EFFECTIVE OFFSHORE OUTSOURCING OF IT
SUPPORT AND

MAINTENANCE PROJECTS:

A STUDY ON SRI LANKAN EMPLOYEES

Dileepa Sandaruwan Karunarathna

199115L

Degree of Master of Business Administration in Information Technology

Department of Computer Science and Engineering

University of Moratuwa

Sri Lanka

November 2021



EFFECTIVE OFFSHORE OUTSOURCING OF IT
SUPPORT AND

MAINTENANCE PROJECTS:

A STUDY ON SRI LANKAN EMPLOYEES

Dileepa Sandaruwan Karunarathna

199115L

The dissertation was submitted to the Department of Computer Science and Engineering
of the University of Moratuwa in partial fulfilment of the requirement for the Degree of

Master of Business Administration in Information Technology

Department of Computer Science and Engineering

University of Moratuwa

Sri Lanka

November 2021



DECLARATION

| declare that this is my own work, and this thesis does not incorporate without
acknowledgement any material previously submitted for a Degree or Diploma in any other
University or institute of higher learning, and to the best of my knowledge and belief, it
does not contain any material previously published or written by another person except

where the acknowledgement is made in the text.

Also, | hereby grant to University of Moratuwa the non-exclusive right to reproduce and
distribute my thesis/dissertation, in whole or in part in print, electronic or other medium.
| retain the right to use this content in whole or part in future works (such as articles or
books).

17/06/21

D.S Karunarathna Date:

(Signature of the candidate)

The above candidate has carried out research for the master’s thesis under my supervision.

17/06/2021

Prof. Sanath Jayasena Date:

(Signature of the Supervisor)



COPYRIGHT STATEMENT

I hereby grant the University of Moratuwa the right to archive and to make available my thesis or
dissertation in whole or part in the University Libraries in all forms of media, subject to the
provisions of the current copyright act of Sri Lanka. | retain all proprietary rights, such as patent
rights. I also retain the right to use in future works (such as articles or books) all or part of this

thesis or dissertation.




ABSTRACT

IT support and maintenance (ITSM) projects may fail due to issues in the offshore outsourcing
process. These failures critically affect both offshore and onshore organizations in the long term
and short term. The majority of the IT support and maintenance works are performed in live/
production environments, and even a minor failure may result in massive financial losses. Despite
its importance, research in this area to find the reasons for ITSM project failures and methods to
mitigate them has been limited.

This study intends to find out the methods for effective offshore outsourcing of ITSM projects in
Sri Lanka. The mixed-method (both quantitative and qualitative) is used as the core of the research.
A few pre-survey interviews were conducted with managerial-level ITSM professionals in IT
organizations as part of the qualitative approach. A self-driven online questionnaire was
distributed among ITSM professionals in Sri Lanka to gather data that fulfilled the quantitative
approach of the study.

In the context of Sri Lanka, this study is unique. It can be used to identify reasons for the ITSM
project failure along with the methods to mitigate those failures, which will help to achieve
successful project outcomes. This study found six factors that contribute to failures and issues in
ITSM projects. Based on the statistical analysis, the six factors were further categorized into two
as the most influencing factors and the least influencing factors. Unsatisfactory cost reduction,
leadership issues, and communication issues are identified as the most influencing factors, while
knowledge transfer issues, lack of technological competencies, and information security breaches
are identified as the least influencing factors. Effective outsourcing methods are recommended
based on each key factor to mitigate ITSM project failures in Sri Lanka.

Keywords: IT support and maintenance project failures, offshore outsourcing, unsatisfactory cost
reduction, leadership issues, communication issues.
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