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Abstract
Voluntary employee turnover can result in adverse business outcomes. Information
technology (IT) managers are concerned with voluntary turnover, which is the number
one reason for actual turnover. Grounded in the transaction cost theory, the purpose of
this qualitative multiple case study was to explore strategies IT managers use to improve
business performance and employee retention. The participants comprised four IT
managers from two firms in Arizona who effectively used strategies to improve business
performance and employee retention. Data sources included semi-structured interviews, a
review of archival company documents, and field notes. The data were thematically
coded and analyzed, and four themes emerged: communication and relationships, labor
costs, organizational learning and culture, and vendor management. A key
recommendation is for IT managers to implement effective communication and
relationships with vendors to achieve efficient labor costs in ITO contracts. The
implications for positive social change include the potential for IT managers to create job
opportunities, maintain socioeconomic stability for local citizens, provide social
amenities and welfare, and promote regional communities’ economic development across

the globe.



Strategies Information Technology Outsourcing Managers Use to Improve Business
Performance and Employee Retention
by

Timothee N. Mboule

MBA, Ashford University, 2011
MDY, Norwich University, 2009

BA, Weber State University, 2007

Doctoral Study Submitted in Partial Fulfillment
of the Requirements for the Degree of

Doctor of Business Administration

Walden University

August 2022



Dedication
| dedicate this study to the Almighty. Without Him, this should have never come

to light.



Acknowledgments

My special thanks to my wife, Judith Mboule, and all my children. I love you
deeply and you have been on my side from the beginning of this doctoral journey until
the end. | am grateful to my Chair Department, Dr. Gregory Uche, Dr. Lionel De Souza,
Dr. Brenda Jack, my faculty members, my brothers Dagobert Mboule and Samuel
Mboule, my sisters Jackie, Ladouce, Suzanne, and Alice Mboule. To my deceased
parents, Esther and Rodolphe Mboule, I know you are looking down from Heaven on
what | have accomplished, and your unconditional love has accompanied me throughout
this journey. May your souls continue to rest in peace. To my spiritual parents, George

and Yemi Olusa, for their support and guidance all those years.



Table of Contents

LISE OF TADIES ... ettt sttt neenneas %
LIS OF FIQUIES ...ttt sttt e b et sne e nte et e ne e e e vi
Section 1: Foundation of the STUAY..........ccoiiiiiiii e 1
Background of the ProbIem ... 1
Problem STatEMENT...........oie e 3
PUIPOSE STALEMENT........eiieiiiie e 3
NatUre Of the STUAY ......ooiiieee e 4
RESEArCH QUESTION ...ttt ebeeneenreas 5
INEIVIEW QUESTIONS ...ttt ettt eneenns 5
ConCeptual FramMEWOIK ........cuoiviiiiiiiiiisii et 6
DefiNItION OF TOIMIS. ....eiiiiee ettt ereeneenreas 7
Assumptions, Limitations, and Delimitations...........cccccveoeriereiieiieni e 8
ASSUMPTIONS ...ttt bbb bbbttt b et enes 8

T g 1 =LA o 1SS 9
DEIIMITALIONS......eeeeieeeie et te e et e e et esreesteeseesreenreeneean 9
SIgnIficance OF the STUY ..o 9
Contribution to BUSINESS PraCtiCe..........cccueiiiieiiiiiieie s 10
Implications for Social Change...........ccociiiiiiiii e 11

A Review of the Professional and Academic Literature............ccoeverenenenieneciennnn, 11
Transaction COSt TNEOIY .......cviiiieiieieiesiee e 13
Related Conceptual FrameworKs ..........ccciiiiiiiieieiese s 21



Contrasting Conceptual Frameworks............coooeieiiniiinieeee e 28

OULSOUICING RISKS ....veitieiiieiie sttt sttt sttt ne e 40
COMPELILIVE ADVANTAGE .....vevveeeiiiteiiieiesiese et 42
COSE BENETITS ... 45
RECTUITMENT ...t 47
Outsourcing and EMPIOYMENT .........ooviiiiieiieece e 49
Level Of UNCEITAINTY .......ccooviiiiieiiseeeeee e 51
EFfiCIENCIES GAINEA.........ooiiiiiiieiee s 53
EMPIOyee RETENTION ..o s 54
OULSOUICING OVEIVIEW ...ttt sttt 56
Advantages and Challenges Of 1TO ..o 62
Transition and SUMMAIY .......coooiiiieieee e 65
SECHION 22 TNE PrOJECT. ...ttt 66
PUIPOSE STALEIMENT. ... 66
ROIE OF the RESEAICNET ..o 67
PAITICIPANTS. ...ttt bbbttt bbbt 71
Research Method and DESIN ......cc.ooviiiiiiiiieieere s 73
IMIBENOM ... 74
RESEAICN DBSIGN.....c.viiiitiiiieiieie ettt bbbt 75
Population and SAMPIING ..o 77
EthiCal RESEAICN........oiiiiiiiiiiice e 79
Data COHBCTION ..o bbbt 81



T U] 01T 0L 81

Data Collection TEChNIQUE .......oviiiiiiiiiieeee s 83
Data Organization TEChNIQUES..........cccoiiiiiieieee s 85
Data ANalysis TECANTQUE .......cviiiiiieitisieee e 86
Reliability and Validity .........ccooiiiiiieice e 89
REIADIIITY ...t et 90

RV 1T 1TSS 92
Transition and SUMMAIY .......cccooiiiiii et 95
Section 3: Application to Professional Practice and Implications for Change.................. 96
OVEIVIEW OF STUY ... 96
Presentation of the FINAINGS.........cooviiiiii e 97
Theme 1: Communication and Relationship..........ccccooiiiiiniiicie 98
Theme 2: LaDOr COSE .....oouviiieiee e 102
Theme 3: Organizational Learning and CUulture ...........c.ccoovoviiieienencncnce 104
Theme 4: Vendor Management ... 107
FINdINgS Related t0 TCT ..o 110
Applications to Professional PraCtiCe ...........cccccovviiiiiniiisiseee e 111
Implications for Social Change..........ccoiiiiiiiii e 114
Recommendations TOr ACTION .........ooiiiiiiiiieee e 115
Recommendations for FUrther STUY ..o, 117
RETIECTIONS ... bbbt 119
Summary and Study CONCIUSIONS ..........coviiiiiiiieiee s 121



R B B BN GRS e 123

Appendix A: INTErVIEW QUESTIONS ........ocveiiiiiiiiiiieieiee e 146
Appendix B: INterview ProtOCOL ..o 147
Appendix E: CITI CertifiCation .........coooiiiiiiiiiiieee e 148
_Tocl101041321



List of Tables

Table 1. Literature Review Sources Index



List of Figures

Figure 1. Theoretical Framework Flowchart Illustrating Transaction Cost Attributes .....19

Figure 2. The Five Steps to Identify and Eliminate the Constraints...........cc.ccocvvvveieinenn, 30
Figure 3. Make-or-Buy Strategy ANAIYSIS ........ccoueieiiiiiiiiiiseseeeee et 37
Figure 4. State and Change Aspects of Internationalization.............ccccovevvvviieneninnennnnn, 58

Vi



Section 1: Foundation of the Study

Outsourcing is a way to explore innovative thinking opportunities (Sen et al.,
2020). Information technology (IT) managers usually aim to maximize business
profitability, which is often the center of their decision-making during outsourcing
projects. Successful outsourcing projects bring a profitable business relationships and
knowledge transfer. When knowledge transfer is done right, business partners involved in
outsourcing projects could benefit from business performance and employee retention
(Masa’deh et al., 2017). IT managers should be aware of the potentially harmful
influence of outsourcing on employees and retention rates; thus, they need to design
appropriate policies and environments to reduce such threats (Lee & Lee, 2020). Because
people tend to leave their jobs when they do not feel empowered, IT managers should
understand that getting employees involved in the outsourcing process can enhance their
performance and attract them to stay within the company (Lee & Lee, 2020). Information
technology outsourcing (ITO) managers struggle to successfully implement business
outsourcing contracts to improve business performance and employee retention
(Presbitero et al., 2016). According to Lee and Lee (2020), business outsourcing with
various incentives can promote employee retention. The focus of this study was to
identify the strategies that ITO managers use to improve business performance and
employee retention.

Background of the Problem
Management issues arise when outsourcing can be magnified by distance and

cultural differences. IT managers should understand that outsourcing products and



services globally can create enormous challenges (Ohaegbu & Agwu, 2015). ITO isa
complicated process requiring severe investigation of the strategy before investing. Poor
communication and lack of financial support can constitute severe handicaps to overcome
the global market realities (Wu & Park, 2019). IT managers encounter challenges in
languages, cultural realms, political harshness, corruption, and to some extent, internal
conflicts (Pathiranage et al., 2020). Before acquiring the financial assistance to invest on
a global scale, ITO businesses should train managers to obtain the necessary skills to
minimize the risks of ITO, such as hidden costs and the opportunistic behaviors of the
other parties (Lioliou et al., 2019). There are many considerations to make as a manager
before investing in ITO.

Although outsourcing seems a logical way to save on labor costs, it also has risks
if leaders are not put into place to manage the changes accordingly. There is evidence of
activity-making profits worldwide, but it goes hand in hand with well-trained managers
who understand the complexity of outsourcing (Fehrenbacher & Wiener, 2019). Business
leaders should thoroughly explain the outsourcing contract to all the parties involved
before finalizing the signatures. Outsourcing is the dominant strategy for IT businesses to
maximize profits (Patel et al., 2020). Unfortunately, if the initial goal of maximizing
profits is too prominent, it can become nightmarish when mishandled by IT managers,
especially if they are not well trained (Bi et al., 2020). Therefore, company leaders may
want to pay attention to cost savings, improving services, access to better technology, and

global expertise. | conducted this doctoral research study to provide strategies to help



ITO managers successfully implement ITO contracts to improve both business
performance and employee retention.
Problem Statement

Business performance and employee retention can be compromised if business
leaders fail to use ITO (Poleto et al., 2020). Industry experts have argued that nearly 10%
of ITO efforts fail because IT managers lack outsourcing skills (Karimi-Alaghehband &
Rivard, 2020). Nevertheless, the revenue of ITO global markets amounted to $395.5
billion in 2019, with an estimated increase to more than $418.9 billion in 2023 (Wang et
al., 2020). The general business problem was that some ITO managers failed to improve
business performance through ITO contracts. The specific business problem was that
some ITO managers lack leadership strategies to improve business performance and
employee retention through implementing ITO contracts.

Purpose Statement

In this qualitative multiple case study, I identified and explored strategies ITO
managers use to improve business performance and employee retention through ITO
contracts. The sample consisted of four IT managers from two businesses in Arizona who
had improved their business performance and employee retention using strategies to
manage international ITO contracts. The implications for positive social change from the
findings of this study include improving IT firms’ success rates and helping them achieve
higher business performance. Improving the success rate of IT businesses could enable
ITOs to boost employment and improve local economies by offering more cost-effective

services.



Nature of the Study

There are three primary research methods: quantitative, qualitative, and mixed
(Venkatesh et al., 2017). Researchers often use a qualitative methodology to explore the
what, why, and how of a phenomenon (Roller, 2019). | used the qualitative method to
identify and explore ITO managers’ strategies to improve business performance and
employee retention in this study. Researchers often use the quantitative method to
examine variables’ characteristics or determine the degree and extent of a possible
relationship between two or more variables (Ramlo, 2020). The quantitative method was
not suitable for this study because there was not an examination of variables’
characteristics or connections or a numerical analysis of data. In a mixed method study,
researchers use both quantitative and qualitative methods because the data from both
methods may be valuable to a study, such as statistical data and the analysis of qualitative
findings (White & Miller, 2019). Because addressing the purpose of this study did not
require the statistical testing of hypotheses, the mixed method was not suitable for this
study.

The principal qualitative designs researchers choose from include case study,
ethnography, phenomenology, and narrative (Aten & Denney, 2019). In this study, |
employed a multiple case study design to explore the strategies IT managers in Arizona
use to improve business performance and employee retention through ITO contracts.
Researchers use a case study design to understand a theoretical perspective (Janakiraman
et al., 2019). Researchers can use multiple case studies to analyze and compare business

performance at different supply chain levels (Bressanelli et al., 2019). Yin (2018) argued



that researchers use a multiple case study to understand the differences and similarities.
Therefore, 1 used a multiple case study design to explore the ITO strategies of IT business
leaders in Arizona. Researchers use the ethnographic design to examine individuals’
behaviors within an environment or cultural setting (Marshall & Rossman, 2016). The
ethnographic design was not appropriate for this doctoral study because the purpose of
the study was not to address individuals’ behaviors in a cultural setting. Investigators use
the phenomenological design to analyze the meanings of participants’ lived experiences
and seek to understand the essence of a phenomenon (Yildiz, 2020). A phenomenological
design was not suitable because the purpose of this study was not to investigate the
meanings of participants’ personal lived experiences. Researchers use the narrative
design to explore participants’ personal stories for reconstructing a historical event
(Liestol, 2019). A narrative design was not appropriate because the purpose of the study
was not to explore participants’ personal stories about a historical event. Overall, the
multiple case study approach helped gain a comprehensive and holistic understanding of
ITO managers’ strategies to improve their IT business performance and employee
retention.
Research Question

What strategies do ITO managers use to improve business performance and

employee retention through ITO contracts?
Interview Questions

1. What are the IT services that your company is outsourcing?



2. What strategies have you implemented to ensure the success of ITO in your
company?
3. What were the key barriers to successfully implementing the associated ITO
strategies for employee retention?
4. What were the key barriers to successfully implementing the associated ITO
strategies for your business performance?
5. What key challenges did you encounter in implementing ITO strategies in
your company?
6. How did you overcome the key challenges you faced in implementing the ITO
contracts?
7. How did you assess the effectiveness of the strategies for your ITO?
8. What else can you share with me about your organization’s ITO strategies for
improving business performance?
Conceptual Framework
The transaction cost theory (TCT) was used as the conceptual lens for this study.
Inspired by Coase in 1937 and reintroduced by Williamson in 1993, the TCT was
appropriate for evaluating ITO strategies. The TCT originated from the Nobel Prize in
Economics that Williamson received in 2009 (Mohn, 2020). IT companies are under a
tremendous pressure to cut costs, and TCT could help IT managers to mitigate risks and
detect the true potential costs during the ITO process. Darabi and Jalali (2018) went in-
depth into Williamson’s concept and suggested that each trade or transfer comes with

fixed costs from identifying enthusiastic individuals participating in an exchange. IT



managers may use the TCT to make intelligent decisions to improve their business
performance and employee retention through effective ITO contracts (Meinlschmidt et
al., 2018). The central tenet of TCT is the degree of uncertainty (Hofer et al. (2020).
Several internal and external factors can influence the ITO process and the suppliers’
opportunistic behaviors, where confidential information can be detrimental to the ITO
relationship (Knichel et al., 2020). IT managers might effectively use the TCT to meet
their initial goals, maximize profits, and identify the critical governance structures to
manage the outsourcing process (Mohn, 2020). Therefore, using the TCT as the
conceptual framework for this study provided me with a lens to help interpret the data
and better understand the strategies ITO managers implement to improve business
performance and employee retention.

Definition of Terms

Competitive advantage: Creating exclusive product/market combinations using
resources and taking identifiable and tactical decisions concerning the business (Kaleka
& Morgan, 2017).

Global mindset: A skillset consisting of a leader’s knowledge, cognitive, and
psychological attributes that enable the leader to influence individuals, groups, and
organizations of diverse cultural backgrounds (Andresen & Bergdolt, 2017).

IT: The process by which computers store, retrieve, secure, and send all forms of

electronic data and information (Yafei & Wang, 2021).
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ITO: A business practice where an outsourcing firm (i.e., the client) transfers one
or more of its IT-related value chain activities and processes that were previously held or
performed in-house to external agents (Mehta et al., 2020).

Knowledge management: The process of identifying, creating, collecting,
organizing, storing, and disseminating knowledge within organizations (Masa'deh et al.,
2017).

Outsourcing contracts: The transfer of ownership of IT assets (e.g., hardware,
software, and human capital) necessary for service delivery from the client to the vendor
(Shivendu et al., 2020).

Transaction cost theory (TCT): An economic theory developed by Williamson
that addresses the importance of efficiently distributing resources between participants
(Mohn, 2020).

Assumptions, Limitations, and Delimitations
Assumptions

Yin (2018) stated that qualitative studies entail some researchers’ assumptions.
Assumptions are elements that may affect the research study and are not within the
researcher’s control (Saunders et al., 2019). The first assumption in this study was that all
participants had successfully implemented ITO and would answer interview questions
with honesty and integrity. The second assumption was that the IT managers were aware
of the challenges and risks arising from outsourcing. The third assumption was that the
participants’ answers to the interview questions would realize successful business

performance and employee retention.



Limitations

Limitations in research are the parts of a study beyond the researcher’s control
(Morgado et al., 2018). In this study, I identified two limitations. The first limitation was
the personal biases of the participants, who may have limited access to their
organization’s documents and could not share the full scope of the successful
implementation of strategies. Second, the participants may have limited knowledge of
ITO.
Delimitations

Delimitations are boundaries within a study that the researcher has established as
potential limits to the scope of the study (Saunders et al., 2019). The delimitation in this
study was the focus on the ITO businesses located in Arizona. | collected the data in
Arizona, where | physically reside and work. In addition, Yin (2018) stated that having
the appropriate population is a limitation whereby research findings may not apply to a
larger population. The findings of this study might not apply to managers in other areas in
the United States or internationally or managers outside of the IT industry.

Significance of the Study

The doctoral study findings might be significant to IT managers to yield strategic,
economic, and technological benefits to the global market. Sobinska and Willcocks
(2016) noted that ITO benefits include managing core activities, reducing operational
costs, gaining access to technology innovations, and maintaining competitive advantage.
IT businesses contribute to the economy by providing jobs and wealth; however, the high

failure rate of ITO could threaten their contribution to the industry and their brand value
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(Hofer et al. (2020). The successful implementation of ITO strategies might improve
organizations’ performance and employee retention of IT businesses. Implementing
successful ITO strategies might provide new knowledge, positively impact IT businesses,
and enhance their sustainability for a more extended period.
Contribution to Business Practice

Many IT managers and business leaders may benefit from reading this study
because it provides current strategies successful IT managers use to improve business
performance and employee retention. Studying strategies IT managers use to implement
ITO contracts to improve business performance and employee retention may provide
substantial insights to help other IT managers overcome the high failure rate of ITOs
(Ohaegbu & Agwu, 2015). Outsourcing may benefit businesses by lowering costs,
improving market growth, and increasing job satisfaction (Espino-Rodriguez & Ramirez-
Fierro, 2017).

Business sustainability can be achieved whenever resources are well managed
(Altin et al., 2018). The findings of this study might advance knowledge in the field and
enable IT managers to develop, implement, and determine strategies and processes to
effectively utilize their resources during the ITO contracts. The findings from the study
might also be valuable to business practice by identifying strategies that IT business
managers could use to successfully outsource products and services to process overseas.
By outsourcing IT services, such as data analysis, data processing, and data management,
to countries providing the services at lower costs, IT businesses in the United States

could gain a competitive advantage.



11

Implications for Social Change

The successful implementation of the ITO strategies could help business owners
achieve sustainability and job retention. IT managers who sustain their business beyond
five years can increase employment opportunities (Strydom, 2017). Sustaining IT
businesses can improve families’ stability, improve local economies’ social structure, and
raise incomes (Lee & Lee, 2020). While IT business owners outsource products and
services to save costs, this strategy often helps communities by lowering prices, primarily
for low-income families (Bi et al., 2020). The findings of this study could help IT
business managers implement strategies to maintain socio-economic stability that
benefits citizens, families, and communities.

A Review of the Professional and Academic Literature

A literature review must be clear, unbiased, and balanced (Winchester & Salji,
2016). Literature reviews provide readers with a summarized analysis and evaluation of
other authors’ ideas and relate the study to the results of other studies and the broader
body of knowledge (Winchester & Salji, 2016). Leite et al. (2019) explained that
researchers conduct literature reviews to summarize and synthesize the sources of
information related to a research topic by giving a comprehensive overview of their
knowledge to inform the readers. Lacity et al. (2016) opined that ITO presents several
challenges leading to organizational failures. Nevertheless, this literature review
enhanced my capability to understand the complex international system of trades, the

outsourcing process, and the concept of globalization.
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In this qualitative multiple case study, I identified and explored IT managers’
strategies to improve business performance and employee retention through ITO
contracts. A comprehensive academic literature review allows researchers to explore
experiences and perceptions about the global supply chain and current trends, strategies,
risks, and practices (Bi et al., 2020). | began the literature review process by focusing on
the TCT and conducting a detailed search for peer-reviewed and sufficient scholarly
resources to build the foundation for the study. A literature review is designed to help a
researcher identify and use the best practices and evaluate how other scholars have
explored the topics (Leite et al., 2019). The databases and search engines used for my
search included ProQuest, ABI/INFORM Complete, SAGE Premier, Emerald
Management Journals, Business Review Magazines, Google Scholar, the Walden
University Library multidatabase search, and government-related sites. The selection
criteria were articles relevant to the study that provided substantial insights. | used the
following keyword search terms: business performance and outsourcing, case study,
coding and sampling, employment retention and outsourcing, globalization, information
technology outsourcing in Arizona, outsourcing, qualitative method, strategic human
resources, and transaction cost theory.

After reviewing several articles during the search, | selected 77 scholarly articles
to use in the literature review. | employed Ulrich’s Periodical Directory to cross-check
the articles and ensure they were peer-reviewed material. Approximately 75 items are
peer-reviewed articles, with 72 articles (or 96%) published between 2015 to 2021. The

literature review publications are compliant with the Walden University doctor of
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business administration doctoral rubric for a 2022 completion year (see Table 1). |
reviewed several topics linked to the problem statement on ITO strategies to improve
business performance and employee retention through ITO contracts.

Table 1

Literature Review Sources

Literature review content  Total Publication date %Total within
within 5 years publication date

Peer-reviewed journals 75 72 96%

Books 1 1 100%

Non-peer-reviewed 1 1 100%

journals

Total 77 74 96%

The literature review begins with a discussion of the conceptual framework of the
TCT. I also examine topics related to ITO, including (a) global business outsourcing, (b)
ITO in the United States, (c) internal and external factors affecting ITO, and (d) theories
of outsourcing and their effectiveness.
TCT

Williamson, a Nobel Prize winner in economics, Williamson, created the TCT in
20009, establishing boundaries that business entities should prioritize when entering
international deals (Mohn, 2020). The theory is comprised of the following four
dimensions: (a) degree of asset specificity, (b) level of uncertainty, (c) transaction
frequency, and (d) transaction cost (Yap et al., 2016). The TCT may explain why
business entities adopt particular attitudes toward their domestic expenditures (Fofana et
al., 2020). Because limitations constrain the internal market, business entities may face

transaction costs that are not rational compared with their overseas partners’ services. In a
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standard set of transaction costs, business leaders could put a long-term agreement in case
of contingencies. When IT managers and vendors fail to mention those contingencies, the
transaction costs are often irrational. Behavioral uncertainty stems from difficulties in
predicting the exchange party’s actions in the face of the possibility of opportunistic
behavior (Lioliou et al., 2019). The TCT guides decision making for managers through a
process of viewing the risks and benefits along the four dimensions and determining a
sustainable strategy.

Given that opportunistic behavior can arise during the contract term, IT managers
should be on guard and be aware of the relevant details. Resource endowment can
become a decisive factor when determining the outcomes of outsourcing (Savino, 2016).
For example, valuable resources for the supplier might not be as significant to the vendor.
IT managers could discuss those elements during the drafting of outsourcing agreements.
Opportunistic behaviors might occur, such as hidden costs. If IT managers do not
mention them during the contracts’ development, uncertainty is generated by hard to
anticipate phenomena (Lioliou et al., 2019). The opportunistic behaviors make business
leaders view the international market as complicated, reducing their willingness to take
on risks. When firms notice the absence of clarity during the negotiations, they tend to
reciprocate and reconsider trusting partners (Chen, 2019). IT managers should do their
best to predict risks and mitigate opportunistic behaviors during contract development.
Communicating risks ahead of time is important to building trust between entities.

Building alliances across borders requires exceptional levels of trust building.

When there is no trust, the outsourcing outcomes can lead to terminal problems (Birt et



15

al., 2016). The worst ITO issues include loss of jobs, domestic opportunities, the struggle
to maintain a good work performance, and the difficulties of retaining employees
(Presbitero et al., 2016). Before entering the global market, some businesses forget to
determine what products and services are suitable for outsourcing (Deng et al., 2020).
China is an example of a country that outsourced its first goods and textile manufacturing
to consumers; the outsourcing of agricultural production is common, especially in labor-
intensive production (Deng et al., 2020). Resource complementarity is also vital to
achieving superior alliance performance in emerging economies, while firms in
developed countries change their organizational models, focusing on their core
competencies (Rintala et al., 2021). The relationship depends on specific factors related
to the alliances’ transactional and institutional conditions (Jiang & Jiang, 2019). IT
managers should communicate their organizational goals to their overseas counterparts.
Even though the organizational goals remain the same, such as to lower the operating
costs, it is always imperative to hire and train highly skilled workers to guarantee a global
demand of customers.

IT managers need to understand the importance of maintaining a trustworthy
relationship with outsourcing partners. Negotiating a successful contract can enhance the
chance to reach the initial profit maximization goals (Patel et al., 2020). Contracting is
less complicated within one legal system, and “out-of-the-contract” deals might seem
more feasible within the same country (Yip et al., 2016). Despite the spread of cost-
driven outsourcing practices, suppliers’ cost advantage may weaken manufacturers’

bargaining positions in negotiating outsourcing agreements, thereby hurting their
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profitability (Patel et al., 2020). It is crucial to implement and develop a successful
contract negotiation strategy because the failure to enforce and develop successful
strategies can lead to detrimental ITO outcomes (Agburu et al., 2017). The use of TCT
may aid in developing and implementing strategies that benefit IT managers and vendors
and draw on traditional make-or-buy decisions with alternative explanations (Patel et al.,
2020). The TCT was an ideal approach for exploring IT managers’ strategies to improve
business performance and employee retention through ITO contracts.

Some companies diversify their approach to ITO by creating contracts with
multiple vendors, sometimes in various countries simultaneously (Saran, 2019). The
fundamental reason IT managers choose multisourcing options is that it helps mitigate the
risk of failure (Mohn, 2020). Multisourcing requires a set of managerial capabilities to
cope with many problems, such as task complexity, task interdependence, workflow
integration, and knowledge management, in multicultural communities (Pankowska,
2019). IT managers should have a specific skill set to overcome the problems posed by
multisourcing (Saran, 2019). Overcoming challenges to keep a higher profit margin
should be the top priority for IT managers.

International system integrations depend on relationships with the internal and
external organizational units. Multiple partner solicitation creates a spirit of competition
between them, and IT managers can reduce the risk of depending on a single vendor
(Fofana et al., 2020). Using multiple outsourcing vendors, IT managers can cut costs and
foster competition between partners for cost advantages (Meinlschmidt et al., 2018).

However, some organizations have progressively increased their dependence on
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outsourcing to unprecedented levels, exposing themselves to newer risks and hazards in
the turbulent business environment of the 21st century (Sen et al., 2020). IT managers
who are well trained to handle the complex international scale are important actors to
conduct business with overseas partners. Because TCT is mainly used to negotiate the
costs, IT managers who use the theory have been proven to be successful at the global
scale (Sen et al., 2020).

Strategies to prevent unethical conduct can be initiated in the earliest phases of
ITO negotiation. Whenever successful strategies are implemented within an organization,
TCT allows IT managers to detect the partners trying to cut corners and use cheaper
materials (Chanson, 2018). Unethical practices could be detrimental to the ITO; hence, IT
managers must proactively obtain details to address poor practices during contract
development. Differences among IT managers regarding how they operate internally
could lead them to have the same approach on the global ITO scale. Chanson (2018)
argued that the transaction costs provide a practical analytical framework for managers
concerning essential outsourcing strategies, such as service design, pricing, canvassing,
negotiations, and announcements. Exposing global IT strategies could set the norms and
instill the global market values and philosophy.

Understanding and implementing successful IT strategies might increase
competitive advantage and companies’ ability to partake in the new ITO world. Bui et al.
(2019) argued that significant challenges include the unexpected and constantly changing
international market; therefore, IT managers need a commitment to a set of coherent and

adaptable behaviors before inviting new risks. When an IT company has defined
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outsourcing services, strategies must be aligned among the IT departments to achieve the
specific competitive goals (Bui et al., 2019). Whether it involves external contributors or
internal employees, companies need to consider taking ideas from such events forward
(Saran, 2019). New ideas could contribute to IT managers’ personal growth and
leadership experiences. This could be a strategy for retention at the IT management level
in the organization as well as for investment in human capital and having the potential for
continual improvement.

Another hidden value to IT management leadership uncovered by engaging in
ITO activities is the opportunity to think through an innovation lens. Global partners’
choices become scrutinized whenever the unique potential is developed within IT
managers’ skillset, which reduces the risk of ITO failure (Knichel et al., 2020). The initial
goal for ITO is to reduce costs, so the organization should implement a strategy guide to
communicate IT services in harmony to achieve the desired goal (Meinlschmidt et al.,
2018). In the current business world, outsourcing is increasingly seen as a way to explore
innovative thinking opportunities (Sen et al., 2020). IT managers should develop a
strategy and create an identifiable global market to outsource their services. According to
Meinlschmidt et al. (2018), IT managers use TCT as the primary approach to their
decision-making process, understanding the theory of constraints and defining the whole
system where only the constraints are considered. 1TO is likely to increase innovation
through access to new markets and technology to enhance human capabilities, which

results in changes to the onset of the global and local markets. Creativity is the heart of
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any business, and IT managers have to adapt to the global market so they can sustain
their businesses.

IT managers should focus their attention on asset specificity as the core of their
ITO as they learn to focus their attention to the human specificity that sheds light on how
to successfully prevent conflict when applying ITO strategies (Shivendu et al., 2020).
According to the TCT, parties involved in a transaction need to ensure their interests have
been served (Shivendu et al., 2020). Nevertheless, they each come up with terms that are
helpful to understand the risks involved. IT managers are protected by the TCT in that it
helps them uncover the opportunistic behaviors of the other parties. They also have other
unknowns to address on a regular basis, which is demonstrated in the following figure
showing the theoretical framework for this study that was adapted from the original TCT
model published by Williamson in 1979. Note the different levels of analysis that could
guide an IT manager to know what is most important to evaluate beyond costs as each

transaction is considered for outsourcing.
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Figure 1
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There are many strategic benefits to ITO to weigh against the risks. The use of
outsourcing enables a firm to achieve economies of scale, resulting in lower production
costs (Jae-Nam Lee et al., 2019). IT companies that focus on outsourcing core
competencies may benefit from having lower average costs. It will be much easier for
those IT firms to offer consumers various IT products and services whenever they
produce two computer chips using the same resource inputs in China instead of
separating in India and China. The outsourcing scheme involves implementing strategies
to enhance performance, reflecting the workers’ capabilities to enjoy working while IT
firms maximize profits. Mohn (2020) stated that the costs of organizing transactions
increase as the business scale increases. The motivation to increase profitability comes

from the outsourcing contract itself, so business leaders should use the optimal
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organization structure for a particular outsourcing contract to determine whether the IT
firm will generate profits or not, depending on how thriving IT managers have focused on
detecting the potential outsourcing risks (Knichel et al., 2020). Scalability of ITO
requires quality data management and evaluation of outcomes on an ongoing basis.

The outsourcing project management undertakes multiple interdependent tasks,
and both vendor and client must come together to make the outcomes fruitful. An
outsourcing project is divided between the client and the vendor, and each party has
different knowledge domains (Wang & Wang, 2019). Underlining the TCT theory, the
client and vendor relationship needs to build a compliant product with the end consumers'
requirements while avoiding potential risks (Knichel et al., 2020). The IT manager has a
key responsibility in maintaining clear communication of the needs of each entity and
accountability to those agreed upon standards in the execution of these ITO contracts.
Related Conceptual Frameworks

The TCT, whose primary concerns are the firm's maximization of profits, enables
the business organizations to enter into agreements with vendors to perform their work.
Nevertheless, the TCT can never be a tool for an organization to work in isolation. Other
related theories that contributed to the results of Williamson when he introduced the TCT
in 1991 include the resource-based view theory, the lean thinking theory, and the
principal-agent theory.

Resource-Based View (RBV) Theory

The RBV is an older theory that serves as the foundation for much of strategic

management thinking and is key to evaluating competitive advantage across an industry.
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Madhani (2010) stated that the RBV is a tool to analyze and interpret the organizations'

resources and understand sustainable competitiveness. Barney first introduced the RBV
theory in 1986. Ghozzi et al. (2016) argued that the RBV is a valuable tool to put
resources that offer a sustained competitive advantage and provide more excellent value
to the firm. Wernerfelt (1984) developed most of the RBV, which underlines how firms
can achieve a competitive advantage using the RBV. IT managers should gain a
competitive advantage whenever they are trained to exploit internal rather than external
factors compared to their company (Kaleka & Morgan, 2017). There is no other way to
examine external and internal factors and combine both views. In doing so, IT managers
can quickly determine why their businesses have been successful in outsourcing or the
opposite (Karimi-Alaghehband & Rivard, 2020). Such evaluation processes empower the
organization to create a winning team and implement concrete outsourcing strategies.
Several IT managers who enter the ITO arena might be learning to navigate the
global environment and its challenges for the first time. They can encounter cultural
dilemmas, political failed states, and difficulties introducing a new product (Gallino &
Rooderkerk, 2020). Researchers have frequently shown that international diversification
yields multiple benefits, such as realizing economies of scope, fostering technological
capabilities, increasing market power, and benefiting from larger internal markets (Wu &
Park, 2019). Companies must face a complex and uncertain world filled with potentially
opportunistic partners. Thus, it is in the best interests of IT managers not to go into
outsourcing unprepared. Firms imply the ability to undertake an activity; therefore,

hierarchical governance should focus on those activities with superior knowledge
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(Ghozzi et al., 2016). Due to the high demand for skilled workers and the quality of the

products, business organizations strive to be competitive and gain an edge (Saran, 2019).
IT managers should be prepared to face the challenges posed by cultural differences,
which implies deep understanding of one’s culture and others’ is imperative during ITO.
The IT manager faces complexity every day, and this role requires quality
leadership. It is impossible to enter the global market with the mindset of denying
learning and continuous improvement (Wu & Park, 2019). The overall reality is that
difficulties arise when IT managers enter a foreign country during a physical investment
or product expansion is on the line. IT managers must know the existing foreign market
channels and suppliers (Jia et al., 2020). Language and cultural barriers could be
considerable. Some external factors in the global market that frequently influence IT
firms' decisions to outsource include increased competition, growth of globalization,
degree of uncertainty of some local economic systems, and the desire to reduce cost and
improve quality of service (Ishizaka et al., 2019). The RBV theory helps IT companies
clarify their internal resources' availability before entering the complex international
market (Wang et al., 2020). IT managers' ability to evaluate the readiness to tackle the
global market depends on their internal resources. By understanding internal resources
prescribed by the RBV, IT managers could facilitate the optimal positioning of the
company (Madhani, 2010). IT managers used the RBV for their sustainability in the
global market and their success relies on how well they communicate with vendors, and

the strategy put in place to control at a long distance their human specificity, such as
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high-profile employees overseas. The RBV is the central strategy that helps to understand
why some IT managers are successful in a global scale while others are still struggling.

Lean Thinking Theory (LTT)

Scholars have traced the principles behind LTT back to the early 1950s in Japan.
The Toyota Motor Company was interested in increasing production at their automotive
facilities (Gallino & Rooderkerk, 2020). Womack and Jones used the term “lean” in 1990
to describe the Toyota production system to reduce waste, which led the organization to a
better quality of their products (Gallino & Rooderkerk, 2020). Wang et al. (2020) argued
that many organizations had worked diligently to improve their processes, products, and
services to meet customers' satisfaction and profit goals. Researchers have identified
many capitals, human talents, high technology, and effective systems as primary factors
for successful enterprises (Bader et al., 2020). To utilize the LTT, IT managers must first
implement strategies that value customers. The theory describes the latent needs of the
customers' willingness to pay for the presented quality of technology products (Gallino &
Rooderkerk, 2020). Therefore, IT managers aim to remove the waste from their lists and
that every proposed product or service meets their end consumers' needs at that particular
time. Lean thinking means enabling a growth strategy and reducing waste within the
organization to maximize profit. According to Womack and Jones, Lean thinking consists
of five fundamental principles: specify a value, identify the value stream, flow, pull, and
perfection (Gallino & Rooderkerk, 2020). LTT also provides a continuous improvement

process as part of the company’s organizational culture and growth strategies.
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IT managers must implement their most advanced strategic planning tools under
the lean theory. Applying lean principles helps the organization create success and
business performance improvement (Gallino & Rooderkerk, 2020). Improving business
performance can help the organization remain competitive while increasing its values and
offering products and services at lower costs. IT managers must anticipate changes and
bottlenecks internally and externally (Butts, 2020). Specific questions must be asked
before signing the ITO contracts regarding the host country's cultural and political realms
(Jia et al., 2020). Examples of questions to ask are (a) what experience do you have? (b)
how does the supplier support total outsourcing? and (c) who will govern the IT services?
For the lean theory to succeed, the IT managers must use their business canvas model to
understand the existing business approach.

The LTT helps IT managers to define the needs of their customers. Recognizing
the need for the flow in a value stream allows IT companies to sustain their competitive
advantage (Kaleka & Morgan, 2017). Lean thinking is the discipline of identifying what
does and does not add value and applying that knowledge to producing goods and
services within the technology management framework of quality systems (Bader et al.,
2020). Companies working under the lean theory principles must underline how to
specify the value and add value from the customer perspective. Within the LTT principles
framework, IT managers working under the ITO agreements must identify and eliminate
activities that create no value for the product or service (Gallino & Rooderkerk, 2020). It
would be detrimental for the IT managers to underestimate the host country's cultural

impact, including the conflicting political realms that could cause the ITO to fail. When
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the ITO is carried out, it will not succeed if the decision process does not follow the
standard methodology (Bi et al., 2020). LTT has been proven to work in many settings
for cost-cutting changes and has been shown to add value to ITO processes as well.

LTT helps to streamline decision making by clarifying priorities and focusing on
efficiencies. Decision making is a cornerstone of ITO projects, and it can be sabotaged by
IT managers who are not previously skilled in outsourcing (Bader et al., 2020).
Nevertheless, IT managers can use the lean thinking technique as a continuous
improvement strategy that focuses on reducing or eliminating waste to provide customers
with their exact requirements (Bader et al., 2020). LTT principles could be detrimental to
IT managers' ability to handle their ITO contracts. Thus, ensuring waste elimination or
reduction during the applicable ITO before signing the agreements is essential. Removing
waste is crucial because it helps IT managers encompass internal and external customers'
values within their organizations (Patel et al., 2020). For skilled IT managers, detecting
waste within the organization and its elimination is a process; retaining qualified
employees creates value. Thus, it is imperative to emphasize human potential, employees'
mental health for the business performance, creativity, and physical ability to enhance
positive outcomes (Tripathi et al., 2021). IT managers work under an integral lean
perspective to emphasize customer values, needs, and wants. Consequently, locally and
internationally, customers become an essential part of the organizational culture, leading
the IT firms to approach the global scale better and reduce outsourcing risks (Ahmed et
al., 2014). The LTT is a tool that helps IT managers to gain control of their costs, they

can decrease costs so that all savings are well-managed during ITO.
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Principal-Agent Theory (PAT)

When Guston introduced the PAT in 1996, it was already part of neo-institutional
economics. Initially, scholars used PAT to model the relationship between shareholders
and CEOs of a company (Van Thiel & Smullen, 2021). Because the PAT deals with
social connection, the IT managers involved in ITO must have at their disposal an arsenal
of resources that the potential vendors could accept. In maximizing interests from
amplification of the TCT, IT managers are not sure of realizing their goals, given that the
vendors might not deliver the work as promised. In circumstances like these, the PAT is a
relevant framework for exploring the vulnerability of one entity to the opportunistic
behavior of the other (Wong et al., 2021). Inequities can be present for both parties
involved in ITO and power dynamics should be considered.

Moral hazards exist in today's business transactions, generating several
unwelcome behaviors from ITO partners. However, the PAT is used to control the
scheduled risk of ITO projects (Bi et al., 2020). The PAT developed the concept of risk,
where the trust between the principal and the agent is the cornerstone of success in
contract agreements. Nevertheless, the principal and the agent entering the ITO
agreements play a sequential game. The agent has free will to accept or reject the ITO
contract but must do the work whenever it is signed. Bi et al. (2020) argued that, despite
the numerous advantages and cost benefits of ITO, many organizations face daunting
challenges to manage the risks, internal and external, to the company. The risk avoidance
is detrimental in that principal and agent must implement strategies to mitigate the

unforeseen escalated cost and the vendor lock-in. The PAT has been widely employed to
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solve risk control in ITO, and good results have been achieved (Bi et al., 2020). Leaders
use PAT to inform their strategies and to simplify decision making despite complexity.

Therefore, IT managers who have failed to balance the risk and reward are
entering the ITO contract with a more considerable loss margin. In a principal-agent
relationship, the agent acts on behalf of the principal and should not have a conflict of
interest in carrying out the act (Bi et al., 2020). It is not wise to jump into a vendor
selection without investigation because opportunistic behaviors could arise after signing
the contract. Bi et al. argued that the problem between the principal and the agent begins
when the agent enters the agreement with the mindset to maximize its interests. A moral
hazard can thus arise because the agents have decided to act in their selfish interests
rather than for mutual benefit. The principal must gauge that the agent's chance of gains
is significant and offer underlying incentives for work done well. Bi et al. suggested that
underlying agent incentives may reduce the likelihood of opportunistic behaviors.
Opportunistic behaviors are current in ITO when other parties tend to present some
behaviors to preserve their self-interests. IT managers should be trained to identify
potential threats that are aimed to negatively impact the outcomes of the contracts.
Contrasting Conceptual Frameworks

Multiple conceptual frameworks can be used to answer research questions
appropriately and rigorously. When trying to apply opposing theories of the TCT, firms
have difficulties and challenges that prevent them from pursuing access to other markets
(Mohn, 2020). Thus, to maximize their profits by enabling their external needs, business

organizations must first eliminate their internal difficulties explained in constraints and
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resource dependence theory. Firms also should review the transaction frequency with
potential partners and reshape their buy or make decisions (Rintala et al., 2021). These
many forms of strategic analysis will lead to a more wholistic view of the marketplace
and the company’s place within it.

Theory of Constraints (TOC)

TOC was first introduced by Dr. Goldratt in 1990. He linked management factors,
production processes, and ITO decisions (Butts, 2020). In its premises, the TOC
identified five focusing steps, which are: (a) identify the system's bottlenecks, (b) decide
how to exploit the bottlenecks, (c) subordinate everything else to the above decision, (d)
elevate the system's bottlenecks, and (e) return to step (a) but beware of inertia (Pretorius,
2014). IT managers used the TOC during their ITO contracts to realize their initial profit
improvement goals. The central point of the TOC is that each IT organization must have
at least one constraint (Butts, 2020). Constraint means the IT organizational leaders
understand the factor or reason for engaging in ITO contracts, primarily increasing
profits. The TOC redefines the necessary tools for the organization to succeed (Butts,
2020). The basics of the TOC are that every organization should have a strategic
constraint. Butts argued that discretion helps the organization in the decision-making
process and allocates its resources to pursue its goals. Constraints are to be considered in
strategic planning as a source of insight.

The IT manager and those planning ITO efforts need to gather as much
information as possible in order to predict future trends within the global marketplace.

Strategic planning must encompass technology's relevance and the needed changes (Lee,
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2017). Implementing a successful long-term technology plan should be the responsibility
of IT managers in charge of the ITO contracts. While the primary goal of the TOC is to
focus on reaching profit, the lean point of view is primarily customer-focused to improve
satisfaction (Womack et al., 2006). Meanwhile, Wang et al. (2020) asserted that the
customers' expectations scrutinize IT organizations, and several reduce costs while
lowering the prices to attract more end consumers. Therefore, IT firms must alter their
services until they no longer pose a barrier to productivity and efficiency (Butts, 2020).
Although business IT organizations outsource their services to lower costs while
maximizing benefits, they must include the customer focus in their schedule to be
sustainable. Butts (2020) mentioned that business owners should also keep in mind the
three core principles of the TOC: convergence, consistency, and respect. As Figure 2
shows, the TCA principles take a scientific approach to improvement; they can assist IT
managers in the complex international 1TO system. The TOC provides a robust set of

tools for IT organizations' success to achieve profit maximization goals.



31

Figure 2: The 5 steps to identify and eliminate the constraints.
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It is imperative strategic analysis be performed internally as well. IT managers
who are not familiar with their internal issues can have difficulty identifying the
conditions (Butts, 2020). Thus, working toward the IT goal and shipping IT services
overseas requires knowing all about their organization's services that prevent them from
progressing towards its goals. The truth is that constraints exist, and IT managers must
locate them and eliminate them until they meet their organization's goals. According to
Wang et al. (2020), the TOC and customer satisfaction are connected; IT managers must
comprehensively understand global competitiveness. In contrast, globalization has made
customers aware of newly innovated technology worldwide. Customer satisfaction is
critical because corporate reputation is at risk; in other words, IT firms must present a
favorable image to enhance the trust of their customers (Wang et al., 2020). By looking at

the external and internal weaknesses and strengths, decision-making can be balanced.
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In the fast-paced world of technology, it can be challenging to keep up with
customer’s needs. IT managers should know that their local customers rely on product
innovation at lower costs (Gallino & Rooderkerk, 2020). Because IT managers do not
work in isolation globally, they enter ITO agreements to create a business environment to
meet consumers' needs. The truth about the international marketplace is that new markets
must emerge because older markets are saturated (Wu & Park, 2019). The TOC is of
greater importance in ITO because global companies focusing on customer satisfaction
increase their chances of achieving long-term success. It is critical to enhance business
performance with proletarianized communication and retain skilled workers (Saran,
2019). Employees qualified for the positions are essential in a lengthy trial strategy where
IT companies constantly face the turbulent international business environment.

Because IT managers' most important task is to make money during ITO
contracts, TOC helps IT companies generate revenues. IT managers could find the TOC
helpful in establishing customer-based needs while maintaining technological advances
internally and externally (Butts, 2020). Business leaders should view the IT organization
as a chain of departments; each must have a weak link, which constrains the focus. With
the growing significance of the service sector, service quality has emerged as a strategic
imperative for firms (Patel et al., 2020); customer loyalty is the most challenging aspect
to be perceived and established by IT managers, with employee retention not far behind.

IT businesses should enhance their inner circle to be capable to adapt to the global
challenges; thus, by creating an innovation framework and hiring skilled managers

capable to select, contract, and maintain relationships with vendors. The absence of



33

collaboration with vendors and IT managers is a warning sign of ITO failure. IT firms
should prioritize meeting and exceeding their customer needs, given that technology
innovation is crucial (Wang et al., 2020). IT industries strive to understand their global
and local customer base to provide them with the best technology services and products.
High-quality support services and policies enable employees to deliver results and drive
customer satisfaction (Patel et al., 2020). However, if IT managers are running out of
ideas, they should rely on the TOC; the five focusing steps of the TOC help alleviate
constraints by facilitating the smoother flow of service resources and activities and
reducing blockages in service flow (Patel et al., 2020). IT managers must remain focused
on their initial profit maximization objectives while maintaining stronger customer
satisfaction ties (Wang et al., 2020). The TOC constitutes a powerful tool for sustaining
their global competitive advantage.

Resource Dependence Theory

Pfeffer and Salancik's seminal work was on resource dependence theory (RDT),
published in their 1978 book, The External Control of Organizations: A Resource
Dependence Perspective. Scholars have widely used RDT in explaining inter-
organizational cooperation strategies, providing a practical conceptual framework for
understanding its effects on organizational performance (Wang et al., 2020). RDT is the
tool used for explaining today's global market and why firms decide to engage in mergers
and acquisitions. Wang et al. argued that scarcity and the importance of resources
determine the dependence level on external organizations. IT managers would benefit

from using the RDT during strategic planning related to ITO.
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Contrary to the TCT, researchers use the RDT to explain that firms are not
seeking to maximize their interests, given that they have none. Thus, firms are seeking
resources that they lack to survive and function. Hofer et al. (2020) argued that as
resources offered by a member of its task environment become more critical, a firm will
pursue strengthening and expanding the linkages to secure access to these resources. In
seeking those requisite resources, business organizations will launch the global scale for
their survival. The straightforward framework of the RDT is to create that internal and
external power to capitalize and enable the firm's competitive advantage.

IT managers who are well equipped in seeking external resources do intuitive
research on culture and politics in a collaborative effort with external forces. RDT is a
powerful tool a business organization could use to promote its task environment, which
comprises customers, partners, competitors, and other stakeholders that can affect their
discretionary control over resources, competitiveness, and survival (Hofer et al., 2020).
The firm can establish a stable and harmonious inbound innovation network to obtain
innovation resources from outside (Wang et al., 2020). Firms should strategically address
their internal and external difficulties: fewer resources, scarcity of financial resources,
and fewer production facilities and distribution channels. Nevertheless, firms get into
contracts to overcome innovation constraints, share innovation costs, pool resources, and
exchange technologies (Wang, 2021). The benefits of building strategic alliances can go

far beyond maximizing profits, but other forms of value can be challenging to monetize.
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Transaction Frequency Model

There is a cyclical nature to most management tasks that can be observed,
analyzed, or planned for. The transaction frequency model (TFM) is determined by the
occurrence rhythm, meaning the same activities may occur continually, intermittently, or
on a limited basis (Yap et al., 2016). Whether action should be conducted within the firm
or contracted outside of the organization is an ongoing concern for research and practice,
including in the information systems field (Lacity et al., 2019). TFM implies that it is
detrimental to control those activities whenever IT firms decide to outsource. Whichever
transaction occurred, the parties involved must sacrifice their time to promptly monitor
their operation's terms (Lacity et al., 2019). Given each party's number of uncontrollable
factors, a transaction may encounter several changes due to complicated external forces,
such as political changes or damages from natural disasters, resulting in complicated
contract designs. In complicated contract designs, IT managers are responsible for
reviewing the contracts' terms and taking the appropriate measures (Shivendu et al.,
2020). The assumption was that IT managers should use strategies to gain the expected
benefits and keep various contingencies in mind.

When problems occur, it often comes with hidden costs to at least one of the
companies involved in the ITO agreements. Conversely, a transaction rarely occurs less
conducive to outsourcing due to the up-front cost of executing and managing the contract
(Siew-Chen & Vinayan, 2016). When mismanaged, outsourcing can lead to hidden costs,
which are more expensive than previously expected due to the vendor's lengthy selection.

After weighing the internal IT work, Siew-Chen and Vinayan (2016) suggested that IT
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managers grapple with their international opportunities; and argued that outsourced
economic activities could damage the economy because of hidden costs. Outsourcing is
not a silver bullet that will solve all problems a company might have, nor is it just another
overrated trend that brings no benefits (Meinlschmidt et al., 2018). The expected
transaction should encompass the full knowledge of the internal resources. In-house
arrangements should benefit the IT company (Meinlschmidt et al., 2018). Nevertheless, it
is essential to be aware of all the factors determining the outsourcing contracts, ensuring
that nothing appears ambiguous but provides valuing transparency with the details.

Moving past ambiguity to contracts is key to ITO success. The contracting phase
is critical in developing an outsourcing relationship (Erdogan & Tokgoz, 2020). The
transaction frequency of ITO is explained by the firm's core competencies, their
acquisitions, improving cost control, and restructuring IT budgets (Yap et al., 2016).
Therefore, the success of the ITO contracts depends on how IT managers communicate
expectations. Some IT managers will implement a performance-based approach to
achieving efficiency and effectiveness, while others will focus on the operational aspects
of the contracts (Ishizaka et al., 2019). However, the strategy depends on the size of the
IT company and how deliberately IT managers spend time to understand the
ramifications of their decisions. This assertion leads to the review of articles on cost-
benefit analyses.

Make-or-Buy Frameworks

The MOB theory is helpful when it comes to choosing to keep a part of the

business internal or to consider external sourcing. Due to the global market moving more
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towards production throughout a distributed supply chain, the common practice of
specific outsourcing modules entails MOB decisions that must be considered (Liu et al.,
2017). Opportunistic behaviors drive the make-or-buy decision-making quest based on
various internal or external factors (Lioliou et al., 2019). IT managers should link the
various factors to the firm's strategic approaches for synergistic profits.

The TCT requires the IT firm to manage an economic exchange while reducing its
transaction costs. The decision-making strategy of make-or-buy consists of six
consecutive stages (Bader et al., 2020). Each phase represents a decision-making point of
reference in the process of assessing if outsourcing is a best practice or not for the
company (see Figure 3). A successful outsourcing relationship often depends on sharing
information related to productivity improvements and the incentive from parties to
collaborate. There are several points of analysis along the six-phase model to consider
when making a collective MOB decision. Having a theoretical framework makes it easier
for managers to communicate visually leading their teams through facilitation of this

process.
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Figure 3
MOB strategy analysis
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to improve its transport own transport and market decision
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Note: (Patel et al., 2020).

According to the Patel et al. (2020) decision-making process should lead the

company to its final choice. As shown in the 6 phases above, IT managers should work

deeply to (a) identify and define the problem, which helps the team to focus on what is

crucial within their organization; (b) IT managers should specify the criteria in order to

minimize the cost and improve profit during ITO; (c) the goal of the IT managers should

remain the same no matter the circumstances ahead. Sometime, the ITO process can take

a different route, but IT managers should be able to determine possible alternatives. (d)

during the ITO process, it is relevant for the IT managers to be able to weigh in between

the operational costs and the benefits while managing to decrease the risks. (e) we reach

to the phase where IT managers have weighed in all the possible alternatives and the
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selection is made and ready to be executed. (f) therefore, IT managers evaluated all the
outcomes of the decisions with the expectation to receive feedback from their vendors.
This phase requires enough communication to be put in place with their overseas
counterparts. The MOB theory’s phases help activate the international skills of IT
managers who are leaders to make smarter decisions during the ITO process. Managers
and decision-makers want to know which factors may influence a firm's decision to buy a
part or service rather than manufacture it internally and how to evaluate these factors to
make the right decision and avoid future problems and extra costs (Medina-Serrano et al.,
2020). Without those skills to understand the parameters of the IT firm's immediate
needs, the ITO may suffer a downfall. Firms generally engage in international sourcing
internally by setting up a wholly controlled subsidiary in foreign markets (i.e., captive
offshoring) or externally by procuring resources from legally independent foreign
suppliers (Pongelli et al., 2019). The overall strategic planning was to put an in-house
staff capable of determining which function to consider for outsourcing. The MOB
decision is not definitive until highly skilled IT managers make their final
recommendations. The final recommendations must accompany an overview of the IT
firm's strengths and weaknesses. Decision-makers have the platform to strategically
assess all the risks in all areas of the organization. Nevertheless, firms need to re-evaluate
and adapt their location and outsourcing decisions (Wan et al., 2019). As tempting as
vertical integration of parts of the supply chain may be to recapture profit streams,
achieving a sustained competitive advantage depends on the context if outsourcing was

the best decision for a company in the long run.
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IT managers need to understand the needs and wants of their organizations.
Products and services that require outsourcing should not escape during the decision-
making process. Outsourcing necessitates MOB decisions; for example, the manufacturer
should decide how to fulfill a specific module required for delivering a particular product
variant by either doing the module in-house or buying it from a supplier, which entails a
supplier selection process (Liu et al., 2017). The MOB is a powerful tool internally that
helps IT managers better assess their internal services before finalizing their ITO
decisions.

Outsourcing Risks

There is a greater potential for unpredictable or problematic circumstances when
conducting business across borders. Outsourcing decisions are the most complex
organizational decisions, requiring a thorough evaluation of the benefits on one side and
the barriers or challenges on the other from the perspective of fostering innovative
thinking (Sen et al., 2020). With increasing developments in the ITO industry, many
enterprises outsource IT services to reduce costs. However, the schedule risk of ITO
projects may result in enormous economic losses for an enterprise (Ahmed et al., 2014).
IT managers should be skilled enough to overcome the risks and challenges of
developing successful ITO contracts.

Sometimes risks can arise from people holding contrasting worldviews. Cultural
differences between east and west countries pose a fundamental challenge in international
supply chain management (Jia et al., 2020). Within an organization that aims to cut its IT

costs, IT managers in charge of signing the outsourcing agreements must weigh their
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sourcing options. Because outsourcing sometimes involves transferring employees and
assets from one firm to another (Bi et al., 2020), failure to succeed can damage the
organization and the regional economy. The possibility of risk introduced when IT
functions are associated with outsourcing activities may negatively affect the business (Bi
et al., 2020). The best way to address these risks is to take a proactive approach and
including someone on the decision-making team with international relations expertise.

It is crucial that weak management be identified and remediated as needed. If the
IT firm is experiencing weak management internally, it will be risky to carry such
management on a highly complex international scale (Robles, 2012). ITO may not be the
ultimate solution when internal IT managers cannot turn around their internal
performance. Before heading in the direction of ITO, the company should hire better IT
managers. Business leaders could reduce the risks if their IT company internally manages
its IT service because weak management is not an opportunity to generate profits. Hard
skills are the technical expertise and knowledge needed for a job (Robles, 2012); some
skills are necessary to enter the global outsourcing market. There is a risk of encountering
hidden prices; the cultural and political aspects can hinder ITO contracts (Erdogan &
Tokgoz, 2020). IT managers should acknowledge the existence of ITO risks and manage
to overcome them.

An IT company can end up paying more than initially expected. The decisions to
shift part of its IT services overseas include its delivery department, logistics,
distribution, human services, sales, marketing, procurement, and customer services

(Ishizaka et al., 2019). IT services can encounter several obstacles linked to hidden costs,
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a more expensive and lengthier step of vendor selection, the language barrier that makes
communication among the parties quasi-impossible, and cultural differences (Pacheco,
2020). Hence, it would be detrimental if a vendor fails to deliver as expected, thereby
leading the IT firm into a disaster because the primary objective of the ITO is to manage
with efficiency the outsourcing relationships.

There are many proven tactics that help with maintaining customer satisfaction.
Wang and Wang (2019) argued that a vendor failing to deliver the IT services on time
would not organize or structure a successful outsourcing relationship. Jia et al. (2020)
considered the supplier's different risk attitudes, risk aversion, and risk-neutral. Jia et al.
demonstrated that product quality enhancement should precede a generous return policy
and supply chain management practices in the current business environment. When the
firms delay delivering products or services on time, customer satisfaction is lost. IT
managers are responsible for managing their customer base to ensure that their
information system is up-to-date and under control while dealing with the outsourcing
challenges (Patel et al., 2020). Risks can be averted when creating outsourcing success.
Competitive Advantage

If the risks are addressed, then outsourcing can provide a source of advantage.

Competitive advantage concerns customers' perceptions of a firm's offering in the
specific market vis-a-vis competitors (Kaleka & Morgan, 2017). For best practice and
interest, IT firms should know that customers are the main focus for companies
competing among products' differentiation. Consequently, IT firms must create a

distinctive brand image to attract the customers' minds. Some IT firms think that by
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shipping their services to a third-party vendor overseas, they can cut costs while
analyzing their competitors' technology strengths and weaknesses globally and enhance
their ability to meet customer needs (Kaleka & Morgan, 2017). IT managers who are
well-trained understand the necessity of creating an attractive segment and working with
vendors to develop a market segment that meets their customers' needs (Wang et al.,
2020). IT firms could achieve a competitive advantage with significant benefits through
outsourcing when IT managers understand their vendors' international trade
arrangements. Ishizaka et al. (2019) argued that the operational and strategic aspects of
outsourcing decisions are detrimental to the organization’s future. The primary
motivations for outsourcing are cost, strategy, politics, and having fewer employees
requires a minor support system.

The global market is escalating, which forces the IT business to innovate to keep
ahead of competitors. The operation cost may diminish, but the company must maintain
its competitive advantage and free up its assets. Tate and Bals (2017) argued that
intangible assets, such as employee knowledge and skills, may contribute to an
enterprise's competitive advantage. By outsourcing, the IT managers aim to focus on the
firm's core values while enhancing their competitive advantage by reducing operational
costs (Medina-Serrano et al., 2020). Meanwhile, reducing operating costs can be
permanent or temporary, depending on the IT organization's decision. Medina-Serrano et
al. (2020) argued that developing agility and innovativeness as dynamic capabilities are

essential to sustain their competitive advantage in today's global economy. IT firms
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believe that using expertise and skilled workers brings a higher marginal return. In an
ideal scenario, ITO not only cuts costs but also gives companies access to more expertise.

There are many risks and rewards associated with ITO. Outsourcing is one of the
most exciting contemporary business activities because many companies use all science,
techniques, and technologies to issue qualified and competitive products to satisfy
consumers (Tayauova, 2012). The loss of an IT competitive advantage could result from
a poor decision on outsourcing from managers who have limited global learning and
innovation (Robles, 2012). Some aspects to consider when outsourcing could include
bargaining for better transaction costs, understanding the host country's cultural element,
and the contractual amendment. Asseraf and Shoham (2019) said that its core capabilities
lie in managing its supply chain to gain maximum advantage in the changing competitive
forces. Therefore, IT managers should not rough out new products or strategies; instead,
IT managers should clarify the flow of information across the organization.

IT managers are constantly facing unknowns, and they should stay as informed as
possible so they can be ready to adapt as needed. In a highly complex global economy,
researchers continuously search for strategies that enhance cross-cultural encounters and
develop cultural competencies and skill sets to ease the internationalization process
(Froese et al., 2016). IT managers should respond quickly to external changes to be
reliable in a highly uncertain environment. Dealing with international vendors is like
dealing with a host of uncertainties (Lioliou et al., 2019). Uncertainties would arise
because of insufficient information about the vendors and the volatile global international

environment. After all, firms may generate these supernormal profits by focusing on the
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relationship benefits, which will benefit both clients and vendors (Haried & Ramamurthy,
2010). IT businesses cope by having managers skilled in analyzing vendors' uncertainties
for better outsourcing outcomes and maintaining their competitive advantage.
Cost Benefits
ITO, like many other management decisions, requires cost-benefit analysis

first. IT businesses often opt to outsource because they want to realize a large margin of
profits (Research & Markets, 2017). Sometimes it works well for them, and to some other
extent, it does not. Thus, the decision to outsource results from previous negated gains
(Ishizaka et al., 2019). Therefore, to pursue additional benefits, businesses follow the
paths of cheap labor. The critical driver for human resources ITO is cost reduction (Sim
et al., 2017). While companies are trying to rectify their past mistakes by reaping
significant gains internationally, they could face huge pitfalls. Companies that engage in
outsourcing can change their vendors if they are not satisfied with the outcomes (Wang &
Wang, 2019). Nguyen and Chang (2017) argued that the information technology
businesses realize the cost-benefits when the external enterprise can deliver services at a
lower cost by combining activities in one contract, such as payroll and benefits
administration. In real-time, outsourcing could generate substantial benefits for the
organization. Business organizations can focus on their business goals by freeing up their
workloads (Warren & Szostek, 2017). Success in ITO requires strong negotiation skills.

Companies of all sizes can benefit from outsourcing if the strategy is executed
well. Small, medium, and large organizations do not differ in the human resources

functions they outsource, such as payroll, recruitment, and training and development
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(Siew-Chen & Vinayan, 2016). Therefore, IT managers should strive to find a reliable
vendor. Additionally, it is best to rethink vendor selection as the capstone of the
outsourcing process. For larger organizations, outsourcing strategies are realistic options
due to the abundance of resources available for managing an outsourcing engagement
(Kocijan & Sopta, 2016). Globalization has made the world become a small village truly.
Small businesses compete where large-caliber companies were previously dominant
(Warren & Szostek, 2017). This changing knowledge dynamic has led to successful
outsourcing strategies as IT managers commit to learn about a place before engaging in
outsourcing negotiations.

There are many motives behind choosing to invest in ITO. Some IT companies
have suggested that reducing costs by outsourcing their activities is their reaction to a
difficult economic situation (Giertl, 2015). Meanwhile, Ishizaka et al. (2019) argued that
an outsourcing decision is a company's strategic implementation to reduce costs and
increase efficiency. No single company can operate in isolation in this era of
globalization. The IT managers must emphasize what the firm would continue to work on
internally versus seeking a vendor. Lee (2017) argued that the mistakes that lead to ITO
failure are that IT managers fail to understand outsourcing other than a strategic business
that shifts jobs to overseas partners. Benefits of ITO like innovation require strong plans
and leadership to execute them. Clear communication and accountability to goals is key.

Then the findings of the cost benefit analysis will be useful to the IT manager and team.
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Recruitment

As IT companies seek to expand or shift their various departments, they should
research where the best possible employee bases will be and develop recruitment
strategies. Outsourcing has remarkably influenced how IT companies do business
internally and externally; one strategy that several IT firms focus their attention on is
recruiting experts in IT worldwide to handle increased demands to meet their
technological needs (David et al., 2017). Several studies exploring ITO have identified
the cases associated with the increasingly integrated labor markets. Businesses initially
go overseas to maximize profits while minimizing costs, but they tend to decrease their
quotas for highly killed workers (Giertl, 2015). Firms worldwide face considerable talent
shortages in a decade, with 40% of firms reporting obstacles in filling jobs due to a lack
of qualified applicants (Landay & DeArmond, 2018). Highly skilled workers are scarce,
and skilled workers who see their jobs shift overseas feel threatened (Saran, 2019). The
political campaign in the United States in 2004 centered on job losses to cheap labor
overseas. Globalization and outsourcing are hot topics in election season because so
many middle-class Americans are worried about slipping into a lower economic segment
(Pacheco, 2020). Outsourcing in the political debate of 2004 raised questions about
skilled laborers versus low-paid jobs overseas. Some firm leaders agreed that outsourcing
was their reason to recruit more skilled workers due to technological innovations.

Organizations can put effort into being an attractive culture for new hires, even
those in other countries. Recruiter characteristics are related to organizational attraction

(Landay & DeArmond, 2018). Business organizations should learn how to attract the best
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employees to enhance their business performance and competitive advantage globally.
Indeed, organizational reputation, job, attributes, and recruiter behaviors influence
applicant attraction to the firms (Landay & DeArmond, 2018). The quality of the
employees defines the organization and its long-term viability. Signaling theory explains
the relationship between recruiter competence and organization attraction (Landay &
DeArmond, 2018). Hiring managers are held accountable for the negative perceptions
concerning recruitment outsourcing. Sometimes, hiring managers do not know how to
portray their outsourcing ambitions because they lack complete and accurate information
on outsourcing.

Onboarding of the new organization and employees can be helpful or harmful to
the success of the ITO. When the ill-skilled IT managers describe the organization's
outsourcing to the recruits, there is a distortion between the outsourcing services and its
strategy, thus contributing to a distorted view of outsourcing (Saran, 2019). Savino
(2016) demonstrated that recruitment outsourcing is dependent on creating a solid
partnership between the third-party vendor and the host organization. As the global
market is highly complex and changes continuously, IT managers must focus on their
core business strategy to remain competitive (Kaleka & Morgan, 2017). IT firms must
remain vigilant when recruiting experts to expand their workforce budgeting (Savino,
2016). Thus, IT firms should realize that recruiting the right people would help them
achieve their goals. Because the global market is constantly changing, it is essential to

acquire more excellent paths by keeping skilled workers (Saran, 2019). Maintaining
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quality relationships with employees and other company’s leadership is important.
Expectations can be influenced for the better by being upfront and honest from the start.
Outsourcing and Employment

Outsourcing has become such a popular trend that it impacts national
economies. ITO issues in America have been politicized, and candidates have been using
them for their electoral purposes (Pacheco, 2020). Recent empirical evidence for the
United States is not conclusive, making it difficult for policymakers to devise any
response to the growing phenomenon (Bailey et al., 2019). For example, most Americans
laid off got back their jobs in the recession if the demand for goods and services
increased again.

The sad truth is that people who are losing their jobs to outsourcing might not get
them back. Nugraha and Garin (2019) argued that one of the most critical parts of the
export and import process is port services and infrastructure availability. One of the main
points of trading goods and services should be poverty reduction. Outsourcing should
thus promote economic growth and poverty reduction (Andriesse & Kang, 2017).
Nevertheless, the reversal tends to appear each time companies send part of their human
resources overseas, seeking to reduce their internal costs. Infrastructure is a determinant
factor in globalization (Khan & Bashar, 2016a). Companies should invest in modern
infrastructure to have economic openness and remain competitive globally. The United
States has understood the importance of transport infrastructure in the national economy
(Bailey et al., 2019). The United States invests in digital infrastructure and cybersecurity

as well.
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The U.S. Southwest's transport infrastructure development allows information
technology businesses not to be concerned with what might otherwise be a limiting
growth factor. Bailey et al. (2019) argued that to be a determinant factor for the
economy's success, strategic transport, communication, and internet reliability have
favored the United States businesses globally. This aspect could make a significant
difference when calculating the costs of outsourcing. Saving costs forces the U. S.”
companies to outsource main jobs, such as outsourcing U.S. paralegal activity to the
Philippines and Panama (Bailey et al., 2019). Offshoring employment implies that some
U. S. workers would lose their jobs; however, this painful reality does not weaken the
case for a relocation because it remains a strategy for firms to be competitive (Bailey et
al., 2019). Although significant jobs are shifted overseas for cheap labor, the competition
is still sharpening, and the United States is constrained to adapt to global management
and production. Bailey et al. showed that for every dollar of corporate spending
outsourced to India, the U. S. economy captures more than three-quarters of the benefit
and gains as much as $1.14 in return. Many developing countries are gaining enough
digital infrastructure to compete for new jobs.

Due to the scale of the trend and how many corporations are choosing to send
jobs overseas, outsourcing has become a significant political topic over time. In the
United States, politicians have planned to address their capacity to keep jobs and
maintain their competitive advantage (Bailey et al., 2019). Many policymakers have
understood the importance of underlining the institutional developments that ITO could

hurt the economy. Businesses understand that their international trade transactions rely on
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better outsourcing decisions because reducing costs when sending their IT services
overseas can also shift jobs to overseas locations (Bailey et al., 2019). Offshoring can be
detrimental for an organization because domestic employee retention becomes a
challenge, and the most frequent scenario is the likelihood of layoffs (Free 111, 2020).
Because outsourcing is challenging to implement, IT managers must consider internal
and external factors to ensure successful outcomes.
Level of Uncertainty

Many factors add to the uncertainty that IT managers should be prepared to face
when executing ITO. If the ITO is not well-managed or the IT managers are ill prepared,
they can likely encounter ex-ante transaction costs too high to maintain the strategy
(Saran, 2019). Notwithstanding the length of time the ITO agreements are signed, the
unpredictability and the activities required to manage those issues may lead to more
significant transaction costs (Yap et al., 2016). Nevertheless, ITO is not at risk when
leveraged and well-organized IT businesses have implemented successful strategies. The
ITO focuses on governance decisions related to making or buying decisions; however, IT
managers link outsourcing decisions to economic, environmental, political, and
competitive conditions. Some firms will launch outsourcing without considering the
cultural and political realms of the host countries (Jia et al., 2020). Thus, if not
appropriately handled, cultural realms could hinder the accomplishment of ITO projects.

Outsourcing is a politicized issue because it impacts a country’s economy at both
the micro and macro levels. Executive leadership often discusses cultural and political

concepts in parallel because leaders must practice making or buying decisions, but they
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must also consider the suitability of the location (Meinlschmidt et al., 2018). In many
cases, several outsourcing decisions tend to be made on core competence (Ishizaka et al.,
2019). Outsourcing businesses have been subject to questionable business performances
and severe loss of employees. During the U. S. presidential elections in 2004, the
candidates made outsourcing and job losses to third-world countries their campaign focus
(Pacheco, 2020). The panel discussions were on job losses pointing the finger of
accusation at the sitting president for his lack of jobs for the U. S. citizens. At that time,
the reality was that the economy was shaky, coming from a previous years' tepid job
market (Pacheco, 2020). Consequently, the country’s gross domestic product (GDP)
declined, and many citizens blamed the president for the high unemployment rate.
People often lose jobs because of the reality of the respective economic system.
Therefore, maximizing profits while keeping jobs and improving business performance
can be substantial for the right outsourcing strategies (Agburu et al., 2017). Uncertainties
are unprecedented in the global market, and the necessity for IT managers to face those
challenges requires an adequate approach to strategy (Lioliou et al., 2019). The sober
reality of ITO is that the international environment where IT firms operate is highly
unpredictable. It comes to the point where IT firms must implement such industry-
shaping strategies (Lioliou et al., 2019), given that their initial goals were to maximize
profits. The IT managers who were well aware of the uncertainties on the global scale
might have to lay out a future vision that gives them other options in the market. IT

managers implementing strategies and the point forecasts within them should never
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underestimate uncertainty at any level of their ITO (Lioliou et al., 2019). There becomes
a high value for real-time management data when reviewing performance at a distance.
Efficiencies Gained

In an ideal scenario, ITO can create additional efficiencies within a business
management system. Scholars have found that executives making outsourcing decisions
balance the transactional costs to achieve higher productivity and greater efficiencies
(Ghozzi et al., 2016). ITO's primary goal is to change its performance by linking
outsourcing to increasing its market share. Nevertheless, there is no clear evidence that
outsourcing has a significant impact on organizational performance (Masa'deh et al.,
2017). However, there is a substantial improvement in organizational relationships with
third parties in quality of work, social responsibility, and profitability. Notable companies
that have outsourced are Kodak Company, which subcontracted its computing operations
to International Business Machines (IBM), resulting in a higher quality computing system
and process at Kodak for less money than they were spending (Agburu et al., 2017).
Some parts of business systems are simpler to separate and manage at a distance than
others. Historical examples of success exemplify expert communication and leadership.

The truth is that outsourcing is significant for organizational profitability only
when it is well-planned. Third-party vendors often manage entire functions with
capabilities to scale and execute tasks with greater efficiency and lower costs (Agburu et
al., 2017). The fundamental motivation of this study was to identify effective strategies
that IT managers use to improve business performance and employee retention. The

central tenet of RBV theory is that organizational resources include human capital and
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physical assets as the primary sources of competitive advantage (Kaleka & Morgan,
2017). RBV provides a theoretical lens for designing resource strategies to generate
maximum value for an enterprise (Agburu et al., 2017). By applying the RBV, IT
managers can gain an advantageous perspective for strategic planning and execution.
Employee Retention

Organizational culture and leadership can influence employee retention rates.
Research and Markets (2017) stated that the promise of cost reduction through
outsourcing is driving leaders toward the practice of various business functions. People
are reluctant to work for a company that cares only to maximize its profits (Saran, 2019).
During turbulent economic times, business leaders must create efficiency via targeted
strategies. For example, people in many countries are concerned with the pandemic and
cannot afford to pay their bills. Keeping a job is an essential aspect of family life.
Witnessing the economic downturn due to the pandemic cannot be added to outsourcing
jobs overseas (Deng et al., 2020). Companies are doing what they can to employ people.
ITO is not a matter of loyalty to any one area of operations, rather a focus on strategy.

Business leaders' continued interest in outsourcing strategies have led many
organizations to explore various in-house functions as candidates for outsourcing.
Related studies have predominantly focused on ITO (Chang & de Burca, 2016). It is
essential to understand the critical drivers shaping the outsourcing of products and
services and the parties' cultural aspects. Because 1TO can generate different outcomes
depending on where the third parties are located worldwide (Wang & Wang, 2019),

interests driven in the China market might differ from those in the Indian business
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environment. Depending on how well the IT managers involved in outsourcing can
develop their relationships with partners, profitable companies with higher ethics can
attract new technology, thus retaining highly qualified employees (Presbitero et al.,
2016). The developing countries are struggling with keeping valuable employees given
the lower wage structures that characterize these countries in a global shortage of
qualified and skilled IT employees (Presbitero et al., 2016). Very few people would
choose to work when the wage is low. In developing countries where cheap labor attracts
major international firms, people seem not to have any other option but to accept what
they are offered (Presbitero et al., 2016). The power dynamics of supply and demand for
different types of jobs is important to understand when negotiating contracts for ITO.
Talent pools depend upon variables like population density and access to higher
education or job training. In ITO business environments, the marginal product of labor
does not equal the competitive wage (Kaleka & Morgan, 2017). Because firms were
initially outsourcing their services to maximize profits, they base their employee retention
on profit margins. For example, due to the severe shortage of qualified IT graduates,
developing countries are particularly vulnerable to the so-called “flight of talent” and
“employee exodus” to higher-wage countries in the west (Presbitero et al., 2016). Khan
and Bashar (2016) argued that globalization directly affects the emergence of the world
economy where IT sharing is at the internet speed. Students from India would like to
move to the United States to take advantage of the sound economic system. Saran (2019)
argued that because skilled IT workers can stimulate the IT industry, retaining them in

the U. S. workflow to return to their country upon graduation is challenging. IT managers
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are urged to put in place a forward-thinking recruitment strategy to build a talent pool
that will enhance the business performance overseas.
Outsourcing Overview

Globalization has increased the speed with which companies adopt outsourcing as
a strategy, particularly in the technology industry. The first announcement about
outsourcing concerned Eastman Kodak in 1988 when they outsourced information
systems to IBM, digital equipment corporation (DEC), and Business land and announced
IBM as the IT service outsourcer (Pankowska, 2019). Although IT businesses are
outsourcing because they seek low costs, each firm has its requirements and expectations
when outsourcing. Lacity et al. (2016) argued that other determinants of outsourcing
decisions include quality improvements, access to global markets, and the flexibility to
reallocate resources. Successful outsourcing starts with outlining the terms of the contract
and how each party involved can be satisfied in the process (Shivendu et al., 2020).
Given that the problems arise due to unrealistic expectations, the best approach would be
to start the outsourcing process by defining suitable organizational functions. Agburu et
al. (2017) argued that leaders must know that not all outsourcing engagements reap the
intended benefit before the executives commit to the practice. IT managers should clearly
communicate their organizational goals because their success depends on the vendor’s
internal strengths.

Despite having competent leadership overseeing ITO processes, issues can still
occur that complicate successful execution of the contracts at a distance. A business

should consider outsourcing the activity where skilled managers are due to the
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importance of subcontracting what is well known by the company and not the other way
around (Saran, 2019). A business should not confer their problems to a third party
because they could not solve them within their business environment. In other words, a
company should not hand over its functions that are unknown by its IT managers to a
vendor overseas (Ishizaka et al., 2019). The truth about ITO contracts is that a well-
planned project could still run into trouble.

Global Product Development (GDP)

Complications arise as companies enter the global marketplace, and the capacity
for innovation depends on availability of resources. GDP comprises four models:
centralized, local outsourcing, captive, and global outsourcing (Chanson, 2018). In a
centralized model, firms place resources in the home location, and ownership is by the
company. In contrast, resources are not owned but sourced locally in the home location in
the local outsourcing model. The captive model allows the company to own the resources
in a foreign subsidiary. In the global outsourcing model, the company does not own
resources and sources them from a foreign location. Companies' most challenging
realities in the global market are the demands of new markets and new products (Gallino
& Rooderkerk, 2020). Competitors always listen to their customers' needs, and
companies who think the game was not worth the effort struggle to profit.

IT managers with a global mindset are successful in ITO because they understand
the global scale and concentrate on what customers want. Some IT managers are not
trying to understand the global market and its complexities (Khan & Bashar, 2016a).

Despite cultural differences, products and services are more alike. Politics and culture can
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affect the economic context (Gallino & Rooderkerk, 2020). For example, due to
globalization and financial motivations, U. S. institutions are changing with growing
intercultural exchanges (Pepanyan et al., 2019). Global trade's unfairness dictates
advantageous interaction terms despite a more globally connected economy. Therefore,
globalization is desirable but essential (Chanson, 2018) because firms conceive new
products collaboratively. Companies are struggling to bring an action to the global
collaboration of product development, but the difficulty arises because the concept of
culture itself is not rigid (Gallino & Rooderkerk, 2020). IT managers should increase
their levels of communication with the vendors, and act like conductors to guide their
employees to perform their various works in harmony.

Business entities across the world are becoming closer due to the communication
revolution and its rapidity and outreach. Overall, globalization and technological
advancements (e.g., communication technology, smartphones, world-wide-web) seem to
increase the extent to which individuals are prematurely exposed to ways of life different
from their own (Pacheco, 2020). Figure 4 shows that the increasing global knowledge

flows generate the ITO's essential benefits.
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The fast pace of technology requires companies to keep up with advancements at

the global level. Firms need to enhance their new product development processes to

remain profitable and grow in an omnichannel world (Gallino & Rooderkerk, 2020). It is

undeniable that globalization has essential effects on product development. The emerging

markets have taken a severe advantage of technology innovation and productivity from

IT firms outsourcing their services in those countries (Gallino & Rooderkerk, 2020).

Technology is progressing worldwide, positively impacting product development

because, from a consumer perspective, new technology is blurring the lines between the

offline and online worlds (Gallino & Rooderkerk). The future of ITO remains bright and
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IT managers should emphasize the opportunities on the global scale to explore new
operating models.

Effects of Outsourcing.

The past 2 decades have ushered in many changes, especially when it comes to
choosing how to find and hire employees. The forces of globalization have impacted
global human interactions (Khan & Bashar, 2016b). Consumers could buy products from
a store located a thousand miles away. Multinational corporations such as Nike and Coca-
Cola are expanding steadily across the globe. The human resources outsourcing market
has reached $200 billion globally (Cole, 2017). There was a profound shift in how
businesses tend to maximize their profitability. Most firms are managing to explore the
global scale of the market to maintain their competitive advantage. By outsourcing some
of their corporate functions to service providers, the businesses' primary intentions are to
cut costs and maximize profits (Patel et al., 2020). Consequently, companies put strategic
approaches to face an increasingly complex, turbulent international marketplace.
Manufacturers can benefit from outsourcing practices; therefore, there must be an
efficient decision scheme for outsourcing and scheduling (Le, 2019). However, with the
aim of outsourcing, every company has its unique capabilities and competencies. IT
businesses must have their strengths as core to their strategies.

IT managers should realize the complexity of ITO tasks and that this process
requires leaders to develop clear communication and work requirements. Given that
markets are continually changing, managers should concentrate their outsourcing

decisions on their core competencies (Wang et al., 2008). Nevertheless, it is difficult to
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find a win-win situation for outsourcing. The research on employees' perceived image of
their organization, including its values, mission, capacities, and performance, indicates
that more positive images lead employees to identify more strongly with their
organization (Lee & Lee, 2020). Meanwhile, taking away some critical workloads might
lead to employees' disengagement. Some leaders opt to communicate strategy before
outsourcing, while others choose not (Ishizaka et al., 2019). A positive vision strategy of
outsourcing is the one that provides strategic direction for in-house performance.
Despite taking a strengths-based approach to ITO processes, issues can arise that
challenge the initial motives for deciding to outsource jobs. Whether it is a small-sized
company or a multinational corporation, the reasons for outsourcing include cost-saving,
reduced capital investment, improved responsiveness to technology advances, and
increased core competencies (Wu & Park, 2019). Nevertheless, when the firm fails to
reach any one of those results, the consequences could be devastating to employee
performance. During the outsourcing deals negotiation, the lower cost promises did not
fulfill their obligations (Research & Markets, 2017). Cost savings did not materialize,
which forced companies to cut down jobs. Outsourcing in this scheme could become a
nightmare because the companies could no longer monitor the data from a distance. Some
changes appear later that were not in the initial contract (Shivendu et al., 2020). The
hidden costs could be damaging during the implementation of the outsourcing contract

terms, and IT managers should avoid them as much as possible.
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Advantages and Challenges of ITO

ITO provides several advantages for organizations, such as reducing the cost of
ownership of IT products or services and providing rapid access to modern technologies.
However, firms rarely achieve the desired results when the outsourcing relationship is not
managed effectively (Erdogan & Tokgoz, 2020). ITO could be a powerful way for IT
firms to improve efficiencies when handled with higher scrutiny. Nevertheless, the
opposite could be a devastating factor for the IT firms; hence, businesses could benefit by
investing time and energy to execute the ITO with care. Two mechanisms exist for the
governance of the ITO process, namely, formal (contracts) and relational (Erdogan &
Tokgoz, 2020). Whenever IT managers could capture and assimilate the knowledge of
their external environment, the ITO process would go smoothly. IT firms understand the
relevance of improving their performance by drawing a niche of skilled workers. Erdogan
and Tokgoz argued that economic benefits refer to the ability of a firm to utilize expertise
and economies of scale in the human and technological resources of the service provider
and manage its cost structure through specific contractual arrangements. Organizations
could work efficiently with a team of experts to improve business performance because
skilled workers deliver tasks efficiently and accurately.

When executed appropriately, outsourcing can be a very advantageous strategy.
ITO partnerships have become a burgeoning global phenomenon due to the rapid
technological advancements, greater access to global human capital, and close integration
of international markets (Mehta et al., 2020). IT managers entering the global markets

should increase their assets by accessing an extensive market database where new
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customers are flooding, and new technologies are rising. Accordingly, IT managers are
saving costs by downsizing their staff where low-cost labor pools are abundant. Mehta et
al. (2020) argued that the decision to outsource is determined by whether it will enable
the firm to take advantage of the economies of scale of an outside vendor while reducing
internal coordination costs. The IT managers' first thoughts would be to access the
external lower cost structure in China, for example, before accessing new resources and
reducing the need to invest capital. Alternatively, the client might benefit from the value
generation potential of vendor resources. Outsourcing allows the client firms to focus on
and strengthen core competencies by subcontracting non-core functions to a vendor
(Mehta et al., 2020). Undoubtedly, the receiving countries capitalize on increasing their
human potential by giving their IT graduate students better jobs. Therefore, the benefits
of ITO are more significant than just cost savings to both the client and the agent.

Strategic alliances can be built for mutual benefit but require cultural awareness.
The success of an outsourcing alliance and the client-vendor relationship dynamics are
yet to be fully understood (Mehta et al., 2020). The local workers of an IT firm in the
United States might lose their benefits because the Chinese companies brought their local
standards' low wages. Business leaders should not underestimate the cultural aspects of a
receiving country because it could be devastating to the outcomes of the ITO. Cultural
differences profoundly impact the relationship between the client and the vendor (Mehta
et al., 2020). To develop a successful, strategic relationship, partners must understand the
cultural patterns embedded within each culture and devise strategies to deal with

dissimilarities (Mehta et al., 2020). Some IT companies have struggled to adjust to their
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host countries' cultural realms. Mehta et al. argued that the host country's regulatory
environment challenges outsourcing partnerships. For example, weak legislation and
flawed contract and privacy enforcement in India pose a challenge for the United States
and European clients. Potential conflicts are not only political, but also social in nature.

ITO can lead the company in reducing labor costs, therefore IT managers should
be skilled to manage workers on a global scale. Organizational leaders concentrate the
main advantages of outsourcing in four directions: cost reduction, increased productivity,
job balance, management flexibility, and risk avoidance (Doval, 2016). Several IT
managers might not understand the risk of downsizing their organizations, impacting
several departments where poor performance and the absence of technology updates can
become noticeable. Doval (2016) argued that the essential disadvantage of outsourcing is
downsizing due to the increased unemployment rate. Consequently, IT managers who
choose to reduce their employees contribute to the loss of skill and knowledge.
Employees who are well trained and skilled are the cornerstone of the industry standards.
Letting employees go for the sake of ITO would mislead the project. Nevertheless, IT
firms could face lower production rates, unsafe work environments, customer loss, and
increases in business expenses.

This literature review includes TCT, TOC, LTT, outsourcing risks, competitive
advantage, RBV, transaction frequency, cost-benefit analyses, recruitment, outsourcing
and employment, level of uncertainty, efficiencies gained, employee retention,
outsourcing overview, GDP, and effects of outsourcing. By implementing outsourcing in

the United States, some business entities have increased their competitiveness. Firms in
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the United States could increase their competitive advantage by responding to global
technological advances. ITO is a worldwide collaboration between business entities.
While companies focus on lowering costs and maximizing profits, solving problems via
technology and innovation are advantages of executing successful outsourcing contracts.
Transition and Summary

Section 1 contains the background of the problem, problem statement and purpose
statement regarding the strategies IT managers use to improve business performance and
employee retention through ITO contracts. The nature of the study provides a concise
explanation for selecting the qualitative case study for the study. The overarching
research question was, what strategies do information technology outsourcing managers
use to improve business performance and employee retention through 1TO contracts? The
conceptual framework was TCT which provided a lens to understand better the strategies
IT managers develop and implement to mitigate risks for improved IT business
outcomes. Other topics discussed in Section 1 include the definition of terms,
assumptions, limitations, delimitations, the significance of the study, and an extensive
literature review. The outsourcing impacts on business performance in the United States
could benefit a business in its strategic platforms in dealing with the global market,
maintaining its competitive advantage, and ensuring higher employment.

In Section 2, | will restate the purpose statement, explain my role as the
researcher, and discuss the criteria for selecting participants for this study. Other topics
discussed in Section 2 include the research method and design, population and sampling

method, ethical research, data collection and analysis techniques, and study method's
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reliability and validity. Section 3 covers an overview of the study, presentation of the
study findings, application to professional practice, implications for social change,
recommendations for action and further study, reflections, and summary and study
conclusions.
Section 2: The Project

This Section includes a discussion of the critical quality indicators for the study.
In this qualitative multiple case study, | explored strategies IT managers use to improve
business performance and employee retention through ITO contracts. Section 2 begins
with a restatement of the purpose statement and explanation of the role of the researcher
and the qualification of the participants. Other topics discussed in Section 2 include the
research method and design, population and sampling, ethical research, data collection
instruments and techniques, data organization techniques, and data analysis. The section
ends with a discussion of the approaches for establishing reliability and validity to ensure
the accuracy and credibility of the study findings.

Purpose Statement

In this qualitative multiple case study, I identified and explored strategies ITO
managers use to improve business performance and employee retention through ITO
contracts. The sample consisted of four IT managers from two businesses in Arizona who
had improved business performance and employee retention using strategies to manage
international 1TO contracts. The implications for positive social change from the findings

of this study include improving IT firms’ success rates and helping them achieve higher
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business performance. Improving the success rate of IT businesses could enable ITOs to
boost employment and improve local economies by offering more cost-effective services.
Role of the Researcher

| served as the primary data collection instrument for this study. Researchers are
the key instrument in ensuring successful development of a research study (Faroog & de
Villiers, 2017). Using the semistructured interview questions (see Appendix A) to collect
the data allowed me to obtain more detailed information from the participants. A
researcher’s role is to gather, evaluate, organize, and interpret data (Vaara et al., 2016).
This study involved the collection of open-ended data to provide the participants’ detailed
thoughts and beliefs while adhering to the interview protocols (see Appendix B). As a
primary data collection instrument, the researcher has a responsibility to objectively
analyze and interpret the information obtained from participants for the accuracy of the
findings (Yin, 2018). The research question for this study was: What strategies do IT
managers use to improve business performance and employee retention through ITO
contracts? As a primary research tool for this study, I constructed the interview questions
to elicit the participants’ knowledge of ITO and answer the research question. The
participants’ responses were audio recorded, transcribed, and then analyzed .

The relationship between researcher and participant is essential in a research
study. Shaw and Satalkar (2018) argued that the researcher must develop and negotiate a
relationship with participants to achieve both the participants’ and the research study
goals. For this research study, I chose to recruit participants who had a more profound

knowledge of ITO. Establishing solid grounds for a relationship before the interview is
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best (Shaw & Satalkar, 2018). When embarking on the semi structured interview to
collect the data, I opted to interact with the participant several times before the interview
setting. Shaw and Satalkar (2018) strongly believed that researchers who can develop a
friendship as a method are more successful in collecting rich data. A trustful relationship
with the participants is essential so they disclose their business documents and the
process flow of ITO. Shaw and Satalkar argued that it is crucial to sustain the relationship
based on trust that documents and knowledge will be shared. To build trust with the
researcher, | emailed the interview protocol prior to the interview, along with the consent
form. Before meeting for the interview, they had a clearer understanding of what was at
stake and that the information was being offered voluntarily. Crucial aspects of collecting
data for this research study were to emphasize the quality of the participants and to secure
their agreement to be part of the study.

The Belmont Report (U.S. 1979) developed the principles of ethical research,
including the core principles of being transparent with participants, protecting the
participants’ identities from any harm, and allowing the participants to partake in the
benefits of the study. | ensured strict adherence to the principles of the Belmont Report
during this study. Ensuring the participants that the information shared would be kept
confidential and used only for this study was the highest priority. According to the
protocols of the Belmont Report, participants are encouraged to participate in a study.
The participants can voluntarily accept through the informed consent process (Brothers et
al., 2015). The formulation of guidelines by various organizations and authority research

promotes integrity, compliance, and ethical standards when conducting research (Yip et
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al., 2016). According to the U.S. Department of Health and Human Services (2016),

ethical research standards are constructed around justice, respect for persons, and
benevolence. | completed Human Research Protection Training to enhance my
knowledge of ethical research for this study.

| developed an interview protocol for use with the participants. A qualitative
study researcher becomes an instrument for collecting data (Talebi et al., 2017). |
conducted face-to-face interviews with local participants and Skype video interviews
with distance participants. | adhered to the Walden University Institutional Review Board
(IRB) requirements for the participant selection process and briefed participants on the
purpose of the study and any expectations before beginning the interviews. The
researcher’s competence is the individual’s actual capacity to perform and complete a
particular task when interacting with the study (Ting et al., 2019). Upon receiving IRB
approval, | sent emails to IT managers who had successfully outsourced their products
and services that explained the study to them, assured the participants that their
confidentiality would be maintained, and included the attached consent form. After
completing the study, | secured all research-related materials, and 5 years later, will
destroy the data and research findings.

| used the semi structured interview protocol and asked the participants open-
ended questions while underlining my role as a researcher and theirs as participants to
explain the study process. Braaten et al. (2020) argued that the essence of building quality
and consistency resides in use of an interview protocol. | used a flexible interview

protocol supplemented by open-ended, follow-up questions for this study. The main goal
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was to explore participants’ thoughts to develop an understanding of their feelings and
beliefs about managing ITO. The interview protocol was my guide to building stronger
relationships with the participants. Researchers should enhance the interview protocol’s
reliability because it helps to increase the quality of the data (Granikov et al., 2020). |
developed a solid initial interview protocol enabling me to capture the participants’
experiences and perspectives related to ITO. Braaten et al. argued that participants would
likely share their deepest thoughts when the researcher followed the interview protocol. |
adhered to the interview protocol to enhance the consistency of the research study.

A researcher has the ethical responsibility to commit to following through on a
study and ensure integrity in the research method (Corbin & Strauss, 2015). It was
essential to remain neutral during the interview to minimize bias, and my obligation as a
researcher was to protect the participants’ confidentiality. A researcher must ensure
confidentiality of the participants’ information and that their names remain anonymous
(Celestina, 2018). I reassured the participants that the data would be stored in a secure
area and destroyed 5 years after the study’s completion. Although it was challenging to
complete the research study without introducing bias into it, researchers avoid bias by
assuring the accuracy and repeatability of research data to prevent unnecessary personal
influence (Birt et al., 2016). Avoiding biases was a primary concern of mine throughout
the interview process. A qualitative researcher must have integrity and avoid biases to
achieve reliable research results (Shaw & Satalkar, 2018). | avoided bias by ensuring that
my personal experience and judgement on the subject did not influence the study

interpretations and that the findings were based on participants’ knowledge. Ending the
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participant selection process is unnecessary before the data analysis process is complete
because keeping the selection process open helps to avoid bias because new information
can emerge until saturation is reached.

Participants

Effective participant selection is critical to getting robust results in any qualitative
study (Yin, 2018). The main eligibility criterion for participants for this study was
individuals who were IT managers with experience in outsourcing and who have
successfully implemented ITO to improve business performance and employee
retention. Purposive sampling helps researchers determine participants’ expertise,
knowledge, and understanding of the research question (Imani-Nasab et al., 2017). | used
purposive sampling to select participants for this study who were willing to speak of their
experiences interacting with global partners. Researchers must choose specific
participants from which to obtain facts and information (Vasileiou et al., 2018). |
recruited four IT managers who successfully implemented strategies to improve business
performance and employee retention to participate in this qualitative case study.

All the participants in this qualitative multiple case study were knowledgeable
about ITO and shared their experiences and strategies while operating in the global
market. The scale and scope of this research were the impacts of outsourcing in the
United States. Investigators must define the appropriate inclusion and exclusion criteria
when designing a study and evaluate how those decisions will impact the external
validity of the results of the study (Patino & Ferreira, 2018). The inclusion criteria for

this study were participants needed over 5 years of IT experience in outsourcing, had to
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live and work in Arizona, and had to be leaders in their respective organizations who had
successfully outsourced products and services to vendors in other countries.

| gathered information about the participants in local magazines and contacted the
IT managers in IT industries located in Arizona. My network of friends and coworkers
also helped identify participants who met the criteria of IT managers who have
experience in outsourcing. LinkedIn and Facebook were also used to locate IT managers
in Arizona who had successfully implemented ITO. By limiting the geographical location
of the study to the state of Arizona and using local IT managers for the interviews, |
minimized travel distance costs. For this study, the priority was on IT managers who have
made informed strategic outsourcing decisions that led their organizations to substantial
profitability.

There are many strategies researchers may choose from to access data for
qualitative studies, most of which require social interactions or official communication
(Mohn, 2020). Researchers should rely on business gatekeepers to access the participants
(Xu et al., 2020). However, participants may not be willing to share their organization’s
information, which poses a significant research challenge. Thus, a researcher should
attempt to build strong relationships with the participants to gain their trust and
confidence (Ting et al., 2019). Researchers need to develop strong relationships with
participants to obtain their agreement and consent (Xu et al., 2020). After receiving
Walden University IRB approval to conduct the study, | established a relationship with
the participants. First, a letter of invitation (see Appendix D) was sent via email to IT

managers to identify participants interested in taking part in this study. Upon their
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acceptance of the invitation, | followed up with an informed consent form, explaining the
purpose of the study and the rationale for getting their agreement. It was not always easy
to gain access to participants without facing unforeseen challenges. After gaining access
to the participants, qualitative researchers should build and maintain relationships
through personal but professional communication (Yin, 2018).

Qualitative researchers should exercise professionalism and social skills
throughout the length of the study (Yin, 2018). One way researchers can gain
participants’ confidence is by being truthful with them (Shaw & Satalkar, 2018).
Qualitative researchers should minimize bias to create an atmosphere of transparency and
objectivity in a nonthreatening environment (Xu et al., 2020). Building a trustful
relationship with the participants is critical in obtaining reliable data and conducting a
credible study (Shaw & Satalkar, 2018). Establishing a good relationship with
participants prevents them from withholding information (Erdogan & Tokgoz, 2020). For
example, offering participants interviews away from their work environment is a strategy
for increasing their trust. | sent an informed consent form to participants, clearly
illustrating the purpose of the study and explaining that their participation was voluntary,
how confidentiality would be maintained, and the expected length of interviews.

Research Method and Design

Researchers use qualitative, quantitative, mixed methods, or action research to
collect data (Zoellner & Harris, 2017). The paradigm of each style varies widely from the
rest, and researchers must decide on a methodology before entering any agreements with

the IRB committee from their college or with study participants. For example, researchers
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use the quantitative method for any statistical analysis or attempt to prove or disprove a
hypothesis (Yin, 2018). The qualitative method is suitable to delve into a phenomenon’s
deeper meaning by giving subjects a voice (Ribeiro et al., 2021). Qualitative research
helps understand people’s underlying reasons, opinions, and motivations (Heidari et al.,
2021).. In the following section, I discuss the theoretical reasoning for choosing the
research methodology.
Method

In this doctoral study, | employed the qualitative method. Researchers use the
qualitative method to understand a social and cultural phenomenon (Yin, 2018). The
qualitative method is the primary mode of inquiry in social sciences and applied fields
(Thomann & Maggetti, 2020). Contrastingly, researchers use the quantitative method for
statistical sampling (Moser & Korstjens, 2018). The focus of this study was to gather
insights into IT managers’ perspectives who had implemented successful outsourcing
strategies. The guantitative method was unsuitable for this study because I did not need to
collect data about variables. A mixed method consists of both the qualitative and
quantitative methods is a research approach used to describe multiple methodological
strategies, representing generic classes of research strategies for gaining knowledge about
a research question (Turner et al., 2017). Because the mixed method approach consists of
a quantitative aspect in addition to the qualitative aspect, it was inappropriate for this
study where no numerical data were used to establish the relationship among variables

(see Turner et al., 2017).
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The qualitative method was ideal for this study. Researchers use the qualitative
method to understand the complex environment where the research occurs and the
interactions between persons and their settings (Lock & Seele, 2018). A qualitative
method was the most appropriate method to gain insights into IT management strategies
for successful business performance and employee retention. Qualitative research might
enhance the perception of the research topic through data collection to establish the
strategies for the successful implementation of ITO contracts. For this study, I used the
qualitative method to gain an evaluative approach to successfully improving business
performance and employee retention during ITO contracts. The qualitative method was
the most appropriate for this research because | explored the phenomenon to obtain a
personal understanding of strategies IT managers use to improve business performance
and employee retention through ITO contracts.

Research Design

| used a multiple case study design for this study. Within qualitative research
designs, the choices | considered for my study included the case study,
phenomenological, ethnographic, and narrative designs (Yin, 2018). The case study
approach is recommended for investigating a contemporary phenomenon in-depth and in
a real-life setting, especially when the boundaries between phenomenon and context are
unclear (Granikov et al., 2020). Researchers use the phenomenological design to reveal
insights into cases they know about but lack in-depth knowledge (Yildiz, 2020).
Ethnographic design is suitable for discovering truths about cultural groups within natural

settings, while a narrative design is appropriate for exploring the life and history of an
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individual (Pathiranage et al., 2020). Although these qualitative methods all have their

benefits, they are not all purposeful for the kind of data needed to answer my inquiry.

In this study, | selected the case study design rather than a phenomenological,
ethnographic, or narrative study due to the nature of the research question. The
phenomenological design is suitable for studies involving participants' lived experiences.
However, the focus of this study was not on participants' experiences but on exploring the
strategies they use to implement ITO contracts successfully. Ethnographic design is
practical in analyzing behaviors, beliefs, customs, and social behaviors. The focus of this
study was not to understand a group of people and their behaviors. Therefore, the
ethnographic design was not suitable for this study. A narrative was not ideal for this
study because the study’s purpose was not to explore the life and history of individuals.
Researchers use the narrative design to explore the life and history of individuals, which
was not suitable for this study because the focus of this study was not to collect and
analyze participants’ life data.

Data saturation is the point at which the researcher identifies all relevant concepts.
No new concepts would be specified in the analysis if qualitative research interviews
continued (Gugiu et al., 2020). During this study, only four participants were needed to
reach a saturation point with themes in the data. | asked the same open-ended questions
several times during the interview process to collect robust data. Then, | analyzed the
verbal data until no new ideas emerged. Researchers should gather enough information to
replicate the study until no further coding is feasible. Saturation is attaining the

researchers' ultimate point of data collection (Alam, 2020). Therefore, | interviewed the
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selected participants from the different organizations until no new themes emerged
during coding to reach a data saturation point.
Population and Sampling

The target sample size consisted of four IT businesses in Arizona that have
successfully implemented ITO strategies. Sampling consists of the number of
participants, contacts with each participant, and each contact's length (Marshall &
Rossman, 2016). The sampling selection technique for this study was a purposive
approach. The importance of sampling in qualitative research is undeniable and
purposeful sampling helps identify and select cases related to the phenomenon.
Purposeful sampling is conducive to examining situations with in-depth and rich
experiences regarding the subject studied (Moser & Korstjens, 2018). | used purposeful
sampling to identify potential interviewees, and | purposefully selected four IT managers
who have successfully implemented ITO contracts as the study participants. | selected
four participants who met the study requirements and could answer the interview
questions accurately. Yin (2018) argued that the sample size in qualitative research is
important to reduce the probability of error, and researchers should use judgments to go
deeper into the findings. It is best to consider that because it is a multiple case study the
number four could be enough to collect the fundamental data and to reach saturation. The
sample size allowed me to focus on each participant and develop a stronger relationship
with them during the interview process.

The case study provided strategic insights into successful ITO. Purposive

sampling is best to extract meaning from the data (Yin, 2018). The purposive method is
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the fundamental reason for interviewing four managers to collect and further examine a
sufficient dataset. The sampling technique is crucial because it is a tool that helps collect
as much data as possible during participants' interviews (Moser & Korstjens, 2018). The
quality of the research questions elicited responses from the participants. The information
the participants provide is beneficial to the findings of this study. To understand the
research problem better, | asked appropriate questions to uncover and explore the core
business problem.

The IT managers in Arizona constitute the sample size of relevant people because
they have successfully implemented IT strategies in ITO contracts. Sampling strategies
are selected to yield rich information and are consistent with the methodological
approach used (Moser & Korstjens, 2018). The participants showed their interest in
participating in the research study by replying to emails. | sent the informed consent
forms to the participants to explain the purpose and benefits of the study before
conducting the semi-structured interviews.

Qualitative research interviews use data saturation to know when they have
completed the coding process. The researcher cross-references different data sources and
types (Puyvelde, 2018). Researchers use different sample sizes to reach data saturation. |
asked open-ended questions multiple times to achieve data saturation. Therefore, it is
relevant to determine the number of participants to obtain data saturation in qualitative
research (Fofana et al., 2020). | determined four participants were enough for a multiple
case study to diminish the likelihood of errors, and ensure | receive sufficient information

from them to find common themes and answer the overarching research question.
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The participants in this study have successfully implemented business strategies
within their organizations, which is vital to collect information for the findings to benefit
future management scholars or the public. Because most business entities would like to
preserve their organizational privacy, sharing their successful strategies could jeopardize
their reputation. A researcher must respect and ensure research participants'
confidentiality (Xu et al., 2020). I conducted semi structured interviews at a convenient
place and time for the participants. Participant comfort is essential to maintaining a
trusting relationship between the researcher and participants.

Ethical Research

Ethical issues exist in any research study, but the researchers must know how to
cope with them before embarking on the study journey. Qualitative researchers pay close
attention to ethical matters while conducting research (Iphofen & Tolich, 2018).
Participants have the right to maintain their privacy, and the researcher must endeavor to
do good and avoid harm (Ting et al., 2019). The goal of this study was to explore the
strategies IT managers use to improve business performance and employee retention.
This study adhered to Walden University's ethical principles and the protocols established
by the Belmont Report (U.S., 1979). | informed the participants of their adherence to the
Belmont principles, assured their protection, and dissipated any concerns. The researcher
needs to consider any adverse effects the study could have on the participants (Dooly et
al., 2017). Because a signed informed consent form was crucial for this study, | sent the

informed consent form to all the participants. For a research project carried out with
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participants outside of an institution, each participant must obtain a signed consent before
beginning the research.

The consent form clearly expressed that the participants are free to withdraw from
the study at any time (Clayton, 2020). | encouraged the participant to contact me via
telephone or email if they wanted to withdraw from the study. Participants are aware that
they can withdraw from the study for any reason without any adverse consequences or
implications. The consent form underlined the purpose of the study and stated there was
no incentive for participating, including monetary.

Researchers should understand the ethical principles in protecting human research
participants. | completed web-based Collaborative Institutional Training Initiative (CITI)
(Appendix E) training to comply with ethical standards for protecting human research
participants and meet Walden University requirements. Furthermore, | obtained IRB
approval from Walden University faculty and staff. (WU IRB 03-04-22-0154424) Since
the 1970s, U.S. federal regulations have relied on IRBs to review and approve human
research protocols and provide continued oversight to ensure the rights and welfare of
human subjects participating in research (Tsan, 2019). | reassured the participants about
their security in participating in this study based on the IRB overseeing ethical practices
in adherence to federal and state regulations.

Participants knew about storing personal information and ensuring confidentiality
by using password protection on a removable hard drive. I locked participants' data in a
secured area for 5 years and will destroy the files by shredding or deleting them. |

protected the participants' names and organizations’ identities using acronyms that were
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not easily detected. For this study, | used a unique identifier for each participant (P),
followed by a number based on their interview order. For example, Participant 1 was
“P1.” The appendices applicable for ethical research transparency include Appendix A
(interview questions), Appendix B (interview protocol), (informed consent form),
Appendix D (letter of invitation), and Appendix E (CITI certification).
Data Collection

Instruments

Qualitative research data include interviews, documentation, physical artifacts,
direct observation, archival records, and participant observation (Yin, 2018). Every
research study is different from another and must use a familiar source (Aten & Denney,
2019). I used semistructured interviews to collect the data and findings for this study. As
the researcher, | was the primary data collection instrument because | conducted a
semistructured interview to administer interview questions (Appendix A) using the
interview protocol (Appendix B). In the open-ended questions for the interviews, the
participants felt free to express their views on ITO. In addition to the responses to the
interview questions, | collected some IT business documents, such as successful IT
strategies as a secondary source and cross-referenced the data.

| recorded the interviews using video recording software and saved the data
collected onto a thumb drive. Before selecting the participants in the study, | reviewed the
interview guides and protocols (Appendix B). All participants received information about
the study and the researcher. By reassuring the participants of the confidentiality of their

information, they grew confident in participating in the study. Before the interview, I
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asked and obtained the participants’ permission to record conversations. | took field notes
because it was crucial for the researcher to write down important details while the
interview occurred. | securely stored all study documents in a thumb drive and used
password to protect the thumb drive for 5 years.

Conducting semistructured interviews can be challenging (Braaten et al., 2020). |
used an audio recording device for the discussions to allow flexibility and follow-up with
the participants. The length of time set for each interview did not exceed 45 minutes.
Following up with participants is substantial because it is relevant for reaching data
saturation (Fofana et al., 2020). After the interviews, | transcribed and analyzed the
interview data to identify critical success factors and IT strategies that support ITO. Guest
et al. (2020) argued that data saturation is not a tool that defines an adequate sample size
for a research study. Nevertheless, researchers could only achieve data saturation when
they had sampled and analyzed all the data until no new findings emerged. The concept
of data saturation is crucial to all research studies where no new information emerges
from conducting semi structured interviews. In this doctoral study, | conducted semi
structured interviews until data saturation occurred.

For this multiple case study, data triangulation is pertinent to achieving reliability
and validity of the data. The validity and reliability of the study are complete when the
findings are analyzed, interpreted, and summarized (Farooq & de Villiers, 2017). The
maximization of the study’s validity helps to reduce bias (FitzPatrick, 2019). Member
checking allows research participants to check the accuracy of raw data or research

results (Brear, 2019). In the process of the interview, | recorded the interview, and at the
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conclusion, I summarized the data collected and asked the participants the same question
to determine accuracy. Once the participants affirmed that the data collected reflected
their views, | confirmed the study's credibility. If the participants wanted to provide
additional information to strengthen their opinions, it would be my decision to
incorporate such ideas within the data or not. Consistency with all the participants during
the interview and member checking is crucial. By repeatedly asking the participants the
same question, | enhanced data objectivity and limited bias. Nevertheless, it is best to
follow the same interview protocol with all the participants and to thank them for their
time and contribution to the feasibility of the study.
Data Collection Technique

The data sources included outsourcing strategies from semi structured interviews
with open-ended questions and the IT business's written management-related data.
Interviews are a particular form of verbal interaction as they attempt to elicit answers in
one way or another (Aarsand & Aarsand, 2019). In this study, | conducted a semi
structured interview process using social media, telephone, and email. The process that
researchers consider in a study is the planning, conducting, and analyzing of interviews
for the validity of their findings (Costa et al., 2017). | prepared a research protocol and
selected appropriate IT-related questions to capture the expected findings. The interview
data was accurate, reliable, and unbiased, with easily understood documentation of the
sources to avoid any errors that might affect the quality of the data. | transcribed all

participants' information from the recording files. After member checking, | analyzed
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them. | used the interview protocol (Appendix B) and interview questions (Appendix A)
to assist in my collection of the primary data for this study.

I chose semi structured interviews because it is an effective method to collect
data, and to explore the participants’ thoughts on ITO. Researchers undertake semi
structured interviews at a site where the interviewer and the interviewee play crucial roles
in the joint production of meaning, knowledge, and stories (Aarsand & Aarsand, 2019).
The data collection technique plays a pivotal role in reducing the misinterpretation of the
responses from the participants (Alam, 2020). During the semi structured interviews, |
gathered more insights about the participants and their roles in successfully implementing
ITO strategies. After all, face-to-face interviews are efficient, and a stronger relationship
between the participant and the researcher may be established (Xu et al., 2020). However,
due to the Covid-19 pandemic, | used social media, telephone, and email for this study
because it enhanced my chances to know the participant better when the observation,
which is not an option, is time consuming. Semi structured interviews can be time
consuming, but they are a suitable data collection method given that few open-ended
questions are good for follow up.

Open ended questions were ideal to uncover successful ITO strategies and
experienced leadership perspectives. Initially, some researchers will undergo a semi
structured interview to gain more insights to determine whether or not a trial as a next
step in the study is necessary (Teychenne et al., 2021). Ensuring that all participants are
willing to be interviewed during a suitable time is crucial to an effective data collection

process. Furthermore, the participants must have competency and experience in ITO.
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Using the semi structured interview for this study is relevant; hence, | did not conduct a
pilot study after IRB approval.

The member checking process allows the participants to fulfil crucial role-players
within their organizational success. The conventional validity procedure of member
checking may be used as an accountability practice if applied as an iterative-generative
process during data collection and analysis (Naidu & Prose, 2018). Member checking is
commonly used to verify data accuracy once the researcher has completed collection and
possibly analyzed the data (Naidu & Prose, 2018). Member checking was part of the
interview protocol (Appendix C). Additionally, the follow-up with the participants was to
reassure them of accurate interpretation of their insights.

Data Organization Techniques

Qualitative researchers make sense of the verbal data by following organizational
protocols. Organizing the data is an important step that could impact the research
findings; thus, the data organization technique allows for flexibility and accuracy (Yin,
2018). For this study's data organization technique, | separated the data into groupings:
recording, notes, and participants' responses. | checked the data for validity by
performing the verbatim transcription for each interview and used an interview protocol.
| also consistently reviewed the research notes. By checking the data for validity and
reviewing notes, | reduced errors and increased the likelihood of accurate data.

The process of conducting interviews was simple, but it required my familiarity
with technology for smooth execution. The qualitative methodology depends primarily

upon eliciting self-reports from subjects or observations made in the field transcribed into
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field notes (Yin, 2018). The qualitative data collection must be adequate to ensure the
correct organization and analysis of the data. The research questions were well defined
and aligned with ITO. The research question helped maintain the flow of qualitative data.
| set up a recording device to capture all the information from the participants. I reviewed
all the interview questions, the participant's responses, the interview notes, memos, and
coded data and repeated the process until no new information emerged. Once transcribed,
the audio files and transcripts were labeled to avoid confusion and allow flexibility and
accuracy. | stored all transcripts and the consent forms on a secured drive. After 5 years, |
will permanently destroy electronic data and shred any associated paper documents.
Data Analysis Technique

| used thematic analysis to analyze the data. Data analysis consists of collecting,
recording, analyzing, displaying, and disseminating the findings (Yin, 2018). The data
analysis could involve five steps: compiling, disassembling, reassembling, interpreting,
and concluding (Yin, 2018). I used Yin’s five step approach to qualitative data analysis.

Yin (2018) described the compiling phase as the primary step to analyze the data.
| collected several data pieces during the interview process and put them in a specific
order. Yin suggested that it is essential to transcribe each participant's interview data as
soon as it is recorded to avoid mixing up the details. Overall, | compiled the data to
develop groupings in an electronic spreadsheet. The second phase of the data analysis is
encoded as the study is conducted (Yin, 2018). | implemented the patterns using the
conceptual lens of how ITO strategy impacts Arizona's business performance and

employee retention.
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In this case, | used the components of the research question for the data coding
and disassembled the data to reduce and eliminate non variant themes of the ITO.
Disassembling is critical to code and sort the data in several ways to create new insights
(Yin, 2018). Therefore, the interviews and company documents are essential for breaking
down different IT managers' global strategies. All the patterns and trends became
apparent during the coding and its completion.

Reassembling is the third phase of the data analysis process. Reassembling
includes categorizing, tabulating, and recombining the data to discover patterns (Yin,
2018). In this study, I reassembled the strategies IT managers use to succeed in ITO.
Qualitative research uses various methods, such as intensive interviews or in-depth
analysis of historical materials, and it is concerned with a comprehensive account of
some event or unit (Aspers & Corte, 2019). Taking advantage of the technology, IT
managers aim to use various systems to make and implement decisions. Visionaries have
explicitly created some newly innovated technology systems for ITO purposes. The
systems are great at listing receivables and displaying cultural and political information
of the potential IT vendors. Qualitative researchers study things in their natural settings,
attempting to make sense of or interpret phenomena in terms of the meanings people
bring to them (Aspers & Corte, 2019). IT managers should be aware of the cultural
differences and communicate their organizational goals clearly with vendors. Vendor
selection is a crucial moment in any 1TO because failure to detect their opportunistic

behaviors can constitute a pitfall for the IT companies.
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In the data analysis plan, Yin (2018) suggested that interpreting is the fourth

phase in which the researcher extracts the data for their deeper meaning. Therefore, |
checked the patterns against the interview transcripts and the IT businesses' documents to
interpret the data’s insights during this phase. Interpreting could include methodological
triangulation of the source of evidence (Yin, 2018). By interpreting the data, | provided
answers to the questions regarding the strategies IT managers use to improve business
performance and employee retention through ITO contracts. After completing the
interview, | checked the backgrounds of the participants to ensure the accuracy of their
responses.

The last phase of the data analysis process is called concluding. Concluding is a
critical phase in the data collection process because researchers share their unique
insights (Yin, 2018). In this study, | generated the findings to serve other IT businesses
willing to outsource their services to vendors overseas. Knowing that IT managers could
use the findings for their gains, | examined the results carefully to make more profound
and vigorous interpretations. Also, | coded the data using NVivo 10 software to assist in
my interpretation in analyzing, organizing, and identifying the ITO themes. According to
Yin (2018), concluding can include answering the research question based on the study
results. Finally, I concluded the data analysis by relating the interpretation of the study
findings with the TCE theory and the research question.

To check the validity of my research study, | used the triangulation technique.
Triangulation is a technique that helps to mitigate bias (Farquhar et al., 2020). | used a

semi-structured interview to gain insight into ITO's successful strategies and looked at
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company documents related to ITO management. Therefore, triangulation was used to
investigate all the participants' strategies and evaluate their common grounds for
successful ITO strategies. Triangulation led me to identify the findings and understand
the fundamental reason behind the ITO's successes. Farquhar et al. (2020) argued that
researchers could use data triangulation to ensure reliability in the study. Data collection
from four participants’ interviews and the various business documents provided for
analysis were compared as | used triangulation to ensure the validity of the research
study. By using data triangulation, | increased the validity of the findings while providing
confidence in the findings.
Reliability and Validity

Qualitative studies require researchers to build in reliability and validity checks
throughout the methodology. Korstjens and Moser (2018) argued that the quality criteria
for all qualitative research are credibility, transferability, dependability, and
confirmability. Reliability refers to the soundness of the study, particularly concerning
the appropriate methods chosen and how those methods were applied and implemented in
a qualitative research study (Rose & Johnson, 2020). Validity refers to the process of
determining the fidelity (sometimes understood as accuracy) of the findings from the
standpoint of the researcher, the participants, and the consumers of the research (Rose &
Johnson, 2020). To ensure reliability and validity, researchers must provide sufficient
information on the dependability, credibility, confirmability, and transferability of their
research design to enable readers to determine its quality (Moon et al., 2016). Several

researchers have considered establishing credibility as one of the essential indicators for



90
strong qualitative inquiry (Liao & Hitchcock, 2018). In this study, | used methodological

triangulation and member checking to ensure the validity of the study. Nowell et al.
(2017) argued that a qualitative research study could only be trustworthy when
researchers use data triangulation to assure data saturation. In this study, | used member
checking, triangulation, and data saturation to ensure reliability and validity.

Reliability

Overall, reliability is based on the consistency of the findings. Reliability is used
to confirm the accuracy of the findings or reach a consensus between coders (Poucher et
al., 2020). To assess the measurement procedure's quality, the researcher would carefully
examine the construct in the study by checking the participants' answers and all
methodological decisions using an audit trail. Dependability is related to reliability. |
repeated the ITO measures using objective methods to establish the findings' truth.
Member checking is crucial because it engages the researcher in member reflections to
elaborate on interpretations of the data (Poucher et al., 2020). Reliability is critical in this
study because it could enhance the comparison of the data collected.

The research question must link to the repeatability of the data and the
consistency of the notes taken. Triangulation allows the consistency of the findings to be
compared and contrasted and therefore verified or not (Ellis, 2019). Flick (2017) noted
that methodological triangulation is used to enhance the validity of the research study and
to mitigate any risk of researcher bias. | used triangulation to mitigate biases and personal
lenses. Triangulation is a technique researchers tend to use to reduce bias and validate the

data through multiple sources (Caretta & Pérez, 2019). In this study, | transcribed all the
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data collected with accuracy to minimize bias that could threaten the research's internal
validity. By using member checking to confirm data interpretation and interview
protocol, | ensured the dependability of the research findings.

Increased reliability can be achieved by using semi-structured interviews.
Marshall and Rossman (2016) argued that the definition of reliability often depends on
the dependability of a study. Dependability is used to enhance the consistency of methods
and processes during the data collection and analysis process (Singh et al., 2021).
Researchers use dependability to capture the changes that appear in the research study
setting and are associated with the consistency of findings (Langtree et al., 2019).
Dependability is evaluated by considering the decisions and steps taken during the
research process (Langtree et al., 2019). Dependability refers to the consistency and
reliability of the research findings and the degree to which research procedures are
documented, allowing someone outside the research to follow, audit, and critique the
research process (Moon et al., 2016). Korstjens and Moser (2018) argued that
dependability involves participants’ evaluation of the findings, interpretation, and
recommendations of the study. Dependability appears to be a necessary tool of
trustworthiness in a research study.

Dependability is crucial for trustworthiness because it brings to the research its
consistency and repeatability of the findings. Dependability in qualitative research refers
to the stability of data over time and conditions; it is an evaluation of the quality of the
data collection, data, and theory generation undertaken in a study (Ellis, 2019). Member

checking is one way of achieving transactional validity, which has been heralded as a
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more robust version of validity reached through triangulation (Caretta & Pérez, 2019).
Researchers triangulate the significant findings with data from different sources
(Rooshenas et al., 2019). Azulai (2021) described triangulation as a combination of at
least two or more data sources, methodological approaches, data analysis procedures, or
investigators to collect and analyze the data. | used methodological triangulation, such as
member checking, to achieve the dependability of this study. Yin (2018) noted that the
researcher could generate audit trails by clarifying (a) the reasons for choosing the
participants in a study, (b) the reason for the study to the participants, (c) the data
collection process, (d) the transformation of the data during exploration, (e) the precise
techniques used to define the credibility of the information, and (f) the research findings.
Validity

Member checking is a vital tool to strengthen the validity of the data. Validity is
dependent on the purpose and context of the research (FitzPatrick, 2019). Validity refers
to conclusions based on certain methods to address validity threats pertinent to the
specific investigation (Fitzpatrick, 2019). Credibility, transferability, confirmability, and
data saturation are used to evaluate the trustworthiness of the qualitative data obtained
(Jalali et al., 2020). 1 used member checking to certify accurate interpretation of the
answers from the IT managers selected for this study. Simpson and Quigley (2016)
argued that member checking increases the credibility of the study by validating the

precision of the data gathered from participants. Validity brings quality to the study.
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Credibility

The credibility of this research study rested on the participants with proven
experience in ITO. Credibility refers to the amount of confidence the reader has that the
findings presented are truthful and accurate (Ellis, 2019). To ensure credibility in a
project, a researcher uses an ongoing interaction with the participants, facilitating, and
gaining the trust of the participants and understanding their experiences (Jalali et al.,
2020). In this study, I collected data from different sources, which are: (a) semi structured
interviews, (b) organizational documents, and (c) reliable observations. The quality of a
study depends on how the researcher implements the data and their analysis (Yin, 2018).
| used member checking to confirm the credibility of the participants' inputs. Ensuring
the credibility of the research involves returning the findings to some participants for
further comments (Jalali et al., 2020). Therefore, | used member checking and the
interview protocol (Appendix B) to maintain the credibility of the data collected from
multiple participants. To ensure credibility, qualitative researchers use sample selection,
reflexibility, audit ability, applying peer scrutiny, applying member checking, and
triangulation (Yin, 2018). For this study, I used reflexibility, member checking, and
triangulation to ensure the credibility of the study findings.

Transferability

The emphasis is put on transferability in this study by the description of
participants’ experience in ITO. To promote the transferability of the findings, the
researcher must select diverse participants in the research study (Ting et al., 2019). The

findings from this study would enhance the ability of readers and future researchers to
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adapt ITO in the face of increasing globalization for improved business performance and
employee retention. Enough information provided could serve the readers about the
population, the sample, the method, the design, and the organization of the data collected.
| used purposive sampling to collect data and triangulation of multiple data sources to
determine the transferability of this study.

Confirmability.

Semi structured interviews and member checking ensured the conformability of
this study. Confirmability is derived from establishing that data and interpretations of the
findings are not figments of the inquirer’s imagination but derived from the data collected
(Korstjens & Moser, 2018). Member checking can effectively complement triangulation
by checking data at different stages and enhancing the overall study validity (Caretta &
Pérez, 2019). To ensure confirmability in this study, | used member checking and
multiple sources of data for triangulation. Triangulation is recommended as a good
practice in conducting case study research and is traditionally envisaged as offering
validity through the convergence of findings, sources, or methods (Farquhar et al., 2020).
| provided a summary of the study based on the data from the findings, which included
the analysis of the interview transcripts and the company documents. Some of the
company documents reviewed include meeting presentations, financial statistics, standard
operating procedures, project management plans, business plans, ITO documents,
shareholder agreements, and mission statements. The analysis of the study findings
increased the validity and reliability of interpretation. | conducted member checking and

document analysis to confirm the study findings.
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Data Saturation

In qualitative research, the concept of data saturation has been proposed as the
solution to an determine adequate sample size (Fofana et al., 2020). | conducted semi-
structured interviews until no new information emerged to replicate the study to ensure
data saturation. Researchers determine the point of data saturation in studies with open-
ended questions (Fofana et al., 2020). After the interviews, | applied member checking
and sent the participants' responses to them via email. During the interviews, gathering
enough information helped to collect rich data. During coding, data saturation is achieved
when no new concepts or relevant information emerges with additional interviews
(Fofana et al., 2020). | conducted interviews with participants until no emergence of new
information. Member checking techniques and triangulation enabled the study to attain
data saturation quickly.

Transition and Summary

In Section 2, | restated the purpose of this case study, which involves exploring
the strategies IT managers use to improve business performance and employee retention
through ITO contracts. Next, | explained the role of the researcher as the prime collection
instrument of the data. Other areas discussed in Section 2 include the participants, the
research method and design, population and sampling, ethical research, data collection
instrument, technique, and data organization. Finally, I discussed the analysis process and
the methods for improving the validity and reliability of the research. In Section 3, I will

provide an overview of the study and present the findings, and discuss the application to
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professional practice, implications for social change, recommendations for action and
future research, reflections, and summary and study conclusions.
Section 3: Application to Professional Practice and Implications for Change

In this section, | provided an overview of the study and present the study findings
on the strategies some IT managers use to improve business performance and employee
retention through ITO contracts. Then, I link the study findings to the conceptual
framework of TCT. Other topics discussed in this section include the applications to
professional practice, implications for social change, recommendations for action and
future research, reflections, and a summary and study conclusions.

Overview of Study

The aim of this qualitative multiple case study was to explore the strategies some
IT managers use to improve business performance and employee retention through ITO
contracts. The conceptual framework was TCT. The overarching research question was:
What strategies do ITO managers use to improve business performance and employee
retention through ITO contracts? Four IT managers from four different organizations in
Arizona who had improved business performance and employee retention using strategies
to manage international ITO contracts participated in this study. The participants
provided the primary data to answer the overarching research question, and the sources of
secondary data included company observations, field notes, and archival documents.

To reach data saturation, | continued with the data collection process until no
additional information emerged from the interview process and document review. From

analysis of the participants’ responses to the interview questions, four themes emerged:
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(a) communication and relationships, (b) labor costs, (c) organizational learning and
culture, and (d) vendor management. By relating TCT to the study findings, | gained a
better understanding of the topic under study. The study findings illustrate that some IT
managers use a blend of strategies to improve business performance and employee
retention through ITO contracts.

Presentation of the Findings

Outsourcing is the dominant strategy for IT businesses to maximize profits (Patel
et al., 2020). When knowledge transfer is done right, business partners involved in
outsourcing projects can benefit from better business performance and employee
retention (Masa’deh et al., 2017). According to Lee and Lee (2020), business outsourcing
with various incentives can promote employee retention. | used the triangulation method
to combine the data collected from interviews and the review of company archival
documents, such as IT strategies and field notes. Upon completion of the interview with
the fourth participant, no new information or themes emerged, indicating that I had
reached data saturation. After | conducted thematic analysis, | used the NVivo 11
application as a tool to assist in organizing the collected data.

To reduce operating costs, IT managers shift their focus towards ITO; yet,
outsourcing decisions are one of the most complex organizational decisions, requiring a
thorough evaluation of the benefits on one side and the barriers or challenges on the other
from the perspective of fostering innovative thinking (Sen et al., 2020). Lacity et al.
(2016) opined that ITO presents several challenges leading to organizational failures.

Nevertheless, there is no clear evidence that outsourcing has a more significant impact on
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organizational performance, employee retention than the skillset of IT managers and
vendor management (Masa'deh et al., 2017). The failure to enforce and develop
successful strategies can lead to detrimental ITO outcomes (Agburu et al., 2017). The
four themes | identified in this study are: (a) communication and relationship, (b) labor
cost, (c) organizational learning and culture, and (d) vendor management. In the
following subsections, | discuss these four themes in detail.

Theme 1: Communication and Relationships

The theme of communication and relationships emerged from the participants’
responses to all the interview questions. Poor communication and lack of financial
support can constitute severe handicaps when attempting to overcome the global market
realities (Wu & Park, 2019). When there is no trust, the outsourcing outcomes can lead to
terminal problems (Birt et al., 2016). Relationships depend on specific factors related to
the alliances’ transactional and institutional conditions (Jiang & Jiang, 2019).

The theme of communication and relationships included the ideas of consultation,
empowerment, trust, and influence of ITO contract vendors. All participants affirmed
using communication and relationships as a strategy to improve business performance
and employee retention through 1TO contracts.

To develop a successful, strategic relationship, partners must understand the
cultural patterns embedded within each culture and devise strategies to deal with
dissimilarities (Mehta et al., 2020). Participants agreed that communication and
relationships, including consultation, empowerment, trust, and influence, are critical to

improving business performance and employee retention through ITO contracts.
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Responding to Interview Question 1, P1 said, “When a truthful partner handles our
marketing and advertisement department, we also have peace of mind.” In response to
Interview Question 1, P2 explained the importance of “ensuring that the relationship runs
smoothly, efficiently, and within our budget.” Responding to Interview Question 2, P1
affirmed, “Therefore, our development team must fully communicate with us daily.” P3
stated, “Our team has a powerful influence on our external supplier, who helps them
understand our business specificity.” Answering a follow-up question, P3 explained,
“They maintain a channel of communication during the lifetime of the outsourcing
contract.” In response to Interview Question 2, P4 noted the significance of “establishing
a communication channel with shareholders and leaders.”

More insights about communication and its relationship to performance and
employee retention emerged. Responding to Interview Question 3, P1 remarked,
“Diversity is always a positive thing within an organization, and to some extent, it can
also become a barrier to clearly and concisely communicating the organizational goals
with the employees.” Providing further narrative, P1 attested, “We establish a clear and
concise communication channel with employees who know their expectations and the
organizational goals to reach. The stronger relationship the employee is with the
managers, the less likely the employee is motivated to leave.” In response to Interview
Question 4, P1 noted, “The company implementing a change must be fully explained to
the employees to avoid the loss of control. Therefore, the lack of communication can lead
to the loss of employees and negatively affect business performance.” P4 commented,

“Whether we want to implement the strategy to innovate our business performance, our
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staff must be empowered to the specific setting.” The participants acknowledged the
importance of communication and relationships in improving business performance and
employee retention through ITO contracts.

Interviewees also described their common communication challenges.
Responding to Interview Question 5, P3 explained that the inability “to communicate
clearly and concisely with overseas partners ... creates our biggest challenge, damaging
our vendor relationship.” In response to Interview Question 5, the participants stated the
following:

e “But the main challenge that we are facing at that moment is the lack of
communication with our internal and external departments. Managers in
charge have to adjust to improving communication in a virtual setting.” (P1)

e “We have to create that environment where employees feel empowered, and
we provide a follow-up to ensure their longevity at work.” (P2)

e “My organization strives to create a clear and concise communication channel
internally and externally. Therefore, it is always tricky and sometimes
impossible to communicate clearly and concisely with overseas partners.”
(P3)

e “We have months of brainstorming with our employees to consult with the
stakeholders.” (P4)

There are many tactics for creating and maintaining trust at a distance during 1TO.

The organization should implement a strategy guide to communicate IT services in

harmony to achieve the desired goal (Meinlschmidt et al., 2018). Responding to
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Interview Question 6, P2 affirmed, “The other challenge is trust; many vendors bring
their opportunistic behaviors that always compromise the outcomes of the business.
Creating that international environment of trust and more vital relationships are
challenging to put in place.” In response to Interview Question 7, P1 attested, “We
emphasize two skills: The first one is communication and the second one is problem-
solving skills. We look into complex ideas in communication skills and ensure that our
internal and external components go smoothly.” P3 noted, “Amidst the changes within
the organization by the ITO, we must maintain a stronger relationship with the vendors
and employees. They have to feel empowered.” On further inquiry, P3 added, “Despite
the relationship with the vendors, we must also trust ourselves and the customers, the
suppliers, and other stakeholders.” P3 advised, “We must assess our progress through our
relationship with external forces and maintain a concerted effort to remain loyal to the
end consumers.” Responding to Interview Question 8, P2 remarked, “The IT managers
and the vendors must communicate regularly to eliminate the fire drill if the relationship
is not well grounded.” Trust is built by consistent communication, especially when
problem solving is involved.

The participants’ responses to the interview question aligned with the findings of
Mehta et al. (2020) and Wu and Park (2019) who illustrated that IT managers use
communication and relationships to improve business performance and employee
retention through ITO contracts. The current study findings demonstrated that all IT
manager participants used communication and relationships as a strategy to improve

business performance and employee retention through ITO contracts.
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Theme 2: Labor Cost

The theme of labor cost emerged from Interview Questions 1, 2, 4, 5, 6, and 8.
The risk of encountering hidden labor prices can hinder ITO contracts (Erdogan &
Tokgoz, 2020). The critical driver for human resources ITO is cost reduction (Sim et al.,
2017). Reducing the labor cost in ITO contracts is critical to improving business
performance and employee retention. Business owners understand that their international
trade transactions rely on better outsourcing decisions because reducing costs when
sending their IT services overseas can also shift jobs to overseas locations (Bailey et al.,
2019). All participants attested to using labor cost as a strategy for improving business
performance and employee retention through ITO contracts.

Participants shared their perspectives on cost-saving strategies related to ITO.
Some IT companies have suggested that reducing costs by outsourcing their activities is
their reaction to a difficult economic situation (Giertl, 2015). Responding to Interview
Question 1, P2 opined, “Some other organizations will keep those functions in-house, but
our strategies are different in that it costs more in the United States to pay an IT engineer
than it does in India.” In response to Interview Question 1, P3 commented, “Once we
have that aspect covered, we now know what can be performed by a business partner
overseas at a cheap cost. We look for small organizations that are low-cost to offer those
services” Responding to Interview Question 1, P4 remarked, “Our initial focus is to find
low-cost locations to centralize our activities. Mainly those activities are not generating
incomes and must be held at a lower possible cost overseas.” P4 further explained, “We

have an internal department specializing in knowledge transfer, and their responsibilities
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are to locate a low-cost location where our low generating incomes tasks can be
outsourced.” It appears that creating economic efficiencies remains a motive of most ITO
managers.

Strategic management related to ITO decisions requires a RBV. Ishizaka et al.
(2019) argued that an outsourcing decision is a company’s strategic implementation to
reduce costs and increase efficiency. In response to Interview Question 2, P2 attested,
“We have higher quality, cheap labor pools with excellent IT software developers in
those countries.” P2 further stated, “When we pay less to an engineer in India to perform
the same work that will cost us triple their salaries, it makes more corporate sense to
increase a large scale of quality and production overseas.” P3 noted, “Our experts are
always on the hunt for relevant information that can lower costs while decreasing the
likelihood of risk in global business.” P4 added, “We are not focusing on short-term
savings, and we do not want to fall short because the housing cost has increased to a point
where we can no longer afford to pay our employees.” Outsourcing is linked to larger
economic forces.

IT managers try to balance concerns about cutting costs with other interests. In
response to Interview Question 4, P2 noted, “The international scheme is a fast-paced
environment where IT managers can quickly lose sight of the main objective of
maximizing revenues.” In agreement, P3 affirmed,

We understand that keeping the costs very low is the primary objective, but at the

same time, we also want to compensate highly qualified workers for their unpaid

work. Some of us focus too much on savings than managing our labor force.
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Responding to Interview Question 5, P1 attested, “Working from home had created an
alarming increase in operating costs.” In response to Interview Question 6, P4 opined,
“Engaging in the journey of ITO is to save costs and increase our chance to improve our
competitive advantage.” Responding to Interview Question 8, P1 remarked, “Analyzing
the operation costs should take us to the visualization of the activities overseas, ensuring
that the company's goals are reached.” P3 noted, “The vendors must know that the
organizational goals are set to reduce risk and contain costs and that their assistance is
needed to reach those objectives.” Responding to Interview Question 8, P4 affirmed, “We
go overseas because we want to lower our labor costs or taxes but want to sell our
products in the U.S. to gain a larger audience, which increases revenue and our
international competitive advantage.” By engaging in ITO successfully, companies can
gain several benefits which go beyond simple cost-savings.

The study findings demonstrated that all participants used labor cost as a strategy
for improving business performance and employee retention through ITO contracts. The
participants’ responses to the interview question aligned with the results of Bailey et al.
(2019), Erdogan and Tokgoz (2020), Ishizaka et al. (2019), and Sim et al. (2017) who
found that IT managers use labor cost as a strategy for improving business performance
and employee retention through ITO contracts.

Theme 3: Organizational Learning and Culture

A commitment to organizational learning and cultural awareness are key to

success in ITO. IT managers encounter challenges in languages, cultural realms, political

harshness, corruption, and to some extent, internal conflicts (Pathiranage et al., 2020).
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Cultural differences between Eastern and Western countries pose a fundamental
challenge in international supply chain management (Jia et al., 2020). The theme of
organizational learning and culture emerged from participant responses to Interview
Questions 2, 3, 4, 5, 7, and 8. All participants recognized the importance of
organizational learning and culture in improving business performance and employee
retention through ITO contracts.

Collaboration across countries requires significant leadership skills. If the initial
goal of maximizing profits is too prominent, it can become nightmarish, especially if IT
managers are not well trained (Bi et al., 2020). In response to Interview Question 2, P2
attested, “For more than 20 years, my organization has strived to maintain a decentralized
culture as a significant standpoint of our outsourcing strategy.” Responding to Interview
Question 2, P3 said, “Our company has been doing outsourcing for more than three
decades, and organizational learning has always been our central tool to manage to
outsource.” P3 further explained, “Whenever the team brings new insights, we use our
collaborative knowledge to draw the final line of outsourcing decisions. As soon as the
selection of a partner is confirmed, our team of experts shares knowledge with the
suppliers.” In response to Interview Question 3, the participants stated:

e “Once we recruit and train them.” (P1)

e “The cycle consists of hiring the right employee, investing in the training, and

ensuring that we offer a healthy work environment, rewards, flexibility, and

competitive compensation.” (P2)
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e “Weinvest a lot in training, and it will become a significant concern and
expense if the employee leaves. The primary barrier is the employee's
motivation to stay and become part of the organizational culture for a long
time. But employees have motivations that go beyond the understanding of the
training and development team, and that is our serious challenge.” (P3)

e “Information technology outsourcing may also encounter the problems of
cross-cultural integration because we are not expecting to find the same
societal realms overseas as those we have here.” (P4)

Out of the many unknowns related to ITO, cultural barriers can be the most
unpredictable. The risk of encountering cultural and political aspects can hinder ITO
contracts (Erdogan & Tokgoz, 2020). Responding to Interview Question 4, P2 opined, “It
is thus essential to thrive not to get caught up in the internal cultural scheme to the
international realities.” In response to Interview Question 5, P1 commented, “Another
critical issue could be the cultural barriers because we are transferring away from our
internal functions overseas, and most likely, it can be somewhat geographically
dispersed.” Responding to Interview Question 5, P2 remarked, “For example, we
implement a new approach by hiring and training highly qualified employees to execute
the tasks.” In response to Interview Question 5, P3 attested, “The second challenge is to
ensure that the vendor will hire and train highly qualified individuals that will do the
job.” There many be differences in how professionalism and highly qualified workers is

defined across different cultures as well.
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IT managers should exercise culturally competent leadership. Cultural differences
profoundly impact the relationship between the client and the vendor (Mehta et al., 2020).
In response to Interview Question 7, P2 noted, “The cultural aspect in outsourcing is
critical to assess, and the essential way to overcome the issue is to observe and make sure
that all the strategy is grounded.” Responding to Interview Question 7, P3 identified the
need “to overcome the challenges posed by the cultural, social environment, and foreign
countries' political aspects.” In response to Interview Question 8, P4 explained, “Before
we went to India and the Philippines, we thrived on learning to overcome language
barriers and cultural differences, manage a global team, and learn the currencies and their
politics.” The participants all agreed that there are cultural nuances that influence the
success of executing ITO contracts.

The study findings demonstrated that IT managers used organizational learning
and culture as a strategy to improve business performance and employee retention
through 1TO contracts. The participants’ responses to the interview question aligned with
Bi et al. (2020), Erdogan and Tokgoz (2020), Mehta et al. (2020), and Pathiranage et al.
(2020) statements that IT managers use organizational learning and culture to improve
business performance and employee retention through ITO contracts. As applied in this
study, 100% of the participants attested to using organizational learning and culture as a
strategy to improve business performance and employee retention through ITO contracts.
Theme 4: Vendor Management

IT managers have a significant responsibility for managing the vendor contracts.

Before acquiring the financial assistance to invest on a global scale, ITO businesses
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should train managers to obtain the necessary skills to minimize ITO's risks, such as
hidden costs and opportunistic behaviors of the other parties (Lioliou et al., 2019). The
theme of contract management emerged from Interview Questions 2 and 3-8. All
participants acknowledged using contract management as a strategy for improving
business performance and employee retention through ITO contracts.

Each participant spoke of different ways of preparing for success with ITO.
Responding to Interview Question 2, P1 opined, “We use the project-based model where
a designated team of experts assists the partner organization in hiring skilled employees
to form a development team for our products' quality and performance.” In response to
Interview Question 2, P4 commented, “Once we have selected a business partner willing
to purchase a location on our behalf, we have thus reached our first and significant
outsourcing cycle, ... preparing the project team for outsourcing.” Responding to
Interview Question 4, P3 remarked, “So, we always ask ourselves whether or not we have
the right people on the floor to carry on the strategy we have on paper.” In response to
Interview Question 5, P4 noted, “We need the right vendors to execute our strategies
abroad and internally. All the leaders involved in the outsourcing process must accept the
methods of selecting the right vendors, which is sometimes not easy to achieve.”
Placement of competent leadership within teams is one of the notable common themes
among the participants.

Risks associated with ITO can be averted by keeping track of manageable data. In
response to Interview Question 6, P3 said, “Whenever you hire the wrong vendor, you

quickly realize that your performance and employee retention are at risk of pitfalls. The
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right vendors and employee qualifications are essential for a brighter ITO future.”
Responding to Interview Question 6, P4 explained, “My organization puts a lot of
emphasis on hiring skilled employees to increase our chance of business performance and
employee retention. We need the right people to set clear goals and define our key
variables.” Responding to Interview Question 7, P2 opined, “We ask more questions to
the vendors to become adept at spotting opportunities.” In response to Interview Question
8, P1 commented, “My organization is fully aware of those potential risks, and we have
been successful during all the years in dealing with international partners. Our success is
attributable to our measurements, monitoring, and analysis.” P1 attested, “We have never
offshored our vendors' functions without measuring their optimal performance.”
Responding to Interview Question 8, P2 remarked, “Our IT managers and those in charge
of making IT decisions on outsourcing believe that brainstorming the vendors and the
skilled employees is the best way to keep organizational goals alive.” In response to
Interview Question 8, P3 added, “Before any organization is willing to outsource its
functions, it is crucial to take the necessary time to find a vendor that has the industry or
function-specific expertise in IT.” Vendor analysis is a critical phase in planning for ITO.
The participants’ responses to the interview question aligned with Lioliou et al.’s
(2019) statements that IT managers use vendor management to improve business
performance and employee retention through ITO contracts. The study findings
demonstrated that IT managers used vendor management as a strategy to improve

business performance and employee retention through ITO contracts. As applied in this
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study, 100% of the participants attested using vendor management as a strategy to
improve business performance and employee retention through ITO contracts.
Findings Related to TCT

TCT was the conceptual framework for this study. The four dimensions of the
TCT are the degree of asset specificity, level of uncertainty, transaction frequency, and
transaction cost (Yap et al., 2016). IT managers should have a specific skill set to
overcome the problems posed by multi-sourcing (Saran, 2019). Global partners ' choices
become scrutinized whenever the unique potential is developed within IT managers'
skillset, reducing ITO failure risk (Knichel et al., 2020). The study findings indicate that
IT managers could improve business performance and employee retention through ITO
contracts by implementing strategies based on TCT. As applied in this study, all
participants affirmed using a combination of strategies to improve business performance
and employee retention through 1TO contracts.

As applied in this study, IT managers should establish strategies for improving
business performance and employee retention through ITO contracts. All participants
confirmed the TCT regarding the use of strategies to improve business performance and
employee retention through ITO contracts. The use of TCT may aid in developing and
implementing strategies that benefit IT managers and vendors and draw on traditional
make-or-buy decisions with alternative explanations (Patel et al., 2020). Underlining the
TCT, the client and vendor relationship needs to build a compliant product with the end
consumers' requirements while avoiding potential risks (Knichel et al., 2020). As applied

in this study, all participants’ responses echoed Knichel et al. (2020)’s and Patel et al.
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(2020)’s statements on using strategies based on the TCT to business performance and
employee retention through ITO contracts.

As applied in this study, IT managers performed specific roles to improve
business performance and employee retention through ITO contracts. When an IT
company has defined outsourcing services, strategies must be aligned among the IT
departments to achieve the specific competitive goals (Bui et al., 2019). Whenever
successful strategies are implemented within an organization, TCT allows IT managers to
detect the partners trying to cut corners and use cheaper materials (Chanson, 2018). All
participants’ responses echoed Chanson’s assertions on the crucial roles IT managers
play in improving business performance and employee retention through ITO contracts.
All participants used a combination of strategies involving communication and
relationships, labor costs, organizational learning and culture, and vendor management to
improve their business performance and employee retention through ITO contracts. As
found in this study, all participants applied the TCT principles to improve their business
performance and employee retention through ITO contracts.

Applications to Professional Practice

Identifying the strategies that IT managers use to improve business performance
and employee retention through ITO contracts is crucial in the maintenance and growth
of organizational revenues and profits. Outsourcing is the dominant strategy for IT
businesses to maximize profits (Patel et al., 2020). IT managers must be aware of the
potentially harmful influence of outsourcing on employees and retention rates; and, thus,

design appropriate policies and environments to reduce such threats (Lee & Lee, 2020).
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IT managers encounter challenges in languages, cultural realms, political harshness,
corruption, and to some extent, internal conflicts (Pathiranage et al., 2020). This study’s
findings could provide IT managers with knowledge on how to improve business
performance and employee retention through ITO contracts. The findings from this study
could significantly enhance IT business revenues and profits by implementing strategies
to improve business performance and employee retention through ITO contracts. The
findings from this study could contribute to the literature on business performance and
employee retention through ITO contracts. New and upcoming IT managers may use the
study findings to understand the importance of implementing strategies and best practices
to improve business performance and employee retention through ITO contracts.

All participants acknowledged that communication and relationships, labor cost,
organizational learning and culture, and vendor management were fundamental to
improving business performance and employee retention through ITO contracts. When
knowledge transfer is done right, business partners involved in outsourcing projects could
benefit from business performance and employee retention (Masa’deh et al., 2017).
Based on the study findings, the most significant contribution to professional practice
may be identifying potential strategies IT managers use to improve business performance
and employee retention through 1TO contracts. IT managers could use this study’s results
to improve business performance and employee retention through ITO contracts. The
study findings could provide ITO managers with a practical model for developing

strategies for improving business performance and employee retention through ITO



113

contracts. The practical model could serve as a basis for improving business performance
and employee retention through 1TO contracts.

All participants affirmed using a combination of strategies to improve business
performance and employee retention through ITO contracts. The results of the study
could help IT managers to improve business performance and employee retention
through ITO contracts. The study findings could significantly contribute to collaboration,
information sharing, and teamwork among IT managers seeking strategies to improve
business performance and employee retention through ITO contracts. According to Lee
and Lee (2020), business outsourcing with various incentives can promote employee
retention. Poor communication and lack of financial support can constitute severe
handicaps to overcome the global market realities (Wu & Park, 2019). Some IT managers
with weak strategies may apply this study’s findings to improve business performance
and employee retention through ITO contracts.

There is an advantage to involving employees from various levels of management
in the planning process. Because people tend to leave their jobs when they do not feel
empowered, IT managers should understand that getting employees involved in the
outsourcing process can enhance their performance and attract them to stay with the
company (Lee & Lee, 2020). The findings from this study could contribute to the
literature on ITO, business performance, and employee retention. The study findings
might add value to the IT business community by disseminating information regarding
strategies for improving business performance and employee retention through ITO

contracts. The study findings may benefit business leaders, including governmental and
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non governmental agencies, entrepreneurs, and SME owners, to gain helpful information
on strategies for improving business performance and employee retention through ITO.
Implications for Social Change

A significant implication for positive social change of this study includes
providing IT managers with strategies to improve business performance and employee
retention through ITO contracts. IT managers who sustain their business beyond five
years can increase employment opportunities (Strydom, 2017). By studying the research
outcomes and implementing excellent strategies, IT managers might improve business
performance and employee retention through ITO contracts and sustain their firms. The
existing area IT managers could use the information from this study to enhance
communication and relationship with employees to improve business performance and
employee retention through ITO contracts.

The study findings might significantly contribute to the economy of the local
community. While IT businesses outsource products and services to save costs, it often
helps communities by lowering the prices, primarily for low-income families (Bi et al.,
2020). Adopting strategies to improve business performance and employee retention
through ITO contracts might assist IT managers in increasing their firm performance,
thereby boosting economic growth for local communities. With improved business
performance, the IT firms would pay more corporate taxes, which the municipal
government could use to provide social amenities to the local community. New aspiring
IT entrepreneurs could use the information gained from this study’s findings to establish

new businesses which could create job opportunities for local citizens, thereby promoting
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socioeconomic growth in the local community. As illustrated in this study, improving
business performance and employee retention through ITO contracts might assist IT
managers in implementing successful contracts and continue to provide job opportunities
to the local community.

By improving business performance and employee retention through ITO
contracts, IT managers could increase the profitability, competitiveness, sustainability
and the IT business. Sustaining IT businesses can improve families' stability, improve
local economies' social structure, and raise incomes (Lee & Lee, 2020). IT business
growth and profitability could contribute to social change by strengthening local
economies, sustaining small businesses, and creating job opportunities, thereby
improving the welfare and amenities of the local communities. The implication for
positive social change for this study was improving business performance and employee
retention through ITO contracts, thereby maintaining socioeconomic stability for
benefiting citizens, families, and communities. By improving business performance and
employee retention through ITO contracts, IT firms could accomplish their corporate
social responsibilities to the local citizens through sponsorship of local events, awards of
scholarships, and the building of social amenities such as healthcare, libraries, and
schools. The general public might learn from the strategies IT managers use to improve
business performance and employee retention through ITO contracts.

Recommendations for Action
Business leaders should adopt effective strategies to improve business

performance and employee retention through ITO contracts. ITO can generate different
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outcomes depending on where the third parties are located worldwide (Wang & Wang,
2019). Researchers have demonstrated that ITO contracts present several challenges
leading to organizational failures (Lacity et al., 2016). According to Lee (2017), IT
managers fail to understand outsourcing is a strategic business that shifts jobs to overseas
partners, which could lead to ITO failure. To sustain IT firms, IT managers should
implement strategies to improve business performance and employee retention through
ITO contracts. | recommend that IT managers should implement a blend of strategies to
improve business performance and employee retention through ITO contracts.

An effective strategy is essential to improve business performance and employee
retention through ITO contracts. The worst ITO issues include loss of jobs, domestic
opportunities, the struggle to maintain a good work performance, and the difficulties of
retaining employees (Presbitero et al., 2016). In ITO business environments, the marginal
product of labor does not equal the competitive wage (Kaleka & Morgan, 2017). IT
managers must focus on their core business strategy to remain competitive (Kaleka &
Morgan, 2017). Maximizing profits while keeping jobs and improving business
performance can be substantial for the right outsourcing strategies (Agburu et al., 2017). |
recommend that IT managers should implement strategies to improve business
performance and employee retention through ITO contracts.

To ensure business sustainability, IT managers should establish strategies to
improve business performance and employee retention through ITO contracts. The failure
to enforce and develop successful strategies can lead to detrimental ITO outcomes

(Agburu et al., 2017). The uncertainties are unprecedented in the global market, and the
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necessity for IT managers to face those challenges requires an adequate approach to
strategy (Lioliou et al., 2019). | recommend that IT managers should implement a blend
of strategies involving communication and relationship, labor cost, organizational
learning and culture, and vendor management to improve business performance and
employee retention through ITO contracts.

The study findings indicate that IT managers use a combination of strategies to
improve business performance and employee retention through ITO contracts. |
recommend that IT managers should have adequate skills and experience to identify the
appropriate strategies for improving business performance and employee retention
through ITO contracts. | will disseminate the findings of this study to interested
stakeholders through the presentation in seminars, training, and conferences; knowledge
sharing in my workplace and social media; and publications in business and academic
journals.

Recommendations for Further Study

The purpose of this qualitative multiple case study was to explore the strategies IT
managers use to improve business performance and employee retention through ITO
contracts. The study findings, recommendations, and conclusions might contribute to
existing and future research and close gaps in business practice regarding strategies that
IT managers use to improve business performance and employee retention through ITO
contracts. Lee and Lee (2020) advised IT managers to be aware of the potentially harmful
influence of outsourcing on employees and retention rates; and, thus, design appropriate

policies and environments to reduce such threats. A significant limitation of this study
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was the cross-sectional, qualitative multiple case study involving IT managers from two
firms in Arizona, United States. | recommend future researchers should explore
longitudinal, quantitative, or mixed methods involving participants selected from varying
levels of employees in diverse industrial sectors at different geographical locations.

The study provided rich information that future researchers could further explore
regarding the strategies IT managers use to improve business performance and employee
retention through ITO contracts. Yin (2018) opined that having the appropriate
population is a limitation whereby research findings may not apply to a larger population.
This study was limited to a small sample size of four IT managers who have successfully
implemented strategies to improve business performance and employee retention through
ITO contracts. Researchers should determine the number of participants to obtain data
saturation in qualitative research (Fofana et al., 2020). Using a larger or smaller sample
size, researchers could obtain different themes which might significantly differ from this
study’s findings. | recommend that future researchers should use a more significant
sample size of participants with diverse roles and responsibilities in ITO from many
organizations.

I have limited knowledge and competency in doctoral research. The researcher
has a responsibility to objectively analyze and interpret the information obtained from
participants for the accuracy of the findings (Yin, 2018). The study was limited to my
accurate interpretation and subjective evaluation of the participants’ responses to the
interview questions. In qualitative research, a researcher must have integrity and avoid

biases to achieve truthful and robust research results (Shaw & Satalkar, 2018). Another
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limitation of this study was my professional background in ITO and personal beliefs
regarding strategies IT managers use to improve business performance and employee
retention through ITO contracts. Researchers must choose specific participants to obtain
factual information (Vasileiou et al., 2018). The final limitation of this study was the
accuracy of information from the participants and the availability of company archival
data. | recommend future studies should involve research experts from multi-disciplinary
fields in ITO contracts, business performance, and employee retention to capture some
details that I might have missed in this doctoral study.
Reflections

In conducting this multiple case study, | explored the strategies IT managers use
to improve business performance and employee retention through ITO contracts. From
the study findings, | gained an in-depth knowledge of the research problem from four IT
managers in Arizona regarding their use of different strategies to improve business
performance and employee retention through ITO contracts. | learned that IT managers
use a similar blend of strategies, including communication and relationships, labor cost,
organizational learning and culture, and vendor management, to improve business
performance and employee retention through ITO contracts. My new knowledge and
understanding of the research problem positively changed my preconceived ideas and
values, beliefs, and personal bias and perceptions about the strategies IT managers use to
improve business performance and employee retention through ITO contracts.

In compliance with research ethics, | attended online National Institutes of Health

(NIH) training and obtained Walden University IRR approval before engaging the
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participants, which improved my understanding of the requirements for using human
beings in a research study. By using emails and telephone calls to contact participants, I
had the opportunity to improve my collaborative, creative, negotiation, and inspirational
skills. This study involved the use of the purposive sampling technique to select four IT
managers in Arizona who have experience in ITO and had successfully used strategies to
improve business performance and employee retention through ITO contracts. By using
the purposive sampling technique, | selected participants who had the competence,
education, experience, pertinent knowledge, and skills to answer the research question.
During the purposive sampling process, | interacted with the participants, which enabled
me to improve my networking, negotiation, interpersonal, inspirational, collaborative,
and emotional intelligence skills.

Because | preferred the qualitative research method, | conducted semistructured
interviews and interacted with the participants, which improved my analytical,
consultation, communication, critical thinking, ethical, listening, observant, problem
solving, and self-confidence skills. By interviewing the participants at their convenient
date, time, and location, the respondents expressed themselves freely, which gave me the
opportunity to gain an in-depth knowledge of the research problem. During the data
organization and analysis process, | identified the themes and patterns, which enabled me
to understand the research problem and establish the study findings. Consequently, |
gained a better understanding and knowledge of the Doctor of Business Administration
(DBA) doctoral study process, thereby improving my skills, experience, and awareness in

conducting academic research work.
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Summary and Study Conclusions

IT managers face challenges on how to improve business performance and
employee retention through ITO contracts. This qualitative multiple case study aimed to
use TCT to explore the strategies IT managers in Arizona, United States, use to improve
business performance and employee retention through ITO contracts. | administered eight
open-ended questions through semistructured interviews of four IT managers from two
firms to collect data to answer the overarching research question. Four themes emerged
from the thematic analysis of the data indicating the strategies IT managers in Arizona,
United States, use for improving business performance and employee retention through
ITO contracts. The themes were (a) communication and relationships, (b) labor cost, ()
organizational learning and culture, and (d) vendor management. The study findings
indicated that IT managers used a blend of similar strategies to improve business
performance and employee retention through ITO contracts.

New and upcoming IT managers might gain useful insights and information on
effective strategies for improving business performance and employee retention through
ITO contracts. By improving business performance and employee retention through ITO
contracts, IT managers could sustain their businesses and continue to provide job
opportunities, boost the economy, and accomplish their corporate social responsibilities
to citizens in the local communities. The use of TCT as the lens for this study might fill a
gap in the literature on ITO contracts, business performance, and employee retention. The
general public might learn from the strategies IT managers use to improve business

performance and employee retention through ITO contracts. The study findings aligned
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with previous researchers’ conclusions regarding the benefits and significance of using
effective strategies to improve business performance and employee retention through ITO

contracts.
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Appendix A: Interview Questions

. What are the IT services that your company is outsourcing?

. What strategies have you implemented to ensure the success of information
technology outsourcing in your company?

. What were the key barriers to implementing the associated ITO strategies for
employee retention?

. What were the key obstacles to implementing the associated ITO strategies for
your business performance?

. What key challenges did you encounter in implementing ITO strategies in
your company?

How do you overcome the key challenges you face in implementing the ITO
contracts?

How did you assess the effectiveness of the strategy for your ITO?

. What else can you share with me about your organization's ITO strategies for

improving business performance?
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Appendix B: Interview Protocol

. Start by introducing myself to the participant of the study

Introduce the topic of the study, the purpose of the study.

. Present to the participant the consent form

. Advise the participant of their rights to withdraw from the study and ask if
they have questions or concern

. We Go over the recording device and the importance of recording the
interview sessions

. We Go over the notes taking, and we underline the date and time of the
interview at the start

. Ask participant all the nine questions while respecting the duration of the
interview

| show my gratitude to the participants, and | thank them for their time and
contribution to the accomplishment of this study

. Reassure the participant that the information will be stored for five years and

destroyed after that.
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