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1.INTRODUCTION.

In recent years, the term outsourcing has grown considerably due to the constant and rapid
evolution of technologies, which has caused companies to resort to this type of practice in
order not to fall into technological obsolescence and to save on costs in order to achieve a
competitive advantage over other companies in the market. This term emerged in the 1940s
due to the need of American companies to acquire foreign labor to cover the great crisis
experienced after World War Il. The term did not spread much because companies
experienced a strong fear of deprovisioning. In this way the companies gained reliability
because they managed all the productive processes in exchange for a loss of specialization
and therefore also a loss of efficiency. Due to the evolution of technology and the inability of
companies to adapt to it, new management and contracting methods began to emerge in
order to keep up with the technological trend. This practice has become more accentuated
as companies discover new needs to be covered in order to adapt to the technologies of the
market and thus improve the quality and satisfaction of their customers by focusing on the
core of their business, the term today, is a very common practice for many companies in the
field of technology and information due to the adaptation of companies to technology and
management trends. Currently, after the COVID-19 pandemic, companies have realized that
they did not have the appropriate technological infrastructure to face a crisis of this
dimension. Due to this crisis, companies foresee an increase in spending on technology and

communication to cover new needs related to work and production.

This study aims to assess the situation of information technology outsourcing in the current
Spanish market, its trends and future practices by investigating what other researchers have
found on the subject. The different concepts of outsourcing are presented and the reader is
shown what type of outsourcing would be most beneficial depending on the activity to be
outsourced and its function in the value chain, the benefits and risks involved in this type of
practice, so that companies can make a decision on whether to produce or to outsource and

know how it works.



Previous researchers have discovered that outsourcing is no longer only used for cost
savings by outsourcing a non-core function of the company to move from fixed to variable
costs depending on the volume of work. Today, companies incur in this type of digital
transformation practices to meet the expectations of the growing technology needs, due to
this companies suffer cyber attacks so they must protect their data by outsourcing data
security companies. On the other hand, the change in the work has caused that the
companies incur in outsourcing to obtain a personnel management more adapted to the
needs of production and projects obtaining specialized workers for the required tasks.
Finally, the processes that involve a repetitive task which does not necessarily involve
personnel for its realization, so that staff tends to be replaced by robotics and artificial

intelligence.

This study is divided as follows. First, an introduction to the topic is given and the
background of outsourcing is presented, comparing various definitions of outsourcing among
different authors. Secondly, its characteristics are defined, explaining two dimensions to
understand what outsourcing is, where the first dimension observed is the type of activity and
the second is whether there is a transfer of assets in the arrangement. Thirdly, the objectives
are mentioned, followed by a brief history of outsourcing. Two types of outsourcing are then
explained, the tactical and the strategic. Information systems outsourcing is then explained,
which is divided into reasons and risks of outsourcing, the stages of outsourcing, decisions,
and a description of the existence of the different contracts. Finally, the commercial
relationship between clients and suppliers is mentioned, as well as the technological situation
of outsourcing in Spain, including outsourcing trends. This study will take us through the
methodology implemented, in combination with the researcher's conclusions and results, to

finally reach a conclusion.



2.METHODOLOGY.

The study is based on a qualitative research strategy. And the data used in the study are
retrieved from published documents and bibliographic references on outsourcing to acquire
background knowledge for the selection and organization of information. The information has
been contrasted and the most relevant has been selected. Once the information was
selected, it was organized with the Mendeley tool to save and classify it properly.
Subsequently, a descriptive review and conceptual analysis was carried out to expose and

understand all the concepts related to technological subcontracting.

For the elaboration of this work we have followed a methodology of theoretical review of

descriptive character in which we based on four steps to follow:

The first step determines what we are going to analyze and the purpose of the study to be
carried out. At this point, we carry out an extensive study of the published literature on the
subject of outsourcing in order to have a general vision and understanding of the concept.
Once the general knowledge about the concept has been established, more detailed
information is gathered, in this case, about technological outsourcing and its current situation
in the Spanish market, in order to obtain a general knowledge about the whole concept and

its technological aspect.

The second step is a detailed information search or bibliographic search, where the
documents published on technological outsourcing are examined so that, together with the
knowledge acquired previously, the information can be correctly selected and organised. For
this purpose, different authors and articles have been analysed in order to contrast the
diverse information to select the most relevant information in relation to our work. The
sources to be analyzed can be primary, that is, they are original documents that transmit the
information directly, for example the theses and original articles. Secondary sources where
descriptions of the primary documents are offered with the purpose of synthesizing the
information. Several examples are databases, summaries or catalogues. Finally, tertiaries

which synthesize the primary and secondary documents

The third step is to establish the selection criteria, first we will establish a phase where we

will take into account the title and its objectives to make a critical reading identifying the



information with the highest qualitative level. Once the information is selected, it is organized

using the Mendeley tool to save and classify the information found during the search.

The fourth step is the analysis of the information. When the information is organized, a
descriptive review and a conceptual analysis are carried out to expose and understand the
concepts related to technological outsourcing where the research carried out previously by
other authors are analyzed to clarify the term outsourcing and to investigate technological

outsourcing. The analysis consists of the steps of

Previous research by other authors is analyzed to clarify the term outsourcing and to
investigate technological outsourcing. The following steps have been followed for its
analysis: to know the research area from the authors' point of view, where the basic concepts
and the evolution of outsourcing are expressed in order to clearly and briefly explain the
information. Finally, we analyze and expose the current situation of technological outsourcing

in Spain.
Finally, after analyzing the research and presenting the results, we go on to elaborate the

conclusions we have reached after carrying out the literature review and the current situation

in Spain.

3. OUTSOURCING DEFINITION

Different authors have offered several definitions for the English term outsourcing, also

known in Spanish as “externalizacidon”, below will be cited several definitions on this term.

e ‘Business decision to eliminate an internal service dedicated to a certain activity and
contract the provision of that same activity to a third party outside the company” (Real

Academia Espaniola, 2020).

e Outsourcing means finding a partner with which a firm can establish a bilateral relationship
and having the partner undertake relationship-specific investments so that it becomes able to

produce goods or services that fit the firm’s particular needs. (Gene et al., 2002)

e Qutsourcing is a contract established between a company that sells, supplies or provides a

service to another company, the customer, by which the former undertakes to provide that



service to the latter. Such service could be internalized by the client company, which,

however, finds some benefit in outsourcing it (Gonzalez et al.,1999).

e A strategic decision involving the contracting of certain non-strategic activities or business
processes necessary for the manufacture of goods or the provision of services through
agreements or contracts with high-capacity companies to take over such activities or

processes in order to enhance competitive advantage (Gonzales, 2016).

We can differentiate 3 types of definitions according to the different authors:

e Outsourcing is conceived as a collaborative agreement between both companies, where
the company that provides the service or product is seen as a strategic partner, and thus

exchange relationships occur between them. (Gonzales, 2016).

e Another concept of outsourcing according to the different definitions is the decision to
eliminate a service or activity from your production, which then goes on to hire an external

service or activity (Gonzalez et al.,1999)..

e Other authors see outsourcing as a strategic action by which a company outsources a

service or activity, as well as risks, responsibilities and information through contracts.

So it could be summarized in the decision to delegate the management of a non-core activity
of the company, in order to focus on the core business of the company for a better
optimization of resources and thus improve its position in the market that exercises its

activity.



4. OUTSOURCING CHARACTERISTICS

The term outsourcing has not been a very clear term over time, it can be confused due to its
similarity to the terms subcontracting and vertical disintegration. Of the terms named, the
most current is outsourcing, due to its emergence and knowledge as such in the 1940s, as
we will see later when we comment on its emergence. So what makes the term Outsourcing
different from the other practices mentioned? (Frias et al.., 1998) in which 2 dimensions are
defined to understand what is the outsourcing, the first dimension to observe is the type of
activity. The second dimension is whether or not there is a transfer of assets in the

agreement.

e The type of activity, according to Sanchez (2006) in The Value Chain: A Tool for Strategic
Thinking, in this dimension we can establish basic activities and support activities. The basic
activities are those related to the development of the product or service, on the other hand,
the support activities are those that are not related to the main activity and give support to

the complete structure.

e The transfer of assets, equipment and/or persons passes from the contracting company to
the company providing the outsourced activity, thus transmitting its information and/or

resources. (Sanchez 2006)

Subcontracting is an agreement in which a duration and outcome is determined by which an
agreement is established between the two companies, this agreement does not relate to both
companies as there are no transitions of assets and may affect core or support activities
(Afez, 2012).

Vertical disintegration however focuses on core activities, i.e. outsourcing a core business
activity to another company to take care of it, in this case there is usually a transfer of assets
as the company divests itself of equipment and information and forms a cooperation

agreement that lasts over time (Frias et al., 1998).



The following table shows the differences between the terms named:

Table 1. Types of contracts.

Transfer of Assets

Type of activity Yes No
Basic activity Vertical disintegration Subcontracting
Supporting Activity Outsourcing

Source (Frias et al.., 1998).

As we can see in table 1. Types of contracts, we can position the terms vertical
disintegration, subcontracting and outsourcing according to the type of activity and whether

or not there is a transfer of assets.

The main difference between outsourcing and vertical disintegration is the existing continuity
in the relationship after the transfer of assets, since this relationship cannot always be
maintained after the transfer of assets, however in outsourcing there is an agreement that
links both companies. On the other hand, the main difference between outsourcing and
subcontracting is the transfer of the assets, since subcontracting can last over time and

establishes a business cooperation contract which links both parties (Frias et al.., 1998).

5. OUTSOURCING OBJECTIVES

Taking into account the above definitions, we can observe that, companies incur in
outsourcing due to the growing competitiveness in the market, thus decentralizing some
non-core activity. Therefore, decision making is determined by the action of producing or
buying. That is, if you continue to produce within the company or on the contrary establish a
link with an external agent which will be responsible for the outsourced activity (Mora, et al,.
2009).

In the changing environment in which we live, markets are becoming increasingly competitive
and companies must redefine their strategies to remain competitive. The objective of
outsourcing is basically to reduce costs by using an external agent specialized in that activity

to focus on its core business, thus achieving greater innovation and flexibility. (Pavon, 2014)
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So we can say that some of the most significant objectives of outsourcing are the following:

e Cost reduction, due to outsourcing a company activity, which is now managed by a third
party, which has the most appropriate resources and infrastructure. Thus, not having to incur
expenses in the activity outsourced to a third party, which will assume the risks and various

costs arising from that activity.

e To provide the company with a competitive improvement against competitors, due to the

cost reduction and constant innovation from which it benefits.
e Elimination of risks due to technological obsolescence Because the company does not

have to worry about renewing the equipment as the technology advances, it can invest those

resources in its main activity or in other areas.

6. BRIEF HISTORY OF OUTSOURCING

Outsourcing was born in the early 1940s in the United States, as these companies saw the
growing need to seek foreign labor in order to improve the country economic crisis situation,
coinciding with the end of World War Il. By then, the companies decided to try to concentrate
the greatest number of activities so as not to resort to any external agent. This paralyses the
process that was started and only a few companies continue with this strategy.
Concentrating the largest amount of activities in one company had a great impact at the
beginning, seeming to be an effective and secure option for the company. But soon,
technology begins to advance creating growing needs which make non-specialized

companies lose competitiveness against specialized companies (Pavon, 2014).

In the 60s and 70s, the growing technology makes that the companies will need to redesign
their structure and management, so the companies began to form technology contracts to
respond to the new needs of the markets and a greater optimization of the resources
(Sarmiento, 2016). EDS, a system that created asset management contracts related to data
processing that responds to the needs of companies to obtain greater returns on the high
technological investments that they had to support because of the great and sudden advance

of hardware that emerged in the 1960s, technology advanced faster than companies could
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react, which later led to associating outsourcing with the outsourcing of information systems
(Lépez,1999).

The term outsourcing; is not known until 1980 given the growing trend of companies to
transfer their information systems and to observe the multiple benefits of this practice
(Sarmiento, 2016).

This practice was not formulated as a business strategy until 1989, after it was recognized,
many companies started to focus more on cost reduction by outsourcing non-core activities.
The different needs of the various companies created new scenarios for the implementation
of this practice in order to improve the company finances and management through its
partnership (NC State University, 2006). The boom in the sector began when Kodak resorted
to this practice, the company having a good market position and having no problems keeping
up with technology, as it had the right resources and staff. But its management decided to
outsource the activity of manufacturing the photographic film as it was engaged in the

production and marketing of photographic equipment (Munir et al,. 2005).

Since the 1990s the tendency of companies has been to focus on activities in which they
have a competitive advantage and to outsource those activities or phases in which they do
not have such an advantage, since another company specializing in that activity would be a
profit. This increases productivity and competitiveness among companies which will seek
new methods to stay in the market. This leads to a migration of the productive activity that

can produce the disappearance of certain productive sectors in some regions.

Due to the advantages that other regions or countries can provide, the decision of where to
locate and where to move arises giving way to economies of scale. We can observe several
political changes of great importance in recent years that are the reorientation of the Chinese
economy and its incorporation into the world economy, which has injected a workforce at a
much lower cost than workers in other areas such as Europe and North America. Merino de
Lucas (2008) exposes in his work the growing demand for engineers in India for the
development of software which increased investment in technology and the transmission of

information and skills and also considerably decreased unemployment (Sako, 2005).

The first activities to be outsourced were the simplest activities such as cleaning, for which

there was a wide range of companies. Later on, they became increasingly strategic activities
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in which a closer and more trusting relationship was needed, in which activities such as
logistics, product design and information systems were outsourced. Today, it is possible to
observe structures where multiple companies cooperate and take care of their basic

competence in order to achieve maximum efficiency (Lopez, 1999).

7. TYPES OF OUTSOURCING

Due to the evolution of the outsourcing concept and the different needs that arise from
outsourcing an internal task to be carried out by a third party, different concepts have
appeared. We can distinguish 2 categories, which are, tactical outsourcing and strategic

outsourcing.

The tactical outsourcing, has as an objective the reduction of costs. Given the outsourcing of
a non-core activity of the company. The period of this is usually short or medium term, does
not require a high degree of internal information so it does not require a close relationship
between both companies as it is simply a strategy to save costs. They are usually simple
activities such as cleaning, maintenance or security. Nowadays there is a lot of competition

and it is easy to change the supplier of the activity or service without high transmission costs.

Strategic outsourcing, due to the evolution of the concept and the different needs of the
environment, activities that can provide strategic benefits are outsourced. It aims to establish
a relationship between companies that will last over time. This relationship is considered a
strategic alliance. In this activity the company wants to improve its results due to the
improvement in the quality of the product/service or to strengthen its capacity. In other words,
the objective is no longer simply to reduce the company costs, but to create strategic
objectives derived from this relationship, such as improving the position over competitors.
These activities are specialized activities of greater complexity and due to the growing
technological capabilities. For example, logistics or product design, where a closer
relationship between them is already required due to the transfer of important production
assets. Another example could be the web service which allows companies to communicate

with customers without timetables or having to go in person.

Strategic subcontracting creates different needs for companies, these needs require different
subcontracting agreements and practices, which we will describe the most prominent ones

below.
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Co-sourcing: is a collaborative kind of outsourcing, where both parts share the risk
and the knowledge since they want to reach the same goals making easier for both to
adapt to the changing environment, this kind of agreements shows an
inter-organizational collaboration. Nowadays IT Co-sourcing had a big impact due to

its benefits.

IT Co-sourcing reach situations where partners exchange information and integrate
that knowledge to their business to improve, it works as a information network where

they share workers, technology, information, culture, habits...

For example: 2 business with different competences could incur on a co-sourcing
partnership looking for develop a new software, then both would share the risk and
resources, both would reduce the cost about the lack of IT resources about the
project. In fact both will look for a long term partnership because are trying to reach

the same goal joining forces.

Crowdsourcing is the outsourcing of projects that were carried out in the company,
where it openly offers the project for external people to bid. The project can be carried
out by self- organized communities or by professionals alone. This allows us to find
the professional who best suits what we are looking for and brings creativity to our
projects (Nitin, 2016).

Multisourcing: The company obtains different services from multiple sources which
can be internal or external to the corporate walls in order to achieve better
commercial results. This practice is used when companies no longer only seek to
save costs, but also want to obtain competitive advantages over their competitors by

dealing with outsourcers (Cohen, et al., 2006).

Nowadays, due to the process of globalization, more and more companies are
resorting to multisourcing. This practice is visible where companies resort to
contracting Information Technology and other business-related services from multiple
suppliers. In markets that require high technology, short contracts can be high cost
compared to different long term alliances that reduce risk and improve the knowledge

and results. Thanks to multisourcing we can observe a greater capacity to find the
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supplier that best fits the need since it works with more than one service provider, this
will therefore incur greater management costs but, will reduce the risk and improve
the quality of the service as it shows us (Levina et al,. 2008). This practice is the most
used and the one that evolves the most since, the client company has more power

and control over the suppliers.

Insourcing: Many companies resort to outsourcing in order to obtain a competitive
advantage over their competitors, but sometimes, since the market is changing and
policies could also happen in different cases, such as The technology required to
provide a service becomes economically viable for the client company, new
transaction costs between both companies, the training required by the staff becomes

more common due to the continuous evolution of education (Forest, et al., 2006).

Therefore, insourcing is a high cost for the company where it will have to transfer and
assimilate all the information of the process to be absorbed, increasing the risk and

variable costs of the company.

OnShoring: It is the displacement to a rural area, places in the outskirts where the
costs are lower, thus allowing a greater proximity to the customer and can get

benefits from not practicing offshoring (WIlicocks et al,. 2016)

OffShoring: The phenomenon globalization and the rising technology made able to
move part of the production or the whole of it overseas. It is not just a practice for
saving costs, it is common to use this practice as a rule-breaking, as it could be tax
evasion, tax avoidance or to avoid some laws. Business can move their production

overseas or otherwise it can hire the service to other businesses (Urry, 2014).
This practice is associated with intermediate goods and is no longer seen only as a

way to reduce costs but also, to find competitive improvements derived from

technology, knowledge and location (Tamayo, 2014).
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On Demand Business: The unstoppable evolution of technology has also created
changes in consumer habits. With the advent of the Internet, many of the processes
were streamlined, making online shopping possible and meeting consumer needs
instantly (Lypchak, 2019). This also evolved to the creation of different apps to cover
needs instantly as it could be the case of Uber, Airbnb, and Just Eat which are very

well known today.

This model gives the consumer the opportunity to satisfy any need at any time and
any place without having to travel. This practice is increasingly common among
consumers, thus having a rapid growth around the world. The creation of apps is the
most common practice to reach the consumer directly. What are the benefits of this
practice? (Gupta, 2020).

e New opportunities are generated: More and more companies are launching
new apps in any field, transportation, food, lodging, management services,
among others. Ans many well-known companies have collaborated with these
companies to provide real time needs to consumers and thus obtaining

greater opportunities and growth.

e Entrepreneurial skills improvements: Employees in this practice have more
flexibility in their schedules as they can decide on their own schedules and are
paid according to their work done. This help workers who need to combine
several jobs, or those who need to work and study at the same time,

increasing workers’ satisfaction and the growth of the company.

e (Customization: Companies analyze the preferences of each consumer
according to their purchases and searches in the app, in order to offer a better
experience and greater adaptability to needs. Thanks to the information, the
app is also adapted to the demands of the users of these. On the other hand,

the disadvantages of this practice according to Lexintong (2012) website.

As it is a new model, there is no adequate regulation to which to adhere, and it could
therefore have a negative impact on companies. Furthermore This practice
considerably increases competition thus, requiring greater efforts to achieve

differentiation from other companies in order to attract consumers attention.
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e Partnership: It is a relationship that goes beyond outsourcing, since it requires a
cooperation in which both parties have perfectly defined rights and responsibilities. A
temporary relationship is created according to the agreement between both
companies where benefits and risks are shared. This is usually a long-term

relationship where both companies pursue a common goal.

From the term partnership and the close relationship between outsourcing and information

systems arises (SOP) Software Outsourcing Partnership.

e SOP, is defined by Sikandar and Siffat (2016, p.3) as: “a strategic partnering
relationship resulting from a process of transferring the responsibility of developing
software for a specific business function from an employee group to a non-employee
group including transfer of assets such as personnel”.

Companies exchange strategic information regularly to steer capital in the right direction and
get the most return from this relationship. There are different collaborations where we can
identify the following (Sikandar, et al., 2017):

e Onshore partnership which is located in the same country.

e Nearshore partnership which is located in the same continent but not on the same

country.

e Offshore partnership which is located overseas.

8.INFORMATION SYSTEM OUTSOURCING

Information systems outsourcing : is the total or partial outsourcing of the components of the
information technology infrastructure. There are several reasons why information systems

outsourcing has experienced strong growth according to Gonzalez, et al.,(2002).

e |Increasing competitiveness: in increasingly competitive markets, companies must adapt to
market changes. Companies outsource IT to gain a competitive advantage over their

competitors, in order to focus on their core business.
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e Uncertainty about new information systems: companies facing possible expenditure on
technology without knowing if it will be profitable or not, looking for alternatives in specialized

companies to provide this service.

e The control in your costs thus making the fixed costs in this area variable costs, thus

reducing your department dedicated to information systems.

e Avoiding technological obsolescence as companies need to be up to date to maintain their

market position so, many companies turn to external companies to support this risk.

e Globalization has led many companies to carry out their productive activities in places
where there are highly trained personnel and notably lower salaries. India is the leading

country in IT outsourcing.

e The Internet has facilitated the communication and transfer of information which has

allowed the relocation of companies and reduced the costs of this practice.

From this term arises Crowdsourcing Software development, which hires qualified workers to
perform various tasks. To access the position, interested professionals compete in an on-line
test in which the external community collaborates in the software development activities. This
practice is most useful with the simplest tasks that have no interdependencies. The main
problem of the large number of anonymous users we can find are some issues such as
intellectual property rights, security, privacy and law enforcement. Despite this, there are
several platforms dedicated to the development of collaborative software such as AppStori,
oDesk or TaskCity (Nitin, 2016).

Open source software development, professionals without any interest participate, review,
improve and redistribute the source code of the improvement made so that all consumers
have access to it, the goal is to provide an alternative to proprietary software and can be
used for any purpose. Examples of this type can be Linux, FireFox, ApacheOppenOffice
among others (Nitin, 2016).
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Outsourcing software development the company subcontracts a specialist outside the
company to carry out all or part of a project. The external company assumes responsibility
for the project, thus freeing us from the cost of carrying it out internally. For the success of

this practice the company must make a study to select the appropriate supplier (Nitin, 2016).
On the other hand, there are different types of outsourcing for different needs which can be

hired, some examples are the hiring of specialists in cyber security, systems development,

artificial intelligence in order to be more efficient and competitive...

8.1.Reasons and Risks of IT outsourcing

The possible reasons and risks of companies that outsource their information systems have
evolved along with the concept of outsourcing to reach the conclusion of why this decision

was made.

Reasons for Outsourcing:

1. Focusing on strategic issues; non-strategic functions are outsourced to focus on those
considered to be a competitive advantage thus improving their efficiency. The contracted

company must provide the needs stipulated in the contract (Gonzalez et al., 2010).

2. Increasing flexibility; outsourcing is used as a measure of flexibility since it is
subcontracted to a third party to carry out the project, this allows the redesign of its structure.
Thanks to the different suppliers we can redesign the contracts to meet the needs (Wllicocks
et al,. 2016).

3. Improve quality; due to the resources of the supplier company and its knowledge we
obtain an improvement of quality of the service when complimenting them with the
contracting company, so the company can improve its capacities over the possibilities that it

had when developing it internally (Gonzalez et al., 2010).
4. Getting rid of routine tasks; sometimes very time-consuming tasks, tasks that do not add

value or are identified as an internal problem can be managed by a specialized third party to

ease the burden and simplify management (Gomez, 2017).
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5. Facilitate access to technology; companies want to adapt to the market, so sometimes it
can be too expensive to access certain technologies or too risky if you want to experiment
with new technologies and do not want to assume the cost of them. Outsourcing facilitates
access to new technologies without assuming the direct cost of these and minimizing their
risks. In addition, this can lead to savings in mature technology to allocate that money to new

technology (Gonzalez et al., 2010).

6. Reduce the risk of obsolescence; the supplier must be up to date technologically to be
able to adequately provide for the needs of the customers therefore, the supplier assumes

the direct risk of technological obsolescence (Wllicocks et al,. 2016).

7. Save on personnel costs; the growing needs and rapid evolution of IT requires constant
training which is impossible for many companies so, they decide to outsource some functions
of IS and IT thus reducing the staff needed for these activities and obtaining access to

specialized professionals trained in these areas (Gomez, 2017)

8. Save on technology costs; the use of outsourcing allows us to convert fixed costs into
variable costs according to the needs of the company thus saving on costs by buying or

outsourcing a service to another company for a lower price.

9. Alternatives to the internal YES; the company obtains access to the technological and
human resources of the supplier so it does not depend only on its internal resources
(Gomez, 2017).

10. Fashion; the growing wave of companies that decide to practice outsourcing makes more

and more companies eclipsed by the successful results many companies try to copy this type

of process.
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Outsourcing risks:

1. The qualification of the supplier personnel; some companies, when they get the contract,
relax only by covering the needs of the contracting company and send the most qualified
workers in search of potential customers, so the quality of the service provided may not meet

expectations (Gonzalez et al., 2010).

2. Dependency; an excessive relationship with the supplier can lead to an increase in costs
due to not finding a feasible alternative. In this relationship the supplier is not a strategic

partner so it is interested in an increase in costs to the customer (Kremic et al., 2006).

3. Breach of contract; when a task is outsourced and therefore carried out by a third party
there is always a risk that it will not be done properly or that the supplier will not fully

understand the business idea and will set priorities incorrectly (Wllicocks et al.,2017).

4. Loss of technical knowledge; with the passage of time when outsourcing a service the
company progressively loses its understanding as the new knowledge is adapted by the
supplier. Therefore, the company must retain certain capacities in order to be able to face

any problem derived from the outsourcing of the service (Kremic et al., 2006).

5. Inability to adapt on the part of the provider; suppliers, like all companies, tend to want to
make the most of their resources, so if technological evolution does not benefit them, they
will be reluctant to adopt this technology in the first place. Moreover, if the contract does not
contain a clause concerning technological evolution, it is likely that this will not be carried out
(Gonzélez et al.,2010).

6. Unclear relationship between costs and benefits; the client company sometimes has
difficulty in transferring in a monetary way all the factors to be taken into account at the time
of outsourcing, so generally companies due to this difficulty only look at the observable costs
when making the decision to outsource without taking into account hidden costs or benefits

that may occur in the long run (WIlllcocks et al., 2017).
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7. Security; if the company contracted for IS functions provides more than one company,
security problems may arise which leads us to have to integrate in the contract procedures
and clauses necessary to maintain the confidentiality of the information. The security in this

case will depend on the subcontracted company (Gonzalez et al., 2010).

8. lIrreversibility; the fear of losing total control by outsourcing a function is high. The
company may decide to reintegrate the process into its internal production, but this may be
unattainable for the company due to the high costs of rebuilding the IS system, the time

required and the difficulty of attracting qualified professionals (Gonzalez et al., 2010).

9. Problems with the staff; by outsourcing a part of the IS the company has the need to
reorganize, a part of the workers can become part of the hired company which can suffer the
loss of any beneficial condition they had before, on the other hand it can be compensated
since the supplier company makes the worker have more opportunities to make a specialized
career where he will improve his skills and have access to more technological advances.
Workers who remain in the company may suffer insecurity and demotivation as they have not
been selected for transfer to the specialist company and have been relocated within the IS
but their responsibilities and status may change due to the restructuring (Wllicocks et al.,
2017). Outsourcing can generate discontent among workers to the application of this
practice, which creates insecurity in their jobs. This fear increases with increasing

globalization and the emergence of economies of scale.

10. Hidden costs; turning fixed costs into variable costs through outsourcing can result in
additional costs that were not originally expected, these are classified 4 different hidden
costs:

e Costs of identifying and evaluating IT suppliers (Wlllcocks et al., 2017).

e Transition costs are the costs that arise from the outsourcing of the service such as the

transmission of information and culture of the company, time spent helping the provider, the

reaction time of the provider on external stimuli or learning costs (Gomez, 2017).
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e Costs arising from the supervision, coordination and control of suppliers in order to ensure
compliance with the contractual agreements between the two companies and to manage any

changes necessary for the proper functioning (Gonzalez et al., 2010).
e Return costs due to the end of the contract with a supplier where the client company

makes the decision to change supplier or if the company decides to reintegrate the activities

into its internal production again (Rodriguez, 2015).

8.2. Outsourcing stages

Once the decision to outsource is made, the company starts an outsourcing process which

consists of 6 steps.

1. Evaluation of the needs; an evaluation is made on our information system in order to
determine the competitive advantages and needs of your infrastructure, thus being able to

prepare a report to estimate the benefits that could bring us to practice outsourcing.

2. Determination of the Supplier-Customer relationship; the type of outsourcing to be used is
determined after evaluating the needs of the company. As Vilanova (2020) pointed out we

can distinguish 4 types according to the type of service to be outsourced :

e Low critical support services; which we can find a great offer of providers, are usually

related to simple activities.

e Highly critical support services; that do not provide added value are processes that do not
directly influence our production chain but a failure in them could mean a shutdown of

several areas of the company.

e Low-critical and value-adding services; are processes that directly influence the value

chain but are not essential for the company so, it is advisable to outsource them.
e Critical services; that provide value are directly related to our value chain, usually these are

not usually outsourced but, in cases where the technological evolution evolves faster than

the company can support or there is an excess of demand from customers which has to be
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solved. It is necessary that the supplier is the appropriate one since it is a process that

contributes direct value to our chain of production.

3. Formalize the agreement at the service level, as we mentioned above there is no decree
law that regulates this type of contract, these are governed by the rules SLA (Service Level
Agreement). This document explains the need to be covered and the minimum level of
service expected, providing legal certainty to protect the interests of customers and simplify
communication throughout the process (Vilanova, 2020). It therefore collects information on
the service to be received, what service or quality levels are to be established, the time
period of the agreement, penalties for breach of contract, form of delivery and what

monitoring system will be established.

4. Choice of supplier and formalization of the contract.

It consists of several steps:

e Identification of suppliers where the company shuffles several suppliers according to their

experience and needs.

e Request for solution proposal of companies, where the company chooses among the

different proposals received to solve the need of the contracting company.

e Selection of the solution that best suits the objectives of the contracting company.

e Negotiation of conditions according to the SLA.

e Formalization of the contract where the information of the rights and responsibilities of both

parties is gathered, as well as, the duration and cost.

5. In this phase, a person in charge is designated, who sets up a team and draws up a
communication plan. The company transfers the necessary information to the company that
provides the service. In some cases, the members who were dedicated to this function are
restructured or may even disappear, leaving only the person responsible for coordination and

supervision (Rodriguez, 2015).
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6. Control and monitoring, a control and monitoring body is created according to the SLA
standards established in the contract to maintain some control over the subcontracted

process (Rodriguez, 2015).

8.3. Outsourcing decision
The decision of whether to produce or buy is a dilemma for many companies so the dilemma
of outsourcing arises. The decision to outsource must allow the company to achieve some of

the objectives of outsourcing already mentioned above.

When making a decision, different factors must be taken into account:

1. Position of the supplier, we must analyze how much power the supplier has so as not to
be in a weak position which could bring negative consequences or have to accept

unfavorable conditions.

2. Analyze the financial position of the supplier in order to guarantee a good and stable

relationship and thus create a stable long term relationship.

3. The compatibility of the service with our production chain, since no matter how good the
supplier is, if he does not comply with the needs of our company, it causes failures in the

production system, losing reliability in front of the customers.

4. The quality and quantity contracted, It is necessary to know the product and have
alternatives for any type of inconvenience that may arise. In addition, the quantities
demanded must be well studied because if by any chance our production is stopped we will

still have to pay for the agreement.

5. Entry barriers are a factor to take into account since if these are high, companies tend to
outsource, but if these are non-existent or almost non-existent, companies will incur less in

this practice.
Therefore, if the company, after evaluating the different factors, believes that it will achieve a

lasting competitive advantage in time by saving on costs thanks to adding a supplier

company to its value chain, it will opt for the purchase option. If, on the other hand, it is not
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clear that it will be beneficial for the company, it will decide to continue producing the good or

service internally.

8.4.Contract

There is no decree law that regulates it in Spain shall be governed by the general terms and

conditions of business law (Service Level Agreement).

Aspects that define an outsourcing contract according to (Cullen et al., 2005):

1. The scope of the relationship.
It describes in detail what services we are going to request, from whom and where so

we can observe 3 facets Service, Recipient and Geographical Location.

The service describes the nature of work with the outsourcing of one or more IT
functions. The various services provided are therefore recognised as value-adding
services. This can be selective or total outsourcing depending on your needs.

The target groups are those identified within the company to receive IT outsourcing
services. In this the contract has contractual provisions to meet the particular needs

of each group.

The geographic location is the place of physical location that is identified to be the

object of the IT outsourcing (ITO).

2. The number of suppliers.
It is the decision of the number of suppliers you need, according to this we can

identify different options sole supplier, prime contractor, best of breed, panel.

Sole Supplier: a single supplier provides the service. It is preferable when you want to

have a single responsible and uninterrupted service.
Prime contractor: there is a prime contractor who is responsible but, he uses any

number of subcontractors to perform the service. Subcontractors are experienced

companies or companies where the leading company does not operate.
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Best Of Breed: is a network of companies but it acts similar to the market structure as
the suppliers are interchangeable. The organization has any number of suppliers. The
term consists of choosing the best software option for a specific job (HighJump,
2011).

Panel there is a list of competing providers. Service providers are not guaranteed to
provide services and therefore compete for contracts in this area. The most common
cases are software development, purchase of hardware and consulting services as

these tend to vary with each project.

. The financial scale.

It indicates the degree of outsourcing by describing the financial value for the

organization, these can be relative or absolute (Rodriguez, 2015).

. The price structure.

According to the price analysis we can identify 3 payment options to suppliers these
are, Lump-sum Fixed, Unit Priced and Cost based.

Lump-sum fixed is the payment agreed in the contract between 2 companies for the
provision of a service and this will not change once the agreement has been made. It

is only possible when demand and cost levels are predictable.

Unit priced contracts establish a price per unit used. In this case the applicant
company only pays for what it consumes. However, this can be a problem for the
supplier since he needs to have supplies to be able to guarantee his services and

cover the costs of these.

Cost based contracts are those that include an added value for the service received,
these can be fixed or variable. A fixed fee would be the payment of an exact amount

of money as an expense. A variable fee would be the payment of a % of the profit.

. The duration of the contracts.

The different options offered to us in the duration of the contracts are:
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e Single term are contracts with a fixed term which end on a certain date and no

extension is foreseen (Rodriguez, 2015).

e Rollover contracts are contracts with a fixed term and have options for extension.
This gives more security to the supplier and can be an extendable relationship in time

which implies a reduction of costs and a greater cooperation between companies.

e Evergreen contracts these contracts have no termination date, the contract will be
in effect until one of the parties uses its right to terminate the contract. These
contracts can be short or long term regardless of the option we choose from those

explained above.

6. Ownership of resources.The contract specifies the ownership of the resources where
it describes . The degree of specificity of the assets is a factor to be taken into
account since if it is very specific or the competitive advantage is due to a
configuration of resources the supplier will have greater power due to its dependence.

Ownership can be differentiated into 7 different types (Lacity et al,. 2009).

Table 2. Resource ownership alternatives between parties.
Party “Owning” the Resource (S = supplier, C = client)

Resource s|Cc|s|Cc|]s|]c|s|Cc|s|]C|s&s]|C S
Assets (e.g. v v o | v v
hardware, software)|
Facilities (e.g. office| - v | v v | v v v
site, data center)
Labor (direct and/or| ¥ | v o v | v v
management)
Infra- Cnsite | Service | Asset Facility Labor Total
structure & Buy-in Host Buy-in | Owner
Facility -ship

Type of Resource Ownership

Source: Cullen, S. at al.., (2005) IT outsourcing configuration: Research into defining and
designing outsourcing arrangements. The journal of strategic information systems. Vol. 14

1. Infrastructure: Allows easy access to the required technology without a capital

investment but can result in high switching costs.

2. Onsite: They share the location and cooperation, it increases confidentiality.
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3. Service & Facility: This alternative allows us to choose between a supplier or to
include it again in the company at a reduced cost. But this does not motivate

innovation.

4. Asset Buy-in: There is direct control and you only pay for the goods you consume.

5. Facility Host: You have control over decisions but use external facilities which do not

require maintenance costs.

6. Labor Buy-in: Allows us access to qualified professionals while maintaining

production management.

7. Total Ownership: The company that provides the service assumes all risks and
responsibilities, this causes a loss of control and can negatively affect the company.

Return costs are high due to complete outsourcing.

7. The business relationship between customer and supplier.

It describes the relationship and business structure of the organizations. In his study (Lacity
et al,. 2009).

Arms-length: An agreement between unrelated parties due to perfect competition, this is

known as a market relationship.

Value-add: Companies with independent services that share commercial initiatives, both

cooperate to market new services, which have different obligations and remuneration.

Co-sourced: Companies combine their resources and share responsibility, this practice is
based on the term Co-sourcing where both companies complement each other in order to
achieve objectives which would be unattainable independently. Equity: shares in other

companies are assumed in order to obtain equity among their services.

Equity: shares in other companies are assumed in order to obtain equity among their

services.
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9. SITUATION OF TECHNOLOGICAL OUTSOURCING IN SPAIN

Spain has a large number of companies in the ICT sector due to the growing technological
needs of companies and their entrepreneurship in areas such as big data, robotics, cloud
services or artificial intelligence. This sector maintains a growth of approximately 3.2% each
year with respect to the previous one acording to Whitelane Research and Quint Wellington
Redwood (2018).

With respect to 2017, the only indicator that is reduced is investment, which has fallen by -
8.3%, as explained in the annual report on the ICT and content sector in Spain (Lopez et al.
2019). As it is a growing sector, according to data from the (DBK,2020) from 2008 to 2018
there is a positive trend in this practice, going from 965 million euros to 2,050 million euros.
The main segment of the outsourcing activity is in the area of infrastructure with 47% of the
total, followed by application management with 38% and BPO with 15% as it can be seen in
the Graph 1.

Graph 1. Outsourcing work areas
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The international outsourcing of Spanish companies increased by 5.9% in 2017 and 2018,

thus taking advantage of economies of scale or as a strategy to increase its extension.

In the study conducted by IDT Research Espafa, it is shown that 82% of large Spanish
companies have incurred in the practice of total or partial IT outsourcing. 46% of these
companies outsource in order to achieve greater competitiveness and obtain greater benefits

as they seek beneficial and lasting relationships for both companies.
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According to the publication on IT service outsourcing published by Whitelane Research and
Quint Wellington Redwood (2018), 82% of the companies interviewed say that they will
maintain or increase their use of IT outsourcing in the next 2 years, with further growth

expected in energy, banking and health services.

It is possible to identify 4 sectors that benefit most from IT outsourcing. These are
telecommunications, public administration, banking, services and industry.(IT Digital Media
Group, 2018).

e In the telecommunications sector, 50% of companies resort to outsourcing to be able to
respond quickly to the environment and the growth of work. This sector is of vital importance
since it supports communications and therefore needs a reliable infrastructure with a high

capacity. One example is the new 5G networks and the Internet of Things (IoT).

e One of the difficulties encountered by public administrations is that of contracting, since this
involves bureaucratic processes or public tenders. Outsourcing positively affects this sector,

making it easier to select the right candidate.

Public administrations are analysed in the report on digital administration in Spain by the

consultancy firm EY, which shows us the degree of maturity of these.

Graph 2. Digital maturity of public administrations
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The study focuses on the degree of compliance with 132 regulatory requirements. In which
we can see that none of them meet the compliance rate 100%. In which it should be noted
that the Basque Country, Galicia and Catalonia meet almost all of these requirements while
communities such as Aragon and Extremadura are far from meeting expectations. However,
subcontracting for the provision of a service does not exempt the public administration from

responsibility for the service. (IT Digital Media Group, 2020)

e The growing technology and use of it has given rise to digital banking. This bank has a
regulation of outsourcing services with the aim of avoiding failure of the providers affecting
the economic activity. The banking industry is undergoing a digital transformation due to the
increased use of applications. In order to facilitate this transformation, third parties are used

to carry out these activities.

e The industry and services sector is conditioned by the constant introduction of new
technologies such as the Internet, robotics, software development. Outsourcing helps
companies to find new tools and processes which were not available to them with the

knowledge they had. In 2019, 20% of the industry invested in outsourcing services.

Most companies in Spain resort to IT outsourcing due to the difficulty of keeping up with the
evolution of technology, process automation and digital transformation, among other factors,

which will maintain the positive demand curve towards this type of practice.

In Spain, a study on IT service outsourcing by Whitelane Research and the consulting firm
Quint (2019), shows that satisfaction with IT service providers far exceeds the European
average with 94% of companies satisfied, with Everis and DXC Technology at the top of the

list.
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9.1 IT Outsourcing Trends.

In the global environment in which we live every day it becomes more necessary to interact
effectively, intuitively and quickly between companies and their customers. For this reason
there is a growing demand for technology and communication services that has led more and
more companies to outsource these services in purely technological aspects to reach their
users and / or customers and thus enhance their business relationships or services. This
leads to the study of trends that can be observed in the markets according to various

consulting firms such as Hasten Group:

The tendency for most companies to join this practice is the efficiency and savings that
specialization produces in the different processes since, in this way, they can focus on their
main activity while maintaining certain specialized services to maintain competitiveness and

customer satisfaction.

Therefore, a trend is detected that is projected in a strong transformation of the companies,
even some of their central activities are starting to be outsourced in order to have a greater
capacity for innovation and differentiation in the market that allows them to stand out from

their competitors.
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Today's companies are in an ever-evolving environment and therefore, the great advances in
technology and the digital transformation create the need to hire specialized workers and
thus meet the expectations of the growing technological needs, which has led to a boom in
information and communication technology. Examples of this can be the Cloud Service or the

Big Data which is in great demand today as a work tool.(AYCE Laborytax, 2019).

Another of the main issues that companies face on a daily basis is data privacy, which is a
big problem for companies today, since a loss of data would mean a loss of trust deposited
by customers in the company, so many companies resort to hiring a specialized external
company to take care of the security of their data. Furthermore, compliance with the Data
Protection Regulation obliges companies to protect data and information in an effective

manner to avoid administrative sanctions with possible heavy economic fines.

Therefore, specialized workers are in high demand, which, due to the law of supply and
demand, may make it difficult to retain such workers in the workplace for a long time due to
numerous economic and social situations. The outsourcing provides a personnel
management suitable to these times, since a specialized company is hired which is
responsible for having the appropriate personnel for the performance of the various tasks
required without the concern of being without the appropriate or unsuitable or specialized

personnel.

Companies often carry out numerous processes that are very repetitive in their systems and
that could be replaced by robotics and artificial intelligence, which carry out these tasks
repeatedly with a considerable saving in time and in a more efficient manner, and which do

not require human personnel to carry them out.

9.2 Current situation with COVID-19.

Nowadays in Spain, like rest of the world, is suffering the consequences of the COVID-19
pandemic, which is going to cause a great economic and social recession due to the
economic paralysis produced. In Spain, this situation has had a great impact on all sectors of
the national economy, with total or partial cessation of production and services, producing an
unprecedented crisis that will lead to profound changes in the typology and distribution of

work and in the organisation of companies in all its facets.
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Technology has been a fundamental factor in ensuring that the economy does not come to a
complete standstill as it allows us to communicate and continue with many productive
processes, (IT digital media group, 2020) shows us that 56% of Spanish companies plan to
increase their expenditure on communication and information technology. The COVID-19
pandemic has made companies realize that they were not prepared to face the change that
this crisis represents. This means that companies have increased their demand for these
types of services in order to meet the growing needs of their markets. In order to face the
unexpected changes that the pandemic has brought about, the need to find new practices
and methodologies based on technology arises. Companies are adapting to the new
normality in which we find ourselves. As a result of these changes, certain trends have
increased, some examples being the increased importance of human resources and
occupational risk management to ensure the welfare and peace of mind of their workers by
offering a safer environment adapted to the jobs. On the other hand, the increase of
teleworking and digitalization has had a great impact on providing the appropriate equipment
and software and offering training to workers for their correct use. The use of working

methods such as software and web development and cloud services has increased.

A very visible example is the digital charts of the establishments, in one of the most affected
sectors as it is the hotel and catering industry that by protocol has been forced to have these
digital charts. Some of these letters are managed through an app, so many companies which
did not even consider this type of management are now forced to train and learn about this
type of practice and enter the e-commerce. Another example in sectors such as education
has had to adapt quickly to the needs of online teaching and the use of new methods to be
able to teach the subject. The use of digital video-conferencing platforms with a very high
level of quality and technology. The problem that this type of digitalization entails is the
possible cyber attacks that are suffered by sectors such as education, finance, e-commerce

and healthcare.

10. CONCLUSION

In conclusion, outsourcing is a practice that provides a relationship between two or more
companies, offering competitive advantages, as well as, a strategic action by which a
company subcontracts a service or activity transferring risks, responsibilities and information
through contracts. Today, outsourcing is increasing rapidly due to the changing environment
in which we live and the increasing competition in the market. Therefore, outsourcing

companies are trying to reduce costs by using an external agent specialized in that activity to
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focus on their core business, thus achieving greater innovation and flexibility. In addition to
cost reduction, the company also achieves greater competitiveness and a reduction in the
risks due to technological obsolescence, since the company does not have to renew the
equipment as the technology advances, it can invest those resources in its main activities or

in other areas of interest.

However, subcontracting has drawbacks when followed by decentralization because it
creates unemployment, also leads in some cases to the temporality of contracts and a
worsening of the quality of employment, which worsens occupational health. In addition,
companies leave behind activities that are not competitive for them and therefore opt for
outsourcing, which leads to a migration of productive activity that can result in the
disappearance of certain productive sectors in some regions. The companies lose partial or
total control over the process, which produces a dependence which can be very negative
depending on the power that the supplier company has, since if the latter has little
competition and plays an important role in the development of the client company's activity,
the latter will incur a greater expense derived from the strong market position of the supplier
company. The contract can be counterproductive as it can lead to additional costs due to the
failure to specify the clauses correctly, these may not be well defined so the company will
have to deal with hidden costs arising from outsourcing. Failure to comply with the contract
can have consequences such as the loss of confidence of the client company as it has not
had the necessary resources at the time required to meet the needs of the demand. On the
other hand, the supplier may be unable to comply with the deadlines or clauses agreed in the
contract which will cause an economic loss as well as reliability. Finally, companies must
protect their data. Data privacy is one of the most important trends today, since due to the
digitalization of companies, they suffer attacks with the purpose of boycotting companies or

stealing relevant and private information.

The undeniable evolution of technology and social changes that occur by external agents
such as changes in policies, new laws or the emergence of new working methods causes
new needs to businesses and consumers, these needs must be met by the company in order
to meet the demand incurred by new management methods, realizing that bringing together
most functions of the value chain to ensure production was not a very efficient practice
because in that case companies can not focus their resources on their main production.
Because the fastest growing sector is technology and communication, many of the

companies cannot keep up with the same pace, so as markets become more competitive
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and mature, this type of practice grows. Today, in Spain there has been a positive evolution
in the demand for this type of service, especially in the area of technology and
communication. This has caused companies to be attracted by its many advantages and
good results. To regulate this type of practice, a contract is used, which is not regulated in
Spain, that is to say, it is an atypical type of contract in which the companies regulate through
clauses the obligations of each of the parties, the ownership of the resources and the
duration. With the use and evolution of technological outsourcing and the competitive
environment surrounding companies, new motives and trends are emerging for this type of
practice, apart from cost savings. The most notable trends at the moment are digitalisation,
since due to the COVID-19 pandemic, companies have been forced to engage in this type of
practice in order to continue with their production. The use of apps, cloud service, web
service, big data, e-commerce and other practices has been very important for data
management and communication due to the obligation of teleworking to avoid having to stop
production altogether. The increase in teleworking means that companies may suffer more
cyber attacks, so it is necessary to hire companies that specialise in security and data
protection systems. In addition, companies need to adapt to the new reality of the production
system by applying new working methods and security protocols to ensure the welfare of

customers and workers.

In the current situation, there is a notable increase in investment in ICTs, due to the forced
need for digitalisation. Companies are resorting to new practices which had not even been
considered before the appearance of COVID-19. This need has shown companies that in
reality most of them are not prepared to face a crisis of this level as they lack the necessary
training for a telework situation and health protocols. Many are the sectors that have been
very affected by what was created in Spain an initiative of cyber volunteers to help people,
companies and institutions helping to solve doubts and informing about the most used
practices for each professional so they can continue with their production with the minimum
possible impact within the company. The first one, where the companies incur in outsourcing
simply to adapt to the new work situation has forced the companies to digitize part of their
work for security reasons, and they conceive this practice as a necessity to continue with
their production without caring about the benefits of this practice. However, in the second
point of view, companies have accepted that they were not prepared for this crisis so when
analyzing the new market situation, they have realized that IT outsourcing is more than just a
procedure to continue producing, but can bring many benefits to companies such as cost

savings, flexibility of work, new management methods ...
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Watching above, it can be seen that IT outsourcing follows a growing trend despite having
decreased its use a little from 2018 to the beginning of 2020, but with the entry into the scene
of the COVID-19 in recent months along with the end of the confinement suffered,
companies have to implement new strategies for the adaptation and training of their work by
investing in information and communication technology. This pandemic will mark a before
and after in the working life, probably, never again being as we had been accustomed,
forcing a digitalization, robotization and waiting changes in the most demanded jobs and with
the possibility of new jobs never seen before as for example the controllers of the beaches or
controllers of distances. The work methodologies applied by companies such as the waterfall
or the agile methodology, which today is probably the most used by technology outsourcing
companies for its great efficiency and regular contact with the customer. With the passage of
time it will be possible to observe what tendency this crisis has produced to the companies
and the real impact on the economy and the companies. The main problem that is exposed

is if, the current situation will be maintained in time or if the opposite will be temporary.

I recommend for future work the study of methodologies applicable to outsourcing to see how
they have been affected after the changes introduced in companies and their way of working
after the pandemic. As well as its impact on society, protocols of each sector, new
management methods and the increase and changes in the use of technological outsourcing

due to new market needs that appear.

38



11. BIBLIOGRAPHY

Definicion de externalizacién - Diccionario del espafiol juridico - RAE (no date). Available at:
https://dej.rae.es/lema/externalizacion (Accessed: 30 June 2020).Outsourcing de
servicios Tl en Espafia 2018 | Quint Group (no date). Available at:
https://www.quintgroup.com/es-es/insights/outsourcing-servicios-ti-espana-2018/
(Accessed: 30 June 2020).

INFORMACION DE PRENSA Estudio sobre el Outsourcing de las TIC en Espafia (2015).Los
grandes bancos confian en el ‘outsourcing’ para llevar a cabo su transformacion |
Finanzas | ClO . Available at:
https://www.ciospain.es/finanzas/los-grandes-bancos-confian-en-el-outsourcing-para-
llevar-a-cabo-su-transformacion (Accessed: 30 June 2020).

La agilidad se impone como metodologia de trabajo favorita (2019). Available at:
https://www.quintgroup.com/es-es/insights/nota-de-prensa-informe-outsourcing19/
(Accessed: 30 June 2020).

White Paper: Descubriendo el Valor de Cloud Sourcing | Quint Group (2020). Available at:
https://www.quintgroup.com/es-es/insights/cloud-sourcing-white-paper/ (Accessed: 30

June 2020).
The Disintegration of Production: Firm Strategy and Industrial Development ... - Google
Libros Available at:

https://books.google.es/books?id=KSyIBQAAQBAJ&dqg=vertical+disintegration&lr=&hl
=es&source=gbs_navlinks_s (Accessed: 30 June 2020).

Tendencias  del Outsourcing para 2020 : (2020).  Available  at:
https://www.equiposytalento.com/noticias/2020/03/18/tendencias-del-outsourcing-par
a-2020 (Accessed: 30 June 2020).

Las administraciones publicas, incapaces de seguir el ritmo de las empresas y ciudadanos
en digitalizacion | Estrategias digitales | IT User (2020). Available at:
https://www.ituser.es/estrategias-digitales/2019/03/las-administraciones-publicas-inca
paces-de-seguir-el-ritmo-de-las-empresas-y-ciudadanos-en-digitalizacion (Accessed:
30 June 2020).

La facturacion por servicios de outsourcing de procesos de negocio (BPO) se duplica en
diez afnos (2018). Available at:
https://www.rrhhpress.com/tendencias/46892-la-facturacion-por-servicios-de-outsourc
ing-de-procesos-de-negocio-bpo-se-duplica-en-diez-anos (Accessed: 30 June 2020).

39



Se espera una nueva explosién en la demanda de talento en el sector TIC | Al dia | IT
Reseller (2020) Available at:
https://www.itreseller.es/al-dia/2020/05/se-espera-una-nueva-explosion-en-la-deman
da-de-talento-en-el-sector-tic (Accessed: 30 June 2020).

El 56% de las empresas aumentara su inversién en tecnologia tras el COVID-19 | En cifras |
IT Reseller (2020). Available at:
https://www.itreseller.es/en-cifras/2020/06/el-56-de-las-empresas-aumentara-su-inver
sion-en-tecnologia-tras-el-covid19 (Accessed: 30 June 2020).

El 78% de los directivos considera prioritaria la mejora de las aplicaciones | En cifras | IT
Reseller (2020). Available at:
https://www.itreseller.es/en-cifras/2020/06/el-78-de-los-directivos-considera-prioritaria
-la-mejora-de-las-aplicaciones (Accessed: 30 June 2020).

El 44,4% de las compafias TIC espafolas prevé aumentar su facturacion | En cifras | IT
Reseller (2020). Available at:
https://www.itreseller.es/en-cifras/2020/06/el-444-de-las-companias-tic-espanolas-pre
ve-aumentar-su-facturacion (Accessed: 30 June 2020).

El futuro del trabajo... ya ha llegado (no  date). Available at:
https://www.eldiario.es/euroblog/futuro-trabajo-llegado_6 1020907912.html
(Accessed: 30 June 2020).

Estudio sobre Outsourcing de Servicios IT | Digital Biz (no date). Available at:
https://www.digitalbizmagazine.com/estudio-sobre-outsourcing-de-servicios-it/
(Accessed: 30 June 2020).

El sector de telecomunicaciones es el que mas recurre al outsourcing de Tl | Al dia | IT
Reseller (2020). Available at:
https://www.itreseller.es/al-dia/2020/03/el-sector-de-telecomunicaciones-es-el-que-m
as-recurre-al-outsourcing-de-ti (Accessed: 30 June 2020).

2018 ha sido un buen ano para el sector de consultoria Tl | Negocios | IT Trends (2018).
Available at:
https://www.ittrends.es/negocios/2019/03/2018-ha-sido-un-buen-ano-para-el-sector-d
e-consultoria-ti (Accessed: 30 June 2020).

‘Tipos de outsourcing’ (2019). Iberley. ElI valor de la confianza. Available at:
https://www.iberley.es/temas/tipos-outsourcing-62869 (Accessed: 30 June 2020).::

Tendencias del Outsourcing para 2020 " (2020). Available at:

https://www.equiposytalento.com/noticias/2020/03/18/tendencias-del-outsourcing-par
a-2020 (Accessed: 30 June 2020).

40



A fondo: EI COVID-19 impacta en la inversion TIC | Silicon (2020). Available at:
https://www.silicon.es/a-fondo-pandemia-covid19-inversion-tic-2413655  (Accessed:
30 June 2020).

El negocio del outsourcing de Tl gener6é 5.630 millones de euros en 2017 | En cifras | IT
Reseller (2020). Available at:
https://www.itreseller.es/en-cifras/2018/06/el-negocio-del-outsourcing-de-ti-genero-56
30-millones-de-euros-en-2017 (Accessed: 19 June 2020).

El sector de telecomunicaciones es el que mas recurre al outsourcing de Tl | Al dia | IT
Reseller (2020). Available at:
https://www.itreseller.es/al-dia/2020/03/el-sector-de-telecomunicaciones-es-el-que-m
as-recurre-al-outsourcing-de-ti (Accessed: 19 June 2020).

Los grandes bancos confian en el ‘outsourcing’ para llevar a cabo su transformacion |
Finanzas | ClO(2016). Available at:
https://www.ciospain.es/finanzas/los-grandes-bancos-confian-en-el-outsourcing-para-
llevar-a-cabo-su-transformacion (Accessed: 19 June 2020).

Iberley. El valor de la confianza.El 56% de las empresas aumentard su inversion en
tecnologia tras el COVID-19 | En cifras | IT Reseller (2020). Available at:
https://www.itreseller.es/en-cifras/2020/06/el-56-de-las-empresas-aumentara-su-inver
sion-en-tecnologia-tras-el-covid19 (Accessed: 20 June 2020).

La facturacion por servicios de externalizacion de Tl aumenté un 4,7% en 2017, segun
Informa (2018). Available at:
https://www.expansion.com/agencia/europa_press/2018/05/31/20180531105351.html
(Accessed: 20 June 2020).

Life after the Pandemic: IT Outsourcing Trends in 2020 | Hacker Noon (2020). Available at:
https://hackernoon.com/life-after-the-pandemic-it-outsourcing-trends-in-2020-4f273w2
f (Accessed: 22 June 2020).

Business on demand: modelo que transforma el mercado (no date). Available at:
https://www.lexington.es/blog/business-on-demand-modelo-negocio-transforma-merc
ado (Accessed: 23 June 2020).

Sistemas de Informacion para la logistica (SIL) | Logistica y Transporte (2012). Available at:
https://logisticsandtransport.wordpress.com/2012/03/27/sil/  (Accessed: 23 June
2020).

41



.El futuro del trabajo... ya ha llegado (2020). Available at:
https://www.eldiario.es/euroblog/futuro-trabajo-llegado_6 1020907912.html
(Accessed: 24 June 2020).

El 78% de los directivos considera prioritaria la mejora de las aplicaciones | En cifras | IT
Reseller (2020). Available at:
https://www.itreseller.es/en-cifras/2020/06/el-78-de-los-directivos-considera-prioritaria
-la-mejora-de-las-aplicaciones (Accessed: 24 June 2020).

Estudio sobre Outsourcing de Servicios IT | Digital Biz (2019). Available at:
https://www.digitalbizmagazine.com/estudio-sobre-outsourcing-de-servicios-it/
(Accessed: 24 June 2020).

El sector de telecomunicaciones es el que mas recurre al outsourcing de Tl | Al dia | IT
Reseller (no date). Available at:
https://www.itreseller.es/al-dia/2020/03/el-sector-de-telecomunicaciones-es-el-que-m
as-recurre-al-outsourcing-de-ti (Accessed: 24 June 2020).

Razones y Riesgos en la externalizacion (outsourcing) de los servicios de IT (no date).
Available at:
https://www.linkedin.com/pulse/razones-y-riesgos-en-la-externalizacion-outsourcing-d
e-alonso-gémez (Accessed: 4 June 2020).

Global Multisourcing Strategy: The Emergence of a Supplier Portfolio in Services Offshoring
- Levina - 2008 - Decision Sciences - Wiley Online Library (no date). Available at:
https://onlinelibrary.wiley.com/doi/pdf/10.1111/j.1540-5915.2008.00202.x?casa_token
=BvMjukXUK1AAAAAA:mkp2s_dK6xy89evSokZz4deEfvRm4rKB3ULpSm8fyVMyLK
WVRmMIIXGgcOrgAellxBm76cg9k_5Ixq20 (Accessed: 21 May 2020).

‘Outsourcing’ (+x- Mas POR Menos +x-): Inicios del Outsourcing, La Tercerizacion de las
Actividades (2016). Available at:
http://maspormenosuny.blogspot.com/2016/02/inicios-del-outsourcing-la.html
(Accessed: 16 April 2020).

Sistemas de Informacién para la logistica (SIL) | Logistica y Transporte (2012). Available at:
https://logisticsandtransport.wordpress.com/2012/03/27/sil/ (Accessed: 23 May 2020).

Abdullah, L. M. and Verner, J. M. (2012) ‘Analysis and application of an outsourcing risk
framework’, Journal of Systems and Software. Elsevier Inc., 85(8), pp. 1930-1952.
doi: 10.1016/j.jss.2012.02.040

Ali, S. and Khan, S. U. (2016) ‘Software outsourcing partnership model: An evaluation
framework for vendor organizations’, Journal of Systems and Software. Elsevier Inc.,
117, pp. 402—425. doi: 10.1016/j.jss.2016.03.069.

42



Alpar, P. and Saharia, A. N. (1995) ‘Outsourcing information system functions: An
organization economics perspective’, Journal of Organizational Computing. Informa
UK Limited, 5(3), pp. 197-217. doi: 10.1080/10919399509540251.

Ang, S. and Cummings, L. L. (1997) ‘Strategic Response to Institutional Influences on
Information Systems Outsourcing’, Organization Science. Institute for Operations
Research and Management Sciences, 8(3), pp. 235—256. doi: 10.1287/orsc.8.3.235.

Ang, S. and Straub, D. W. (1998) ‘Production and transaction economies and IS outsourcing:
A study of the U.S. banking industry’, MIS Quarterly: Management Information
Systems, 22(4), pp. 535-548. doi: 10.2307/249554.

Paula Angles Rodriguez (2015). Andlisis del Outsourcing como estrategia de gestion
empresarial.

Afiez Hernandez, C. (2012) SUBCONTRATACION Y TRIANGULACION LABORAL:
RELACIONES ENCUBIERTAS.

Blili, S. and Raymond, L. (1993) ‘Information technology: Threats and opportunities for small
and medium-sized enterprises’, International Journal of Information Management,
13(6), pp. 439-448. doi: 10.1016/0268-4012(93)90060

H.Bolado, S. et al. (2018) OUTSOURCING IN THE AUTOMOTIVE SECTOR IN
CANTABRIA.Calvo, A. (no date) ‘SECTOR PRIVADO Y SECTOR PUBLICO EN LA
INDUSTRIA ESPANOLA DE ALTA TECNOLOGIA: INDRA'.

Brege, S., Brehmer, P. O. and Lindskog, H. (2010) ‘Sourcing, insourcing and two times
outsourcing: four phases of procurement of telecommunications services within the
Swedish public sector’, Strategic Outsourcing: An International Journal, 3(2), pp.
144-162. doi: 10.1108/17538291011060358.

Camacho, V. B. and Diaz, R. G. (2018) ‘Mangrove Economy: etho-politics and social
change’, Entramado. Universidad Libre, 14(1), pp. 104-110. doi:
10.18041/entramado.2018v14n1.27156.Cla, E. et al. (no date)

Gonzalez Ramirez, M. R., Gasco Gascé, J. L. and Llopis Taverner, J. (2015) ‘Information
Systems Outsourcing reasons and risks at the largest Spanish firms’, Revista
Europea de Direccion y Economia de la Empresa. European Academy of
Management and Business Economics, 24(3), pp. 175-189. doi:
10.1016/j.redee.2015.03.001.

Gonzalez Ramirez, M. R., Gasco Gascé, J. L. and Llopis Taverner, J. (2015) ‘Information

Systems Outsourcing reasons and risks at the largest Spanish firms’, Revista
Europea de Direccion y Economia de la Empresa. European Academy of

43



Management and Business Economics, 24(3), pp. 175-189. doi:
10.1016/j.redee.2015.03.001.

Grossman Elhanan Helpman, G. M. et al. (2002) NBER WORKING PAPER SERIES
OUTSOURCING IN A GLOBAL ECONOMY Outsourcing in a Global Economy.
Available at: http://www.nber.org/papers/w8728 (Accessed: 14 April 2020).

Gonzalez, R., Gasco, J. and Llopis, J. (2016) ‘Information systems outsourcing reasons and
risks: Review and evolution’, Journal of Global Information Technology Management.
Taylor and Francis Inc., pp. 223—-249. doi: 10.1080/1097198X.2016.1246932.

Gonzalez, R., Gasco, J. and Llopis, J. (2003) INNOVATION FAILURE IN TOURISM: A
MULTIPERSPECTIVE ANALYSIS View project. Available at:
https://www.researchgate.net/publication/279497660 (Accessed: 30 June 2020).

Gonzalez, R., Gasco, J. and Llopis, J. (2010) ‘Information systems outsourcing reasons and
risks: A new assessment’, Industrial Management and Data Systems, 110(2), pp.
284-303. doi: 10.1108/02635571011020359.

Gonzalez, R., Gasco, J. and Llopis, J. (2005) ‘Information systems outsourcing reasons in
the largest Spanish firms’, International Journal of Information Management. Elsevier
Ltd, 25(2), pp. 117-136. doi: 10.1016/j.ijinfomgt.2004.10.002.

Gonzalez, R., Gasco, J. and Llopis, J. (2005) ‘Information systems outsourcing risks: A study
of large firms’, Industrial Management and Data Systems, 105(1), pp. 45-62. doi:
10.1108/02635570510575180.

Gonzalez, R., Gasco, J. and Llopis, J. (2006) ‘Information systems managers’ view about
outsourcing in Spain’, Information Management and Computer Security, 14(4), pp.
312-326. doi: 10.1108/09685220610690790.

Foerstl, K., Kirchoff, J. F. and Bals, L. (2016) ‘Reshoring and insourcing: drivers and future
research directions’, International Journal of Physical Distribution and Logistics
Management. Emerald Group Publishing Ltd.,, 46(5), pp. 492-515. doi:
10.1108/IJPDLM-02-2015-0045.

Dibbern, J. et al. (2004) ‘Information Systems Outsourcing: A Survey and Analysis of the
Literature’, Data Base for Advances in Information Systems, 35(4), pp. 6—-102. doi:
10.1145/1035233.1035236.

Grover, V., Cheon, M. J. and Teng, J. T. C. (1994) ‘A descriptive study on the outsourcing of

information systems functions’, Information and Management, 27(1), pp. 33—44. doi:
10.1016/0378-7206(94)90100-7.

44



Gulla, U. and Gupta, M. P. (2011) ‘Deciding the level of information systems outsourcing:
Proposing a framework and validation with three Indian banks’, Journal of Enterprise
Information Management, pp. 28-59. doi: 10.1108/17410391211192152.

Gupta, A. (1992) ‘Outsourcing the is Function Is It Necessary for Your Organization?’,
Information Systems Management, 9(3), pp. 44-47. doi:
10.1080/10580539208906881.

Gustavo Adolfo Flores Gonzales, B. (2016) UNIVERSIDAD NACIONAL DE SAN
MARTIN-TARAPOTO FACULTAD DE CIENCIAS ECONOMICAS ESCUELA
PROFESIONAL DE CONTABILIDAD OUTSOURCING-HERRAMIENTA DE
GESTION PARA LA OPTIMIZACION DE RECURSOS. INFORME MONOGRAFICO
PARA OPTAR EL TiTULO DE CONTADOR PUBLICO PRESENTADO PO.

Ketler, K. and Walstrom, J. (1993) ‘The outsourcing decision’, International Journal of
Information Management. Pergamon, 13(6), pp. 449-459. doi:
10.1016/0268-4012(93)90061-8

Kremic, T., lcmeli Tukel, O. and Rom, W. O. (2006) ‘Outsourcing decision support: A survey
of benefits, risks, and decision factors’, Supply Chain Management: An International
Journal. Emerald Group Publishing Limited, pp. 467-482. doi:
10.1108/13598540610703864.Kurdi,

M. K. et al. (2011) ‘Outsourcing in facilities management - A literature review’, in Procedia
Engineering. Elsevier, pp. 445-457. doi: 10.1016/j.proeng.2011.11.187.

Lacity, M., Hirschheim, R. and Willcocks, L. (1994) ‘Realizing outsourcing expectations
incredible expectations, credible outcomes’, Information Systems Management,
11(4), pp. 7—18. doi: 10.1080/07399019408964664.

Lee, J. N. (2001) ‘The impact of knowledge sharing, organizational capability and partnership
quality on IS outsourcing success’, Information and Management, 38(5), pp.

323-335. doi: 10.1016/S0378-7206(00)00074-4.

Manuel, J. et al. (1998) FACTORES DETERMINANTES PARA LA ADOPCION DE UN
ACUERDO DE OUTSOURCING.

Mora, F. and Schupnik, W. (2006) OUTSOURCING & BENCHMARKING

Oshri, I., Kotlarsky, J. and Willcocks, L. P. (2009) “The Handbook of Global Outsourcing and
Offshoring-The Handbook of Global Outsourcing and Offshoring’. doi:
10.1057/9780230251076.

Quintero, J. and Sanchez, J. (1997) La cadena de valor: Una herramienta del pensamiento
estratégico The Value Chain: A Strategic Thought Tool.

45



Razzaque, M. A. and Sheng, C. C. (no date) Outsourcing of logistics functions: a literature
survey.Saenz, J. et al. (no date) ‘;Necesitan los proveedores de outsourcing una
metodologia para la provisiéon de servicios?’ doi: 10.4304/risti.e1.61-75.

Willcocks, L., Feeny, D. and Olson, N. (2006) ‘Implementing core IS capabilities:
Feeny-Willcocks IT governance and management framework revisited’, European
Management Journal, 24(1), pp. 28-37. doi: 10.1016/j.em].2005.12.005.

Yang, D. H. et al. (2007) ‘Developing a decision model for business process outsourcing’,

Computers and Operations Research, 34(12), pp. 3769-3778. doi:
10.1016/j.cor.2006.01.012.

46



