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Measures Factored into ROI

For respondents whose companies measured ROI, we asked which factors were included in their ROI
calculations. Eighty-eight percent (88%) of respondents included international assignee compensation
packages, 88% the cost of relocation support, 75% completion of assignment objectives, 63% administration
cost, 63% employee management development, 50% business revenue generated and 38% the cost of
possible retention during/after assignment. In the 2010 report, the corresponding percentages were 75%, 75%,
38%, 63%, 38%, 75% and 25%.

Measures Factored into ROI

Assignee Compensation Packages 88%

Cost of Relocation Support 88%

Completion of Assignment Objectives

Administration Cost

Employee Management Development

Business Revenue Generated

Cost of Retention During/After Assignment 38%
|
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Respondents provided multiple answers.

One Definition of Return on Investment

When we asked those respondents who measured ROl if they defined it as “accomplishing the assignment
objectives at the expected cost,” 70% agreed. In the 2010 report, 89% agreed on this definition. The historical
average was 68%.

Defining ROI in Terms of Objectives and Costs

No
30%

Yes
70%

Verbatim Comments:
Defining Return on Investment

... both the tangible (revenue generated) and intangible (transfer of skills, culture change etc.) [are
part of the definition] ...




Rating Return on Investment

When asked to rate their companies’ international assignments in terms of ROI, 0% rated it as excellent or very
good, 67% rated it as good, 33% rated it as fair and 0% as poor. The historical average for excellent and very
good (combined) was 35%; for good alone, 46%; and for fair and poor (combined) it was 19%. This was the
lowest self-rating of ROl for international assignments in the history of this report.

Rating the Company’s ROl

67%

0% 20% 40% 60% 80% 100%

Verbatim Comments:
Rating Return on Investment

... hard to generalize. . . better talent management is needed for repatriates. . .measurement of ROI is
new. . .the program data is used to foster continuous process improvement. ..

Initiatives to Improve Return on Investment

When asked to identify major initiatives used to improve international assignee ROI, the most frequently cited
initiatives were better candidate selection/assessment (27%), career-path planning to utilize cross-border
skills upon return (25%), more effective communication of assignment objectives (16%), better assignment
preparation (11%) and company-sponsored mentoring programs (5%). Historically, the top five objectives were
better candidate assessment/selection, communication of objectives, career planning, better assignment
preparation and mandatory cross-cultural training.

Initiatives to Improve ROI

Better Candidate Selection/Assessment

Career-path Planning so that Upon Return Cross-border Skills Utilized
More Effective Communication of Assignment Objectives

Better Assignment Preparation

A Company-sponsored Mentoring Program

| T T T T 1
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COMPENSATION

Long-Term Assignment Compensation

When we asked about the approach taken for international assignee compensation on long-term assignments
(1year or greater), 62% of respondents indicated that they used a home-country approach, 6% a host-country
approach, 26% a combination of home-country and host-country approaches and 6% a hybrid approach. In the
2010 report, the corresponding percentages were 65%, 6%, 26% and 3%.

Approach to Long-Term Assignment Compensation

N

Home ’ 62%
Host 6%
Combination of Home and Host 26%
Hybrid 6%
0% 20% 40% 60% 80% 100%

Verbatim Comments:
Approach to Long-Term Assignment Compensation and Reasons for Using It

At Companies That Combine Home and Host-Country Approaches

Depends on Home and Host Countries as Well as Assignment Type: if the assignee is a U.S. citizen going
to a foreign location, we use [the] home [approach]; if assignee is a foreign national coming to the U.S., we
use [the] host [approach]...depends on the host location for long-term assignment package; [in] established
locations [we] would be on a host-based approach; developmental assignments have been introduced this
year on a host-compensation basis (. assignment motivation rather than location). ..most are home based,
but for some, a host based approach is used where localization is a strong posszbzlzz‘y at the end of the
asslgnment .home-based approach in genem[ / for consistency, but working in Russia reguzres a host-based
compensation system due to legislative requirements. . .depends on where the assignee is from and where
they will be working. . .1t depends on the home and host location as to whether we would use a home or a

host based approach. ..

Best Practice or Vendor Recommendation: we use the vendor company’s balance sheet methodology. . .past
practice....balance sheet approach as the more common global approach. ..

Determined by Type of Expenditure: only shopping basket part [is] to be delivered in host; additional
allowance(s) in home. . .we have global nomads so a global market base salary is used with local benefits and
adjustments. . for expats [compensation], it is home balance-sheet approach; for the expat lump sum, it is
host approach....

Convenience of Company or Mobzlzty Department: we have faund this to be the most cost ejjfea‘zw and
easier to administer. . .we are mowng to a host approach for more  JUnior moves. . .just conz‘mumg how it
was managed in the past...

Combination of Employer and Employee Considerations: [we] protect [the] home-country reference
during assignment, but [the approach] facilitates [the] potential [of remaining in the host] location after
initial period by having them already with a host country salary reference. . .providing tax securities for
home compensation and quick availability with host compensation. . .common sense; while a temporary
assignee still has significant ties to the home country, he/she is lrving in the host country and will incur
expenses there, too...employee does not have to transfer funds or deal with exchange rate issues. . .equity. ..
corporate culture. .. [goods and services| GES differential, transportation allowance and host furniture
allowance [are] delivered in host country [approach] because expected to be spent [funds] in host country;
avoid currency fluctuation issues if delivered in home currency. . .provides equity with local peers, allows
for easier assignment to assignment moves, repatriation and localization; deals effectively with exchange
rate issues. . .home-based approach [addresses| transparency of compensation package, maintains [af link to



home country; host-based approach [is[purely cost-driven. . .tax. ..use balance sheet method which is home-
country driven to support the return of the expat to the home country and ensure adequate living standard
in host country. . .certain allowances paid at destination for security, convenience and ease. ..

At Companies That Use a Home-Country Approach

Depends on Home and Host Countries as Well as Assignment Type: most assignments are from high to
high or [to] lower cost countries and this works well as they can stay on the home country payroll. . . host
model not in place. ..

Most Assignments Begin and End in Home Country: by home, we mean a headquarters “home”
approach, with compensation levels set to those of one of our four compensation countries, [which are]
U.S., UK., Singapore, or Hong Kong. . .our expats typically return to the home location at the end of their
assignments. . .as almost 100% of our assignees come from headquarters; it makes sense to use the home-
based approach. ...the individual plans to return and maintains home country residency typically; employees
are encouraged to maintain their principle place of residency in their home country; they are tax equalized,
so this is the approach we typically choose. . .employees are generally assigned to projects for a limited period
and will return to the home country; also employees stay on home-country payroll (if legally feasible) to
guarantee participation in home country benefits plans; if employees have to be pnt on the host conntry
payro[l  for legal reasons, a split payroll is established. . .ease of assimilation back into home country Lt
helps in keeping the transferee whole compared with peers in the home country, where he/she is supposed
to come back to. .. home base approach works fine. . .based on benchmark; this is the most common approach
and fits well in our culture; furthermore for a standard 3-year assignment it helps to easily relocate back
to the home country. . .to ensure smoother transition back to home country payroll at end of assignment. ..
Zlobal headquarters approach for career expats. . .company is very U.S.~centric and non-U.S. payroll
capability 1s limited. . .to keep the relation with the home country. . .they will continue to be part of the home
company and will, in principle, repatriate in the home country...majority of the assignments originate
[from headquarters country. ...all assignees are sent from one country, [which is| where the headquarters is
located. ..

Best Practice or Vendor Recommendation: this is the standard approach. . .most common method. ..
industry practice and keeping assignee connected to the home country. ..industry standard; intent is to
return to home country. ..

Determined by Type of Expenditure: the assignee remains on home-country compensation model; the
assignment allowances are paid in addition to this, in certain cases in connection with compensation, but
mostly driven by the assignee’s additional expenses in the host location. ..

Convenience of Company or Mobility Department: historical. . .over 50 nationalities to over 50
destinations. . we have a robust policy that is accepted by the orgamization and is simple to administer. ..
easier o repatriate assignees. . .ease of administration for sequential assignments and repatriations. . .has
been done this way “forever” and has worked very successfully. . .we use a tax equalized approach; [if’s]
easier o transfer to another location or back to home location. . .to ease reintegration to home country. ..
corporate decision makers and minimize tax. . .easier. . .collection of payments, taxes, efc....tax implications
and to avoid enrollment and un-enrollment of payroll.. .balance sheet build-up calculation is completed

using home salary as [the] base, irrespective of home country; the approach is consistently applied globally. ..

Combination of Employer and Employee Considerations: normally easier for return of employee. . .1t’s
important to them to preserve their purchasing power. . .net home guaranty.. .best approach for us, since
we send assignees to countries with higher/lower salary levels than in the home country. . fairer system,
use balance sheet. .. pa/icy preswnes return to home or angoing assignment; assignments are tempomry, not
permanent. . .expats stay tied to their home country.. .ease of repatriation/is in line with home-country
plan; maintains benefits in home country plans. . .we do not have the concept of career ex]bm‘ m plafe; the
largest part of the expm‘ population returns to their home location after the assignment; equity against
peers at home is also important. . .keep employee in home benefits and social plans wherever possible. ..

to simplify administration (not doing splits) whilst maintaining consistency with home peers...maintain
home benefits, especially pension. . .we tie employee to home country to maintain familiar taxation and
benefits. . .ease of payroll system set-up; employee can still contribute to local social security. . .to make the
assignee whole with respect to compensation package and home/host taxes. . .intent is to return them home
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and therefore, keep pay and savings at similar level to peers. . .ease of administration, clarity of process for
assignee. . .most of our assignees are long-tenured with the company. .. U.S. employees moving to Canada for
a defined period of time do not want to be paid in Canadian dollar. . .keeps the employee tied to their pay

and benefits at home, pension, social security, efc....

At Companies That Use a Host-Country Approach

... most of the destination countries are European countries, no need to use other methods. . .reduces the
complexity of organizing assignments for host managers; [it] also reduces “them and us” cultural challenges
of assignees earning more than locals. ..

At Companies That Use a Hybrid Approach

...balance sheet approach is now used in limited circumstances; otherwise a local-plus approach is
typically used (home-country pension plus social security in some instances plus local housing). ..
economic employer (entity benefiting from assignment). .. [we] have different types of packages; most of
our long-term (over 1 year) assignees [who] move have a ‘peer plus” type of package on host payroll. ..

Short-Term Assignment Compensation

When we asked about the approach taken for international assignee compensation on shortterm assignments
(less than 12 months), 85% of respondents indicated that they used a home-country approach, 3% a host-
country approach, 10% a combination of home and host-country approaches and 2% a hybrid approach. In the
2010 report, the corresponding percentages were 88%, 2%, 6% and 4%.

Verbatim Comments:

Approach to Short-Term Assignment Compensation

Home 85%

Host

Combination of Home and Host

0% 20% 40% 60% 80% 100%

Approach to Short-1erm Assignment Compensation and Reasons for Using It

At Companies That Combine Home and Host-Country Approaches
Depends on Home and Host Countries as Well as Assignment Type: depends on where the assignee is
from and where they will be working. ..

Convenience of Company or Mobility Department: we have found this to be the most cost effective and
easier to administer. . .continuing what was done in past.. .past practice. ..

Combination of Employer and Employee Considerations: combination. . .common sense; while a
temporary assignee still has significant ties to the home country, he/she is living in the host country and
will incur expenses there, too; however, depending on length of stay, in some cases [we] only deliver a per
diem in the host country, with all other compensation continuing to be delivered at home, unless assignee
requests otherwise. ..providing tax securities for home compensation and quick availability with host
compensation. . .use balance sheet method, which is home country driven, to support the return of the expat
to the home country and ensure adequate living standard in host country. . .continue to be paid in and from
home company ...



At Companies That Use a Home-Country Approach

Most Assignments Begin and End in Home Country: employees are generally assigned to projects for a
limited period and will return to the home country; also employees stay on home country payroll (if legally
Jfeasible) to guarantee participation in home-country benefits plans; if employees have to be put on the host-
country payroll for legal reasons, a split payroll is established. . .best approach for us, since we send assignees
to countries with higher/lower salary levels than in the home country. . .assignee remains on their home-
country payroll and benefits plans. . .there is a preference to keep these individuals on a fully home-based
compensation approach as this category incorporates short-term assignments of between 2 and 12 months. ..
minimizes disruption and they always return home; part of the deal upfront. .. they remain on their home-
country payroll...due to short-term nature of the assignment, not necessary to break ties with the home
country; most short-term assignments are unaccompanied; provides financial continuity for the family. ..
ease of repatriation; 1s in line with home-country plan; maintains benefits in home country plans. ...the
assignee remains on home-country compensation model; the assignment allowances are paid in addition

to this; mostly driven by the assignee’s additional expenses on the host location. . .short-term assignments
should be able to go back to their home location. . .intent to return to home country...maintain home
benefits. . .extended business trips are on home-base salary; expats from 6 to 12 months are on home-based
approach. . .assignee remains on home-country payroll for a short term assignment. ... keep assignee tied to
home country and their local payroll. . .to keep the relation with the home country. . .they will continue to be
part of the home company and will repatriate in the home country.. .normally they keep family residing in
home location (same family cost) and just get additional allowance to cover their expenses in host location. ..
mayority of the assignments originate from headquarters country. . .practical; often assignments are project
based and the end date is driven by project completion. . .it helps in keeping the transferee whole compared
with peers in the home country, where he/she is supposed to come back. . .keeps the employee tied to their pay
and benefits at home, pension, social security, efc.

Depends on Home and Host Countries as Well as Assignment Type: home if possible to ensure full
continuation of home benefit; host pay delivery is done only when there is no way around it for legal
or regulatory reasons. . .the compensation is based on collective labor agreements applicable in the home
country...

Convenience of Company or Mobility Department: historical. . .ease of administration. ..simpler to keep
on home payroll. . .ease of administration. . .easiest to administer. . .ease of administration for sequential
assignments and repatriations. .. has been done this way “forever” and has worked very successfully. ..

easy to administer. . .the same as for long-term assignments. . .easter to track tax obligations. ..same as long
term. .. .tax implication and to avoid enrollment and un-enrollment of payroll. . .removing them from the
home database/administration is considered to be a hassle for just a short period by the local human resources
[department]...

Combination of Employer and Employee Considerations: simpler to administer; no changes for the
assignee. . .simplicity and reintegration to home at end of stay. . .it’s important to them to preserve their
purchasing power. . .tax equalization applied to all short- term and commuter assignments. . .do not set
them up on sphit pay and most costs are billed directly to [the] company, i.e., housing, transportation. ..
most appropriate...maintain all home benefit and social plans. . .consistency and fairness across the
group. . .individual wants temporary living expenses covered in the host location as they are maintaining
their home-country principle place of residency. . .easiest for all. . .most assignments are from high to high
or lower-costs countries and this works well as they can stay on the home country payroll. . .based on
benchmark; this is the most common approach and fits well in our culture; furthermore; for a standard
3-year assignment, it help to easily relocate back to the home country. ..tax. . less disruption to employee,
especially when family remains in home location. . .continuation of benefits and [terms and conditions]
TG Cs. . .to make the assignee whole with respect to compensation package and home/host taxes. . .ease of
administration, clarity of process for assignee. . .tax. . .we tie employee to home country to maintain familiar
taxation and benefits...most of our assignees are long-tenured with the company. ..

Best Practice or Vendor Recommendation: most common method. . .balance-sheet approach as the more
common global approach. ..

Determined by Type of Expenditure: salary is paid in home country, enabling assignee to manage home-
country commitments; per diem is paid in host country to meet with expenses in host country. . .get regular
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pay at home but per diem paid at host; should not need to transfer regular income as per diem should be
enough to live off-. .per diem [pay] in host location. ..

At Companies That Use a Host-Country Approach

..most of these assignments come to headquarters (more expensive) from cheaper destinations. ..

At Companies That Use a Hybrid Approach
....economic employer (entity benefiting from assignment). ..

Host-Country Income Tax Liability

When we asked about the approach taken for international assignees’ host-country income-tax liabilities,
69% of respondents indicated that they used a tax-equalization approach, 13% a tax-protection approach, 5%
no compensation for the tax differential and 13% another approach. In the 2010 report, the corresponding
percentages were 78%, 5%, 8% and 9%.

Approach to Host-Country Tax Liabilities

Tax-Equalization

Tax-Protection

No Compensation for Tax Differential

Other

0% 20% 40% 60% 80% 100%

Verbatim Comments:
Host-Country Income Tax Liability

... it depends on the contractual type...employers pays host-country tax. . .case-by-case equalization
or none. . .tax equalized in only balance-sheet cases. .. host approach [is] tax protection. ..pay only
host-country tax. . .depends on type of package and existence of tax treaty between the two countries. ..
balance sheet approach. . .company covers host taxes...no standard practice applied ... we pay gross
income in the host country. . .guaranteed net pay. ..tax equalization and no compensation for tax

differential. ..

Home-Country Income Tax Liability

When we asked about the approach taken for international assignees” home-country income-tax liabilities,
79% of respondents indicated that they used a tax-equalization approach, 4% a tax-protection approach, 7%
no compensation for the tax differential and 10% another approach. In the 2010 report, the corresponding
percentages were 74%, 4%, 10% and 12%.

Approach to Home-Country Tax Liabilities

Tax-equalization 79%

Tax-protection

No compensation for tax differential

Other

0% 20% 40% 60% 80% 100%



Verbatim Comments:
Home-Country Income Tax Liability

... it depends on the contractual type. . .case by case. . .tax-equalized in only balance-sheet cases. .. home
approach [is] tax equalization. . .assignee pays home-country tax (apply hypothetical). . .depends on
type of package and existence of tax treaty between the two countries. . .balance-sheet approach. . .no
standard practice applied. . .tax compensation, meaning tax equalize on employment income except on
long-term incentives. . .expat is taxable in the host country (host approach). . .guaranteed net pay. .. tax
equalization and no compensation for tax differential. ..

Managing Exchange Rate Fluctuations for Compensation

When we asked how companies managed fluctuations in exchange rates for international assignee
compensation, 46% made periodic adjustments for rate fluctuations, 27% used a split-pay technique, 20%
offered no compensation for rate fluctuations, 10% offered exchange-rate protection and 19% used another
method. In the 2010 report, the corresponding percentages were 42%, 19%, 28%, 11% and 12%.

Managing Exchange Rate Fluctuations

Periodic Adjustment for Rate Fluctuations 46%
Split Pay 27%
No Compensation for Exchange Rate Fluctuations 20%
Exchange Rate Protection | 10%
Other | 19%
T T T T 1
0% 20% 40% 60% 80% 100%

Respondents provided multiple answers.

Verbatim Comments:
Managing Exchange Rate Fluctuations

Cost-of-Living Focus: cost of living allowance (COLA)...COLA review includes exchange rate. . .adjust
COLA twice a year. . .it 1s captured through the cost-of-living calculation. . .COLA reflects fluctuations. ..
only COLA 15 adjusted. . «we only adjust the COLA periodically...COLA...COLA adjustments take
into consideration exchange rate fluctuation. .. [the] particular element addressed is goods and services
differential (GEISD). .. handle this through balance-sheet adjustments to GEISD and exchange rates
used. . .no compensation for exchange rate fluctuations; foreign-exchange movement is reflected in the
monthly GEIS value, which is kept more current by updating on a monthly basis. . .through G&SD. ..

adjustments in goods and services. ..

Contingent and Combined Methods: currency protection on savings-amount in the income calculation. ..
adjustment [made] if difference is more than 10% during 3 months. . .bi-annual foreign-exchange rate
updates. . for salary, equalized assignee on host payroll can chose between fixed rate (updated annually)

or monthly foreign-exchange adjustment. . .employee is paid in home country; G &8D takes into account
Sluctuations in exchange rates. . .depends on plan type; we either have 6 month fixed exchange rates, or on
other plans reimburse losses. ..

Periodic for Some Assignments :only provided for long-term assignments on home-based compensation;
reviewed twice a year. . .cash-flow allowance for some of our longer-term assignees, which is maintained
throughout the duration of the assignment. ..
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Adjusting Compensation for Exchange Rate Fluctuations

When we asked how often companies adjusted international assignee compensation packages to
accommodate exchange rate fluctuations, 18% of respondents indicated that they made quarterly adjustments,
23% biannual adjustments, 18% annual adjustments, 11% on a case-by-case basis, 17% never during an
assignment and 13% another method. In the 2010 report, the corresponding percentages were 14%, 16%, 26%,
8%, 17 and 19%.

Adjusting Compensation for Exchange-Rate Fluctuations

Quarterly

Bi-annually

Annually

Case-by-case

Never During an Assignment

Other 13%

0% 5% 10% 15% 20% 25%

Verbatim Comments:
Adjusting Compensation for Exchange Rate Fluctuations

Time-Based Method: depends on plan type; for the plans where [we] protect an exchange rate for
allowance payment, it is adjusted twice a year. ..quarterly COLA review. . .monthly for COLA. ..
monthly. ...at contract renewal. . .two allowances adjusted quarterly; housing and utilities adjusted
monthly. ..adjustment if difference is more than 10% during 3 montbs. ..

Based on Degree of Change: biannually and whenever exchange rates change by more than 10%. . .adjusted
if the exchange rate differs 5% in either direction. . .monthly. . .normally biannual but more frequently if
change trigger reached. . .annually, but more frequently 1f 10% or more change. . when we get a new table
5% up or down. ..

Combination Methods: employee is paid in home country; GEISD takes into account fluctuations
in exchange rates. . .part of host-country salary guaranteed in home currency, which is paid at actual

monthly rate; annually new exchange rates/COLA figures. ..




OUTSOURCING

Perception of Outsourcing Benefits

When asked to identify the top three benefits of outsourced programs and to rank them in order of importance,
respondents indicated the ability to reduce staff (17%), identification of assignment costs (16%), specialized
expertise (15%), consistent policy application (11%) and both better reporting and better vendor management (a
tie at 10%) as the top five benefits.

Inthe past, we asked respondents to select the top three benefits without ranking them in order of importance.
By asking respondents to rank their choices, we can understand their concerns more precisely. For example, a
non-ranked approach would have placed identification of assignment costs in the top position (instead of reducing
staff); obtaining specialized expertise would have been in second position (instead of identifying costs); and
reducing staff would have been in third position (instead of specialized expertise).

Historically, the ranking for the top responses was identifying assignment costs, specialized expertise, service
quality, and a three-way tie between reduced staff, better reporting and consistent policy application.

Outsourcing Benefits

Reduce Staff 17%

Ability to Identify/Collect Assignment Costs 16%

Specialized Expertise 15%

Consistent Application of Policy Conditions

Better Reporting Capabilities
Better Vendor Management
Reduce Costs

Better Service Quality
Re-engineer/Simplify Process

Other

Verbatim Comments:
Outsourcing Benefits

... by outsourcing a portion of the program (administration only of payments for certain benefits as
well as the arrangement of the details for relocation, such as airfare, shipment, etc), the in-house staff’
has time to focus on policy design and service enbancements. . .better compliance. ..

Current Level of Outsourcing

When we asked participants if they currently outsourced their international assignment program, 38% of
respondents indicated that they did. This compared to 35% in the 2010 report and a historical average of 37%.

Currently Outsource the Assignment Program

No
62%
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Outsourcing Plans

Among respondents who did not outsource international assignment program administration, 17% were
considering outsourcing within two years. This compared to 14% in the 2010 report and a historical average
of 20%.

Considering Outsourcing Within Two Years

Yes
17%

83%

Services Outsourced

When asked to identify services that respondents currently outsourced, planned to outsource, or did not plan

to outsource, compliance (tax, social security, immigration) was the top outsourced service (74%), followed by
financial management (37%) and vendor management and coordination (31%). Historically, compliance was the
top choice, followed by financial management and then vendor management.

Outsourced Services

Compliance (tax, social security, immigration)

[ Currently Outsource
[ Plan to Outsource
9% | 60% ] No Plans to Outsource

7%] 69%

Financial Management 12% | 51%

Vendor Management and Coordination

Program Administration

Policy Consulting 75%

Payroll Administration 9% \ 78%
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Managing and Coordinating Vendor Services

When asked how they managed and coordinated their outsourced vendor services, 39% of respondents
managed each vendor themselves, 35% used a mix of internal and external management and 23% outsourced
allmanagement and coordination tasks to a single vendor. In the 2010 report, the percentages were 41%, 32%
and 24% respectively. The historical averages were 34%, 42% and 22% respectively

Managing Vendor Services

Manage Vendors In-House 39%

Mix of Both

Outsource Management 23%

Other

0% 10% 20% 30% 40% 50%
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Outsourcing Criteria

When asked to rank the three most important criteria for selecting service providers, respondents indicated that
global human resources experience was most important (22%j, followed by pricing (16%), geographic reach
(16%), service philosophy (11%), technological capabilities (10%), communication with international assignees
(8%), general reputation (8%), management of suppliers (4%), expense tracking / management system (3%) and
size/financial stability (2%). Historically, the top three choices were global human resources experience, pricing
and service philosophy.

Outsourcing Criteria

Global HR experience 22%
Pricing of Services

Geographic Reach

Service Philosophy
Technological Capabilities
Communication with Assignees
General Reputation
Management of Suppliers

Expense Management System

Size / Financial Stability

1 T T T T 1
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Satisfaction with Outsourcing

For 78% of the respondents who outsourced all or part of their international assignment programs, expectations
were being met or exceeded. Inthe 2010 report, the figure was 82%. The historical average of these two
categories was 82%.

Satisfaction with Outsourcing Expectations

Not Met
22%

Exceeded Met
12% 66%

Measuring Supplier Performance

When we asked participants if they formally measured their supplier’s performance, 46% of respondents
indicated that they did. This compared to 50% in the 2010 report.

Measuring Supplier Performance

Yes
46%

No
54%

Verbatim Comments:
Measuring Supplier Performance
Service Level Agreements (SLAs) and Key Performance Indicators (KPIs): we have established SLAs

and KPIs that are tracked, monitored and reviewed. . .key performance indicators. . .service level agreement
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ranking customer satisfaction, communication, reporting, administration, invoicing.. . .this is established at
the initial request for proposal (RFP) stage and if successfully, [it] is measured and tracked quarterly during
the performance period. . .service level agreements with money at risk. . .service evaluations, accuracy of
invoices, year-end reporting. . .customer satisfaction, data integrity, technology upgrades.. various SLAs
with quarterly results reporting. . .regular service review meetings. . .quarterly meeting discussion [and]
KPI and SLA reporting which is part of the contract; also surveying our assignees regarding the service
recerved by our providers. . .set SLAs reviewed regularly. . .we set up KPIs that we check on a quarterly
basis. ..annual or biannual review to SLAs. ... key performance indicators established at the onset that

are measured quarterly; costs are linked to each KPI based on non-performance as well as outstanding

performance... .use KPI/ SLA agreement and reporting. . .service level agreement. . .through KPIs. ..

Surveys: defined governance model; quality surveys. . .supplier does the surveys for us. . .survey input from
assignees/transferees as well as from internal team and partners. . survey independently hosted. . .annual
reviews based on surveys from expats and global human resources. . .customer satisfaction surveys are sent to
all employees who have used these suppliers; complaints handling is reported. . .internal annual survey sent
to assignees. . feedback asked via surveys (as well of provider as internal). . via surveys that are filled in by
the assignees. ..

Combined and Other Approaches: some suppliers in the current list have been in place before my time
and some have been selected by the current human resources management. . .satisfaction surveys, key
performance criteria metrics. . .survey is sent to each employee; follow up phone call in some cases. ..
contractual commitment to audits; annual assessment. . .informal. . «we conduct annual supplier
reviews using feedback from our employees. ..

Internal Service Level Agreement

When we asked participants if their company’s international mobility function had an internal service level
agreement (SLA) with the business units of their company, 21% reported that they did. This compared to 42% in
the 2010 report.

Internal Service-Level Agreement

Yes
21%

No
79%

Recovering the VAT/GST on Supplier Disbursements

We asked participants if they recovered the value added tax (VAT) / goods and services tax (GST) on
disbursements made to suppliers. Twenty-nine percent (29%) of respondents recovered the VAT/GST in all
jurisdictions where the VAT/GST was applied, 29% recovered the VAT/GST only in some jurisdictions where
the VAT/GST was applied and 42% did not recover the VAT/GST. This compared to 35%, 35% and 30% in the
2010 report.

Recovery of the Value-Added Tax/Goods & Services Tax

In Some Jurisdictions No
29% 42%

Yes
29%



Method of Recovering the VAT/GST on Supplier Disbursements

For those who recovered the VAT/GST on supplier disbursements, we asked how they recovered it. Forty-

eight percent (48%) of respondents performed the VAT/GST recovery in house, 19% relied on their relocation
management service provider to perform the VAT/GST recovery and 28% relied on another third-party specialist
to perform the VAT/GST recovery. This compared to 42%, 27% and 27% in the 2010 report.

Method of Recovering the Value-Added Tax/Goods & Services Tax

Relocation Service Provider
19% In-House

48%

Other
5%

Another Specialist
28%

79
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