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This article provides a systematic review of existing research related to
maturity models of IT outsourcing. The main purpose of this review is to
identify maturity models used to assess IT outsourcing practices in
organizations and the key elements used in developing the models. In
addition, this article provides useful insight for other researchers on
maturity models of IT outsourcing. Based on the systematic review
conducted, 400 articles were retrieved from the selected online databases.
Out of the 400, 45 articles were chosen as candidates, and finally 12 articles
were selected for review in this study. This study found that most of the
existing models do not have a standard process and most were developed
using different framework with different deliverables and expectations.
Besides that, this review also found that research in developing maturity
models of IT outsourcing is still new, and that there is limited adoption of
existing maturity models which suggests the need for further research to
propose a standardized development process and framework for maturity
models.
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1. Introduction

value to the business for otherwise IT outsourcing
will become a pointless business disruption. Alleman
(2005) argued that maturity assessment is
important in order to address three major aspects in
an organization such as, identifying risks, focusing
on improvement and identifying areas of business
optimization. Some researchers also argue that
organizations should create metrics to measure the
quality of outsourcing process and improve
performance internally before any decision on
outsourcing is made (Farrell, 2010). The maturity
assessment for IT outsourcing and good
management of outsourced IT services is needed for
continuous learning and improvement even though
the organizations have reached the maximum level
of maturity (García et al., 2015).
Maturity model is a tool for judging whether the
processes used and the way they are used are
characteristics of a mature organization (Fairchild,
2004). Currently, there is no specific measurement
mechanism found in the literature which could
adequately measure the maturity level of IT
outsourcing in an organization (Derksen, 2013). In
order to research this issue, an extensive review and
analysis of the relevant literature and existing IT
outsourcing maturity models is presented.
Furthermore, it is questionable if the current
approach of outsourcing of IT increases the
effectiveness of IT and helps businesses to achieve
their strategic goals (Derksen, 2013). This unclear
situation motivated the researchers to study the

IT outsourcing is not a new phenomenon in
various organizations and has been a common
business practice for more than two decades. IT
outsourcing involves using technological or
professional IT resources from third party vendors.
Although outsourcing is becoming an important
trend in IT environment, there is complexity in
managing the outsourcing process. Successful
management of outsourcing models such as shared
services requires high maturity in key areas such as
definition and implementation of the outsourcing,
contract management, service management process
and service levels agreements. Organizations have to
ensure that they understand their own outsourcing
maturity level in order to align with the business
strategic functions and improve the efficiency and
effectiveness of outsourcing process.
The study by Marcus (2015) showed that IT
outsourcing has a long term negative effect on the
business of organizations and the need for recovery
is lengthy. Therefore, the author suggests that
organizations that are considering IT outsourcing
should carefully assess if the outsourcing will give
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maturity models of IT outsourcing with a focus on
discovering the key elements used in developing the
models. This article reviews existing research on the
maturity models of IT outsourcing. The aim of this
study is to identify existing maturity models used to
assess IT outsourcing practices in organization and
the key elements used in developing maturity
models of IT outsourcing.

conducting systematic review consists of three main
phases: (i) planning the review; (ii) conducting the
review; and (iii) reporting the review. The detailed
phases and steps are shown in Fig. 1.
3. Findings
The articles retrieved from the search engines are
shown in Table 1. Four hundred studies have been
identified from the initial phase of the search process
by using the search terms defined above. The total
number of the articles selected is 15 before the
process of elimination for any duplicate articles has
been done.

2. Systematic review method
The systematic review processes are based on the
guidelines proposed by Kitchenham and Charters
(2007). According to the guidelines, the process in

Conducting the Review (Phase 2)

Planning the Review (Phase 1)

Identification of research
Reporting the Review (Phase 3)

Identification the need for a
review

Specifying dissemination
mechanisms

Selection of primary research

Specifying the research questions
Study quality assessment

Formatting the main report

Developing a review protocol

Data extraction and monitoring

Data synthesis

Fig. 1: Steps in conducting the systematic review
Table 1: Articles retrieved through search engines
Source
ACM Digital Library
Emerald
IEEE
Info-Sci Journals
SAGE
Science Direct
Springer
Taylor & Francis
Web of Science
Wiley
World Scientific Journal
Google Scholar
References
Total

Papers Found
58
20
5
30
8
39
107
23
5
20
12
73
400

For the first filter, only 45 articles were
potentially relevant to this study based on the
screening of titles and abstracts. In the second stage,
each of these articles was filtered via thorough
reading of the full text to verify that all the articles
meet the inclusion criteria and eliminate any
duplicates.
Finally, 12 articles were accepted for review. The
selection process for including articles in the review
is depicted in Fig. 2.

Candidate
0
3
4
3
0
0
6
0
3
0
1
17
8
45

Selected
0
1
3
3
0
0
1
0
2
0
0
4
1
15

4. Research questions
In order to construct the research questions, the
researchers follow the criteria suggested by
Petticrew and Roberts (2006) that consists of five
elements known as PICOC. Table 2 shows the criteria
and scope of the formulation of research questions.
Based on the five criteria above, the researchers
have come out with following the research questions
of this study:
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# references
n=8

# of studies retrieved from online databases
n = 400

Screening of titles and
abstracts

Studies excluded:
Duplicate n = 3
Inclusion criteria not meet
27

# of studies for review of full text
n = 45

Detailed assessment
of full text

Total studies selected
n = 12

Fig. 2: Selection process for including articles in the review

(a) What is the maturity models used in assessing
the IT outsourcing practices in an organization?
(b) What are the key elements used in existing
maturity models of IT outsourcing?

4.2. Search strategy
The search string used are “IT outsourcing”,
“ITO”, “maturity model”, and “maturity” which are
then combined using Boolean “AND” and Boolean
“OR” in the titles, keywords, and abstracts.
The inclusion criteria considered for the selection
of studies were the following: journal articles or
proceedings of conferences published in digital
databases, written in English, and the content must
include maturity model used to measure or assess IT
outsourcing practices in organization. The exclusion
criteria apply to those articles that are not written in
English, not focusing on particular domains in
developing the maturity model and did not match
the research questions stated.

4.1. Data sources
The selection of online databases was based on
the researchers’ knowledge of the databases that
indexed “IT Outsourcing” and “Maturity Model”, and
the list of available online databases subscribed by
the Universiti Teknologi Malaysia’s library under
“Computer Science” subject category (Table 1). In
addition, the researchers also reviewed references of
the identified papers to find other papers related to
this study.

Table 2: Formulation of research questions
Criteria
Population (P)
Intervention (I)
Comparison (C)
Outcomes (O)
Context (C)

Scope
Organization, industry and practitioners.
Maturity models to assess current practices of IT outsourcing and key elements used in each model.
Key elements used in developing the models.
A set of existing key elements and maturity models of IT outsourcing used in the organization.
Reviewed of any studies of the key elements and maturity models of IT outsourcing.

4.3. What is the maturity models used in
assessing the IT outsourcing practices in
organization?

developing the IT outsourcing maturity models. The
key elements are listed in Table 4. The existing
models are varied and from the list, it can be seen
that there are different criteria used in the maturity
models which required the researchers to develop
new models or make major modifications to suit the
model requirements.

Table 3 lists all the accepted articles for review
published from 2004 to 2015. Four of them are
journal articles and others are from conference
proceedings. Most of the proposed maturity models
are based on the authors’ literature review, or by
using standards framework such as ITIL, COBIT,
CMMI and ISO/IEC 38500 Standards. Most of the
authors developed maturity models for measuring IT
outsourcing relationships and management in client
or vendor perspectives.

5. Discussion
This review reveals that there are 12 maturity
models that have been developed related to IT
outsourcing. Most of them are adapted from wellknown maturity models such as CMMI, ITIL and ISO
standards, and there is also self-developed maturity
models tailored to their specific purposes.
Based on the comparison of all selected maturity
models, the scope of the models, and the key
elements defined, it can be concluded that there are
some overlapping and joint elements such as
Financial Management, IT Governance Structure,

4.4. What are the key elements used in existing
maturity models of IT outsourcing?
Twelve maturity models are identified as tools to
assess IT outsourcing management. The review
conducted produced an initial list of key elements in
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Ahmad et al/ International Journal of Advanced and Applied Sciences, 4(12) 2017, Pages: 52-56

Client and Vendor Capability and Performance
Management. Based on the findings in this review,
the researchers believe that it is possible to define

different characteristics for developing maturity
models of IT outsourcing including some new
elements.

Table 3: Maturity models of IT outsourcing identified from the review
No.

Authors

1.

Fairchild (2004)

Type of
Publication

Maturity Model

Proceeding

ITO Governance: Outsourcing Management Maturity
(OMM)

Theory/Method

2.

Adelakun (2004)

Proceeding

IT Outsourcing Maturity Model

3.

Bahli (2004)
Gottschalk and SolliSæther (2006)
Dahlberg and Lahdelma
(2007)
Komporozos-Athanasiou
(2007)

Proceeding

Capability Maturity Model for Outsourcing Management

7.

Bahli (2010)

Proceeding

8.

Rokhsareh et al., (2011)

Proceeding

4.
5.
6.

META Model
Stage model and sourcing of IT functions
offshore (SITO) model
Capability Maturity Model for Software
Based on organizational theories and
outsourcing practices.

Journal

Maturity model for IT outsourcing relationships

Proceeding

IT Governance Maturity and IT Outsourcing Degree: An
Exploratory Study

Integrated IT governance framework

Proceeding

Client Outsourcing Maturity Model (COMM)

ITIL Framework

Capability Maturity Model of Information Technology
Outsourcing Relationships (CMMITOR)
Outsourcing Management Framework Based on ITIL v3
Framework

Capability Maturity Model Integration
(CMMI)
ITIL V3 Framework
Design science research (DSR) process
cycle
Cases study analysis on outsourcing
ISO/IEC 20000, ISO/IEC 38500, ITIL V3,
COBIT

9.

Herz et al., (2011)

Journal

10.

Kronawitter et al., (2013)

Proceeding

Multisourcing Maturity Model
ITO Maturity

11.

García et al., (2015)

Journal

Maturity Model for IT Service Outsourcing

12.

Luong and Stevens
(2015)

Journal

A Multi-Stage Maturity Model for Long-Term IT
Outsourcing Relationship Success

The modeling process for stage models

Table 4: List of key elements used in existing maturity models
No.

Authors

Scope

1.

Fairchild (2004)

Explores what qualifiers of this
organizational maturity model
impact the successful governance of
IT outsourcing contracts

2.

Adelakun (2004)

Model for assessing domestic
outsourcing, nearshore outsourcing
and offshore outsourcing

3.

Bahli (2004)

Measure of each maturity level for
outsourcing management.

4.

Gottschalk and Solli-Sæther
(2006)

Managing successful IT outsourcing
relationships

5.

Dahlberg and Lahdelma
(2007)

6.

Komporozos-Athanasiou
(2007)

7.

Bahli (2010)

Evaluate IT governance maturity
between those enterprises that
have outsourced their IT function
selectively and those enterprises
that have conducted total
outsourcing of their IT function.
Maturity assessments for the IT
service recipient in an outsourcing
arrangement
Client/vendor relationship
management processes involved in
outsourcing information technology

8.

Mobarhan et al. (2011)

Managing IT outsourcing in an
organisation

9.

Herz et al. (2011)

Propose a multisourcing maturity
model as an IT governance
mechanism

10.

Kronawitter et al. (2013)

Compare success factors for ITO
model within the best practices
maturity for IT outsourcing

11.

(García et al., 2015)

12.

Luong and Stevens (2015)

Key Elements/Determinants
Relationship fundamentals
Credit
/debit scheme
SLAs/metrics
Benchmarks
Formal process
Trust
Business value
Cost efficiency
Flexibility in the SLA
Type of IT function outsourced
Outsourcing arrangement
Roles and responsibilities
Top management commitment
Good relationship across many
Vendor’s superior IT skill
management levels
Culture of the organization
Risk Exposure
Outsource Performance
Economic benefit
Primary Transactions
Contractual Completeness
Vendor Behavior Control
Demarcation of Labor
Alliance Exploitation
Vendor Resource Exploitation
Core Competence Management
Social Exchange Exploitation
Relationship Exploitation
Stakeholder Management
Value of IT to current business (benefits and costs)
Value of IT to future business (opportunities and risks)
Alignment of business and IT
Monitoring of IT performance management
Monitoring of IT performance measurement
IT governance development
Process Dimension
Governance Dimension

People Dimension

Relationship management
Incident Management
Problem Management
Financial Management
Risk Management
Service Level Management
Supplier Management
Change Management
Service Evaluation
Information Security Management
Aspiration level of multisourcing
Utilization of contractual framework
Adaptation of multisourcing specific roles and responsibilities
Establishment of multisourcing processes
Governance principles
Performance management
Environment
Strategy
Client Capability
Vendor Capability
Relationship Management
Stakeholder Management
Control
Co-work
Contract
Formal Agreement
Service Level Agreement
IT Governance Structure
Customer Expectation
Vendor Expectation

Measure the maturity level for IT
service outsourcing in higher
education institution
Long-term success of IT
outsourcing relationships
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Dahlberg T and Lahdelma P (2007). IT governance maturity and
IT outsourcing degree: An exploratory study. In the 40 th
Hawaii International Conference on System Sciences
(HICSS’07),
IEEE,
Waikoloa,
USA:
1-10.
https://doi.org/10.1109/HICSS.2007.306

6. Conclusion
In this article, the researchers have presented the
results of a systematic review to find out existing
maturity models of IT outsourcing and the
measurement elements used to develop a maturity
model.
As a result, we can conclude that most of the
development of existing models does not have a
standard process, and all of them are using different
framework which create different deliverables and
expectations. Besides that, this study also shows that
research in developing maturity models of IT
outsourcing is still quite new. It shows that there is
still limited adoption of the existing maturity models
which suggests the need for further research.
Currently, the researchers are developing a
maturity model for IT outsourcing that focuses on
the key elements associated with Malaysian public
sector. The result of this systematic review also
shows that there is lack of studies in assessing IT
outsourcing maturity level in the public sector.
Based on this fact, the researchers decided to
conduct the research in the context of a public sector
organization, and the findings in this review will be
employed to determine which elements to be
included in the model. Besides that, the proposed
study will also identify new determinants or confirm
the existing determinants for the public sector
organization. Finally, this study can also benefit IT
practitioners, the industry and public sectors by
identifying various measurement elements that may
serve as guidelines for those planning to assess the
maturity level of IT outsourcing in their
organizations.

Derksen B (2013). Impact of IT outsourcing on business and IT
alignment. Business & IT Trends Institute, South Holland,
Netherlands.
Fairchild AM (2004). Information technology outsourcing (ITO)
governance: An examination of the outsourcing management
maturity model. In the 37th Hawaii International Conference
on System Sciences, IEEE, Big Island, USA: 1-8.
https://doi.org/10.1109/HICSS.2004.1265565
Farrell M (2010). Developing a framework for measuring
outsourcing performance. In the LRN Conference, Institute for
Transport Studies and CILT, University of Leeds, Leeds, UK: 18.
García VV, Aragonés LU, and Vicente EJF (2015). Measurement
tools of the maturity model for IT service outsourcing in
higher education institutions. International Journal of Social,
Behavioral, Educational, Economic and Management
Engineering, 9(1): 212-220.
Gottschalk P and Solli-sæther H (2008). Maturity model for IT
outsourcing relationships. Industrial Management and Data
Systems, 106(2): 200-212.
Herz TP, Hamel F, Uebernickel F, and Brenner W (2011). A
multisourcing maturity model as an IT governance
mechanism for business groups. International Journal of
IT/Business Alignment and Governance, 2(2): 1-14.
Kitchenham B and Charters S (2007). Guidelines for performing
systematic literature reviews in software engineering. Version
2.3, EBSE Technical Report EBSE-2007-01, Keele University
and University of Durham.
Komporozos-Athanasiou A (2007). Assessing client maturity: A
key to successful outsourcing. 14th HP SUA Workshop, HP
Labs Technical Report (HPL-2007-124), Munich, Germany.
Kronawitter K, Wentzel C, and Papadaki M (2013). IT Application
outsourcing in Europe: Long-term Outcomes, success factors
and implications for ITO maturity. In the 46 th Hawaii
International Conference on System Sciences IT (HICSS’13),
IEEE,
Wailea,
USA:
4456-4465.
https://doi.org/10.1109/HICSS.2013.369

References
Adelakun O (2004). IT outsourcing maturity model. In the 12 th
European Conference on Information System (ECIS’04), AISeL,
Turku, Finland.

Luong M and Stevens J (2015). A multi-stage maturity model for
long-term IT outsourcing relationship success Journal of
Learning in Higher Education, 11(1): 43-56.

Alleman G (2005). Some thoughts on project management
organizational maturity models. In Project Management
Forum.

Marcus M Veen (2015). Effect of IT outsourcing on business IT
alignment in manufacturing companies. M.Sc. Thesis,
University of Amsterdam, Amsterdam, Netherlands.

Bahli B (2004). Toward a capability maturity model for the
management of outsourcing information services. In the
Americas Conference on Information Systems (AMCIS’04),
AISeL, New York, USA: 3501-3508.

Mobarhan R, Rahman AA, and Majidi M (2011). Outsourcing
management framework based on ITIL v3 framework. In the
7th International Conference on Information Technology in
Asia
(CITA’11),
IEEE,
Skudai,
Malasiya.
http://doi.org/10.1109/CITA.2011.5999536

Bahli B (2010). A capability maturity model of information
technology outsourcing relationships: a vendor perspective. In
the Mediterranean Conference on Information System
(MCIS’10), AISeL.

Petticrew M and Roberts H (2006). Systematic reviews in the
social sciences: A practical guide. Blackwell Publishing,
Hoboken, USA.

56

