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Abstract— Outsourcing help business to reduce costs so as to 

accelerate time to market. Business through outsourcing take 

advantage of external expertise, assets and/or intellectual 

property. Outsourcing is not a novel concept for business but 

outsourcing the information technology in current business 

scenario is central to the operation of the business.  So the 

decision to outsource information technology processes 

implies a much heavier reliance on the quality of the service 

provided by the outsourcer. Indian Telecom is high 

technology industry and needs the expertise of both telecom 

and computing fields to offer good quality service to 

customers. Thus Outsourcing IT of telecom players is more 

prominent in upcoming outsourcing contracts. This paper is 

an attempt to review the drivers and scope of IT outsourcing 

in Indian Telecom with recent examples. This paper   explores 

the future prospects of IT outsourcing in Indian telecom by 

understanding its current status in leading telecom players. 
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I. INTRODUCTION 

Telecom sector is facing the rigorous competitive pressure, 

and changes in telecom reforms and policies add more to this 

pressure.  Factors like more number of players in the market 

cheap offers to customers, recent mobile number portability 

scheme, updating improved technologies, forcing telecom 

companies to reconsider their managerial models to reach 

competitive advantage. Focus on core competence is the key 

to make a distinct place in the market. In this drive telecom 

companies are left with no other option then to outsource 

most of the activities to outside suppliers. Outsourcing is an 

arrangement in which one company provides services for 

another company that could also be or usually have been 

provided in-house. Outsourcing is a trend that is becoming 

more common in information technology and other industries 

for services that have usually been regarded as intrinsic to 

managing a business. Though many companies are even 

outsourcing legal services, human resources, marketing & 

sales, procurement and billing. But, outsourcing the 

information technology is one the important ways to reach the 

goals to meet the country's increasing needs through reducing 

costs and increasing flexibility in delivering services For 

example, Bharti- Airtel has outsourced its IT services to IBM. 

The term IT OUTSOURCING refers to the practice 

of commissioning part or all of an organization’s IT assets, 

people, and/or activities to one or more external providers. It 

includes any one or combination of the following: system 

planning, application analysis and design, application 

development, operation and maintenance, system integration, 

data center operation, telecommunication management and 

maintenance, software, hardware products, facilities 

management (e.g., PC management), end-user support (e.g., 

training), and so on. IT outsourcing (as a part of an 

outsourcing definition) is the use of external service providers 

to effectively deliver IT-enabled business process, 

application service and infrastructure solutions for business 

outcomes. Aim of outsourcing the IT department is not to 

replace the company's existing IT department with expertise 

IT Vendor Company but to reduce the overall technology cost 

with business transformation through improved process. 

Outsourcing IT is a strategic decision which 

involves the choice of suitable outsourcing model and vendor. 

The issue of security, flexibility, and financial credibility and 

returns prospects have to be taken care of while choosing IT 

outsourcing as a strategic alternative. Now a days, to reduce 

the total dependency on one IT outsourcing vendor, telecom 

companies are moving to multivendor approach also. Thus 

the scope of outsourcing IT is increasing day by day for 

telecommunication industry (telephone, mobile, and data) 

sufficient to revolutionize the sector. 

II. REVIEW OF LITERATURE 

It is said that outsourcing has been around for centuries, as it 

appears that the Romans outsourced their tax collection [I]. 

But the first real big IT outsourcing deal was conducted on 

October 2, 1989. A contract between Kodak and IBM was 

signed that changed IT outsourcing. Kodak handed over 

control of its datacenter operations to IBM; this contract was 

signed for 250 million dollars [2]. Reducing the expenses of 

your company is an idea that never loses its appeal. The 

opportunity to have less expensive but well trained labor has 

led companies to look further than their own borders. In 2011 

A.T. Kearney found that the world of services offshoring has 

changed dramatically since they have published a previous 

document about outsourcing in 2004 [7] 

“What was then an emerging phenomenon that 

seemed to have great potential is now a natural element of 

corporate services supply chain. The industry has grown 

significantly and in many cases exceeded expectations from 

the early days.” - (A.T. Kearney, 2004) 

Organizations tends to become “network-center”, in 

other words to work in a “small core-big network” forms. 

Thus, companies choose a limited number of tasks to do and 

entrust the rest of their tasks to an outside supplier. Therefore, 

the significance of outsourcing and its key role in illustrating 

network-center organizations is clear [3]. 

Quinn and Hilmer (1994) [4] maintained that the 

idea of outsourcing hinge on the strategic end of the make-or-

buy decision. Author like Barney J. (1991) [5] backed the 

‘resource based view’ where a company’s competitiveness 

advantage rests on their resource portfolio. Others, views 

outsourcing decision from the strategic perspective and which 

rest on a clear focus on core competences (Prahalad et al., 

1990). Because every organization's condition is unique and 

it differs from other organizations. The other point is that 

outsourcing does not mean absolve responsibility from an 

outsourcing organization or buyer. It means to entrust 

activities to outside organizations or people in order to 

achieve better efficiency, better responsiveness, and 
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reduction of costs. However, it does not mean to entrust the 

whole responsibilities [6]. 

III. OBJECTIVE OF THE STUDY 

In the popularity of IT outsourcing across borders is 

becoming a trend. Outsourcing is the contracting of a third 

party to manage a business process more effectively and 

efficiently than can be done by internal IT department. The 

purpose of this paper is to review issues and opportunities 

offered by IT outsourcing. It identifies the core areas made in 

IT outsourcing and factors that are critical to success. Papers 

tries to examine some of the telecom firms, which are active 

in order to survey the effects of IT outsourcing functions and 

activities. 

IV. RESEARCH METHODOLOGY 

The prepared paper is a descriptive study in nature. The 

secondary data and information have been analyzed for 

preparing the paper extensively. The secondary information 

have been collected from different scholars‟ and researchers‟ 

published books, articles published in different journals, 

periodicals, conference paper, working paper and websites. 

V. TELECOM SECTOR & IT OUTSOURCING 

In order to smoothen the core activities (marketing, new 

DATA plans, value added services etc.) telecom companies 

are making use of highly flexible processes and information 

systems through IT outsourcing. These information systems, 

process management systems and unique business model is 

revealed in the core competence of both Telecom Company 

and outsourcing Vendor Company. 

A. Outsourcing Deals of Indian Telecom 

Indian Telecom sector can be divided into three distinct 

phases post the National Telecom Policy 1994. Phase III 

from 2008 to 2014 was composed of larger telecom players 

shifting focus on infrastructure from cost optimization 

leading to outsourcing of network, IT and parts of customer 

service delivery. The following major outsourcing 

contracts has witnessed these changes: 

 Airtel  was first in India to outsource  its IT operations 

to IBM  at $750 million which has reached $2.5 billion 

with time.[7] 

 Vodafone outsourced its operations to IBM for $1.2 bn 

 IDEA outsourced its operations to IBM for $0.8 bn 

 Aircel outsourced to Wipro for $0.6 bn 

 Unitech to Wipro for $0.5  bn 

 Tata Teleservcies to TCS for $0.25 bn 

Of the 6 outsourcing deals it is IBM is leading with 

$4.5 billion deals between 3 operators. Its closest competitor 

is Wipro which has $1.1 billion. TCS has a $250 million deal 

which again comes from its sister concern of Tata 

Teleservices. 

B. Scope of IT Outsourcing 

IT outsourcing can be used to explore the full potential of 

telecom companies to cater to the need of its customers like: 

 Activation of SIM – IT plays a very important role in 

reducing the time required for order management, 

activation, provisioning and billing services. This is done 

through back-end systems of IT in order to ensure a good 

and satisfactory customer experience reducing activation 

time from days to hours. In peak season of sale, this time 

saving support of IT to telecom company’s help them to 

increase its customer base and marketing promises to 

customers. 

 Service efficiency of telecom operators is maximization 

– IT needs to maximize its and channels. For instance, 

customer Self Service through USSD/SMS, Web and 

Interactive Voice Response System involves integration 

of different technologies (WebSphere integration 

Server, asynchronous messaging via WebSphere 

Business Integration Server) depending on various and 

dynamic channel needs. 

 Improving the Billing efficiency of telecom operators –

The data compilation of unbilled amount, monthly rent, 

time and call details usage information of postpaid 

customers is done by IT department. 

VI. TELECOM & OUTSOURCING IT AREAS 

Telecom companies having desire to outsource its IT has to 

go for a service level agreement (SLA) to define the scope 

and outsourcing area. A Service Level Agreement (SLA) is 

an official document vital in setting up good relationship with 

the outsourcer. It defines the performance parameters known 

as key performance indicators (KPI) for an outsourcing 

agreement. The parameters includes detail description of 

services required, data transfer rate, expected performance 

level, network availability, network uptime, systems repair 

and network restoration. To take care of agreement breaches 

resulting from outsourcers not meeting performance 

specifications, there is a provision for Termination of Service 

agreement where the minimum service level agreement is set 

which allows for the termination of the contract. . SLA 

enables both parties to legally establish each party’s 

obligation out of the outsourcing contract. 

A. Processes Asset management 

The support Hardware & Software Strategy and Optimization 

Management is the process under Infrastructure Resource 

Management of Vendor Company, serving the purpose of 

Hardware and Software Optimization for new and existing 

customer. The purpose of such outsourcing is reutilization 

and relocation of existing unutilized hardware and software 

to save cost, and driving the strategy for the consolidation and 

virtualization for the optimal use of the hardware and 

software. 

B. Incident Management 

Definition of incident: “An unplanned interruption to an IT 

Service or a reduction in the quality of an IT Service”. 

Incidents are reported by Client Company of outsourcing 

vendor’s IT environment by automation or support personnel. 

Each incident record documents the details and 

lifecycle of a single incident. The Incident Management 

process aims at restoration of a service which is affected by 

any real or potential interruption. Incident Management is the 

process responsible for managing the lifecycle of all incidents 

in telecom IT environment and service. Incident Management 

primary goal is to restore normal service operation as quickly 
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as possible so as minimize the adverse impact on business 

operations, thus ensuring best possible levels of service 

quality are maintained. The objectives of this process are to: 

 Establish a clear and coordinated approach so as to 

restore normal service operation as quickly as possible, 

 Minimise the adverse impact on business operations, 

thus ensuring that the best possible levels of service 

quality and availability are maintained, 

 Ensure that the desired outcome is achieved within an 

acceptable timeframe, 

 Utilise key resources effectively, 

 Establish communication standards for notifying 

incident progress and status, 

C. Problem Management 

The scope of the Problem Management process includes a 

series of activities which involve the following: 

 Categorisation and prioritisation of problems 

 Investigation (root cause analysis) into underlying cause 

and identification 

 Progressing problems into known errors where 

underlying root cause identified and workaround 

available 

 Solution (and workaround) definition and selection 

 Where justified, resolving known errors by applying a 

permanent solution to prevent any recurrence 

 Appropriate prioritisation of resources required for 

resolution based on business need 

 Submission of change requests to implement solutions 

 Continuous monitoring and tracking of problems and 

known errors (taking appropriate action where required) 

 Communicating problem information. 

 Contribution to the collective problem resolution 

knowledge base and solution creation. 

 Formulating recommendations for improvement, 

maintenance of problem records and review of the 

corrective actions 

 Updating records with problem and known error 

information (KEDB). 

D. Change Management 

The purpose of the Change Management process ensures any 

changes made to an operational IT resource is recorded with 

the appropriate details and are introduced successfully as 

planned.  Change Management is a discipline of standardized 

methods processes and procedures that are used for efficient 

handling of changes. It defines the process of managing and 

controlling changes to the IT operational infrastructure or any 

aspect of operational services in a controlled manner, 

enabling implementation of approved changes with minimum 

disruption to the Service Delivery environment. Change is the 

movement from one defined state to another. A change can 

add to, delete from, modify or request a period of 

unavailability to an IT Service. A change record is created to 

formally record when installation or alteration to the 

operational enterprise or shared service resources like data 

centre facilities, common infrastructure, operational & 

application system software and the attached network, is 

required. 

E. Objectives 

 Allow for the impact of a change to be recorded reviewed 

and evaluated ensuring introduction of changes into the 

target environment is delivered in a controlled manner. 

 Allows for the management of installations or 

modifications to all managed resources in a logical and 

orderly fashion, to achieve the expected result, without 

unplanned service disruption and within agreed time 

frames. 

 Contribute to the Change Management cost reduction by 

monitoring, measuring and improving the process. 

 Reduce the negative impacts of failed changes to 

committed service levels. 

 Improve customer service. 

 Improve communication. 

F. Firewall Request Handling 

The objective of Firewall Request Handling Process is to: 

 Carry out firewall policy changes in a predefined and 

secure fashion. A smooth conduct of business operations 

without compromising the security posture of the 

organization. 

 Ensure Network Security and assure error free firewall 

policy changes by the virtuosity of validating the request 

implemented in the service delivery environment. 

G. Application Security Process 

The business model of a telecom Company largely depends 

on various IT-enabled and telecom information processing 

systems. Some of these applications are specifically 

customised to meet the needs of business processes of 

telecom. The applications in the telecom company 

environment comprises of COTS (commercial- off-the-

shelf), In-house developed, Groupware, Freeware and 

Scripts. These applications are used by different users, 

including internal users in different roles and responsibilities, 

by customers, third-party users and application 

administrators. The objective of this outsourcing is to specify 

the controls that need to be incorporated / checked in various 

applications to control access and protect the confidentiality, 

integrity and availability of the information processed by or 

stored in these applications. 

H. Production Data Request Process 

The mission of Telecom Company is to a large extent is 

dependent on the confidentiality, integrity and availability of 

its data and applications. While security of its networks, 

platforms and systems are vital, confidentiality of critical 

information such as Bharti Customer’s Personal Identifiable 

Information (PII) and Customer’s Sensitive Personal 

Information (SPI) as well as any other information being 

processed and maintained in telecom environment, which 

may be identified as “Sensitive” as per TRAI or regulatory 

requirements remains one of the most important components 

of information security. The identified data requires all 

possible controls to ensure information confidentiality, 

integrity. Production data at times may be required for 

various purposes e.g. test, development etc., depending upon 

the nature of the application or component being developed 

or tested. Unauthorized access or misuse of this production 
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data can impact the revenue and branding of Telecom 

Company. To protect the confidentiality of such business 

critical information, certain information handling controls at 

people / process / technology level should be in place. Such 

controls may be identified based on the criticality, sensitivity 

and volume of the information being processed by the 

application or component. 

VII. RECOMMENDATIONS & CONCLUSION 

The next generation in telecom sector demands the excessive 

use and dependency on IT for its smooth functioning. For this 

IT outsourcing is the only key to bring success and 

sustainability in competitive scenario. Factors affecting the 

telecom sector to opt for outsourcing of its IT deals are degree 

of control over operations, the flexible business models and 

processes, and the ability to introduce new products and 

services to market quickly. IT outsourcing is helping telecom 

operators to retain their critical operational and customer-

facing capabilities while ensuring better relationships with 

outsourcing partners. But the shift to this new approach to 

outsourced relationships can be difficult. It requires a well 

thought out strategy for whom to partner with and how, along 

with a strong implementation plan. Telecom operators must 

be particularly cautious about the approach they take, and 

prepare fully for the negotiating and contracting steps. 

Outsourcing IT functions such as the implementation of large 

and complex ERP systems and software has consequences for 

the company outsourcing. Outsourcing can lead to erosion of 

the outsourcer’s business and system knowledge. Then 

organizations must spend additional resources in knowledge 

retainment. Further, managing the outsourcing partner and 

changing vendors or outsourcing partners when necessary all 

take valuable resources. These productivity costs incurred in 

knowledge-gathering maintenance and the cost of relearning 

lost knowledge, combined with costs in transferring 

contracts, is borne by the whole business, not necessarily by 

the department managing the contracts. Outsourcing is 

successful but can result in sacrificing long-term knowledge 

assets for short-term gains. 
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