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SECTION 1:    

AN OVERVIEW OF THE G-CLOUD SERVICE 

An Introduction to Oleeo 
An award-winning leader in talent acquisition technology since 1995, Oleeo is 

dedicated to supercharging recruitment through intelligent, AI-first automation 

that never loses sight of the human element. Our platform redefines the entire 

hiring journey, automating administrative complexity to free your team to focus 

on what matters most: building genuine candidate connections and making 

crucial, nuanced hiring decisions. 

Headquartered in London with a strategic presence in the US and Europe, 

Oleeo leverages over 30 years of market-leading expertise to support global 

operations 24/7. We differentiate ourselves through a deeply consultative 

approach, working closely with our partners to deliver "off-the-shelf", best 

practice yet highly configurable solutions that align with specific strategic 

objectives. With a sole focus on talent acquisition, our dedicated team of over 

100 specialists ensures every implementation is functionally rich, secure, and 

data-driven—consistently delivering the best business outcomes for an 

organisation's bottom line. 

As the UK’s leading AI-powered ATS, 
Oleeo streamlines recruitment for over 
200 public sector organisations, 
delivering proven efficiency and 
compliance where it matters most.
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We are the public sector’s go-to provider for talent acquisition technology 

with our suite of dedicated public sector products and solutions. Fair and 

open compliance is built into Oleeo processes including anonymisation, 

panel interviews, accessibility, support for employers signed up to the 

Disability Confident Scheme (e.g. guaranteed interviews and reasonable 

adjustments), and more. 

Built on a scalable platform that meets the unique requirements of your 

talent acquisition strategy, Oleeo’s AI-powered solutions accelerate your 

processes and give your team back the time for what matters most - 

human conversations.  
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Customers 
 
Oleeo is the largest UK provider, supporting some of the world’s largest and 

most talented employers. 
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Awards  & Accreditations 
Oleeo has recently secured several major industry honours, primarily at the 

In-House Recruitment (IHR) Awards and The Talent Labs Awards. Our wins 

highlight the platform's ability to handle high-volume enterprise hiring and 

innovative technology implementation. 

2025 Recent Wins & Recognitions 

●​ Best ATS for Enterprises Winner ​
(IHR Awards 2025): ​
Oleeo won this category in early 2025. The 

judges recognised the platform for its scalability 

and reliability, specifically noting its performance 

in processing millions of applications for major 

government and corporate entities. 

●​ Best Recruitment Effectiveness Winner​
(Talent Labs Awards 2025): ​
Police Scotland in partnership with Oleeo won this 

for a drastic reduction in recruitment cycles, cited 

as a landmark digital transformation project. 

●​ Award-Winning Technology Status: Throughout 2025, Oleeo has been 

formally recognised for its AI-driven innovations, particularly the OleeoQ 

chatbot and VacancyIQ tools, which are cited for improving candidate 

experience and reducing time-to-hire. 

2024 Wins & Recognitions 

●​ Use of Technology – Winner (IHR Awards 2024): Partnered with Police 

Scotland, Oleeo won this award for transforming the force’s recruitment 

process. The technology helped reduce the time to hire from 60 weeks to 

just a few days in certain categories. 
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●​ Candidate Experience – Finalist (IHR Awards 2024): Oleeo’s partnership 

with Kirklees Council was named a finalist in this category, recognising the 

streamlined and automated candidate journey provided by their ATS. 

●​ Engagement & Advocacy Recognition: Oleeo was also praised in late 2024 

for its Customer Success initiatives, winning praise for its 

community-building and hands-on support for global clients like the NHS 

and various police forces. 

Living Wage Employer​
As of May 2022, Oleeo is officially an accredited Living Wage Employer by the 

Living Wage Foundation. This commitment ensures that everyone working at 

Oleeo—including directly employed staff and third-party contracted 

workers—receives a minimum hourly wage that is significantly higher than the 

government minimum and reflects the actual cost of living. 

Information Security Management​
Oleeo comply with all applicable best practices including UK Government Cloud 

Security Principals, OWASP guidelines, and see independent validation and 

accreditation by maintaining certification to ISO 27001 and UK Cyber Essentials 

Plus. 
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Oleeo Services for Existing Customers 
For customers wanting to get the most out their existing Oleeo Solution, Oleeo 

offers ongoing licensing, configuration, integration, maintenance and support 

services as well as the ability to build on your current solution on a modular basis, 

enabling you to maintain,  evolve and grow your solution in line with your 

organisational needs.  

Available services: 

Ongoing subscription 

Maintain your Oleeo solution with our ongoing licensing, maintenance and 

support services whilst remaining part of the Oleeo Community. 

Your subscription includes: 

●​ User licences 

●​ Hosting services including: Bandwidth, Hardware, Security and Backups 
●​ Software maintenance 
●​ Standard software updates 
●​ Client helpdesk support 
●​ Ongoing account management, including regular account reviews 
●​ Customer Success Manager 

●​ Access to the Oleeo Community. Events and Knowledgebase (including 
access to online training resources) 

●​ Regular Best Practice Reviews 

●​ Access new enhancements and feature releases (optional features may attract 
an ongoing fee) 
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New Modules and Products available to use within 

your Oleeo Recruitment Platform ​
Our multi-award-winning applicant tracking system (ATS) lets you design and 

execute hiring experiences that beat the expectations of everyone.  Expand your 

solution as your organisational needs evolve, include new AI-powered solutions 

that enhance the recruitment process with augmenting human decision making 

saving time and reducing costs, or with chatbots that elevate the candidate 

experience. 

AI Powered Solution Description 

Inclusive Writing Designed to help recruiters ensure improved diversity and 
compliance within their job postings. This tool highlights 
biased terms, offering alternative terminology to de-bias job 
description content to attract and appeal to all genders using 
neutral language replacements 

Oleeo AI Assistant AI powered client user in-system user support chatbot 
(available free of charge - simply ask your customer success 
manager to opt in) 
Additional paid option available to incorporate 
organisation-specific user guidance. 

OleeoQ Candidate 
Support 

AI powered Candidate Support Chatbot on candidate 
interfaces to respond to technical FAQ’s (available free of 
charge- simply ask your customer success manager to opt in) 

OleeoQ  AI powered Chatbot embedded into your careers site to your 
branding, trained on your FAQ database or website links 
providing dynamic, accurate responses to candidate queries. 
Saves recruiters significant admin hours, enhances the 
candidate experience. 

Vacancy IQ An AI powered vacancy content and job description 
generator, Vacancy IQ is trained on your organisation's past 
successful vacancies, learning your brand’s tone of voice and 
terminology generating content representative of your 
organisation   

AI Interview Notes Interview transcription tool to support recruiters to efficiently 
and effectively document, summarise and review the 
performance of candidates at interview, reducing effort to 
identify top talent  
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AI Powered Solution Description 

Candidate Navigator An AI-powered vacancy matching tool that uses the 
candidate’s skills to match them to relevant job opportunities. 
Supports candidates by presenting them with roles that match 
their skills, and supports recruiters as usage helps ensure you 
receive applications from candidates whose skills more 
closely match your job requirements   

Search and Match When a new role is created, Oleeo’s AI-powered Search and 
Match provides a list of candidates from your talent pool who 
match the job criteria. Matching is driven by information 
parsing, machine learning and other data science methods. 
Recruiters are able to review a summary of each matching 
candidate and adjust the criteria as needed. Potential 
candidates can be messaged individually or in bulk inviting 
them to apply for the new role, saving recruitment budget and 
time.    

Oleeo On Demand Video 
Screening 

Oleeo’s On Demand Video Screening is fully embedded into 
Oleeo Recruit and enables recruiters, hiring managers and 
panel members to view, assess and score a candidate's 
response directly within the ATS.   Organisations can reduce 
the time to hire by removing the need to synchronise multiple 
calendars and instead improve candidate experience by 
allowing them to complete this step of the recruitment 
process in their own time removing bottlenecks and friction 
points in the process  

AI Candidate Screening Oleeo’s AI candidate screening tool intelligently analyses 
resumes, applications, cover letters, personal statements, 
candidate responses to in-depth questions and even 
transcripts of on-demand phone/video interviews. The tool will 
screen candidates based on your criteria and provide a 
recommendation with evidence, so you can review and make 
the final decision with confidence and significantly reduce 
screening time. By providing evidence-backed 
recommendations at scale it supports high-quality selection 
while removing sifting fatigue. 

SkillsAssess Built on 30 years of expertise, backed by an extensive 
validation study, SkillsAssess delivers high-quality selection 
by pinpointing transferable skills within candidate responses. 
By automating evidence-matching and score 
recommendations, it drives significant time-savings and 
efficiencies, eliminating recruiter fatigue and bias to ensure a 
consistent, fair, and streamlined process at scale 
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Further expansion options 

 

Oleeo Pre-employment Check, Vetting and Onboarding Management 

Streamline the process of obtaining required information for mandatory vetting 

and pre-employment checks. Oleeo Pre-employment Check, Vetting and 

Onboard removes the administrative burden from recruiters, whilst providing 

automated updates to candidates, reducing time to hire and simultaneously 

improving candidate engagement and experience.  Gather any pre-employment 

information needed to ensure day one goes smoothly. This includes information 

such as ID checks, uniform requirements, desk requirements, health 

information, payroll information and more.  

Oleeo Integrated eDBS Solution​
Oleeo Integrated eDBS Solution offers customers a fully integrated solution 

enabling employers to streamline time to hire and reduce overall administration 

effort whilst offering an exceptional candidate experience. Oleeo offers a 

secure, integrated solution using Disclosure and Barring Service (DBS) whilst 

allowing customers to maintain full control of countersignature. 
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Oleeo Online Identity Verification Technology (IDVT)​
Oleeo’s integrated Online Identity Verification Technology (IDVT) solution 

supports organisations to complete mandatory Right to Work Checks on 

candidates as part of their recruitment process.  Fully integrated into Oleeo 

Recruit, recruiters can streamline their process and complete all the relevant 

steps and checks directly in the ATS.  

Oleeo Careers Site​
Oleeo Careers Site provides an enhanced candidate experience with a 

beautifully designed dedicated careers site optimised for mobile and SEO. The 

careers site will be developed to match your organisation’s brand guidelines and 

integrate seamlessly with your Oleeo Recruit application centre. 

Oleeo Assessments​
A flexible, candidate-friendly online assessment engine. The assessment 

engine is optimised for mobile and accessibility with custom content. It can 

be fully branded with an extensive, market-leading feature set, delivering a 

huge range of assessments , backed by decades of assessment experience. 

System Interoperability 
Integrations​
For many customers implementing e-Recruitment technology, HR system 

integration is a standard requirement. Oleeo has developed a standardised 

approach to ensure simple and swift integration. 

Oleeo integrates with a variety of HR systems, including PeopleSoft, SAP and 

Oracle. Integrations can be achieved via Oleeo’s standard methodology 

(provided on request) or via API. 

Oleeo provides single sign-on (SSO) integration with client authentication 

systems. 

Successful candidate data is seamlessly integrated​
HR integration can be achieved in a number of ways, from a simple export of 
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data into your HR system, through to more complex solutions where vacancies 

are raised in a HR system, imported into Oleeo where the data is then exported 

when candidates reach the appropriate stage for a vacancy, e.g. hired. 

The frequency of data transfer can be set by customers, with some solutions 

working in an asynchronous fashion to transfer data as it changes. While Oleeo 

has a standard approach to HR integration, our Integration Specialists can work 

with different requirements and will consult to propose the most efficient, 

successful and cost-effective options. 

Sector Specific Integrations​
For our Police customers, an AIMS export is included within your solution. We 

also have an integration in place for CoreVet, please enquire if of interest 

Assessment and Video Interview Integrations​
Oleeo integrates with online assessment providers such as cut-e, Cubiks, Arctic 

Shores and SHL to provide a fully integrated assessment solution. Candidates 

will take their online assessments through the Candidate Communication 

Centre with results sent to the ATS for automated decision making. 

Oleeo has also developed its own testing engine to deliver bespoke online 

assessments for candidates. This has been used widely in the public sector. 

For customers with an existing video interview provision, Oleeo has integrations 

in place to allow you integrate these into your Oleeo Solution; integration with 

Microsoft Teams and additional providers such as Cammio, Launchpad, HireVue 

and Sonru.  We can also make available an API to integrate with additional 

solutions. This is all in addition to Oleeo’s own inbuilt video interview offering,  

Job Board Integrations​
Oleeo offers integration with the job board aggregators, Broadbean and idibu. 

This integration facilitates posting to multiple job boards in real time with 

minimum effort. Both idibu and Broadbean offer access to an expansive 

network of job boards, both generalist and specialist. Set-up and job posting 

charges apply.  We also offer job posting to Indeed and LinkedIn. 
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SECTION 2:​
INFORMATION ASSURANCE 

Oleeo is accredited to ISO 27001:2022 ​
and independently audited every six months by BSI. 

 

The ISO 27001:2022 accredited ISMS includes controls for Availability, 

Confidentiality, and Integrity. All appropriate baseline controls from ISO 

27002 are implemented. Controls include weekly automated scans 

performed using Nessus, comprehensive protective monitoring and 

intrusion detection, rigorous staff background checks and procedures, 

physical and environmental controls. 

Oleeo commissions a full CHECK penetration test annually from an 

independent security expert approved by NCSC. 

Oleeo cooperates with independent audits commissioned by our clients 

(at their cost), where their own security controls demand this. 

Oleeo would consider implementing controls for accreditation appropriate 

for IL3/IL4 through aggregation, should this be required by a client further 

to detailed discussion. 

Oleeo maintains Cyber Essentials and Cyber Essentials Plus certification. 

Oleeo maintains Level 1 CSA STAR certification. 

 



 

SECTION 3:  

SERVICE MANAGEMENT DETAILS 

Oleeo recognises that to leverage the most of any e-Recruitment solution, 

innovative technology needs to be joined-up with excellent service. Oleeo 

makes available the following services to our customers: 

Customer Success​
Your Customer Success Manager will become your trusted advisor. They will 

proactively focus on your ongoing use of our product to help you achieve your 

business goals, to ensure happiness, with better use of current features and 

functionality. They will proactively share knowledge on the latest features and 

integrations, ensuring our customers are always equipped with the best 

resources to improve their recruitment processes.  

Your Commercial Manager and Customer Success Manager will work together 

to deliver regular service reviews, such as solution reviews to identify future 

needs, changes and new developments. Best practice reviews include Oleeo 

sharing analysis of trends to inform discussion about potential developments.  

This approach to customer success helps us to ensure that every activity along 

the client lifecycle is delivered successfully and provides value to our 

partnership. 

Community​
Oleeo offers our customers access to a community portal as well as to 

customer events.  Through our community portal customers can: 

●​ Interact with each other within the Community Forum; ​
ask questions,  learn and share tips 

●​ Access details on new product releases 

●​ Access the Oleeo knowledgebase 

●​ Sign up ot Oleeo webinars and events  

●​ Join sector-specific groups 
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Customers are also invited to our annual Customer Success Summit as well as 

to other sector events. 

 

“Building a strong customer community has been a huge focus for us 

over the past few years – and the results really speak for themselves. 

We’ve created spaces where customers don’t just learn from us, but also 

from each other. Engagement is at the heart of what we do, and that 

face-to-face connection is truly priceless. It’s in those moments that 

lasting partnerships and true advocacy are born.” 

Kelly Freegard ​
Head of Customer Success, Oleeo 

Client Helpdesk Support ​
We provide UK-based support tailored to the needs of our customers.  

Customers often remark on the high level of service and customer focus of our 

helpdesk team. Service level agreements and regular reviews of service levels 

ensure these high standards are maintained. 
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Candidate Helpdesk Support ​
Oleeo offers optional first-line candidate technical support for our customers 

(fees apply). The feedback we receive is overwhelmingly positive. 

Strategic Advice​
Drawing on best-of-breed e-Recruitment experiences from over 400 employers 

across multiple sectors, Oleeo supports its customers in the ongoing 

development of their e-Recruitment strategy. This is achieved by defining 

underlying requirements, understanding current performance, identifying what 

can best be leveraged to enhance business performance, defining targets, 

plans and metrics for improving candidate service, hire quality, cutting 

administration costs, and time to hire. 

E-Recruitment Best Practice Advice​
Oleeo works closely with its customers to support their adoption of best 

practice e-recruitment procedures and policies to meet legislative 

requirements, improve candidate service and the quality of hires, while cutting 

administration and the dependency on agencies. Best practice input may take 

the form of reviews, expert sessions, and floor-walking/continuous 

improvement initiatives all established to maximise stakeholder engagement 

and service uptake. 

Project Management, Programme Management and Governance​
Oleeo has an experienced Project Management team with experience of 

implementing a range of public sector solutions including Police, Central and 

Local Government and the NHS. Where projects involve multiple vendors and 

elements, we manage the whole programme and ensure governance 

procedural requirements are fully understood. We also have experience where 

we place a Project Director on the project advisory board to help support the 

project through its lifecycle.  
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Business Process Re-Engineering Advice​
E-recruitment is often a catalyst for re-engineering recruitment processes. 

Oleeo supports its customers in reviewing current processes, defining 

best-practice, and drawing up and implementing a strategy for change. 

Ongoing Change Requests​
Oleeo’s systems are highly flexible, with the overwhelming majority of 

customisation achievable through configuration. This ensures both rapid, high 

quality and value-for-money implementations as well as confidence in the 

knowledge that your system can change or grow to continuously meet your 

organisation’s needs.  Configuration can be carried out by the customer (further 

to the relevant training) or by the Oleeo team. 
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Continuous Improvements​
Oleeo develops its products along SaaS methodology guidelines. This means 

that our products are consistently evolving and developing. We continually 

build out the features and modules within the product(s) you have purchased, 

adding these to the existing functionality available. The ethos is to continually 

add value and scope to the product you initially procured. We will release 

regular communication to you around what's next in line for release. The 

development team also delivers new or unique functionality through the 

creation of new software modules. 

Oleeo will consider requests for development where these requests align with 

Oleeo’s own product strategy. 

 

Training​
Oleeo includes a training package as part of all its implementations.  Further to 

this, training can be tailored by client and role – super-user, system 

administrator, help desk, recruitment manager, recruitment administrator, line 

manager, recruitment agency, etc. We also carry out ‘train the trainer’ courses. 

Training can be carried out both on-site, remotely or pre-recorded and may also 

take the form of regular online surgeries. 
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SECTION 4:​
BACKUP/RESTORE AND DISASTER ​
RECOVERY PROCEDURES 

Oleeo provides its solution via the software as a service (SaaS) model. We have 

a robust infrastructure and procedures in place to allow our clients access to 

the system 24 hours a day, 7 days a week via any standard modern browser. 

Oleeo is ISO 27001:2022 accredited, and as part of this, our backup and 

disaster recovery procedures are independently reviewed. For any prospective 

organisation interested, further to the signature of an NDA, Oleeo can make 

available a full copy of our Disaster Recovery Policy. 

Backup/Restore Procedures 
Automatic backups are taken daily and stored on a server within the 

geographically separate secondary secure hosting environment. These 

backups include bin logs so that the database can be restored to any point in 

time. The live hosting site is mirrored real-time to the disaster recovery site. 

Restore of backups is tested at least quarterly as part of the Oleeo disaster 

recovery plan. Backups are kept for six months. 
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Disaster Recovery 
We have included below a table summarising our disaster recovery plans, this 

also indicates the target recovery times and testing frequency for each plan.  

DR ID Disaster Impact Recovery 
Time 

Test 
Frequency 

WEB Failure of a web 
server 

None Immediate 2 Months 

LOD Accidental loss of 
some data 

Data 
Unavailable 

Up to 1 
working day 

2 Months 

SLV Failure of a slave 
database 

None Immediate Quarterly 

MAS Failure of a master 
database 

Site 
unavailable 

From 90  
minutes 

Annually 

LB Failure of a load 
balancer 

None 24 hours Annually 

PWR Mains Firewall None Immediate Annually 

FWE Failure of Firewall None Immediate Annually 

FWI DMZ Firewall None Immediate Annually 

DR Complete 
destruction of 
hosting facility. 
Switch over to DR 
site 

Site 
unavailable 

Stage 1:Switch 
to  DR  site:  2 
working days 
Stage 2: 100 % 
capacity 1 
week 

Annually 

 

Each disaster recovery plan is documented along with checkpoints that must be 

assessed to ascertain the success of the recovery. 
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SECTION 5:​
ONBOARDING AND OFFBOARDING PROCESSES 

Onboarding 
Oleeo offers rapid implementation of our best practice off-the-shelf platform. 

Clients can be up and running within days, while larger scale roll-outs have 

taken place in phased stages over several months. 

Oleeo makes available to its clients standard tools to support the import of data 

from any existing e-recruitment system into their Oleeo system. A level of 

configuration by Oleeo is required to allow formatting in line with the new 

system fields and once set up, the tool will allow clients to upload their data 

directly through a CSV file import. 

Oleeo offers a full range of onboarding services for both off-the-shelf and more 

tailored solutions including: 

●​ Customer success 

●​ Account management 

●​ Business case development* ** 

●​ Requirements gathering** 

●​ Best practice advice 

●​ Business process review* ** 

●​ Business analysis* ** 

●​ Specification** 

●​ Training** 

●​ Configuration** 

●​ Project management 

●​ Integration* ** 

●​ Data migration* 

●​ Quality control** 

●​ Documentation** 

*These services are available over and above our standard implementation, 

priced on a time and materials basis. 

**These services are also available on a time and materials basis throughout the 

life of your contract. This is often used by clients when their business processes 

change or they are undergoing significant organisational change and they need 

their solution to reflect this or they want to take on additional modules at a later 

time. Our services are there for you when you need them. 
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Offboarding 
Oleeo is proud to have a very high client retention rate, however in the instance 

where a client moves on from using the Oleeo platform, the system offers an 

in-built data export facility allowing our clients to export customer data (via CSV) 

at the end of any contract term at no additional cost.  To support our clients with 

this, we offer refresher training within 3 months prior to contract end on the use 

of this tool to one supported user. 

Should any client want any additional exit services to migrate to their new 

solution, Oleeo Consultants are available to offer advice and support on a time 

and materials basis.​
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SECTION 6:​
SERVICE CONSTRAINTS 

Oleeo provides its platform through a SaaS infrastructure. As such, constraints 

are minimal and are those typically associated with provision of services 

delivered via SaaS. 

Scheduled Maintenance Window 
Oleeo reserves a weekly window outside of office hours of up to four hours for 

planned maintenance, although this window is rarely required. 
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SECTION 7:​
SERVICE LEVELS 

Ongoing Support and Service Levels 
Oleeo is recognised as providing the highest level of support to its customers 

and scales its approach to meet the demands of different employers. Oleeo 

provides Helpdesk Support for appointed customer users, candidate support 

(via e-mail) is an optional service which many clients choose to take up. 

Customers also have access to Oleeo’s AI powered support chatbots.  

Ongoing Account Management, Customer Success and Project Management 

are offered throughout the life of the contract. In addition, our support offering 

can be scaled to incorporate additional services such as strategic advice, 

e-Recruitment best practice advice, business process re-engineering, etc. 

Oleeo tailors service levels to client requirements. Below is a summary of 

Oleeo’s standard Service Level Agreement (SLA), upon which our pricing is 

based, concerning Support Levels and Solution Availability with examples of 

our Service Level Agreement. 

End-User Helpdesk Support: 10 
hours a day ​
x five days a week (UK Clients) 
Oleeo prides itself on the support delivered to 

our clients.  Each day, a member of the First Line 

Client Support team reviews new support cases. 

Within one working hour of the case being 

logged, the team member will review the case, 

assign an internal priority and should they not be 

able to resolve the case immediately, add a note 

to set the client’s expectation advising when they 

will next be updated. The First Line Client 
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Support team will then take cases from the open case list in order of priority 

and then age. 

Change requests are automatically assigned to the client’s Change Request 

team. 

The Helpdesk deals primarily with online user training, providing support to 

more than 500 supported system users. The volume of calls reduces quickly 

after the initial months post implementation. Additional support resources are 

added as the volume of enquiries rises. Most calls are dealt with immediately; 

all queries are responded to within one working hour. 

National support hours are 10 hours a day x five days a week, and global 

support hours are 24 x five; however service levels can be tailored to individual 

client requirements. 

All Client Users also have access to Oleeo’s in-system AI Assistant, a system 

support chatbot, available 24/7.  Customers also have the opportunity to 

upgrade their chatbot to incorporate customer-specific guidance for 

recruiters/hiring managers, to support an increase in efficiency and reduction in 

the number of internal queries. 

Candidate Support 
All candidates have access to the AI powered OleeoQ Candidate Support 

chatbot - available 24/7 

Candidate Support Desk: 10 hours  a day x five 
days a week (UK Clients) ​
(Optional Service on request) 
Oleeo’s can also offer candidate support, with candidates contacting Oleeo 

support via the contact form found in the Help Centre. Clients normally request 

Oleeo provide a two day service level to candidates. National candidate 

support hours are 10 hours a day, five days a week, and global support hours 
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are 24 x five; however service levels can be tailored to individual client 

requirements. 

Response Times 
Our SLA is to respond within one working hour during working hours to 

end-user and technical enquiries by phone and through the support portal. 

There are relatively few technical requests, the majority of support calls are 

from users with functional and operational queries and are dealt with 

immediately. A training programme initiated at the launch of the system also 

covers the bulk of these points.   Issues that can’t be resolved immediately are 

logged with a requested date for completion. Details of resolution start times 

can be found within the Oleeo Support schedule.  

Ongoing support is available to clients until the contract is terminated. 

Solution Availability 

Oleeo will ensure that the system, during any calendar month from the Go Live 

Date, is available to Client Users and Candidates for at least 99.9% of the total 

possible uptime during that month (excluding any scheduled downtime which is 

necessary to effect any essential modifications or maintenance to the Server). 
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SECTION 8: ​
AFTER SALES SUPPORT 

Oleeo’s focus and priority is exceptional service delivery. This extends to all 

aspects of our solution. We monitor service delivery in a number of ways: 

●​ Post-implementation reviews 

●​ Quarterly customer satisfaction reviews 

●​ Support desk response times 

●​ Service reviews with your nominated Customer Success Manager 

●​ Service availability (please see the below example of a report provided by 

an independent monitoring site, showing response time and availability 

breakdown across multiple locations). 

 

Oleeo prides itself on receiving consistently positive feedback from clients in 

both post-implementation reviews and customer satisfaction reviews, with an 

average NPS score of 49 over the last 12 months. Where feedback is anything 

less than positive, the client will receive a call from one of Oleeo’s management 

team to put in place a plan on how we can improve the service going forwards. 
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SECTION 9:​
TRAINING 

For our existing customers, Oleeo offers self-configuration training, ensuring you 
can get great value from your Oleeo Solution, as well as high levels of autonomy 
to manage ongoing change. 

Oleeo’s offers a Self-Configuration certification programme for System 
Administrators who will be carrying out configuration on behalf of their 
organisations The self-configuration training programme consists of three 
progressive courses, each offering more advanced capabilities: 
 

●​Self-Configuration Level 1: Changes to forms, correspondence templates and 
status messages. 

 
●​Self-Configuration Level 2: Advanced changes to forms, including the 

implementation of visibility rules and map configuration. Additionally, 
delegates will learn how to configure table layouts, user profiles and default 
homepages. 

 
●​Self-Configuration Level 3: Changes to application and opportunity process 

workflows and more 
 
 
Self-configuration training is provided at Oleeo’s standard daily rates for 
organisation-specific training, or customers can join group training sessions at a 
per-person rate. 
Training takes place in a dedicated training environment, ensuring an interactive 

experience for delegates. Our sessions are highly interactive, with delegates 

taking turns presenting and the trainer guiding them through the system. 

Pre-course materials and an online multiple-choice assessment are provided 

using our Learning Management System (LMS) to reinforce learning. 

Existing customers can take up additional training days as required.  
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SECTION 10:​
ORDERING AND INVOICING PROCESS 

Where prospective clients are ordering through G-Cloud, we will follow our 

usual procedures for quoting for work. 

Oleeo will start work further to either a signed contract, or in time sensitive 

circumstances, with a letter of intent. 

Invoices are issued in line with Oleeo’s payment terms. ​
Implementation fees are due: 

●​ 50% Due upon signing the Call Off Agreement 

●​ 50% Due upon 60 days after signature of the Call Off Agreement 

Subscription fees (which includes support and maintenance) are due on signing 

the agreement and are payable annually in advance. On request, Oleeo can 

accommodate invoicing and payment of ongoing subscription fees on a 

6-monthly basis. Payment of invoice is due within 30 days. 

Further details on ‘Invoicing & Payment’ terms are outlined in Oleeo’s Terms 

and Conditions.  
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SECTION 11:​
TERMINATION TERMS 

Fees are based on a contract term of 3 years to ensure maximum ROI. 

Should a customer choose to terminate the contract, for convenience, prior to 

the initial contract term,  the fees payable by the client for the initial term of the 

contract will be due. 

All additional termination terms can be found in Oleeo’s Terms and Conditions 

document. 
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SECTION 12:​
DATA RESTORATION / SERVICE MIGRATION 

Data Restoration 
Data can be restored from backups which are maintained in a remote secure 

environment for up to six months. 

Service Migration 
Oleeo makes available to clients standard tools to support the import of data 

from any existing system into Oleeo. A level of configuration by Oleeo is 

required to allow formatting in line with the new system fields and once set up, 

the tool will allow clients to upload their data directly. 

Where required Oleeo will upload data on behalf of clients and advise on the 

best approach to data migration. 

In terms of migration of service, Oleeo Consultants are also available to offer 

advice and support on solution roll out. All migration services are provided on a 

time and materials basis. 

When migrating from Oleeo at the end of a contract, the solution has an inbuilt 

csv export facility that allows our clients to export customer data at no 

additional cost. 
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SECTION 13:​
CUSTOMER RESPONSIBILITIES 

Customer Responsibilities include: 

●​ Providing Oleeo with all necessary cooperation in relation to the agreement 

and all necessary access to such information as may be required by Oleeo 

in order to render the Services, including but not limited to Customer Data, 

specification information, security access information and software 

interfaces to the website; 

●​ Providing appropriately skilled resources to support the project. 

●​ Comply with all applicable laws and regulations with respect to its activities 

under the agreement; 

●​ Provide Oleeo with a completed Post Implementation Review (a short 

questionnaire) in the form provided by Oleeo within 30 days of Go Live 

●​ Provide Oleeo with a completed client satisfaction survey in the form 

provided by Oleeo within 15 Business Days of the end of each calendar 

quarter; 

●​ Carry out all Customer responsibilities set out in the Statement of Work in a 

timely and efficient manner. In the event of any delays in the Customer’s 

provision of such assistance as agreed by the parties, Oleeo may adjust any 

timetable or formerly agreed delivery schedule as reasonably necessary. 

●​ Ensuring Customer System Users have access to the minimum browser 

requirements to access their solution 
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SECTION 14:​
TECHNICAL REQUIREMENTS 

Oleeo provides its solution via Software as a Service, as such all technical 

implications of hosting and maintaining the application service are handled by 

Oleeo. 

A summary of our technical infrastructure can be found below: 

Network, Hardware and Architecture Overview 
The ATS runs on redundant, scalable servers with load balancing and firewall 

services. 

The primary data centre handles the majority of live requests. The secondary 

data centre is geographically separate and includes real time database 

replication, rsynced file system backups, fall back DNS services as well as other 

critical services. 

The ATS is multi-tiered. The application layer is hosted on load balanced web 

servers. Load balancing and SSL termination for vX is provided by dual 

redundant servers running Pound. Relatively static data is served by distributed 

Redis cache servers. Application servers and Redis servers may be hosted via 

KVM virtualisation which allows rapid deployment/redeployment. Database 

layer is physically separate from the application layer and is protected by 

independent firewalls. Replicated database servers running Percona (fork of 

MySQL) are arranged in source-replica configuration. Read operations are 

load-balanced across multiple servers. Files are stored on a NAS with WebDAV 

interface allowing for flexible siting of file store. All file store is hosted within 

Oleeo controlled infrastructure within the UK.  

Client data is stored in databases that are dedicated to a single system. 

Databases containing any sensitive data are not shared across systems 

(sensitive data would include any data that is protectively marked as 

OFFICIAL-SENSITIVE. 
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Similarly, attachments that are stored outside of databases are stored in 

separate directory trees dedicated to a single system. All storage is encrypted 

at the file system using FIPS 140-2 compliant algorithm (AES256) via LUKS

 

Most of the equipment can be built on standard, off-the-shelf hardware. The 

lead time for increasing capacity for most components is typically one week (to 

order and install additional servers) but, in emergency, elements within the 

environment (such as backup, test, or development servers) can be re-targeted 

to adjust capacity within the same day: 

●​ Servers can be added or re-tasked quickly 

●​ Standard Debian Linux install. 

●​ Application loaded by bespoke debian package 

●​ Virtual machine images can be restored in minutes 

●​ Servers can be re-tasked or added in less than 2 hours 

A real-time database replication is performed between the main hosting facility 

and the disaster recovery. Daily backups are stored on the NAS which are 

synchronized between both sites via rsync. 

The environment utilises physical network segregation to ensure appropriate 

controls of data flows between different zones. 
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Fig: ATS Network Architecture Summary. 

Hosting Location 
Private Data Centres​
Oleeo services are hosted in two geographically separate co-location facilities, 

wholly within the UK, managed by Equinix. 

Both facilities handle live production traffic. Each site provides a standby server, 

rack and power capacity for the other. Together they operate as an active-active 

pair, for disaster recovery. Each can operate independently of the other. Each 

has real-time replicated copies of all the production data that is generated at 

the other site, as well as incremental backups and archived backups.  
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Equinix is Europe’s leading provider of premium carrier-neutral data centres, 

operating facilities in city locations across Europe. Their data centres are home 

to a vast number of carriers and internet exchanges (IXP), and operate their own 

inter-site network enabling secure, high speed connectivity between Oleeo’s 

live and disaster recovery sites. The data centers hold many accreditations and 

follow industry best practice including: 

●​ ISO27001:2022 

●​ ISO9001:2015 

●​ ISO 14001:2015 

●​ ISO 45001:2018 (Health & Safety Management) 

●​ EU Code of Conduct for data centres 

●​ PCI DSS 

●​ Carbon Trust Standard 

●​ The Green Grid 

Equinix deploy sophisticated supporting infrastructure to provide reliable and 

consistent power availability and cooling, and high-grade security: we provide 

multiple layers of security, through physical security, biometrics, CCTV and 

monitoring. 

Public Cloud​
Oleeo may use AWS (UK hosting region) to host some services depending on 

options selected by a client. 

Supported Client Devices 
Browser Requirements​
Oleeo strategy is to support a browser-based interface as widely as possible, 

including multiple browser versions from Microsoft Edge, Google Chrome, 

Opera, Firefox and screen readers, on desktop or mobile devices. 

Candidate Side​
Oleeo support all candidates through the process of their application 

regardless of the browser version they use. Candidates will never be refused 

support because of the browser technology they have. 
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The candidate should be able to use any modern production release desktop 

browser, including screen readers and text only browsers, to complete the 

application process unless components within the application process require 

specific browser restrictions which are communicated to the client in advance.  

Current restrictions only include on-line automated testing, which may require 

an installation of a browser that supports the appropriate Flash technology.

 

Recruiter Side​
Oleeo supports users of all modern browsers including latest versions of 

Chrome, Firefox, Safari, Webkit, and Edge where these browsers are supported 

by the vendor.  

Javascript must be enabled for the browser. 

A recruiter should be able to use any supported desktop browser to process 

applications unless components within the application process require specific 

browser restrictions which are communicated to the client in advance. 
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SECTION 15:​
ADDITIONAL SERVICES 

Oleeo recognises that our clients need a complete solution and is experienced 

in working with a wide range of partners including amongst others: RPO’s, 

candidates sourcing suppliers, pre-employment vetting suppliers and online 

test/assessment suppliers. 

Oleeo’s existing partnerships and integrations mean our clients can quickly 

implement complete solutions leveraging both maximum efficiency and cost 

savings. Where our clients are working with a supplier that is not already an 

Oleeo partner and would like a fully integrated solution, Oleeo would consider 

partnering with these organisations. 

1)​ Online Test/Assessment Provision 
Oleeo offers both directly and through its partner network a range of 

assessment services including design, delivery, marking of tests, simulations, 

applications/questionnaires, video interviews, telephone interviews, 

assessment exercises and events. Partners within this area include: 

Cubiks is an international assessment and development consultancy that helps 

many of the world’s most prominent companies to design and implement robust 

processes for tackling key human resources challenges. Cubiks’ innovative 

psychometric tools and expert services enable clients to make informed 

selection and development decisions. Cubiks work closely with clients to 

streamline their HR processes, helping them increase efficiency and nurture 

smarter, more effective workforces. 

cut-e is world leader in the design and implementation of innovative online tests 

and questionnaires for recruitment, selection and development. 

Arctic Shores pioneer behavioural assessments combining neuroscience, AI 

and game technology to enable employers to look past the CV and focus on 

talent potential rather than experience, background or seniority. Arctic Shores 

39 



 

assessments generate data-driven people insights for more predictive and less 

biased hiring. 

Pymetrics applies proven neuroscience games and cutting-edge AI to reinvent 

the way companies attract, select, and retain talent. 

IBM/Kenexa pride themselves on providing a wide variety of assessment 

solutions that are based on a combination of great science and a proven history 

of predicting performance through unique methods and observations. 

SHL is the leader in talent measurement solutions, driving better business 

results for clients through superior people intelligence and decisions. 

Sonru is a global leader in the field of video interviewing and screening. As a 

leading provider in this space, Sonru has established the effectiveness and 

validity of using video in the recruitment process. Companies like Apple, Volvo, 

Schroders, Arvato, Johnson & Johnson, Nestle, EA, Sage and CERN have 

innovated in their talent acquisition processes by using Sonru’s video interview 

solution. Video integration is also available with Launchpad and Cammio. 

2)​ Candidate Sourcing, Branding & Advertising, Campaign, 
Communication and Response Management 

Oleeo’s products & solutions encourage clients to automate administration and 

management as much as possible, prior to relying on manual intervention. 

Services include campaign project management, event scheduling and 

administration, and candidate management, communication and scheduling 

(both automated and semi-automated with manual intervention). 

The systems also encourage clients to source internally, through talent pools, to 

promote their employer brand and post to their job search engine prior to using 

paid for posting methods/sources. Services include the Engage and Recruit 

tools that facilitate employer branding, marketing, campaign design and 

sourcing management, job distribution, sourcing via social media, job boards 

and agencies and agency management platforms. To enable clients to post 
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directly to third party sites, we have existing integrations in place with a number 

of job board aggregators, offering our clients a choice of posting mechanisms. 

Broadbean was created with a single aspiration: to source the best candidates, 

wherever they are. Broadbean pioneered job multiposting and candidate 

search technology, received numerous innovation awards and are responsible 

for setting industry-wide job board integration standards. 

Idibu provides instant posting of jobs to a network of over 1200 job boards and 

social networks throughout the UK and the rest of the world. Accessible 

wherever there’s an Internet browser, idibu stops you wasting countless 

man-hours on unneeded admin. 

Oleeo works with a number of RPO’s who can support customers with 

candidate attraction, sourcing, advertising, managed recruitment services and 

recruitment consulting services. 

3)​ On-boarding 
On-boarding solutions that can be incorporated into your Oleeo system include 

the design and delivery of closing, contracting, welcoming, pre-employment 

data collection and tracking, pre-employment and vetting checks, and 

triggering of new joiner actions. Flexible vetting and pre-employment screening 

of candidates can be provided by a third party. 

4)​ Career Transition and Redeployment 
The full service includes an Internal Mobility tool that provides support for 

redeployment, internal career mobility and career transition 
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