
Contents

1. Introduction 1
1.1. Research Objective, Questions, and A pproach................................  2
1.2. Research Design ......................................
1.3. Development of Work and Thesis Structure

1.3.1. Thesis Streuture ..........................
1.3.2. Included Publications ..................

2. Research Foundations and Related Work 17
2.1. Multi-Sourcing and Service Integration............................................  17

2.1.1. Defining Multi-Sourcing........................................................ 18
2.1.2. Defining Service Integration.................................................. 18
2.1.3. Related Work on Multi-Sourcing and Service Integration . . 20

2.2. IT Capabilities and Related Capability M odels................................  21

3. Retained Organizations in IT Outsourcing 25
3.1. Introduction........................................................................................ 26
3.2. Research Foundations ......................................................................  27

3.2.1. The Outsourcing D egree.......................................................  27
3.2.2. Retained Organizations in IT Outsourcing and Outsourcing

Management Problems..........................................................  28
3.2.3. Contingency Theory and Organization Design of Retained

Organizations.........................................................................  29
3.3. Research Methodology and Sam ple.................................................. 29

3.3.1. Literature Analysis................................................................  30
3.3.2. Qualitative Study...................................................................  30
3.3.3. Quantitative Study and Analysis............................................ 31
3.3.4. Research Sample of the Quantitative S tu d y .......................  32

3.4. Importance of Outsourcing Management P rob lem s.......................  32
3.5. Linking Organizational Attributes to Outsourcing Management Prob

lems ...................................................................................................  36
3.6. Discussion and Development of a Research A genda.......................  39

3.6.1. The Most Important Problems Retained Organizations
F a c e ........................................................................................ 39

3.6.2. The Relation Between Outsourcing Management Problems
and Organizational Attributes............................................... 39

3.6.3. Agenda for Future IS Research ............................................ 42

CO 
vO 

VO 
N

http://d-nb.info/1172445583


3.7. Conclusion ........................................................................................ 43
3.7.1. Lim itations....................................................................... 44
3.7.2. Managerial Implications..................................................  44

3.8. References for Chapter 3 ...................................................................  45

4. Organizational Models for the Service Integration and Management
Function 51
4.1. Introduction................................................................................ 52
4.2. Theoretical Foundations and Related W ork..............................  53

4.2.1. The Retained Organization in IT Outsourcing...............  53
4.2.2. Service Integration in Multi-Sourcing.............................. 54
4.2.3. Typologies of Organizational M odels..............................  55

4.3. Organizational Models for Service Integration and Management in
L iterature................................................................................... 55

4.4. Methodology for the Qualitative Study Based on Focus Groups . . .  57
4.5. Refined Organizational Models for the Service Integration Function 58

4.5.1. Service Integration Performed by Prime-Provider.......... 58
4.5.2. Service Integration Performed by Retained Organization . . 59
4.5.3. Service Integration Performed by Guardian V endor....... 60
4.5.4. Service Integration Performed by Independent Service

Integrator.......................................................................... 60
4.5.5. Service Integration Shared Across Customer and Providers . 61

4.6. Conclusion ........................................................................................ 62
4.7. References for Chapter 4 ...........................................................  63

5. A Capability Framework for IT Service Integration and Management 67
5.1. Introduction................................................................................ 68
5.2. Related W o rk .............................................................................  69

5.2.1. Related Work on Service Integration and Management . . .  69
5.2.2. Related Work on Multi-Sourcing and Integration

Challenges ............................................................................  70
5.2.3. Related Work on IT Capabilities.......................................  71

5.3. Research M ethod...............................................................................  72
5.3.1. Literature Review and A nalysis....................................... 72
5.3.2. Qualitative Study Based on Focus Groups and Expert

Interviews..........................................................................  73
5.3.3. Qualitative Content Analysis............................................. 73

5.4. Challenges of Service Integration and Management................ 74
5.5. Service Integration and Management Capability Framework . . . .  76

5.5.1. Capability 1 -  Manage Service Integration Governance . . .  77
5.5.2. Capability 2 -  Manage the Service Integration

Organization....................................................................  77
5.5.3. Capability 3 -  Manage the Business.................................  78
5.5.4. Capability 4 -  Manage Tools and Inform ation................ 79
5.5.5. Capability 5 -  Manage Providers and C ontracts............. 79
5.5.6. Capability 6 -  Manage End-to-End Serv ices..................  80



5.6. Mapping Between Challenges and IT Capabilities..........................  80
5.7. Conclusion ........................................................................................  81
5.8. References for Chapter 5 ...................................................................  83

6. Towards Multi-Sourcing Maturity: A Service Integration Capability
Model 87
6.1. Introduction........................................................................................  88
6.2. Research Foundations and Related W o rk .........................................  89

6.2.1. Service Integration and Multi-Sourcing................................  89
6.2.2. Service Integration Capabilities............................................  90

6.3. Research M ethod...............................................................................  91
6.3.1. Phase 1-3: Research Problem, Existing Models and

Research Strategy ................................................................  92
6.3.2. Phase 4: Iterative Model Development................................  92
6.3.3. Phase 5: Model Evaluation .................................................. 93

6.4. The Service Integration Capability Model.........................................  94
6.5. Pre-evaluating Service Integration Capabilities and Their Importance 95
6.6. Evaluating the Service Integration Capability Model’s Applicability 95

6.6.1. Case Study 1: Service Integration at A lpha..........................  97
6.6.2. Case Study 2: Service Integration at Beta ..........................  99
6.6.3. Cross-Case C om parison.................................................. 101

6.7. Discussion and Development of a Research A genda................... 102
6.7.1. Discussion of Results......................................................... 102
6.7.2. Development of an Agenda for Future Research..................... 103

6.8. Conclusion ........................................................................................ 105
6.8.1. Research Limitations.............................................................  105
6.8.2. Managerial Implications........................................................... 106

6.9. References for Chapter 6 .............................................................  106

7. Designing Organizational Models for Service Integration 113
7.1. Introduction....................................................................................114
7.2. Related W o rk .................................................................................115
7.3. Research M ethod.........................................................................  116

7.3.1. Literature Review...................................................................  116
7.3.2. Qualitative Study Based on Expert Interview s.................117
7.3.3. Qualitative Content Analysis..................................................... 117
7.3.4. Quantitative Study Based on Questionnaire........................... 118

7.4. Evaluating Basic Organizational Models for Service Integration . . 119
7.5. Developing Detailed Organizational Models for Service Integration 122

7.5.1. Organizational Service Integration Tasks.................................122
7.5.2. Drivers Influencing the Decision to Outsource Service

Integrations Tasks ................................................................  123
7.5.3. Typical Allocations of Service Integration T ask s ..................... 125

7.6. Conclusion ........................................................................................... 126
7.7. References for Chapter 7 ............................................................... 128



8. Adapting IT Service Management for Successful Service Integration 131
8.1. Introduction........................................................................................ 132
8.2. Research Foundations and Related W ork .............................................133
8.3. Research M ethod...................................................................................134

8.3.1. Qualitative Study Based on Expert Interview s..................... 135
8.3.2. Quantitative Study Based on a Questionnaire........................ 136
8.3.3. Case Study Research.............................................................  136

8.4. The Importance of IT Service Management Processes for Service
In teg ra tion ........................................................................................ 138

8.5. Case Study: Implementation of Selected ITIL Processes.......................140
8.5.1. Case Description...................................................................  140
8.5.2. Service Level Management .................................................. 141
8.5.3. Change Management.............................................................  142
8.5.4. Service Catalogue Management................................................144

8.6. Discussion and Options for Future R esearch.......................................145
8.7. Conclusion ........................................................................................... 146
8.8. References for Chapter 8 ...................................................................  147

9. Transition and Delivery Challenges of Retained Organizations 151
9.1. Introduction........................................................................................ 152
9.2. The Retained Organization................................................................  153

9.2.1. Lifecycle Phases of Retained Organizations.............................. 153
9.3. Research Methodology......................................................................  154

9.3.1. Literature Review Regarding Challenges of Retained Organi
zations ..................................................................................... 155

9.3.2. Qualitative Study...................................................................  155
9.3.3. Quantitative S tudy ................................................................  156
9.3.4. Research Sample and Data Collected in the Quantitative

S tu d y ..................................................................................... 157
9.4. Findings and Analysis of the Study Results......................................158

9.4.1. Transition Phase Challenges of Retained Organizations . . .  158
9.4.2. Delivery Phase Challenges of Retained Organizations . . . .  159

9.5. Evaluation of Statistical Hypotheses.................................................. 161
9.5.1. Evaluation Approach and Statistical M ethods........................ 161
9.5.2. Findings of the Quantitative Study and Hypotheses

Definition...............................................................................  162
9.5.3. Calculation of Indices ..........................................................  163
9.5.4. Hypotheses Evaluation and Interpretation.............................. 163

9.6. Conclusion ........................................................................................ 165
9.7. References for Chapter 9 ....................................................................... 166

10. Conclusion 169
10.1.Theoretical Contribution...................................................................  171

10.1.1. What Constitutes a Theoretical Contribution?........................ 172
10.1.2. Contribution to Research on IT Outsourcing and Multi-

Sourcing .................................................................................. 175



10.1.3. Contribution to Research on Service Integration . . . . . . .  176
10.1.4. Contribution of the Research D esig n .......................................179

10.2. Practical Contribution.................................................................... 180
10.2.1. Service Integration Capability Framework and Model . . . .  181
10.2.2. Organizational Design for Service Integration........................ 182
10.2.3. Service Management Implementations.................................... 183

10.3. L im itations........................................................................................  183
10.3.1. Research Design and Facilitation Issues....................................183
10.3.2. Data and Researcher B ia s ..................................................... 185

10.4. Implications for Future R esearch ........................................................ 186

A. Appendix 203
A.l. Interview Participants .........................................................................203
A.2. Questionnaire Participants...................................................................204
A. 3. Topical Guide for Focus Group Sessions.............................................. 204
A.4. Short description of outsourcing management problems and organi

zational attributes ................................................................................205
A. 5. Significant correlations between organizational attributes and out

sourcing management problems........................................................... 207
A.6. Example coding (Excerpt)...................................................................208
A. 7. Questionnaire (Excerpt)......................................................................209
A. 8. Mapping of literature to service integration t a s k s .............................210
A.9. Mapping of interview experts to service integration ta sk s .................211


