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Outsourcing has recently developed as an overdinass strategy in the search
for global competitiveness. As a part of this psselT outsourcing is widely
spread in the Central and Eastern European coustrighe objective of the paper
is to identify the key factors affecting the susadd T outsourcing partnerships on
the basis of an empirical study conducted in Bulgarhe paper presents selected
results from a survey of outsourcing relations d¢desng the development of
successful strategic partnerships in IT outsourcprgctices. According to its
results, the most influential factors of these parships’ success are the level of
achievement of partnership goals, top managememin@tment, and the level of
effective communication. In addition to this, astful sharing of information and
knowledge between partners can build a competgjweergy for achieving goals
which otherwise cannot be accomplished separately the organizations
themselves. The key factors contribute to the gtheming of IT outsourcing
partnerships and to the improvement of the orgdiumal performance of both
partners.
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1. INTRODUCTION

IT outsourcing is among the prevalent practiceghia global business
today. It becomes an overall managerial strategyh& search for global
competitiveness nowadays. It is found that busir@gsnizations decide to
transfer IT services to other firms identified agridors” not only because of
cost-related advantages — outsourcing of knowledigmsive work also takes
place in the organizational areas of core compgtdike applied research &
development. The rationale behind outsourcing afedge-intensive services
is to form alliances through which to take advaatafj or to add value by, the
mature practices of outsourcing partners and tefitenom the complementary
skills of outsourcing vendors (Smuts et al., 2010).

According to many authors outsourcing is a reasenamsequence of the
globalization and the partnership between the @pdiing actors is of key
importance for the overall efficiency and compeétiess of business activities
(Bergkvist & Fredriksson, 2008). If the internal bperations are not a core
competence of an organization, outsourcing somethef IT functions is
considered as a way of coping with the constarirtelogical evolution and the
pressure for constant increase of the internabifigetence.

A common understanding of the typical offshore outsing implies a
transfer of business activities and/or processesllgnt organizations, i.e.
outsourcers to specialized overseas providers,veadors, with a primary
motive of operating costs reduction. With the adeanf time, however, the
motivation has expanded its range involving aldocus on outsourcer’s core
competences, enhancing product quality and busiteegbility, reducing time
to market, sharing risk, etc. and the objectivedTobutsourcing have been
converted from routine tasks such as help-desla datry, standardized IT
functions, etc. to complex analytical work, produgsign and development
activities (Lahiri & Kedia, 2011).

Outsourcing has progressed in a strategic way whellaboration and
partnership between the client and vendor are teglgi the achievement of
mutual goals — which is especially valid for IT saircing. From this point of
view, a long-term relationship based on trust aadperation is required in
order to gain a sustainable competitive advantsigey authors have identified
that the excellence of outsourcing partnershiprigial to ensure long-term
success, although in many cases the partneringiaegens lack the capability
to achieve such an excellence (see a review bydkhi& Blakiston, 2012).
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The objective of the paperis to explore some key factors affecting the
success of IT outsourcing partnership. An apprdaclkempirical study of these
effects is suggested using survey data about auisgupartnerships between
Bulgarian vendor organizations and their clients, outsourcers. The survey
considers issues related to the key factors ofdthelopment of a successful
strategic partnership in IT outsourcing. In thenfeavork of this study, the
success of IT outsourcing partnership is relatedhto satisfaction with the
benefits from outsourcing activities gained by #per organization in effect of
implementing an outsourcing strategy. Satisfacisoachieved when the results
match the objectives and expectations from thenpeship.

2. IT OUTSOURCING IN CEE COUNTRIES

It is widely recognized that IT businesses in Carand Eastern European
(CEE) countries execute IT outsourcing deals, foguson complex and
knowledge-intensive processes, software engineeriagd R&D. Such
operations require substantial expertise and inimvavhich is provided by the
available young and talented IT professionals is thgion (Kaila, 2011). At
the end of 2009, the software development and tSoaucing services industry
in CEE countries successfully overcame the chadleraf 2008-2009 recession
and returned to its growth trajectory. Year 2003 wee most problematic when
the industry showed a 2-5% decrease in the IT autgtg service volume. This
industry utilized the downturn to restructure thesibess processes within
companies and to improve the quality of operatianahagement processes.
The next period (2010-2011) showed growing demand toutsourcing in the
CEE region realizing a noteworthy market growth18£20%. This way the
volume of CEE outsourcing market reached 5 billd8D in 2010 and was
expected to reach more than 6 billion in 2011 (CBEED12).

The trends in IT outsourcing market developmenCantral and Eastern
Europe (CEE) have been reviewed by various authogsorganizations. As a
general reflection, a clear advantage of the CHforeis the availability of
adequately educated multilingual “pool of talertat is geographically close
and can be recruited at relatively lower costssMmry, many companies from
the developed countries turned their attentionh® €EE high-tech providers,
particularly software developers and informatioateyn companies. There is no
doubt that the IT sectors in CEE countries stilleha considerable potential to
become preferable nearshore locations for Westerogean businesses as well
as offshoring destinations for North American conipa due to the high
quality of products and services and a better wtdeding of business needs, as
compared to the Asian IT outsourcing centers (CEEZDA 2).
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3. THEORETICAL FRAMEWORK

The main orientation of the research in the areamui$ourcing of high
technology services is towards several aspectsenflar-client interrelations.
Various studies find a relative parity between itmportance of the informal
aspects of these relations such as. personal #&mdtthe formal aspects
formulated in the outsourcing contract (Poppo, 2008 order to achieve
strategic partnerships, however, it is necessasy both aspects of these
relations are emphasized (Kern & Willcocks, 20@49cording to the study by
Kern & Willcocks (2001), the strategic vision argkttechnical capacity shape
not only the formal structuring of contract relaisobut also the development of
inter-personal relations. The factors influencihg success of the outsourcing
partnerships that can be highlighted are: the ligbree of synchronization
between the client and the vendor; team workindgrizae of control function;
clear responsibilities of the partners; the degfdexibility and intensity of the
transferred processes (Goles, 2001). The lattéoadterived several important
factors characterizing the vendor organization: hiézal competencies;
knowledge of the subject area and the specificsclEnt's operations;
competences for coordination and management afigrartlations.

It is assumed that the system of key competencéseofendor appears to
be “complementary” in respect of the competencethefclient organization.
This can be explained by the fact that the vendgarization makes efforts to
build its own technologic infrastructure, know-hoand capacity by which to
substantially increase the efficiency of realizataf a set of high technology
services. A strategic partnership presumes shafiige value added between
the vendor and the client generated through trenatent of the comparative
advantages. This is realized by a complex of botim&l and informal relations
between units of the organizational structures aftr@r organizations. It is
important for applied research to determine the fegyors that have a major
impact on the positive outcomes for both outsogrgartners not only in the
short-run but in a strategic perspective.

Previous research on the topic is based mainly len use of large
questionnaires providing information about motieati and effects of
outsourcing practices. In general, their resules @mported in a quantitative
format (see a review by Ishizaka & Blakiston, 201&though IT outsourcing
practices are broadly studied from various pointsview, relatively little
attention in research literature is paid to thetdic affecting the strategic
relationships and the value adding processes witl@routsourcing partnership.
For example, Kinnula & Juntunen (2005) considerdhtsourcing partnerships
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where the relationship success factors were evaluabm the point of view of
both parties. Two categories of resulting factore @entified: (i) those
concerning the formation phase of a relationshifg @i) those concerning a
mature relationship. Albeit the interest regardihg key success factors is
growing, there is still a scarcity of empirical @gnce for the specifics and the
degree of their impact on the success of IT outsogmpartnerships.

4. METHODOLOGY
4.1. Research Model

The analysis is structured in the framework of actfjrally developed
model of key success factor§MKSF) which reflects the achievements of
research in IT services outsourcing in the lastadec(Beulen et al., 2011;
Barthélemy, 2003; DeLone & McLean, 2003; Kern & Mbicks, 2001). It
provides an abridged presentation of the inteipglat between the key
characteristics of IT outsourcing partnerships Whitetermine its success or
failure. At the same time, MKSF is also intended dfipulate practical
implications since it helps the applied researctard IT managers to better
understand the nature of an IT outsourcing partigrand to identify which
factors are the most influential one in respedtbverall success. The model
incorporates the following key factors:

1) Top management commitment

No partnership can be successful without a clegagement of the top
management of both partners in the outsourcingneeship goals. Client
organizations (outsourcers) should assume thatdddicated management
requires a strategic understanding of outsourcexgnprship goals as well as
capabilities for sophisticated negotiation and ratgdn (ITBE, 2010).
Executive leadership and its commitment are rea@aghas an important factor
for a successful IT outsourcing arrangement (Domdldl., 1991; lakovou &
Nakatsu, 2008). In an outsourcing setting the marsageed to consider
strategies for ensuring the discipline of the outsmg relationship by
developing such a governance structure that goesbégond the typical
operations and processes.

Hypothesis 1 (H1). The degree of success of amunisng partnership is

positively related to the degree of commitmentopf t
management.
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2) Common aims and objectives

This feature is considered as important factor bé& toutsourcing
partnership as it presumes “goal symmetry” betwiberoutsourcer and vendor
organizations. Both parties should be responsible adding value to the
relationship by stimulating them to better focus amganizational and cost
efficiency (Kishore et al., 2003). Having such mat&gic arrangement, partners
are able to transfer not only peripheral but als@ dusiness processes. Having
clearly identified common organizational goals bpénties should benefit from
external input which is expected to provide a lomgn impact on the success of
the relationship.

H2. The degree of success of an outsourcing pastigris positively
related to the establishment of common aims anectibes.

3) Bidirectional transfer of knowledge (BTK)

BTK emerges when optimal (in terms of quantity auolity) information
necessary for the realization of the service is/iged through the channels of
effective communication between the partners. Thasedge could have two
forms: implicit i.e. informal, tacit, and expliaite.formal (Nonaka & Takeuchi,
1995). Special attention should be put on the waywhich organizations
“learn” from their partners as this appears to e of the means for the
development of key competences. The following neteahypothesis is
formulated in respect to this factor:

H3. The degree of success of an outsourcing pastmeris positively
related to the degree of effectiveness of BTK.

4) Achievement of the contracted mutual goals asilte of outsourcing
partnership

Another key factor in the model is the degree dlie@aement of results set
as contract goals in the outsourcing agreement dégree should reflect the
divergence between the actual benefits and thdivelaosts that the client
organization would have to spend without the redilin of the particular
partnership (Anderson & Narus, 1990). A researcpothesis regarding this
factor is also formulated:

H4. The degree of success of an outsourcing pastigris positively
related to the degree of achievement of contragteds.
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5) Mutual trust

The third key factor reflects the intensity of théormal relations between
partner organizations having to a great extentyahpdogical dimension. The
degree of trust between the partners compensaygzotential drawbacks of the
formal contracting and the lack of strong defenkeises in the outsourcing
agreement (Lee & Kim, 1999). This factor reflecte tflexibility of the
cooperation and the orientation to mutual correstneébased on the
understanding that the interests of the partnearoegtion should be respected
(as far as “the success of the partner works far @mun success”). The
following research hypothesis is raised in respethis factor:

H5. The degree of success of an outsourcing pastigris positively
related to the degree of mutual trust between drénprs.

6) Security assurance of outsourcing partnership

The existence of security assurance is an impoftator for the success
and sustainability of the outsourcing partnershipt tis likely to provide a
strategic nature of the partnership. Unlike theualtrust, that is of informal
nature, the availability of security assurance dragely formal character as far
as it is incorporated in the outsourcing agreemeénése warranties should be
provided by special clauses in the contract. Asaaebprecondition for the
provision of reliable assurance is a targeted nagmt process before the
finalization of the contract i.e. the decision ¢orh the outsourcing partnership.
The following research hypothesis regarding thitdiais raised:

H6. The degree of success of an outsourcing pattiers positively
related to the degree of security provided in tgeeament.

7) Interdependence between client and vendor artgaon

This factor reflects the degree of dependency ef dhtivities of client
organization from the operations of the vendor oizmtion supplying a high
technology service as a subject of the outsourcagyeement. This
interdependence has a clear bidirectional natuséten in practice the vendor
organization is strongly dependent on the reabpatif contracted service. It is
particularly valid in cases when the vendor is sgyvone key client or
diversification of the vendor services/client was achieved.
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H7. The degree of success of an outsourcing pastmeris positively
related to the degree of interdependence betweenhbration of the
client and the vendor organization.

8) Shared values within the outsourcing partnership

The sustainability and the strategic nature of @utsing partnerships are
expected to reflect the sharing of common valuesgciples, and cooperation
ideas as elements of the organizational culturgsadiner organizations. As a
result of the formation of the outsourcing parth@s transformations of
organizational cultures have often taken place athbclient and vendor
organizations.

Along with the direct net benefit of the agreemeaiting immediate effect
on the economic status of the partner organizatitres sharing of common
values and the exchange of organizational and nesimgknow-how has a
significant, although indirect, long-term effect aihe operation of the
organizations. The research hypothesis regardiegttential factor states that:

H8. The degree of success of an outsourcing pastigris positively
related to the degree of sharing of common valuesvéen the
partner organizations.

9) Human resources competence

IT outsourcing allows the client organizations &focus on their core
business activities as they obtain the necessacyliiipetence from the vendor.
This way, the strategic effect emerges from theifoon the core operations
assuming the availability of a reliable IT service.

The enhanced IT staff expertise of the vendor agpeabe a critical factor
of the partnership success. Client companies relthe outsourcing for long-
term intellectual value which is found to be momnéficial than outsourcing
for cost-cutting in the short run (Manning, 2008).

H9. The degree of success of the outsourcing paittipe is positively

related to the competence of human resources indoren
organization.
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10) Effective communication

Last but not least, effective communication betweegtsourcing partners is
assumed to be of crucial importance for the suéglessationship. This factor
is emphasized widely in the literature as a coterdenant of the outsourcing
partnerships’ success since it amplifies the lesfelunderstanding and the
adequate information exchange (Kannan, 2007; Befgkewis, 2011). It is
typically considered that communications concern inia the client
organization that should provide facilitating infuation to the vendor.
However, the opposite is also of importance siheectient decreases its degree
of control over the outsourced services and funstid his way, an ineffective
communication from the vendor can obstruct theautsng relationship.

H10. The degree of success of the outsourcing @esfp is positively
related to the level of effectiveness of the conration between
the partners.

The degree of successf outsourcing partnership is the main dependent
(response) variable in the MKSF. It is however camiyn considered as quite
difficult for operationalization and empirical measment as far as it is of
multidimensional nature. For example, Lee & Kim@3Ddefine the success of
partnership as the degree of satisfaction of tleelsief client organization from
the services provided by the vendor organizaticheOpoints of view are also
applicable, e.g. that which characterizes the autsog partnership success by
the degree of achievement of the overall (pan-orgéional) comparative
advantage through outsourcing of all or part of I€ifictions of the client
organization.

In fact, there is quite a wide range of factorduiaficing outsourcing
success that are identified and suggested in theiadjzed literature (Lee &
Kim, 1999; Kinnula & Juntunen, 2005; Lahiri & Kedi2011; Ishizaka &
Blakiston, 2012). MKSF incorporates a selectiordeferminants that are most
frequently explored and attracted special attentiomprevious researches. It
should be noted that some of them are often predenta conceptual manner
which allows a particular specification for the pose of any empirical study.
The ten factors of MKSF were chosen in order teoef- as much as possible —
the economic, organizational and cultural specifitthe business environment
in the country.

Additionally, the selection of these factors wapmrted by the results of
the pilot interviews conducted in 2008 (Alexandro2811). During the pilot
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survey managers and experts were asked to valusuteess factors under
exploration and to indicate those that were moBitiential in the context of
their own experience in IT outsourcing relations.

4.2. Survey and Data Sources

The present study is based on the results obtdigad-depth interviews
conducted in the period 2008-2011. This integraigproach of case study and
survey research conveyed empirical information fl@y experts and managers
that are familiar with the IT outsourcing practic&se subject of the study was
the analysis of the key success factors influencthg formation and
development of strategic outsourcing partnershipsvéen Bulgarian vendor
organizations and their clients (foreign companies)

The units of the survey were defined as organimatibaving two or more
IT outsourcing projects realized or, currently wingkfor 2+ international client
organizations. Because of the specific charactethebe organizations the
sample was selected by the purposive sampling daikimg information from
the websites of the Bulgarian Investments Agerfoy, GEEOA, ITO catalogue
of IT outsourcing companies in the CEE region, éftbe respondents in
respective organizations hold key managerial oredgxpositions at various
levels and are directly responsible for the acc@shpient of outsourcing
partnerships.

Initially, 85 representatives from companies inealvin IT outsourcing
have been contacted by telephone. However, onlyobthem agreed to
participate in the scheduled in-depth interviewsd aprovided a valid
observation. The length of the interviews variedneen 40 and 90 minutes,
since these interviews were semi-structured andisgzussion with the
respondent developed in some cases. This was édsfir situations when
especially interesting issues have been considiaredghout the interview. The
survey provided valuable insights into the natufetlee IT outsourcing
relationship — motivations, evaluations, problemegsons and causal effects,
etc.

For the purpose of data collection a specializestriment for empirical
study of outsourcing partnerships was developéldeatarliest stage of research
(Alexandrova, 2011). The emphasis was put mainlthencharacteristics of the
partnership itself rather than on the charactesstf these organizations. A pre-
designed questionnaire was used to record targdd¢al by 20 questions,
although additional relevant information was askédring the in-depth
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interview. These questions allowed the operatiantibn of the response
variable and the determinants of outsourcing peshig as defined in the
model. The concept indicators extracted by theeedge sets of items (derived
from the survey) have been verified and preparedudher data processing
and analysis of results.

The operationalization of the concept indicators dar survey was
performed through a multivariate (multi-item) medhwhere for each factor
several (1 to 4) questions were provided. For thedardization of the primary
data, a unified 7-rank Likert scale for the answeas adopted which allowed
the summarization of the answers on the items t@exone empirical measure
(variable) for each concept indicator. Rank 7 wlassen to code the opinion
expressed at the maximum level of the scale e.gimuen degree of agreement
with a statement and rank 1 to code the minimurallef/the scale.

The success of an outsourcing partnership was a&tealby the degree of
matching between the goals planned and the reaattsally achieved. This
evaluation was required with respect to four keypehsions: (1) realizing the
expected financial benefits; (2) meeting the deadlj (3) actually executing the
tasks; (4) providing the required service qual@aution is required here since
the evaluation of the results achieved may divérge the points of view of
the vendor and client organizations. In our cageeivmluation results obtained
by the survey reflect the position of the vendaamizations.

4.3. Sample Overview

A set of characteristics was obtained for each $sgnprganization in
order to describe its profile — legal status (tygfefirm), size (number of
employees), type of the main activity, foreign fdpation in its capital, etc.
According to their legal status, shareholding aingitéd liability companies
prevail (about 43% for each of them) and about ten¢h are the single-owner
limited liability companies.

The size of organizations determined by the nurobéne employees also
varies considerably — about one third (34%) are dmgerprises (over 250
persons according to Bulgarian Law on SMES); ol@l§6lare micro-enterprises
(up to 10 employees); the rest of respondents datler the “Small and
Medium-Sized” enterprises category. In the same tiabout two thirds of the
respondents declare that they regularly hire faue-personnel.
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A typical feature of many Bulgarian IT companiestie presence of
foreign shareholders: about 29% of the firms inedhn the survey are mixed-
capital enterprises and about 16% are companiézlgnbwned by a foreign
investor. This undoubtedly provides these orgammat with options for
transfer of contemporary managerial and technoébdicow-how in businesses
with high-tech applications. About 40% of the orgations classify their main
activity as “being in the software industry” (softve development and/or
implementation-at-client) and about 25% have opmmat in database
management services, back offices or call cenfessipport, etc.

Table 1. Share of operations related to the comptmef IT outsourcing at the
respondent organizations

Share of operations related to outsourcing

Outsourced Over 40% to | Over 60% to | Over 80% to Total
components 60% 80% 100%

21.1 40.4 38.6 100.0
IT infrastructure - - 13.6 5.3
Shared hosting 33.3 26.1 31.8 29.8
Application service
provision 50.0 65.2 41.0 52.6
Application hosting 16.7 8.7 13.6 12.3
Total 100.0 100.0 100 100.0

With IT infrastructure outsourcing, the service \pder is involved in the
operation and maintenance of the service custoniérsystems, e.g. it takes
responsibility for the customer’s computer and/ommunications systems.
“Shared hosting” is related to the provision ofadatanagement services by a
specialized provider which can be partially or yustandardized e.g. platform
operations.

Another typical form of IT outsourcing is the “afation service
provision” (Kern et al.,, 2002) where some apploas — predominantly
standardizedsoftware — are outsourced to an external provatempart of a
special agreement. The provider deals with the Idpweent, operation and
maintenance of the software and is responsibleitfoutilization e.g. CRM
software.

A special case of IT outsourcing is “applicatiorstiog” where an already
customizedsoftware is implemented by the provider to sui theeds of a
specific customer (the so called “one-to-one” apph). Table 1 presents the
distribution of the categorization of respondents ithe general IT outsourcing
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categories according to the share of outsourcimgcss in their total annual
operations.

5. RESULTS AND DISCUSSION

Before analyzing the correlations between the caitpwariables, a scale
reliability analysis was performed in order to esxdé the degree of internal
consistency of the multi-item constructs.

All scales show adequate reliability since the ®@amh alpha for each
composite variable exceeds or is slightly below ttaue of 0.7 (table 2
presents the results for each set of items fineltlgsen for the derivation of
respective variable).

Table 2. Results on the scale reliability evaluatio

Cronbach’s Alpha
1) Top management commitment 0.882
2) Common aims and objectives 0.745
3) Bidirectional transfer of knowledge 0.797
4) Achievement of the contracted mutual goals 0.693
5) Mutual trust 0.850
6) Security assurance of outsourcing partnership 929).
7) Interdependence between client and vendor azgaon 0.680
8) Shared values within the outsourcing partnership 0.759
9) Human resources competence 0.703
10) Effective communication 0.915
11) Partnership success 0.783

The results regarding the success dimensions teflee evaluation
opinions of the representatives of vendor orgaiumat(Fig.1).

As a whole, the evaluation is favorable as no “l@and “very low” degrees
of achievement evaluations by any dimension areervlesl. The degree of
realization of the financial goals is found to badderately high” and “high”
for almost 80% of the vendor companies and abotgetifourths of the
respondents evaluate in a similar way the degreerpletion of the tasks.
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Figure 1. Distributions of respondents on the ea#ibn scale regarding each of the
dimensions of success of outsourcing partnerships

Moreover, regarding the latter item about one fifdtlare that the degree
of achievement of the goals is very high whichamparable with the result on
the “service quality” dimension. The compliancehwibe contracted deadlines
was evaluated as having the lowest level of achieve where almost two
thirds of respondents define the degree as “moelgrdbw” (9%) and
“moderate” (19%). As stated above, caution is aatljisince the evaluation of
success i.e. achievement of results may diverga ffe points of view of the
vendor and client organizations.

The model of key success factors is depicted orRFighich presents the
empirical results for the correlations betweenwhgables. They are obtained as
Pearson correlation coefficients measured for th@posite success variable
and the composite variable for each factor. Comsigehe hypotheses related
to the potential interrelation between each faotathe model and the level of
success of outsourcing partnership, the followssplts were obtained.
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Figure 2. Estimated correlation coefficients in H&F of the outsourcing
partnership success

Strong evidence is observed in support to the gsats for a presence of
a positive relation to the success of IT outsow@artnership regarding:

H1. Commitment of top management (strong positoreatation: 0.82).

H2. Establishment of common aims and objectivesdgrate positive
correlation: 0.68).

H3. Effectiveness of the bidirectional transfer kafowledge (moderate
positive correlation: 0.64).

H4. Degree of achievement of contracted goals. RHighest estimated
correlation (over 0.88) provides evidence of thergjest effect of this
factor on the level of partnership success.

H5. Degree of mutual trust (moderate correlatiob4Q This unconvincing
result could be due to simultaneous influencesraoderating effects
of other variables which should be further analyzsd specific
multivariate methods.
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H9. Competence and expertise of human resourceslefae positive
correlation: 0.67).

H10. Degree of effective communication between rartorganizations
(strong positive correlation: 0.73).

Substantial evidence is not provided observed speet of the hypotheses
for a relation to the IT outsourcing partnershipcass regarding:

H6. The hypothesis about the relation with formedusity assurance is not
confirmed — the correlation is not significant dtelnegative sign (—
0.16) could be ignored. At this stage we can calelinat the formal
warranties included in the outsourcing agreementndb directly
contribute to the level of success of the partriprsihe results show
that other factors such achievement of contractedsgand effective
communications between partners, have the stronggstct on the
partnership success variable.

H7. The same result is obtained regarding the riglggtion between the
degree of success and the interdependence of #gratimm of vendor
and client organizations (weak negative correlatidh18). Here the
analysis is to be further clarified in order toseff any moderating
effects.

H8. In light of the evidence of the very low coaibn (0.27) it can be
concluded that the degree of success of outsoupangership is not
substantially related to the degree of sharing @fmon values
between partner organizations.

As Fig. 2 shows, seven out of the ten hypotheskegdfactors contribute
(in one extent or another) to the overall succeSsthe IT outsourcing
partnerships evaluated by the participants in thdys However, the impact of
potential factors like “formal security assurance'interdependence of
operations”, and “common values” is not clearly puged by this survey’s
results. It is still a challenge for a more compmdive analysis that could
evaluate the structure of this multivariate intktien.

The model constructed for the purpose of this stigdypredominantly
explorative in its nature. It adopts the “relatibmew” to the analysis of the
impact of potential key success factors on IT autsiog partnership success.
The results indicate that emphasizing the mostuémiial factors (e.g. top
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management commitment, achievement of contractealsgoeffective
communication) can assist the managers of IT outgay projects to pursue a
superior relational performance. The study alsdlights the importance of
several other factors such as: establishment ofmmmmaims and objectives,
effectiveness of the bidirectional transfer of khedge, mutual trust, and
competence of human resources for the successhlizaton of such
partnerships, as evidenced by the survey partitsp@nparticular result reveals
the importance of an informal setting (degree oftualitrust) opposed to a
formal one (security assurance by formal/contractens) in respect to the
partnership effectiveness. This result implies,thathis stage of development
of IT outsourcing in Bulgaria, mutual trust is prot®md by mechanisms of top
management commitment, effective inter-partner camioation, mutual
visiting and trainings, and some degree of cultblahding.

6. CONCLUSIONS

The current study employs findings of previous aeske in social exchange
theory although the topic involves a variety of diegical insights and
interdisciplinary implications. The contribution$ the study can be identified
in the following directions:

e to build a specific model of key success factorawoflT outsourcing

partnership based on the preliminary theoreticstifjoation;

* to suggest an approach for quantification of theeeted causal

relationship between each factor and the degreartfiership success;

e to provide support by empirical evidence from atipatar country in

order to identify which determinants could be cdastd key success
factors.

This study can be treated as a step in the teatimgthodology, through
which a justified evaluation of the characterist€dT outsourcing partnerships
can be obtained. Along with the evaluation of ttetus of these partnerships,
the development and application of this methodolagpuld support the
identification of the perspectives for advancemeithe outsourcing of high
technology services as well as provide a basisdanparison of local practices
with the world experience in this area.

This paper attempts to contribute to the existiegearch in the IT
outsourcing in the CEE region by exploring key ssscfactors of outsourcing
relationships in respect to their strategic origotaand overall attainment. It
should be noted that part of the survey was coreduduring the first years of
the global crisis which naturally affected many tfe responses and
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evaluations. From this point of view, a future pextive of research in the field
should emphasize more on the effects (favorabbdweerse) of the crisis on the
development of IT businesses in the CEE regionrdngsing direction for the
future research is also to consider the IT outsogrin the CEE countries as
one of the channels for the development of knowdegltpnomies in the region,
as a fundament for achieving global competitiveness
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PARTNERSTVA U OUTSOURCINGU INFORMACIJSKE TEHNOLOGIJ E:
EMPIRIJSKO ISTRAZIVANJE KLJU CNIH CIMBENIKA USPJEHA U
ORGANIZACIJAMA U BUGARSKOJ

Sazetak

U posliednje se vrijeme outsourcing razvio kao pash strategija kojom se tezi
postizanju konkurentnosti. Kao dio ovog procesasawrcing informacijske tehnologije
se uvelike proSirio zemljama srediSnje i &te Europe. Cilj ovog rada je identificiranje
klju¢nih ¢imbenika uspjeha koji utjel na partnerstva u outsourcingu informacijske
tehnologije, i to na temelju empirijskog istraZij@nprovedenog u Bugarskoj. U radu se
prezentiraju izabrani rezultati, koji proizlaze &nketnog istraZivanja uspjesnih
strateSkih partnerstva u outsourcingu informacijgkénologije. Prema dobivenim
rezultatima, najutjecajnijicimbenici za uspjeh navedenih partnerstava su: sjupa
postizanja ciljeva partnerstva, poégrost top menadzmenta i razinginkovitosti
komunikacije. Osim toga, podjela informacija s mrenjem i poznavanje partnera
mogu kreirati singergiju, na temelju koje se dastilljevi, koje pojedini partneri i@

ne bi mogli dostii. Identificirani kljucni ¢limbenici doprinose j&nju partnerstva u
outsourcingu informacijske tehnologije i unageaju organizacijskih performansi obaju
partnera.
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