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Ugnė Dudė 1, Rima Žitkienė 2, Daiva Jurevičienė 2, Viktorija Skvarciany 2,* and Indre Lapinskaite 3

����������
�������

Citation: Dudė, Ugnė, Rima
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Abstract: The global pandemic has affected all sectors and disrupted not only supply chains but also
had a particular impact on the range of services provided and the whole service sector. Outsourcing
is used to adapt to business environment changes. However, in the scholarly literature, outsourcing
of services is analysed as a complementary part of the manufacturing process—there is a lack of
research on outsourcing in service companies. This article analyses the enablers of outsourcing in all
service groups. The aim of the semi-structured interview was to determine not only the enablers,
their significance in each WTO (World Trade Organisation) group of services but also the use of
outsourcing in the provision of core and non-core services. The results of the empirical study revealed
that outsourcing is increasingly used in the service sector; however, enablers vary depending on the
provision of services, the nature of the service company’s activities, and the needs they meet, public
or for-profit.

Keywords: outsourcing; outsourcing drivers; service companies

JEL Classification: L80; O14

1. Introduction

The growing indicators of the services sector in recent years and the research data
provided by various international organisations (e.g., WTO, The World Bank, and UNC-
TAD (United Nations Conference on Trade and Development)) show that the importance
of the service sector is growing in all countries: the number of service companies and
people working in them is growing and direct foreign investment indicators reveal that
the dominance of service delivery patterns is changing, crossing national borders, and
increasing the importance of outsourcing in service delivery. Many service companies
use outsourcing as one of the most effective forms of business process organisation to re-
spond quickly to market changes (Trushchenko et al. 2021). Organisations are increasingly
focusing on core activities and are looking for specialised service providers to provide
other services (World Bank: World Development Report 2020, Munjal et al. 2019). The
service sector includes a great variety of economic activities, which are grouped by the
WTO (World Trade Organisation) into 12 main groups—business services; communication
services; construction and related engineering services; distribution services, educational
services; environmental services; financial services; healthcare and social services, tourism
and travel-related services; recreational, cultural, and sporting services; and transport
services). However, in the scholarly literature, outsourcing of services is analysed as a com-
plementary part of the manufacturing process—there is a lack of research on outsourcing
in service companies.
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In order to increase their resilience, companies are increasingly exploring ways to
reduce the impact of COVID-19 through outsourcing. According to Borodako et al. (2015),
the external environments—political, legal, economic, social, and cultural—have a signifi-
cant impact on the development of outsourcing among service companies. State policies
are increasing the cost of running a business, and the development of information and
communication technologies, intensifying competition, has implications for the drivers
that will encourage the service organisation to use outsourcing (Lahiri and Kedia 2011).
Affected by the external environment, service companies face challenges requiring to be
addressed by the individual situation and internal motives. Therefore, outsourcing en-
ablers in a specific context requires detailed research (Sigala and Wakolbinger 2019). The
purpose of this article is to determine which internal enablers and for which services have
been affected by the use of outsourcing in various service groups. The literature related
to outsourcing in service companies was examined, and statistical data of service sector
change were analysed. The research method was a semi-structured interview with experts
from each WTO-determined service group.

2. Literature Review and Statistical Data Analysis
2.1. Literature Review

Enablers of outsourcing in medium-sized and small firms were analysed by re-
searchers Wallo and Kock (2018), Moon et al. (2014), Grama and Păvăloaia (2014), Canham
and Hamilton (2013), Ferruzzi et al. (2011), Roza et al. (2011), and Varajão et al. (2017) com-
plementing their work by delving into the cases of large firms. The reasons for outsourcing
have been investigated in various regions of the world. In Asian countries, studies have
been conducted in Malaysia—Chen and Voon (2016), China—Sinha et al. (2011) and Lau
and Zhang (2006), and Japan—Bush et al. (2008). In the European region, researchers have
studied the causes of outsourcing in Poland—Bagieńska (2016), Italy—Amendolagine et al.
(2014), Germany—Kinkel and Maloca (2009), and Finland—Kaivo-Oja et al. (2018). In the
Scandinavian countries outsourcing studies have been presented by Johansson et al. (2018)
and in Denmark—Slepniov and Waehrens (2008). There have been studies conducted in
Canada—Baatartogtokh et al. (2018). Researchers have analysed the reasons for using
outsourcing for various services, e.g., business services (Eggert et al. 2017), information
technology services (Sobinska and Willcocks 2016), and personnel management services
(Abdul-Halim and Che-Ha 2010), or only in production (Nordigården et al. 2014; Ghausi
2002). Services and their outsourcing in these studies appear only as supplementary ser-
vices involved in the production process, while outsourcing and its trends in service sector
companies have not been highlighted. There is far less research on outsourcing in service
companies than in the manufacturing sector.

The analysis and comparison of research on outsourcing are complicated by the fact
that researchers emphasise different results, such as the benefits of outsourcing of Espino-
Rodríguez and Ramírez-Fierro (2017), the motivating factors of Borodako et al. (2015), and
the reasons of Baytok et al. (2013). However, upon analysing the authors’ works, it can
be said that they highlight the actions and decisions of companies that enable the use of
outsourcing for the provision of services; hence it is appropriate to call all the reasons,
factors, and motives that enable outsourcing drivers, regardless of their nature.

In order to reveal the drivers of outsourcing and the peculiarities of services, studies
in all service groups were analysed, and it was observed that the studies carried out during
the period from 2009 to 2018 covered six groups of services determined by the WTO.
Research conducted in hotels, banks, universities, hospitals, supermarkets, and tourism
businesses dominated the field.

Based on the studies examining the drivers of outsourcing in service companies, the re-
search can be divided into two groups. The first comprises research of Zhang et al. (2018),
Borodako et al. (2015), Ikediashi and Okwuashi (2015), Baytok et al. (2013), Sani et al. (2013),
Lamminmaki (2011), Jain and Natarajan (2011), Wan and Su (2010), Smuts et al. (2010),
and Lam and Han (2005) that sought to identify drivers for outsourcing in service firms.
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The other group comprises the research of Kavosi et al. (2018), Suweero et al. (2017),
Espino-Rodríguez and Ramírez-Fierro (2017), Ikediashi and Okwuashi (2015), Gbadegesin
and Babatunde (2015), Hassanain et al. (2015), Assaf et al. (2011), and Gewald and Dibbern
(2009), that analysed the scientific literature in more detail and systematised and grouped
the drivers found in it. It was observed that researchers formed different groups of drivers
covering their diverse spectra.

It should be noted that the classification of drivers developed by Assaf et al. (2011)
has been widely used in service research. Researchers studying outsourcing in universities
have performed an analysis of the scientific literature and have identified 38 drivers, which
have been divided into six groups—economic, strategic, technological, quality, managerial,
and functional. The identified drivers’ groups have also been used by more researchers
in subsequent studies—Gbadegesin and Babatunde (2015) and Hassanain et al. (2015).
Others—Suweero et al. (2017)—have used the six drivers’ groups summarised by Assaf
et al. (2011), supplementing them with the most important drivers for building maintenance
services, thus compiling a list of 56 drivers. However, the analysis revealed that the research
had not been carried out in all service groups, and what is more, the drivers for outsourcing
differ (see Table 1).

Table 1. Groups of outsourcing drivers in service companies’ research.

Groups of
Outsourcing

Drivers

Services Analyzed and the Author of the Research

Accommodation
Services Financial Services Healthcare Services Educational Services Commercial

Services

Espino-
Rodríguez and
Ramírez-Fierro

(2017)

Hanafizadeh
and Ravasan

(2018)

Gewald and
Dibbern

(2009)

Kavosi et al.
(2018)

Ikediashi
and

Okwuashi
(2015)

Gbadegesin
and

Babatunde
(2015)

Hassanain
et al.

(2015)

Assaf et al.
(2011)

Suweero
et al. (2017)

Tactical +
Strategic + + + + + + +
Material +

Non-
material +

Economic + + + + + + +
Basic

activity +

Specialised
resources +

Quality im-
provement + + + + + + +

Managerial + + + + +
Technological + + + + +
Innovation +

Time +
Social +

Functional + + + +

Source: compiled by authors.

It can be stated that empirical research used different numbers of drivers, and the
authors have named only the most significant groups of drivers. In addition, delving into
the results of the research, it has been observed that averages of all drivers’ evaluations had
been provided, which makes it challenging to analyse and compare them. The evaluation
of the research revealed that the authors have sought to identify the most significant
drivers; the most dominant being strategic, quality, economic, and managerial drivers.
The analysed research results also demonstrated that service companies tend to outsource
non-core services: e.g., in hospitals—building maintenance services, in banks—IT services,
but the research has been carried out only in a few service groups.

2.2. Statistical Data Analysis

In international exchange of services, trade in services is regulated by various mul-
tilateral agreements, and the services sector is considered to be one of the most promis-
ing and fast-growing. Indicators reflecting trends in the service sector are provided
by various international organisations (Organisation for Economic Co-operation and
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Development-OECD, WTO, etc.). However, various sources show growth in the service
sector (see Figures 1 and 2).
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Figure 1. World trade in services, million USD, 2010–2019. Source: Compiled by authors based on
WTO (n.d.) indicators, https://www.wto.org/english/res_e/statis_e/statis_e.htm (accessed on 27
January 2021).

According to the OECD and WTO statistics, in general, in all countries of the world,
and in Europe, both export and import of services (estimating the amount of trade in
billions of dollars) gradually increased; solely in 2015, a slight decrease can be observed.
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Figure 2. Trade in services EU27, million USD. Source: Compiled by authors based on the WTO (n.d.)
indicators https://www.wto.org/english/res_e/statis_e/statis_e.htm (accessed on 27 January 2021).

The World Trade Report 2019. The Future of Services Trade, presented by WTO (World
Trade Report 2019), states that from 2005 until 2017 trade in services grew faster than the
trade in goods at 5.4 per cent on average per year. According to the WTO world trade
prognosis, global trade in services will grow by 50 per cent up until 2040.

According to the OECD (n.d.) data (https://stats.oecd.org/, accessed on 20 November
2020), the US has remained the largest exporter and importer of services for a number
of years. Export of this country’s trade in services in 2019 accounted for 20.55% of the
total OECD services export, and 77.01% of the total of 28 EU member states ‘export. The
second-largest exporter of services is the United Kingdom, with a positive trade balance
and a difference between import and export in 2019 amounting to 134.6 billion USD. The
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third is Germany, which in 2019 not only exported but also imported many services; its
trade balance was negative and exceeded export by 22.9 billion USD. In Ireland until 2016
imports of services grew and at the end of 2016 Ireland’s trade in services balance was
70.78 billion USD, but in 2017–2019 this indicator changed in a positive direction and
in 2019 it had already reached −8.1 billion USD. Significant changes can also be seen in
the Dutch trade in services indicators. In the period from 2013 to 2019 the trade balance
changed from negative (−7.33 billion USD) to positive (18.24 billion).

Eurostat Statistics Data (n.d.) (https://ec.europa.eu/eurostat/data/statistics-a-z/abc,
accessed on 27 November 2020) show an increase in the number of service enterprises. In
2017 there were 27,522,200 service companies operating in the European Union. Compared
to the other countries, the largest number of service companies operated in Italy (3,838,814);
however, from 2010 until 2017 the number of service companies in the country declined.
Second, according to the number of service enterprises, was France with 3,750,160. Based
on the changes in the number of service enterprises, it was found that in 2017 the number
of companies grew significantly in Ireland (8.45%). The situation in Latvia has changed
ambiguously, with the number of service companies gradually growing for almost a decade,
however in 2017 it decreased (−2.27%). The 2015 decline in trade in services (see Figures 1
and 2) affected the number of enterprises in almost all of the EU countries. That year saw a
decline in the growth rate or the number of companies.

The World Trade Report 2019. The Future of Services Trade (World Trade Report 2019)
notes that trade in distribution and financial services accounts for the largest share of
world trade in services, with both groups accounting for almost a fifth of the total trade
in services (see Figure 3). The share of other services, such as education, healthcare, or
environmental in the total trade in services is growing rapidly; nonetheless, the percentage
of these services is currently insignificant.
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The General Agreement on Trade in Services (GATS) distinguishes four modes of
international trade in services, according to which the WTO has analysed the situation
in the world. Statistics show (see Figure 4) that dominant services are provided by a
service company of one country WTO member in the territory of another member state,
by establishing commercial presence (mode 3) is the primary mode of service provision in
the world, accounting for almost 60% (13.3 trillion USD) of international trade in services
in the context of global trade in services. The second insignificance is the provision of
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cross-border service transactions (mode 1), where the service is provided from the territory
of one WTO member to the territory of any other member state.
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There is a link between the growth of the number of service companies internationally
and the ways in which the trade in services occurs, which shows that trade in services takes
place through branches abroad, relocation of various services, or use of other resources
(personnel, transport, etc.). Statistics show that outsourcing in the period from 2000 to 2014
and until 2019 grew despite subsequent fluctuations (see Figure 5).
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Figure 5. The amount of outsourcing in services in 2000–2019. Source: TPI: Information Service
Group, Statista (2020).

According to the Information Service Group 2020 report, outsourcing in services in
2019 amounted to 92.5 billion USD, with the largest share of revenue in the field coming
from America, followed by Europe, then the Middle East and Africa. The largest share of
the sector’s revenue came from the IT services outsourcing (66.5 billion USD), followed by
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business services, energy, healthcare, and pharmaceuticals, retail, travel and transportation,
and telecommunications and media.

In summary, the sources of statistical data show the development of services and
outsourcing. Particularly rapid growth was observed in business-related services such
as information technology and financial services. The fastest-growing outsourcing and
services were in America. Summarising the changes in the service sector during the
analysed period, it can be assumed that the growth of the indicators of the services sector
in the world shows an increase in the scale of outsourcing internationally. Indicators of
export and import of services can be linked to the market for the provision of services,
which is expanding in various regions. It is also possible to observe clear connections
between the growth of the number of service companies, the modes of providing services,
and the aspects highlighted in the theoretical part; the growth in the number of service
enterprises can be attributed to the extent of outsourcing. The modes in which services are
provided internationally can serve to determine the reasons and objectives for promoting
the outsourcing of services or the nature of the services provided by service companies
(commercial or public services).

3. Methodology

Statistical databases (WTO, Eurostat, UNCTAD, etc.) lack consistent and comparable
data on outsourcing patterns, and data on outsourcing in services are not provided at
all. The scientific literature also highlights the lack of outsourcing evaluation indicators—
Srivastava and Rajan (2006) notes the complexity of outsourcing evaluation due to the
lack of detailed and internationally harmonised information, and Horgos (2007) argues
that it has been developed in recent years and that there are a number of indicators that
attempt to measure international outsourcing, but all of them are limited and can be applied
not only to outsourcing evaluation. Qualitative research methods are applied when the
research topic is little studied, and they do not start from the formulation of hypotheses
(Žydžiūnaitė and Sabaliauskas 2017). Such research reveals the meanings and interpreta-
tions of constructs that are difficult to quantify. According to Gaižauskienė and Valavičienė
(2016), the interview perfectly meets the assumptions of qualitative methodology, allowing
the researcher to delve into the perspectives of the research participants and to collect
abundant data, exploring the details and unique nuance. Qualitative research does not
have clear rules for determining sample size (Rupšienė 2007), but it has been proven (Libby
and Blashfield 1987) that the accuracy of decisions and assessments of aggregate evaluation
models with equal weights of a small expert group does not lag behind a large expert group
decisions and assessments. According to Augustinaitis et al. (2009), in order to maintain
the accuracy and reliability of the peer review, it is recommended that a minimum of five
and a maximum of 10 experts be included in the peer review team.

Therefore, the chosen research method was a semi-structured interview with six
experts in each of the WTO service groups (63 in total, as only three experts were present
in one group) (see Table 2). Experts were selected complying with pre-defined criteria—
experts hold management positions (can make strategic decisions) in service companies
and have held a management position for at least two years. Then, using the “snowball”
principle, experts already involved in the study were asked to recommend other potential
experts who met the set criteria.

Averages were calculated to determine the significance of the drivers. The Kruskal–
Wallis nonparametric test, which is suitable for comparing an abnormally distributed
numerical variable between three and more independent groups, was used to reveal
whether the importance of drivers to outsource was statistically significantly dependent
on the relevant parameter. If the p-value was less than 0.05, it meant that the significance
of certain incentive groups depended statistically significantly on the service group. Due
to the different characteristics of services, statistical-mathematical methods (including
translating the averages of the significance of service drivers) were insufficient to process
the experts’ answers; consequently, qualitative content analysis was applied.
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Table 2. Description of research experts.

Expert
WTO Service
Sector and Its

Sub-Sector
Position

Size of Enterprise
(Number of
Employees)

Expert
WTO Service
Sector and Its

Sub-Sector
Position

Size of Enterprise
(Number of
Employees)

A1 I B Head 50–249 A33 VI L Director 50–249
A2 I B Director 10–19 A34 VII M Director 1–9
A3 I B Head 10–19 A35 VII M Head 250 and <
A4 I B Head 10–19 A36 VII M Director 20–49
A5 I B Director 20–49 A37 VII M Director 50–249
A6 I B Director 1–9 A38 VII M Head 50–249
A7 II C Director 50–249 A39 VII M Director 50–249
A8 II D Director 1–9 A40 VIII N Director 1–9
A9 II E Head 250 and > A41 VIII N Head 20–49

A10 III F Director 10–19 A42 VIII O Director 50–249
A11 III F Director 50–249 A43 VIII O Director 50–249
A12 III F Director 50–249 A44 VIII O Director 50–249
A13 III F Director 50–249 A45 VIII O Director 50–249
A14 III F Director 10–19 A46 IX P Director 50–249
A15 III F Director 20–49 A47 IX R Director 1–9
A16 IV G Director 10–19 A48 IX P Director 50–249
A17 IV H Head 50–249 A49 IX P Head 10–19
A18 IV G Director 20–49 A50 IX P Director 50–249
A19 IV G Director 10–19 A51 IX P Director 50–249
A20 IV G Director 1–9 A52 X S Head 250 and <
A21 IV H Head 1–9 A53 X S Director 1–9
A22 V I Director 50–249 A54 X T Head 250 and <
A23 V I Director 50–249 A55 X U Director 1–9
A24 V J Vice-dean 250 and > A56 X T Director 1–9
A25 V J Professor 250 and > A57 X T Director 20–49
A26 V J Professor 250 and > A58 XI Z Director 50–249
A27 V J Head 250 and > A59 XI Z Director 20–49
A28 VI K Director 1–9 A60 XI Z Director 50–249
A29 VI K Director 1–9 A61 XI Z Director 50–249
A30 VI K Director 50–249 A62 XI Z Director 20–49
A31 VI K Director 50–249 A63 XI Z Director 20–49
A32 VI K Director 20–49

I: business services; II: communication services; III: construction and related engineering services; IV: distribution services; V: educational
services; VI: environmental services; VII: financial services; VIII: healthcare and social services; IX: tourism and travel-related services; X:
recreational, cultural, and sporting services; XI: transport services; B: computer and related services; C: courier services; D: communication
services; E: postal services; F: general construction work for building services; G: wholesale trade services; H: retail services; I: secondary
education services; J: higher education services; K: waste disposal services; L: sewage services; M: banking and other financial services; N:
social services; O: hospital services; P: hotel and restaurant services; R: travel agencies and tour operator services; S: libraries, archives,
museums, and other cultural services; T: entertainment services; U: news agency services; and Z: road transport services.

4. Results

The results of the study show that in the service sector, outsourcing is more often used
for non-core services (see Figure 6). It should be noted that only in the group of business
services is outsourcing practised for core services, while in communication and transport
services, it is practised for both core and non-core services.

Using the SPSS program (GGrapf function), the amplitude of the number of drivers
for core and non-core services in all service groups was demonstrated. It was found that
depending on the services used for outsourcing, and the group of services to which the
company belonged, the development of outsourcing was influenced by different numbers
of drivers (see Figures 7 and 8). Figure 7 shows that most drivers for outsourcing non-core
services affect outsourcing in the communication services group. Experts have identified
ten different drivers. According to the experts who participated in the study, 5–10 drivers
encourage distribution, financial, tourism and travel, transport, recreational, cultural, and
sports services companies to outsource, and the remaining services groups are driven by
three to five.

When looking for service providers for the provision of core services externally, the
groups of business, and construction and related engineering services obviously stand out
(see Figure 8), where experts named six to seven drivers; meanwhile, for communication
and transport, four drivers were named, and in other groups, from two to three.
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After counting the number of drivers identified by the experts in separate service
groups, the outsourcing of non-core services was affected by more different drivers; thus,
this result can be related to the tendency, revealed in the study, of service companies to
outsource non-core services. A larger scale of outsourcing presupposes a wider range
of drivers.
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The study found that 18 drivers encouraged outsourcing in service companies. The
drivers were grouped and distinguished for core and non-core services. Upon determining
the groups of drivers and their significance (see Table 3), the results of the study coincided
with the results of the theoretical part, which showed that the function group was insignifi-
cant for service companies, as the experts had not mentioned any drivers. Two incentives
were identified, “positive experience of other companies” and “location of service provi-
sion”, which were not covered by any of the groups, and were therefore assigned to the
new group “others”.
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The survey data showed (see Table 3) that the key outsourcing drivers of both core
and non-core services were strategic (8), followed by economic (3), and then technological,
managerial, quality, etc. However, what is essential in this study is not the frequency with
which outsourcing drivers are mentioned but their significance. Therefore, the averages of
the significance estimates assigned by the experts have been calculated (see Table 3).

Table 3. Averages of significance of outsourcing drivers for relocating of core and non-core services.

D
ri

ve
rs

’
G

ro
up

s

Core
Services

Non-Core
Services

Frequency of Naming
Outsourcing Drivers

Average of Significance
of Outsourcing Drivers

Frequency of Naming
Outsourcing Drivers

Average of Significance
of Outsourcing Drivers

Drivers

Economic

Reduction of general costs 19 3.9 58 4.5

Exchanging fixed costs for variable 2 3.5 2 5

Lack of capital 1 3 0 0

Strategic

Flexibility 2 4.5 9 4

Specialisation of the outsourced
service provider in the field 7 4.3 38 4.4

Focus on basic activities 1 4 22 4.8

Lack of constant need
(seasonality/project volatility) 21 4.7 22 4

Lack of staff qualified in the field 9 4.1 7 4.6

Contingency management 6 3.7 2 5

Quick adaptation to changing needs 3 5 1 4

Risk-distribution 0 0 1 5

Technological
Demand for specific

knowledge/skills 8 4.5 13 4.3

Demand for specific machinery 7 2.9 6 4.5

Managerial
Reduction of administrative load 5 2.6 18 4.4

Time-saving 3 4 11 4.4

Quality Quality improvement 4 4 2 5

Others
Positive experience of others 0 0 2 4

Location of service provision 0 0 4 4.25

Source: compiled by authors.
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After calculating the averages and comparing drivers with the highest average (see
Table 3) with their naming frequency, it was revealed that the highest average did not
always reflect the most significant outsourcing driver for all service groups. Italics highlight
the five most significant drivers for outsourcing non-core services according to the averages,
while bold highlights core services.

The majority of experts (87.9%) hold the opinion that in most cases, the driver to reduce
general costs is important for outsourcing non-core services; this driver is paramount for
outsourcing non-core services (average = 4.5). Among the strategic drivers, the following
stand out: the driver to exchange fixed costs with variable ones (average = 5), contingency
management (average = 5), risk-distribution (average = 5), and quality improvement
(average = 5). Although the averages of the significance of these incentives are the highest,
they were named by only one or two experts; therefore, they cannot be classified as the
most significant. The driver of focus on core activities was singled out for high significance
(average = 4.8) by one-third of the experts. It has been rated by at least one expert in all
service groups, mostly (i.e., three out of three) in the communication services group (all
rated five on a scale of five), and four out of six experts in the financial services group (all
rated five on a scale of five). It is logical to state that when outsourcing non-core services,
the most significant strategic driver is the focus on basic activities.

Analysing the opinion of experts on the significance of drivers for outsourcing core
services, the most significant, based on average, was the driver of quick adaptation to
changing needs (average = 5), but only three out of 63 experts named it; hence, it does
not affect the research results. The second-most significant driver (average = 4.7) with the
highest naming frequency was the lack of constant demand (seasonality/project volatility).
Therefore, it can be singled out as having the greatest impact on the use of outsourcing
in the provision of core services. This driver was identified in seven service groups—
business, communication, construction and related engineering services, distribution,
environmental, healthcare and social services, and transport services. The other two, with
one of the highest averages and a significant frequency of naming, were from the strategic
group—the lack of staff with a certain qualification (average = 4.1), which was named
nine times (business services, communication services, and healthcare and social services,
and transport services), and, from the group of technological drivers, the need for specific
knowledge/skills (average = 4.5), identified eight times (business services, construction
and related engineering services, recreational, and cultural and sports services). Although
these drivers come from different groups of drivers and services, they are related to the
need for competencies. The most significant drivers for providing core services by service
companies were in the groups of strategic and technological drivers. The results of the
study revealed that although the average was statistically less significant, the driver to
reduce overall costs (19 times) was often chosen by experts.

Figure 9 shows that when evaluating the significance of the impact of the two groups
of drivers (strategic and technological) in certain services, it should be noted that strategic
incentivises outsourcing of both core and non-core services, while the impact on non-core
services was found in all service groups.
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As various services were studied, the consistency of the opinions of the experts
involved in the study was not statistically significant. Traditional statistical tests do not
apply to the processing of survey data. Therefore, the Kruskal–Wallis nonparametric
test was used, which is suitable for comparing an abnormally distributed numerical
variable between three and more independent groups. The Kruskal–Wallis criterion (see
Table 4) was used to determine whether the significance of certain drivers groups was
statistically significantly dependent on the service group. If the p-value is less than 0.05, it
means that the significance of individual drivers groups depends statistically significantly
on the service group. Based on the test, it was determined whether the significance of
drivers’ groups and individual drivers were statistically dependent on the groups of service
companies that outsource (see Tables 4 and 5).
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Table 4. Comparison of the significance of the basic service drivers groups in services.

Outsourcing Drivers
Group

Service Sector by WTO

Environmental
Services

Financial
Services

Communication
Services

Distribution
Services

Health
Related and

Social
Services

Recreational,
Cultural and

Sporting
Services

Construction
and Related
Engineering

Services

Educational
Services

Transport
Services

Tourism and
Travel Related

Services

Business
Services

KW
p-

Value
M

ea
n

SN M
ea

n

SN M
ea

n

SN M
ea

n

SN M
ea

n

SN M
ea

n

SN M
ea

n
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ea

n

SN M
ea

n

SN

O
ut

so
ur

ce
d

ac
ti

vi
ti

es

C
or

e

E 0.56 0.86 0.17 0.41 0.89 0.84 0.28 0.68 0.28 0.68 0.28 0.68 0.39 0.49 0.00 0.00 0.94 1.06 0.28 0.68 1.17 0.62 0.086
S 0.29 0.32 0.17 0.27 1.00 0.33 0.10 0.26 0.31 0.34 0.31 0.52 0.60 0.64 0.00 0.00 0.98 0.27 0.00 0.00 1.21 0.81 0.000
M 0.33 0.82 0.00 0.00 0.50 0.87 0.00 0.00 0.17 0.41 0.00 0.00 0.42 1.02 0.00 0.00 0.00 0.00 0.00 0.00 0.92 0.92 0.020
T 0.00 0.00 0.00 0.00 1.00 1.00 0.00 0.00 0.00 0.00 0.42 1.02 1.67 1.54 0.75 1.17 0.25 0.42 0.42 1.02 0.75 1.17 0.049
Q 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.50 1.22 0.67 1.63 1.50 2.35 0.00 0.00 0.00 0.00 0.00 0.00 0.246
O 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 1.000

Note: E—Economic; S—Strategic; M—Management; T—Technology; Q—Quality; O—Others.

Table 5. Comparison of drivers’ significance in different service groups.

Outsourcing Drivers

Service Sector by WTO

Environmental
Services

Financial
Services

Communication
Services

Distribution
Services

Health
Related and

Social
Services

Recreational,
Cultural and
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Services
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and Related
Engineering

Services
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Services

Transport
Services
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Travel Related

Services

Business
Services
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p-

Value
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n
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ut
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d
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es

C
or

e

Reduction of
overall costs 1.67 2.58 0.50 1.22 2.67 2.52 0.83 2.04 0.83 2.04 0.83 2.04 1.17 1.47 0.00 0.00 1.83 2.48 0.83 2.04 2.83 2.32 0.323

Change of fixed
costs to variable 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.50 1.22 0.00 0.00 0.67 1.63 0.567

Lack of capital 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.50 1.22 0.00 0.00 0.00 0.00 0.485

Flexibility 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.83 2.04 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.67 1.63 0.567

Specialization of
service provider 0.83 2.04 0.50 1.22 1.33 2.31 0.00 0.00 0.00 0.00 1.67 2.58 0.83 2.04 0.00 0.00 0.00 0.00 0.00 0.00 0.50 1.22 0.524



Economies 2021, 9, 44 14 of 19

Table 5. Cont.

Outsourcing Drivers

Service Sector by WTO

Environmental
Services

Financial
Services

Communication
Services

Distribution
Services

Health
Related and

Social
Services

Recreational,
Cultural and

Sporting
Services

Construction
and Related
Engineering

Services

Educational
Services

Transport
Services

Tourism and
Travel Related

Services

Business
Services

KW
p-

Value
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n
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n

SN M
ea

n

SN M
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n
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n
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n
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n
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n

SN

Concentration 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.67 1.63 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.485
Absence of

constant demand
(seasonality or

project volatility)

1.50 2.35 0.00 0.00 3.33 2.89 0.83 2.04 0.50 1.22 0.00 0.00 3.33 2.58 0.00 0.00 4.00 2.00 0.00 0.00 4.50 0.84 0.000

Lack of staff with
certain

qualifications
0.00 0.00 0.00 0.00 1.67 2.89 0.00 0.00 1.17 2.04 0.00 0.00 0.00 0.00 0.00 0.00 1.83 2.14 0.00 0.00 2.33 2.58 0.017

Control unplanned
situations 0.00 0.00 0.83 2.04 0.00 0.00 0.00 0.00 0.83 2.04 0.00 0.00 0.00 0.00 0.00 0.00 1.17 1.60 0.00 0.00 0.83 2.04 0.124

Rapid adaptation
to changing needs 0.00 0.00 0.00 0.00 1.67 2.89 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.83 2.04 0.00 0.00 0.83 2.04 0.330

Risk sharing 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 1.000

Reducing
administrative

burdens
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.83 2.04 1.50 2.35 1.50 2.35 0.00 0.00 0.83 2.04 1.50 2.35 0.329

Time saving 0.00 0.00 0.00 0.00 2.00 2.00 0.00 0.00 0.00 0.00 0.00 0.00 1.83 2.04 0.00 0.00 0.50 0.84 0.00 0.00 0.00 0.00 0.002
Need for specific
knowledge/skills 0.67 1.63 0.00 0.00 1.00 1.73 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 1.00 1.10 0.022

Need for specific
technique 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.33 0.82 0.00 0.00 0.83 2.04 0.00 0.00 0.00 0.00 0.00 0.00 0.83 2.04 0.653

Quality
Improvement 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.50 1.22 0.67 1.63 1.50 2.35 0.00 0.00 0.00 0.00 0.00 0.00 0.246

Positive experience
of others 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 1.000

Service location 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 1.000
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It was found (see Table 4) that when outsourcing the core services of the company, the
service group to which the company was assigned affected the significance of managerial
drivers (p = 0.020), strategic drivers (p = 0.002), and technological drivers (p = 0.049).
Meanwhile, for the provision of non-core services through outsourcing, no statistically
significant values were found among the studied groups of services.

As the drivers’ groups include several drivers, and the strategic drivers’ group in-
cluded as many as eight, it was tested based on the same statistical test as the one used to
determine which drivers were statistically significantly dependent on the service group.
Upon analysing the dependence of the significance of each driver for outsourcing on the
group of services separately (see Table 5), it was revealed that the significance of these
drivers for outsourcing for core services depended on the following: lack of constant de-
mand (seasonality/project volatility) (p = 0.000), shortage of staff with certain qualifications
(p = 0.017), time savings (p = 0.002), and the need for specific knowledge/skills (p = 0.022),
while no statistically significant differences were found between the studied service groups
when outsourcing non-core services.

While comparing the significance of drivers in various service groups, the Kruskal–
Wallis nonparametric test was applied. This did not highlight in which service groups
these drivers were statistically significant; therefore qualitative data analysis was used to
analyse the expert opinion. The analysis revealed (see Table 6) that the driver of the lack of
constant demand (seasonality/project volatility) was particularly important for business
services (noted by six experts in IT services), in the transport services group, five out of six
experts named it, and in the construction and related-services group, four of six experts.
However, these drivers were not named by any expert from education; tourism and travel
related services, financial; or recreational, cultural, and sporting services groups.

Table 6. Distribution of dependence of statistically significant drivers in service groups.

Drivers

Service Groups

Business
Services

Construction
and Related

Services

Communication
Services

Transport
Services

Healthcare
and Related

Services

Educational
Services

Tourism and
Travel Related

Services

Lack of
constant
demand

+ + +

Lack of staff
with certain

qualifications
+ + + +

Need for
specific knowl-

edge/skills
+ + + +

Another incentive identified during the Kruskal–Wallis test was the lack of staff with
certain qualifications. It was singled out in business, communications, transport, and
healthcare and related services. The driver of the need for specific knowledge/skills
was identified in business services, construction and related services, tourism and travel
services, and educational services. The time-saving driver can be considered insignificant,
as it was mentioned three times in different services and was therefore not examined
in detail.

The study of outsourcing drivers also revealed the impact of external factors on the
outsourcing process. This effect was particularly significant in companies meeting public
needs. The experts pointed out that outsourcing is not only determined by the company’s
goals or internal circumstances but also by external factors, which inevitably require them
to outsource. For example, the ministers’ orders in the relevant fields provide for certain
positions in companies that meet public needs, but due to the conditions and requirements
provided in the same orders, there is a lack of specialists who meet the conditions and can
hold those positions.
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In this case, outsourcing has to be used to ensure that the services are provided in
accordance with the established requirements by suitably qualified staff. The process
of outsourcing can also be influenced by the policy pursued by the local government,
according to the expert of educational services; the position is provided as a mandatory
acquisition of certain services from outside. The impact of the political environment on the
use of outsourcing for services is also tangible in the private sector. The policy of attracting
foreign investment creates unequal competitive conditions in the market; therefore, service
companies are forced to outsource in order to survive and compete in the market.

5. Conclusions

Data from international organisations have highlighted not only the growth of the
services sector but also the changes in the activities of service companies when using their
branches or other companies to provide services abroad.

The scientific literature analysis has shown that there is no uniform methodology
for evaluating outsourcing of services provided by service companies. A wide range of
outsourcing enablers was identified; however, leisure, IT, and financial services have been
studied most often, without seeking comparability between all service groups or the impact
of drivers on outsourcing core and non-core services.

The completed empirical study in all service groups revealed that service companies
mostly outsource non-core services. The significance of drivers for the provision of core
and non-core services has been identified. It was found that in the group of technolog-
ical drivers, the most significant is the need for specific knowledge/skills, and in the
group of strategic drivers, the use of outsourcing is determined by seasonality and project
volatility, which has led to the outsourcing of core services. The application of statistical
methods (Kruskal–Wallis test) revealed the dependence of the significance of the groups of
technological (of which the need for specific knowledge/skills is statistically significant),
and strategic (of which seasonality/project volatility and lack of employees qualified in a
certain field are statistically significant) groups of drivers on the service group. Qualitative
content analysis has shown that the driver of continuous seasonality/project volatility is
particularly important in the business services group. The river of the shortage of em-
ployees with certain qualifications is important in business, communication, transport,
and healthcare and related services. The need for specific knowledge/skills is identified
in business services, construction and related services, tourism and travel services, and
educational services. The following incentives were identified during the semi-structured
interviews: the positive experiences of others and location of service provision (i.e., the
provision of services in a particular geographical area forces the use of outsourcing). The
location of service provision as an important driver to outsource was also identified during
the case study; therefore, it was evaluated as significant in the study of all service groups.
In addition, it should be noted that such drivers are not mentioned in the works of foreign
authors. In public service companies, the impact of external factors, such as the country’s
statutory and legal framework, on the use of outsourcing has become apparent.
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