
Managed Service Programmes, Borderless Talent Solutions and Recruitment Process 
Outsourcing, where we are one of the largest providers of permanent and contingent 
recruitment in the world. 
 
For further information please contact solutions@manpowergroup.co.uk 


