
Sourcing Strategies Notes 

There is no absolute in terms of how or why an organisation might outsource – this depends mostly on the timing and the maturity of the 
organisation at a set point in time. E.g. It may be reasonable to resist outsourcing now but be also perfectly sensible to do this in 2 years time.  
Here are some key points to bear in mind when considering outsourcing. 
 

 

Outsourcing works well when 
 

 

In-house works well when 

 

The work is not core strategy related, with limited business 

knowledge required. Generally for simple, repetitive commodity 
type tasks 
 

 

Business Knowledge is strongly related to success or adds 
value. Competency/skills are specialist and would take time to build 

 

First time fix rate is high, as skill levels required will be 
understood and a knowledge base is easily developed 
 

 

First time fix rate is low – a high volume of incidents need to go to 
second level and resolution form a knowledge base is limited 

 

Customer demand is low – i.e. only basic services and skills 
are required with limited range for quality of services 

 

Customer demand is high – in organisations where a personalised 
service with business knowledge is needed, with high attention and 
standards, plus some requirement to contribute to decision making 
 

 

Mature processes are in place, established and consistently 
used, following standards, e.g. ITIL 
 

 

Processes are not mature and need to be developed and 
implemented – usually pre a Service Improvement Project  

 

There is a stable business environment. Limited change 
allows a supplier to optimise service quality and provide an 
increased margin, along with potential customer service 
improvements 
 

 

Business Agility and Change – if the organisation is gong through 
rapid growth or acquisition, requirements will be inconsistent and 
regularly changing. For the supplier this will not facilitate 
standardisation and the volatile cost base will lead to higher costs 

 

Geography – Synergies of multiple sites over a large area 

allow a single central operation 

 

 

Geography – a niche personal service is required (and paid for) 

 


