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are also being called upon to ensure
that every project has a greater likelihood of success,” says Convergys’
Antunes. Therefore, outsourcing relationships must demonstrate that they
can reduce the risk of successfully
launching and operating the tactics that
embody a user firm’s strategy. Some of
today’s outsourcing hot topics:

APPLICATION DEVELOPMENT,
INTEGRATION AND WEB SERVICES
In many companies, the organizational
rules that drive business processes are
buried in legacy systems—undocumented, certainly not standardized, and
so old and ill-maintained that locating
business rules can be highly complex
and error-prone. It often makes sense to

outsource activities that integrate
and/or webify applications, infrastructures or architectures.
One insurance firm needed help
assessing its software development projects, which were costing $1 million per
week. By consolidating projects into a
master schedule and defining resources,
outsourcer Robbins-Gioia and the
insurance company reduced annual software development expenditures by $2.4
million, because the proper resources
were deployed against the right projects,
reducing redundant efforts.
NSC, a nonprofit group that verifies student information for employers,
turned to Flamenco Networks for a
Web service that ties customers directly
into NSC’s verification database. The

result: a 40% increase in calls and a onemonth payback of upfront costs.

TECHNOLOGY OUTSOURCING
Oracle’s term for assuming, for a fee, the
administration of a company’s Oracle
database or application server, hosted
either on Oracle’s premises or the customer’s, signals a trend. Other major software providers will now move into hosting. An independent review of Oracle’s
outsourcing customers by IDC showed a
44% to 66% reduction in overall IT costs.
Network Appliance, for instance,
has used Oracle E-Business Suite Outsourcing to help consolidate IT systems,
implement a scalable solution and
decrease the cost of maintaining applications—resulting in 20% fewer IT envi-

CASE STUDY

HOW TO AVOID NIGHTMARE OUTSOURCING SCENARIO

O

utsourcing can be a nightmare. The decision to use an

What’s more, for each phase Robbins-Gioia will define requirements,

outside vendor instead of inhouse resources is just the

manage performance, and provide an objective management view to keep

first step in a long, potentially risky chain of events.

the project on track. Congressional and GAO criticism were harsh in the

Even if you determine the right vendor and how they fit,

early stages, but confidence has grown significantly and recent reports

who has the time and expertise to make sure they deliv-

recognize the program’s management excellence.

er? To avoid failure and ensure results, a rigorous man-

In another example, a major telecommunications equipment manufac-

agement structure is essential.

turer experiencing serious financial difficulties

Today more organizations are managing outsourc-

wanted to offer early retirement to many of its

ing engagements the way they manage other high risk

most seasoned employees. But it still needed to

initiatives: they are setting up a project management

maintain service to demanding Fortune 500

infrastructure. This combination of rigorous vendor

clients. The company called in Robbins-Gioia to

selection PLUS the often neglected post-contract

implement a process that would re-engage a por-

management structure has proven a perfect combi-

tion of that workforce as independent contrac-

nation for many organizations. Why? Because this

tors, making them available to handle peak

strategy allows them to establish milestones and performance bench-

demand. Robbins-Gioia provided a technology interface and manage-

marks, see early warning flags, build a management structure for main-

ment oversight for the installations to ensure high customer satisfac-

taining service levels, and establish a functional governance structure.

tion, expedited timelines, and lowered costs. The end result was a

For example, the Department of Homeland Security’s Bureau of Customs

reduction in operating costs by millions of dollars, improved customer

and Border Protection (CBP – formerly Customs) called in Virginia-based

satisfaction scores, and an average reduction in installation time by

project management consultancy Robbins-Gioia to establish a vendor man-

approximately 20%.

agement process, plus comprehensive management and outsourcing oversight before the RFP went out on its $1.8 billion, 15-year modernization pro-

For more information and to download a white paper on vendor

gram (involving more than 40 vendors). Robbins-Gioia worked with in-house

and outsourcing management, please visit

staff to ensure the most efficient, effective outsourcing management possible.

www.robbinsgioia.com/offers/cio/outsourcing.
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