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redesign 64
strategies for dealing with 54
outsourcing failure 245
outsourcing relationship 66
and transaction cost variables 70

path dependence 63; see also resource-based
view
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process analysis 193, 209
process interdependencies 241
and business process outsourcing 242
as an influence on sourcing model choice 98
concurrent interdependence 99
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sequential interdependence 98
and spin-off arrangements 235
process management 20
process mapping 176, 192
production costs 46, 106; see also transaction
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project management 29, 117, 275
and Indian software vendors 143
and shared services 154, 178

rarity 46; see also resource-based view
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regulatory and political factors,
as an influence on the mobility of service
processes 34
relational contracting 69
and logistics services outsourcing 69
relative capability position 51
indicators of 53
request for proposal 122
resource-based view
and spin-off arrangements 232
and the link with transaction cost
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critical aspects 73
overview 46
risk
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outsourcing 117
and sourcing model choice 99
compliance and regulatory 100
confidentiality 100
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security and confidentiality, as an influence on
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service disaggregation 104

and the impact of information technology
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service level agreements 161, 179, 203, 204,
207, 226, 229, 243
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service level clauses 162
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services
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inseparability 38
intangibility 38
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services outsourcing 12
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and performance management 183
and sourcing strategies when making the
decision 56
arguments against 30
arguments for 28
challenges 267; conflicting incentives 267;
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268; unbundling service processes 269
drivers of 17
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outsourcing challenges 37
key aspects of effective services outsourcing
270; deciding where to outsource
270; deciding whether to outsource
270; determine requirements from
outsourcing 271; formal and relational
contracting as complements 274;
performance management 273; project
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stages in the services outsourcing process 16
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arrangements 164
and project management 154
and stakeholder engagement 169
and vendor engagement 159
benefits 149
drivers 150
shareholder value model,
as a driver of services outsourcing 26
Six Sigma 229, 254
social complexity 63; see also resource-based
view
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134; managing culture 138; managing
time zone differences 141
pre-contractual strategies 119; contracting
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121
risks of offshore software development
outsourcing 117
stages 115
sourcing models 70
build-operate-transfer sourcing model 16,
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captive sourcing model 14, 93
fee-for-service sourcing model 15, 95
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process interdependencies 98;
risk 99
influences on sourcing model choice 92
joint venture sourcing model 15, 95
specialisation 28
spin-off arrangements 150
and relationship difficulties 226
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216
difficulties 224
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reasons 214
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theoretical perspectives 232
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and shared services 155, 169,
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stakeholder mapping 170
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and service disaggregation 105
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substitutability 47; see also resource-based
view
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time zone differences
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total outsourcing 10
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and performance measurement 54
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and spin-off arrangements 233
and the link with the resource-based view
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transitional outsourcing 10
transitioning 255
and knowledge management 259
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