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Advances in information and communication technologies enable firms to
leverage expertise globally. Increasingly, sourcing and deploying expertise beyond
the boundaries of the firm is considered an important part of business strategy.
Firms are increasingly using digital technologies to create and extend relationships
to execute business processes. As a result, global sourcing of information
technology (IT) and IT enabled business process services are emerging as keys to
increasing efficiency and competitiveness in the global economy. While global
sourcing in manufacturing and logistics operations has been a part of business
strategy for many years now, the trend in global product development and
services delivery models enabled by IT is more recent. Firms are seeking not only
cost savings (cost focus) from service providers, but also improvement in business
processes (operational improvement focus), active engagement in co-creation of
unique value (business performance focus), and access to the technical talent
(new product development focus). In the high growth market for IT and business
process outsourcing (BPO) services, firms that provide these services are facing a
number of challenges including high attrition, lack of adequate talent, shrinking
profit margins, and rising wages. For firms using the IT and business process
services and creating an extended digital enterprise, they are well advised to also
consider the risk factors and realistically estimate both short and long term
benefits. Indeed, cultural and geographical distances between members of multi-
national, globally distributed networks could also pose a myriad of risks. In this
course we will study the drivers of the globalization of IT service delivery along
with the managerial and technological issues related to managing the global
sourcing of information technology and business process services.

Course Type:

lecture

Recommended Prerequisites: Exam:

Basic knowledge about information management 1) team project: case analysis and

presentation

of the semester

2) 90 minute exam towards the end




Recommended Semester: Cycle:

1-4 once
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Module 5 — Global delivery strategies
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Module 6 — Emerging technologies and trends
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Future: Understanding the Seven Capabilities of Cloud
Computing. MIS Quarterly Executive, 9, 2, 117-131.

19. CASE 7: Manoharan, M. et al. (2009): Zuora Inc —
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