
Technology, Work and Globalization



The Technology, Work and Globalization series was developed to provide 
policy makers, workers, managers, academics and students with a deeper 
understanding of the complex interlinks and influences between techno-
logical developments, including information and communication tech-
nologies, work organizations and patterns of globalization. The mission 
of the series is to disseminate rich knowledge based on deep research 
about relevant issues surrounding the globalization of work that is 
spawned by technology.

More information about this series at  
http://www.palgrave.com/gp/series/14456

http://www.palgrave.com/gp/series/14456


Leslie P. Willcocks  •  Ilan Oshri 
Julia Kotlarsky

Editors

Dynamic Innovation 
in Outsourcing

Theories, Cases and Practices



Technology, Work and Globalization
ISBN 978-3-319-75351-5        ISBN 978-3-319-75352-2  (eBook)
https://doi.org/10.1007/978-3-319-75352-2

Library of Congress Control Number: 2018938799

© The Editor(s) (if applicable) and The Author(s) 2018
This work is subject to copyright. All rights are solely and exclusively licensed by the Publisher, whether 
the whole or part of the material is concerned, specifically the rights of translation, reprinting, reuse of 
illustrations, recitation, broadcasting, reproduction on microfilms or in any other physical way, and trans-
mission or information storage and retrieval, electronic adaptation, computer software, or by similar or 
dissimilar methodology now known or hereafter developed.
The use of general descriptive names, registered names, trademarks, service marks, etc. in this publication 
does not imply, even in the absence of a specific statement, that such names are exempt from the relevant 
protective laws and regulations and therefore free for general use.
The publisher, the authors and the editors are safe to assume that the advice and information in this book 
are believed to be true and accurate at the date of publication. Neither the publisher nor the authors or 
the editors give a warranty, express or implied, with respect to the material contained herein or for any 
errors or omissions that may have been made. The publisher remains neutral with regard to jurisdictional 
claims in published maps and institutional affiliations.

Printed on acid-free paper

This Palgrave Macmillan imprint is published by the registered company Springer International 
Publishing AG part of Springer Nature.
The registered company address is: Gewerbestrasse 11, 6330 Cham, Switzerland

Editors
Leslie P. Willcocks
London School of Economics and Political 
Science
London, UK

Julia Kotlarsky
Aston Business School
Aston University
Birmingham, UK

Ilan Oshri
Loughborough University
Loughborough, UK

https://doi.org/10.1007/978-3-319-75352-2


v

We launched this series in 2006 to provide policymakers, workers, man-
agers, academics, and students with a deeper understanding of the com-
plex interlinks and influences among technological developments, 
including in information and communication technologies (ICT), work 
organizations, and globalization. We have always felt that technology is 
all too often positioned as the welcome driver of globalization. The popu-
lar press neatly packages technology’s influence on globalization with 
snappy sound bites, such as “Any work that can be digitized will be glob-
ally sourced.” Cover stories report Indians doing US tax returns, 
Moroccans developing software for the French, Filipinos answering UK 
customer service calls, and the Chinese doing everything for everybody. 
Most glossy cover stories assume that all globalization is progressive, 
seamless, and intractable and leads to unmitigated good. But what we are 
experiencing in the twenty-first century in terms of the interrelationships 
between technology, work, and globalization is both profound and highly 
complex. Moreover, there is the continuous emergence of new technolo-
gies and their combinations, as the present volume witnesses with cloud 
computing and automation technologies to the fore by 2018.

The mission of this series is to disseminate rich knowledge based on 
deep research about relevant issues surrounding the globalization of work 
that is spawned by technology. To us, substantial research on globaliza-
tion considers multiple perspectives and levels of analyses. We seek to 
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publish research based on in-depth study of developments in technology, 
work, and globalization and their impacts on and relationships with indi-
viduals, organizations, industries, and countries. We welcome perspec-
tives from business, economics, sociology, public policy, cultural studies, 
law, and other disciplines that contemplate both larger trends and micro-
developments from Asian, African, Australian, and Latin American, as 
well as North American and European viewpoints.

As of this writing, we have 25 books published or under contract. 
These books are introduced below.

	 1.	 Global Sourcing of Business and IT Services by Leslie P. Willcocks and 
Mary C. Lacity is the first book in the series. The book is based on 
over 1000 interviews with clients, providers, and advisors and 
15 years of study. The specific focus is on developments in outsourc-
ing, offshoring, and mixed sourcing practices from client and pro-
vider perspectives in a globalizing world. We found many 
organizations struggling. We also found some organizations adeptly 
creating global sourcing networks that are agile, effective, and cost-
efficient. But they did so only after a tremendous amount of trial and 
error and close attention to details. All our participant organizations 
acted in a context of fast-moving technology, rapid development of 
supply-side offerings, and ever-changing economic conditions.

	 2.	 Knowledge Processes in Globally Distributed Contexts by Julia Kotlarsky, 
Ilan Oshri, and Paul van Fenema examines the management of 
knowledge processes of global knowledge workers. Based on substan-
tial case studies and interviews, the authors—along with their net-
work of co-authors—provide frameworks, practices, and tools that 
consider how to develop, coordinate, and manage knowledge pro-
cesses in order to create synergetic value in globally distributed con-
texts. Chapters address knowledge sharing, social ties, transactive 
memory, imperative learning, work division, and many other social 
and organizational practices to ensure successful collaboration in 
globally distributed teams.

	 3.	 Offshore Outsourcing of IT Work by Mary C.  Lacity and Joseph 
W. Rottman explores the practices for successfully outsourcing IT 
work from Western clients to offshore providers. Based on over 200 
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interviews with 26 Western clients and their offshore providers in 
India, China, and Canada, the book details client-side roles of chief 
information officers, program management officers, and project 
managers and identifies project characteristics that differentiated 
successful from unsuccessful projects. The authors examine ten 
engagement models for moving IT work offshore and describe 
proven practices to ensure that offshore outsourcing is successful for 
both client and provider organizations.

	 4.	 Exploring Virtuality within and Beyond Organizations by Niki Panteli 
and Mike Chiasson argues that there has been a limited conceptual-
ization of virtuality and its implications on the management of orga-
nizations. Based on illustrative cases, empirical studies, and theorizing 
on virtuality, this book goes beyond the simple comparison between 
the virtual and the traditional to explore the different types, dimen-
sions, and perspectives of virtuality. Almost all organizations are vir-
tual, but they differ theoretically and substantively in their virtuality. 
By exploring and understanding these differences, researchers and 
practitioners gain a deeper understanding of the past, present, and 
future possibilities of virtuality. The collection is designed to be 
indicative of current thinking and approaches, and provides a rich 
basis for further research and reflection in this important area of 
management and information systems research and practice.

	 5.	 ICT and Innovation in the Public Sector by Francesco Contini and 
Giovan Francesco Lanzara examines the theoretical and practical 
issues of implementing innovative ICT solutions in the public sector. 
The book is based on a major research project sponsored and funded 
by the Italian government (Ministry of University and Research) and 
coordinated by Italy’s National Research Council and the University 
of Bologna during the years 2002–2006. The authors, along with a 
number of co-authors, explore the complex interplay between tech-
nology and institutions, drawing on multiple theoretical traditions 
such as institutional analysis, actor network theory, social systems 
theory, organization theory, and transaction costs economics. 
Detailed case studies offer realistic and rich lessons. These case stud-
ies include e-justice in Italy and Finland, e-bureaucracy in Austria, 
and Money Claim On-Line in England and Wales.
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	 6.	 Outsourcing Global Services: Knowledge, Innovation, and Social Capital 
edited by Ilan Oshri, Julia Kotlarsky, and Leslie P. Willcocks assem-
bles the best work from the active participants in the Information 
Systems Workshop on Global Sourcing, which began in 2007 in Val 
d’Isere, France. Because the quality of the contributions was excep-
tional, we invited the program chairs to edit a book based on the best 
papers at the conference. The collection provides in-depth insights 
into the practices that lead to success in outsourcing global services. 
Written by internationally acclaimed academics, it covers best prac-
tices on IT outsourcing, business process outsourcing (BPO), and 
netsourcing.

	 7.	 Global Challenges for Identity Policies by Edgar Whitley and Ian 
Hosein provides a perfect fit for the series, in that the authors exam-
ine identity policies for modern societies in terms of the political, 
technical, and managerial issues needed to prevent identity fraud and 
theft. The scale of the problem exceeds political boundaries, and the 
authors cover national identity policies in Europe and the rest of the 
world. Much of the book provides in-depth discussion and analysis 
of the United Kingdom’s National Identity Scheme. The authors 
provide recommendations for identity and technical policies.

	 8.	 E-Governance for Development by Shirin Madon examines the rapid 
proliferation of e-Governance projects aimed at introducing ICT to 
improve systems of governance and thereby promote development. 
In this book, the author unpacks the theoretical concepts of develop-
ment and governance in order to propose an alternative conceptual 
framework, which encourages a deeper understanding of macro- and 
micro-level political, social, and administrative processes within 
which e-Governance projects are implemented. The book draws on 
more than 15 years of research in India during which time many 
changes have occurred in terms of the country’s development ideol-
ogy, governance reform strategy, and ICT deployment.

	 9.	 Bricolage, Care and Information Systems, edited by Chrisanthi Avgerou, 
Giovan Francesco Lanzara, and Leslie P. Willcocks, celebrates Claudio 
Ciborra’s Legacy in Information Systems Research. Claudio Ciborra was 
one of the most innovative thinkers in the field of information sys-
tems. He was one of the first scholars who introduced institutional 
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economics in the study of Information Systems (IS); he elaborated 
new concepts, such as “the platform organization” and “formative 
contexts”; he contributed to the development of a new perspective 
altogether through Heideggerian phenomenology. This book con-
tains the most seminal work of Claudio Ciborra and work of other 
authors who were inspired by his work and built upon it.

	10.	 China’s Emerging Outsourcing Capabilities, edited by Mary C. Lacity, 
Leslie P. Willcocks, and Yingqin Zheng, marks the tenth book in the 
series. The Chinese government has assigned high priority to science 
and technology as its future growth sector. China has a national plan 
to expand the information technology outsourcing (ITO) and busi-
ness process outsourcing (BPO) sectors. Beyond the hopes of its 
leaders, is China ready to compete in the global ITO and BPO mar-
kets? Western companies are increasingly interested in extending 
their global network of ITO and BPO services beyond India and 
want to learn more about China’s ITO and BPO capabilities. In this 
book, we accumulate the findings of the best research on China’s 
ITO and BPO sector by the top scholars in the field of information 
systems.

	11.	 The Outsourcing Enterprise: From Cost Management to Collaborative 
Innovation is edited by Leslie P. Willcocks, Sara Cullen, and Andrew 
Craig. The central question answered in this book is: how does an 
organization leverage the ever-growing external services market to 
gain operational, business, and strategic advantage? The book covers 
the foundations of mature outsourcing enterprises that have moved 
outsourcing to the strategic agenda by building the relationship 
advantage, selecting and levering suppers, keeping control through 
core retained capabilities, and collaborating to innovate. The book 
provides proven practices used by mature outsourcing enterprises to 
govern, design, and measure outsourcing. The final chapter presents 
practices on how mature outsourcing enterprises prepare for the next 
generation of outsourcing.

	12.	 Governing Through Technology by Jannis Kallinikos is a thoughtful 
scholarship that examines the relationships among information, 
technology, and social practices. The author discusses the regulative 
regime of technology and issues of human agency control and 
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complexity in a connected world. He provides a valuable counter-
perspective to show that social practices are, in part, unmistakably 
products of technologies, that technologies are, through historical 
processes, embedded in the social fabric, and that, if technological 
determinism is naive, the notion of the regulative regime of technol-
ogy remains alive and well into the Internet Age.

	13.	 Enterprise Mobility: Tiny Technology with Global Impact on Information 
Work by Carsten Sørensen explores how mobile technologies are 
radically changing the way work is done in organizations. The author 
defines enterprise mobility as the deployment of mobile information 
technology for organizational purposes. The author contrasts how 
large technology projects in organizations, such as enterprise resource 
planning (ERP) implementations, will increasingly be managed dif-
ferently because of mobile technology. The introduction of mobile 
technology supporting organizational information work will often 
be driven by individuals, by small teams, or as part of departmental 
facilitation of general communication services.

	14.	 Collaboration in Outsourcing: A Journey to Quality edited by Sjaak 
Brinkkemper and Slinger Jansen is based on an integrated program 
of outsourcing research at Utrecht University in the Netherlands. 
The book is written for practitioners based on interviews and case 
studies in many global outsourcing firms including Cisco, IBM, 
Deloitte, Infosys, Logica, and Partni—to name a few. The 16 chap-
ters are short, tight, and written to communicate best practices 
quickly. The chapters cover the topics of governance, knowledge 
management, relationship management, and new trends in software 
development outsourcing.

	15.	 Advanced Outsourcing Practice: Rethinking ITO, BPO and Cloud 
Services by Mary C. Lacity and Leslie P. Willcocks is based on insights 
from a research program covering over 2200 sourcing arrangements. 
The book provides an overview of robust practices gleaned from over 
20 years of research in the outsourcing field. It covers advanced areas 
of study, including what providers say about establishing and manag-
ing outsourced services, shared services, the changing role of client 
project management, best-of- breed versus bundled services, rural 
and impact sourcing, and shifting to cloud services.
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	16.	 Sustainable Global Outsourcing: Achieving Social and Environmental 
Responsibility in Global IT and Business Process Outsourcing by Ron 
Babin and Brian Nicholson examines, through a series of case studies 
and surveys, current sustainability trends. The book recommends 
how providers should prepare for increasing buyer demands in this 
area, suggesting that buyers and providers can work together to build 
successful outsourcing relationships through collaborative sustain-
ability projects.

	17.	 Managing Change in IT Outsourcing: Towards a Dynamic Fit Model 
by Albert Plugge examines three provider organizations and explores 
how they have to deal with major fit issues, including strategy, capa-
bilities, and organizational structures, in meeting changing buyer 
requirements. The book finds that a lack of fit and adaptive behavior 
on the part of providers helps explain the lack of sustained service 
performance as a recurring problem in outsourcing arrangements. 
The author uses evidence to highlight the links between sourcing 
capabilities, organization structure, and positive sourcing outcomes. 
Providers who are able to adapt to changing client circumstances, 
while establishing a fit on these critical factors, tend to succeed in 
achieving sustainable superior performance.

	18.	 Materiality and Space: Organizations, Artefacts and Practices, edited 
by François-Xavier de Vaujany and Nathalie Mitev, focuses on how 
organizations and managing are bound with the material forms and 
spaces through which humans act and interact at work. Developing 
theoretical insights along the way, the book concentrates on three 
separate domains in organizational practices: sociomateriality, sociol-
ogy of space, and social studies of technology. The contributors 
examine these domains with respect to collaborative workspaces, 
media work, urban management, e-learning environments, manage-
rial control, mobile lives, institutional routines, and professional 
identity.

	19.	 South Africa’s BPO Service Advantage: Becoming Strategic in the Global 
Marketplace by Leslie P.  Willcocks, Mary C.  Lacity, and Andrew 
Craig examines South Africa’s growing business services sector and 
its maturing capability, moving from voice to non-voice, and com-
plex business process outsourcing (BPO) services. The study uses 
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survey and case study data to provide an overview of BPO global 
trends, explore the location attractiveness of ten comparator coun-
tries, and assess in detail the performance and prospects for South 
Africa’s BPO industry. The book also provides seven detailed case 
studies covering voice, non-voice, legal services, shared services, cap-
tives and offshore outsourcing practices, giving insight and lessons, 
and assessing future policy directions.

	20.	 Materiality and Time: Historical Perspectives on Organizations, 
Artefacts and Practices is edited by Francois-Xavier de Vaujany, 
Nathalie Mitev, Pierre Laniray, and Emmanuelle Vaast. This book is 
a continuation and extension of Materiality and Space: Organizations, 
Artefacts and Practices that focuses on the materialization of time. 
The collection includes chapters on materializing time and history in 
organizations, temporal dynamics of artefacts and materiality in 
organizations, and stretching out time and materiality in organiza-
tions from presentism to longue durée.

	21.	 Materiality, Rules and Regulation: New Trend in Management and 
Organization Studies is edited by Francois-Xavier de Vaujany, 
Nathalie Mitev, Giovan Francesco Lanzara, and Anouk Mukherjee. 
This is the third book on materiality in the series. This volume 
explores how material artefacts can enforce regulation and substitute 
for formal norms, rules, and supervision. The authors investigate 
materiality, rules, and regulation from several theoretical perspec-
tives, including Marxism, institutionalism, neo-institutionalism, 
process studies, regulation sociology, and affordance literature.

	22.	 Socially Responsible Outsourcing: Global Sourcing with Social Impact is 
edited by Brian Nicholson, Ron Babin, and Mary Lacity. This collec-
tion is the second one in the series and extends and updates ideas 
published in Sustainable Global Outsourcing: Achieving Social and 
Environmental Responsibility in Global IT and Business Process 
Outsourcing. The book contains research papers that focus on the 
topic of socially responsible outsourcing (SRO) and on impact sourc-
ing. It includes research frameworks, rich case studies, and an SRO 
agenda for the future.
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In addition to the books already published and several under contract, 
we have other manuscripts under review but always need more. We 
encourage other researchers to submit proposals to the series, as we envi-
sion a protracted need for scholars to deeply and richly analyze and con-
ceptualize the complex relationships among technology, work, and 
globalization. Please contact the series editors in the first instance.

London, UK� Leslie P. Willcocks
St Louis, USA� Mary C. Lacity 
January 2018
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