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ABSTRACT

For the third year in a row, the transfer of some processes and functions to
outsourcing is the third most popular place in the plans for business restructuring and
is included in the intentions of every fourth CEO in Kazakhstan.

However, in the scientific literature there are no studies indicating the most
important influential factor in making a decision to transition to outsourcing. In this
study, a quantitative survey method was used to interview 50 .companies, first, the
most important factor influencing the decision to outsource was determined, and
secondly, the relationship between these factors was studied.

The research showed the most influential of the five proposed factors (toll
savings, time to engage in main business, quality and promptness, technology and
resources of vendor, decline the liability) was the decline in responsibility for the
supplier.

Practitioners in the field of company outsomcmg can use these results by
answering the question: "What is the most important factor to consider when
providing a service?" The results of the research expand the knowledge i in the sphere
of outsourcing companies.

Keywords: outsourcing decision-making; toll savings; time to engage in main
business; technology and resources of vendor; quality and promptness; declme the
liability; transit intention.
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ABCTPAK'T

Yuliuun - okeu1 - Kavapslian - kei6ip  npotccrep - Me ‘byHKUMsIApAbI
aYTCOPCHHIKE aybICTLIPY OW3HECTI KaifTa KypbUlbIMAAY XKOCMapaapblHaarhl yIIiHLi
OpbIH Golibin Tabbliajibl koHe Kasakctannars ap6ip Tepriniui BAJ[ HueTiH kocambl.

JlereHmeH, FbuIbIMU  osieBHETTE  ayTCOPCHHIKE aybiCy Typaibl LLELIiM
Kabbliaya eH MaHbI3/bl bIKIAAbl (QaKTOpabl KepceTeTiH 3epTTeysep KoK. by
3eprreyae 50 komnanuamen cyxbar ajbiHbi, CaHbIK 3€pTTEY dMiCi NalAaNaHbULI,
OipiHLUiEH, AyTCOPCHHIKE KATLICThI IUCLIMACPre 9CCP CTETiH MaHbi3/bl ¢axrop
aHBIKTAj1/Ibl, EKIHIIJICH, OChl (haKTopsiap apachlijlaFhl KaThlHAC 3¢PTTE.

3eprrey 6ce yeninbLiran  (hakTopiapibli (TosicMJIEPAT  YHEMAECY, HCIi3ri
OM3HCCKC HEri3aenreH yakhbiT, cana Mel yakbITThUTbIK, Kbi3MET KOpCeTYILiHIH
TEXHOJIOTHAIApbl MEH pECypCTapbl, dKayarkepluilikTii TOMeHAeYi) iliHae  KbI3MeT
KepceTylliHin  ecebilen jkayankepulilikTiH TeMeHjeyi €H BIKMANAbl eKeHiriH
KepceTTI.

AYTCOPCHHI canachiHaarbl Toxipubewrinep 6y HoTHxeHI «KbI3MeTTi ychiHy
Ke3iHze eckepy Kepek eH MaHbi3Abl (pakTop KaHnai?» cyparbiia sxayan Gepy apKblibl
naifanana anagel. 3eprrey HOTHKEIEP] ayTCOPCHHT KOMMAHUANAPhIHbIH Gutimiepit
KeHeH e/,

Fy#iinni cosiep: ayrcopennrke konty ineutimyepiin Kabblinay; tenemepii
YHEMJIEY; Heri3ri Guznecke HETi3leNIcH yakhiT; ka6 bIKTay bl TeXHONOrHINap MeH

pecypcTap; cana MeH yaKbITThUILIK; JkayarkepLliikTi TOMEHOETY.
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ABCTPAKT

Ve TpeTHH roj MOApsil Nepefiaua HEKOTOPhIX TNpPOLECCOB W (YHKLH Ha
QyTCOPCHUHT CTOMT Ha TPEThLEM MO TMOMYyJSIPHOCTH MeCTe B [JlaHaX no
pecTpyKkTypH3aluu Ou3Heca W BXOJAMT B HaMepeHus kaxjoro uerseproro CEQ B
KazaxcraHe. ' ‘

Onnako B nayunol —aureparype e CYIIECTBYET — WMCCIEJOBaHMIA,
YKa3blBAIOUIMA BaXKHEHIIIMH BIUATECNIbHBIA  (DAaKTOp Ha TNpHHATHE pelIeHus Ha
nepexoin B ayrcopcuHr. B paHHoM  uccnemoBaHMM  Obul  MCIOJIB30OBAH
KOJIMYECTBEHHBI} METOJl MCCIIEN0BAHUs ONPOCHB 50 KOMMaHHH , BO-TEPBBIX, ObL
onpejesneH BallHEHIIWH (akTop BAMSIOLMH Ha npuﬁﬂme pelEHUsl Ha MNepexoj B
ayTCOPCHHT, BO-BTOPbIX, M3Y4€Ha CBA3b MEXAY 3TUMH (haKTOpaMHu.

VlccenoBanue 1okasano, 410 U3 NATH NPeIoKeHHBIX (aKkTOpoB (SKOHOMMUS
CpeACTB, BpEMs 3aHMMAThCs OCHOBHbIM OW3HECOM, KayecTBO M ONEPaTHMBHOCTD,
TEXHOJOMMH M PeCypchl  I1OCTABLIMKA, CHHXXEHWC OTBETCTBEHHOCTH) CaMbiM
BJIMAIIONIMI OKa3aJICsi CHUKEHUC OTBCTCTREHHOCTH 3a [10CTaBLIMKA.

INpaktrkytoue B cdepe ayTcopeuira KOMIAHHMH MOTYT MCIIO/b30BATh
J@HHBIC pE3yNbTaThl OTBETHB Ha Bonpoc: "Ha kako# daktop Gonbilie BCero HyxHo
YAEIUTh BHUMaHWE TIpW MpefocrasieHuu ycayru?"  PesynbTaThl ucciiegoBaHus
pacLIUpsIIOT 3HaHUS B c(hepa ay TCOPCUHTOBBIX KOMIIAHHUHU.

KitoueBble coBa: NpHHATHE PELLEHUS Ha MEepPexoll B AYTCOPCHHT, IKOHOMMUS
CPEICTB, BpPEMS 3aHHUMaThCH OCHOBHLIM OW3HECOM, KAuecTBO M OMNEpPaTHBHOCTS,

TEXHOJION'MK U pECYpPChl 110CTABIIIMKA, CHUXEHWEC OTBETCTBEHHOCTH 3a CHYCT

nocTranilMKa.
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INTRODUCTION

Background Theories

Before a lot of production world companies at the turn of the 20th and 21st
centuries, there was a choice between implementing a full product cycle and focusing
on engineering, while parts and assemblies would be transferred to outsourcer
companies. In a rapidly growing economy, for most companies, it is difficult to
choose the best way to use an available resource. To make the choice to outsource,
the company should determine the future costs, as well as the costs that will be
incurred from unused opportunities. -

The substance of outsourcing is the refusal of self-fulfillment of certain
capacities and the concentration on profile forms for the endeavor in arrange to
extend the productivity of activeness. The utilization of foreign resources to fulfill the
functions of the enterprise, that is, the involvement of the company in the conduct of
its business activities, controlled and organized by other firms in the interests of the
customer, is the economic aspect of outsourcing companies (Kollyarov, 2011).

Research Problem

Forbes Leader shared at the present instable time, maintaining
competitiveness for business is one of the strategic tasks. According to Forbes, the
crisis adjusted the life of Kazakhstani companies - 77% of CEO plans to cut costs this
year, whereas only two years ago only 61% of respondents planned to resort to such
measures. The heads of the companies stated about more cautious spending and
suspension of some investment projects, as well as on staff reduction and other
radical measures. For comparison, only 64% of CEOs in Russia plan to cut costs, as
many companies were forced to quickly restructure the business earlier - due to the
fall in commodity prices, the devaluation of the ruble and the introduction of
sanctions by Western countries against Russia.

In Kazakhstan, 40% of the surveyed executives consider the likelihood of

joining a new strategic alliance or joint venture, but did not provide detailed
. .



information due to confidentiality or the absence of any specific plans. Consolidation
of efforts with other players is also included in the plans of 43% of the CEO in Russia
and 49% of the CEO in the whole world.

At the third most popular place in business, restructuring plans the transfer of
certain processes and functions to outsourcing. The third consecutive year, intention
to transition to outsourcing is notion of every fourth CEO in Kazakhstan. There are
many factors affecting the decision on transition to outsourcing, but it is not clear
which factor better predicts outsourcing decision-making.

Research Aim

The aim of the thesis is to identify which factor better influence in
outsourcing decision-making. Moreover, to show is there any relations between
proposed factors. The impact of factor such as toll savings, time to engage in main
business, technology and resources of vendor, quality and promptness, and decline
the liability will be analyzed. The outcomes of this work will promote to the area of
outsourcing companies.

Research Question

Encountered the affecting of decision making factors, the research question
posed:

Which factor better influence in outsourcing decision-making amid the factors
of toll savings, time to engage in main business, technology and resources of vendor,

quality and promptness, and decline the liability and is there any relations between

proposed factors?



Chapter 1. Literature review
1.1Definitions of Qutsourcing

The definitions of outsourcing are very diverse. Outsourcing is the
dissemination of hazard and duty for the execution of a wqfk or benefit of anothef
company (Ashley, 2008).

Outsourcing is rapidly progressing past clear reengineering of reinforce
shapes. For various companies, outsourcing organizations are used to quickly and
financially make strides productivi.ty at the undertaking level (Linder, Cole &
Jacobson, 2002).

Heywood (2004) pointed out that, from time to time, rather of the term
"outsourcing”, used the term "Management of Facilities". Outsourcing implies a gaiﬁ
economic value, and the content management agreement basically transfers
responsible for the management of the staff, estates and facilities of otherwise
company.

Following the above definition, Dubitsky & Dedkov (2013) specify it by
pointing out that outsourcing is the transfer of only management functions, thus they
knowingly limit the scope of its application, excluding relations for the provision of
paid work, goods, and services of an uncontrolled nature.

Anikin (2003) also refers outsourcing to a broader concept of cooperation,
that is, the establishment of direct long-term relationships by independent enterprises
for the production of homogeneous products.

According to Kanakina (2011), outsourcing along with franchising is a private
type of cooperation.

The diversity of views expressed in the scientific literature allows us to
identify various approaches to understanding the essence of the phenomenon of

outsourcing. So, among a significant variety of definitions, only a few points of view



can be generalized, grouped and outlined methodological approaches to
understanding outsourcing (Yuritsyn, 2017). ' |

1.2 Types of Outsourcing

Institute of Outsourcing of USA, through its own research, differentiated IT
outsourcing, Production Outsourcing and Business Process Outsourcing. In the end,
almost all companies, as a rule, begin to use the outsourcing schehe primarily with
IT outsourcing, only then gradually moving to other types of modern outsourcing,
Production outsourcing - the company defrays part of their chain of production
processes or the entire production cycle to another company in order to further
cooperation in the framework of outsourcing. It allows you to focus on the
development new products and services to obtain a rival edge, and enlarge production
adaptability. Outsourcing of business processes involves the transfer of another
organization to certain processes that do not relate to the company that leads to the
main business. For manufacturing enterprises outsourcing can be transferred as:

1) personnel management; 2) accounting; 3) marketing; 4) advertising; 5) logistics.

According to the already mentioned institute, outsourcing of business processes
surprisingly dynamically develops, especially outsourcing in the sphere of finance
and accounting.

More often recently in Kazakhstan practice, this innovative form of business
organization is found. Outsourcing involves transferring a part of a company to
another company or a whole process of performance. Precisely this performance
allows by concentrating on primary and mainly functions of the company, adapts to
modern technologies, gains dependability and market standing and significantly
decrease manufacture expenses'. At the present unstable time, competition is sharply
exacerbated; consumer loyalty is collapsing in many spheres of business. At the same
time, the economic crisis is an opportunity to clarify or re-define its positioning in the

market, minimize, optimize tolls and make profitable investments in new business



lines, increase its market share and secure a stable profit (Peshkova, Efimova, Rytik

& Konik, 2006).

Figure 1.2.1 showed global income received in the outsourcing by types of
services. In 2017, revenues amounted to 24.6 billion US dollars was obtained through
BPO. That type of outsourcing the transfer of business processes to service providers
outside the organization. IT outsourcing is closely related to outsourcing business
processes, as many business processes are based on technology. ITO revenues in the

world amounted to 64.3 billion US dollars, in 2017.

Figure 1.2.1 - Global outsourcing industry revenue from 2010 to 2017, by
service type (in billion US dollars)
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Source: The Statistic Portal Statista, 2018

1.3 Factors of Qutsourcing Decision Making

Factors affecting the decision to outsource a lot. Outsourcing Insight
Company believes that the need to control tolls and time to engage in main business -

one of the most common reasons for outsourcing (Outsourcing Sight, 2018).



Filina (2008) assumed that the main reason for outsourcing is the opportunity
to gain the advantage of hiring specialists to perform each specific function.

Control over core competencies, the content of intellectual property, the level
of technology, cost factors, product or services and creative or operational are the key
factors of proper outsourcing decisions, according to News Portal Business Insider
(Zwilling, 2011). | |

Prokhorenko (2013) in his work indicated 9 factors that affect the use of
outsourcing: cost reduction, access to technology and knowledge, cheaper labor,
increase value to the customer, gaining competitive advantage, property/resource
consolidation, increase in company value, lack of domestic resources and flexibility.
The main factors affecting the use of outsourcing, he singled out, are the possibility
of reducing costs, providing access to new technologies, and the possibility of
attracting cheap labor, lack of internal resources to perform work independently.

The company Outsourcing Insight published 10 Factors to consider for
outsourcing decisions: toll reserve funds, estimating, the resources and innovation,
the ability to meet due dates, minimum supervision, constrain the liabilities,

reliability, who will lead the group, SLA and relation.

Weinberger (2017) considered in his article 6 factors affecting the transition
of outsourcing, such as: toll savings, technology and resources of vendor, quality and
promptness, time to engage in main business, decline the liability, the competitive
advantage factor. For the research question, the first 5 main factors were chosen,
since they were most often encountered:

1. Toll savings. In a clean economic environment, outsourcing should
increase profits from profits by reducing operating tolls. Measuring the decline in the
value of the dollar is simple by this analysis. Liquidates or decreases the outsourcing
of significant capital investment in staff tolls and facilities? Side by side the reduction

in outsourcing tolls, the quality of services received should be taken into account.



Never the result of outsourcing in the end should be a significant reduction in costs,
but with a subsequent decline in quality. '

2. Technology and resources of the vendor. An analysis of the technology
and the resources of vendor should include in the outsourcing decision making.
Whether the supplier can handle all the outsourcing needs in a particular area. Are all
necessary hardware and software updated regularly? Are the supplier's employees
well prepared and handle successfully perform outsourcing tasks? The purpose of
outsourcing will be rapidly vanquished if the technology and resources of the vendor
are not in accordance with the quality of third-party functions.

3. Quality and promptness. No less important than saving money are quality
and promptness. Any advantage of reducing the cost will be negatively compensated
if the supplier of outsourcing can not deliver the goods in a timely manner without
quality work. It is necessary to ask about the processes of quality control and
processes of emergency recovery of outsourcing vendors. in the event of a natural
disaster, if the outsourcing supplier does not have a measure of effective quality
control or a plan to eliminate during emergencies, imagine this impact on the
business. Business can not hazard intermittent its work through the supplier's
problem. | |

4. Time to engage in main business. To allow owners or managers time to
focus on the main aspects of their business is the one of the main advantages of
outsourcing. Owners and managers are devote more time to basic functions due to
that outsourcing reduces the time spent on non-core areas. That means that you need
to spend little time to control the outsourcing vendor. The supplier's responsibility is
to obtain agreed results.

5. Reduce the liability. Many functional areas in business bring a specific
liability, for example, for the correct filing of different tax returns. Depending on the
business other functional areas exposed to responsibilty rely on the risk of the

activity. Outsourcing these functions can decrease both exposure responsibility and
7



probable insurance tolls. Responsibility data must be debated in advance of any SLA
(Weinberger, 2018). | |

Above mentioned studies have determined only the main factors affecting the
decision on outsourcing. But which of them influences most is not clear. It is also not

determined whether there is a relationship between the factors.'—



Chapter 2. Methodology

2.1 Research Method

Dissertation’s author has 5 years of experience in an outsourcing company.
Therefore, as a chief accountant of outsourcing company, the author is familiar with
the concerned economic terms such as toll savings, time to engage in main business,
technology and resources of vendor, quality and promp’tness,\ and decline the
liability. The thought about thesis’s topic was based on the individual practice of the
author.

For the purpose of this thesis research was conducted in to the field of
outsource, in particular factors affecting decision making to transit, where theories
and data were analyzed before the research questions were drawn up.
Therefore, this thesis is following a deductive approach. Moreover, for answering’
the research questions, the quantitative method has been chosen, which is
common in the social science research area when having a deductive approach
(Bryman & Bell, 2015).

In conformity with the deductive treatment, a survey was constructed to
collect the needful data. To answer the research question the data collected during the
survey were analyzed. After review of the literature on outsourcing work on this
thesis began. In the review of the literature, the main attention was paid to the five

factors of outsourcing decisions.

The thesis will consider various factors (toll savings, time to engage in main
business, technology and resources of vendor, quality and promptness, and decline
the liability) and their relevance to the client in the outsourcing process. So far we
have considered the relationship between the factors that influence outsourcing
transition, using various theories, such as time factors and various forms of
responsibility associated with the transition process. As a result, this process leads to

research issues and a research approach. Having studied previous studies and



conducted a review of the literature on the topics under consideration, we improve
and deepen the understanding of theories.

2.2 Data Collection

A quantitative treatment to the study and development of cross-sections was
used for this thesis, as above mentioned. Therefore, it was important to follow
the structure pertaining to the quantitative method. Cohsequently, a question
survey was developed to obtain all the information needed to answer research
questions.

A survey was created taking-into the theoretical framework presented in the
earlier chapter. Present research have focused on- variable influencing factors
associated with outsourcing. To ensure that respondents had a full understanding of
the questionnaire and, therefore, questions within it, the survey included a covering
letter.

In the questionnaire there is focus to get answers about how different
factors are important to the customer when they make decision to outsource.
Five important factors such as toll savings, technology and resources of vendor,
quality and promptness, time to engage in main business, decline the liability might
have influence on the customer when deciding to outsource. Therefore, the part of
questionnaire had questions considering five factors: toll savings, technology and
resources of vendor, quality and promptness, time to engage in main business decline
the liability.

Moreover, at the end of the questionnaire, attempts are made to measure the
intention of transit for outsourcing. Therefore, one question was added to measure the
response rate of respondents. To this end, a five-point Likert scale was used to collect

data (1 =very low, 5 = very high). For more information, please refer to "Appendix

B" in the Appendix.
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The issue of this research are the factors affecting to the decision-making
process of the customer. Consequently, the evaluated respondents for this research
work are all respondents who have experience with outsourcing companies.

To collect data, online questionnaires were used for self-filling. Later, all the
original data was entered into SPSS version 21. SPSS is a very widely used statistical
software, which allows the researcher to analyze data. All the data was processed and
analyzed for this thesis in SPSS.

SPSS Statistics is a very extensively used statistical software package that
permits the researcher to analyze data. All information was operated and analyzed in

SPSS for this research work.

11



Chapter 3. Data analysis and results
3.1 Data analysis

The results of the executed survey will be analyzed by using variable
measurements. To demonstrate a consistency between the variables Cronbach’s
Alpha will be used. In addition, this work will suppose a level of significance,
which can be equal to 0.05 or at-times 0.01 with a 95% or 99% confidence interval
(Shiu & et al., 2009).

As referred early an e-mail was sent to companies that has or had experience
with outsourcing. Only 50 respondents received the reference to the questionnaire.
This research included 50 answers of 50 respondents. Respondents include (78%) of

LLPs, 16 % of IEs. PFs, PIs and Representations of 2% each one (Table 3.1.1).

Table 3.1.1 Table of respondents grouping by type of ownership

amount %
Limited Liability Partnerships 39 78
Individual entrepreneur 8 16
Public Funds 1 2
Private Institutions 1 2
Representations 1 2
Total 50 100

Source: questionnaire results

Additionally, 94 % of the reépond_ents were commercial companies, while 2%

were each three respondents (Table 3.1.2).

12



Table 3.1.2 Table of respondents grouping by form of ownership

amount %
Commercial organizations 47 94
Non profit organizations 1 2
Commercial organizations (with participation of
foreign capital) I 2
Representations of a foreign companies 1 2
Total 50 100

Source: questionnaire resulls:

The respondents were also asked to specify the preferred choice of outsourcer.
In total, 96% of respondents answered selection based on reviews and

recommendations and 4% of them said from the formed supplier base (Table 3.1.3).

Table 3. 1.3 Table of respondents by choice of outsourcer

amount %
Open tender 2 4
Closed tender 48 96
Total o - 50 100

Source: questionnaire results

According to the questionnaire 62% of respondent’s organization been a
customer from one year to five years, 32% of them up to a year and only 6 of them

work on outsourcing over the five years (Table 3.1.4).

13




Table 3.1.4 Table of respondents by terms

amount %
up to one year 16 32
from one year to five years 31 62
more than five years 3 6
Total 50 100

Source: questionnaire results

In addition, respondents anéwered which factor they pointed out in the
decision-making process for outsourcing. The outcomes appeared what was pending.
Most (30%) of answerer mentioned that the reduction of responsibility was most
important for them, while toll savings were chosen by 26% of respondents (Table‘
3.1.5). Time to engage in main business was 24% of respondents’ answer, 16% was

quality and promptness, and the rest 4% of answer was technology and resources of

vendor.

Table 3.1.5 Table of respondent’s choice of main factor

Total

amount %
Toll savings 13 26
Time to engage in main business 12 24
Technology and resources of vendor 2 4
Quality and promptness 8 16
Decline the liability 15 30
50 100

Source: questionnaire results

The results of question «Indicate the significance of factors when deciding on

the transition to outsourcing» on Table 3.1.6 in percentage.

14




Table 3.1.6 Frequency Table

Time to engage in main business

Cumulative
Frequency Percent Valid Percent Percent

Valid very 14 28,0 28,0 28,0

low |

low 3 6,0 6,0 34,0

medium 12 24,0 24,0 | 58,0

high 12 24,0 24,0 82,0

e 9 18,0 18,0 100,0

high

Total 50 100,0 100,0

Technology and resources of vendor
Cumulative
Frequency Percent Valid Percent Percent

Valid| 0,0 1 2,0 20 20

very 18 36,0 36,0 38,0

low

low 8 16,0 16,0 54,0

medium 12 24,0 24,0 78,0

high 7 14,0 14,0 92,0

e 4 8,0 8,0 100,0

high

Total 50 100,0 100,0

Toll savings

15




Cumulative

Frequency Percent Valid Percent Percent
Valid | very
low 20 40,0 40,0 40,0
low 2 4,0 4,0 44,0
medium 2 4,0 4,0 48.0
high 6 12,0 12,0 60,0
:; 20 40,0 40,0 100,0
Total 50 100,0 100,0
Decline the liability
Cumulative
Frequency Percent Valid Percent Percent
Valid|very 13 26,0 26,0 26,0
low
low 8 16,0 16,0 42,0
medium 14 28,0 28,0 70,0
high 8 16,0 16,0 86,0
Ve 7 14,0 14,0 100,0
high
Total 50 100,0 100,0
Quality and promptness
Cumulative
Frequency Percent Valid Percent Percent
Valid ;:;y 2 4,0 4,0 4,0

16




low 8 16,0 16,0 20,0
medium 4 8,0 8,0 28,0
high 3 6,0 6,0 34,0
very

high 33 66,0 6§;O 100,0
Total 50 100,0 100,0

Source: questionnaire results

3.2 Measurement

In this part the quality measures of data would be accented. Five
variables (toll savings, technology and resources of vendor, time to engage in main
business, quality and promptness, and decline the liability) to match the factoré
influencing customer's decision making were used.

Below Table 3.1.7

variables' indicate shown in Table 3.1.7. Those variables are determined on a 5-point

all the variables' mean values are presented. Five

scale, with 1= very low and S = very high in the survey.

Table 3.1.7 Descriptive Statistics

N Mean Std. Deviation

Intention 50 25,500 14,5774
Toll savings 50 4,040 1,2610
Technology and resources of

50 2,780 1,1480
vendor
[Time to engage in main T N

50| 2,880 0,9398
business
Quality and promptness 50 4,460 0,7343
Decline the liability | “sol 0 3,600 07825
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Valid N (listwise) 50

Source: of student s calculations

It is important to support the sequence in measuring for quantitative research.
Supporting the interior reliability is the most important problem for this research
work, which is concerned with multiple-item arrangements and the interrelations or
consistency between them (Bryman & Bell, 2011). To define the ihterior sequence
and reliability of the information The Cronbach’s Alpha will be used.

3.3 Cronbach’s Alpha '

Consequently to Bryman & Bell (2011) ‘‘to the sequence of measures of the
concept refers the reliability’’. To get an idea of the strength of the intrinsic reliability
of the measurements of each factor, a five-scale question was applied in the
questionnaires. To define this for each variable The Cronbach’s Alpha was used.
The measurement method of Cronbach’s Alpha is known for the core reliability tests.

The following Table 3.1.8 presents the Cronbach’s Alpha value for each factor of this

study.
Table 3.1.8 Item-Total Statistics
Scale Cronbach's
Scale Mean | Variance if | Corrected | Squared | Alphaif

if Item [tem Item-Total [ Multiple Iterh

Deleted Deleted |Correlation| Correlation | Deleted
Intention 17,760 7,002 -0,271 0,265 0,368
Toil savings 39,220 189,277 0,223 0,099 -0,176°
Time to engage in 40380 206,200]  -0,314 0324|  -0,063
main business
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Technology and
resources of 40,480 204,540 -0,221 - 0,498 -0,0712

vendor

Quality and
38,800 199,469 -0,068 0,204 -0,109°
promptness ' '

Decline the

liability

39,660 205372  -0.329 0,531  -0,070°

Source: of student’s calculations

In addition, the general correlation of the elements makes it possible to
evaluate the effectiveness of the questions. Values for a generic correlation among 0
and 0.19 indicated that the issue is not well discernible, values from 0.2 to 0.39.
indicate good recognition, and values of 0.4 or higher indicate very good recognition.

3.4 Correlation Analysis

To describe the strength and direction of change between two variables used
correlation analysis. To find correlations between variables by supporting of SPSS
done statistic-based test. To read the results of test, the rule proposed by Shiu & et al.
(2009) was used. Therefore, coefficient of correlation between 0.81 to 1.00 means a
very strong relationship, 0.61 to 0.80 means a strong relations, 0.4]1 to 0.60
means a moderate relations, 0.21 to 0.40 meanss a weak relations, and 0.00 to
0.20 means there is no relations. Below, Tabl'e 3.1.9 presents the correlation
between toll savings, time to engage in main business, technology and resources of

vendor, quality and promptness, decline the liability and intention for the present

study.
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Table 3.1.9 Inter-Item Correlation Matrix

Time to | Technology | Quality
engage in and and Decline
Intentio Toll main  |resources of [ promptne | the
n savings | business vendor ss liability

Intention 1,000 0,231 -0,368 -0,275 ' -0,060| -0,386
Toll savings 0,231 1,000 -0,082 -0,149 -0,086f 0,017
Time to
eng.age " -0,368 -0,082 1,000 0,505 0,052 0,433
main
business
Technology
and resources| -0,275 -0,149 0,505 1,000 0,147 0,582
of vendor
Quality and -0,060 -0,086 0,052 0,147 1,000 -0,242
promptness
Dechinethe o386 0017|0433 0,582| -0,242| 1,000
liability

Source: of student’s calculations

Correlation coefficient analysis showed that technology and resources of
vendor had average correlated variation with time to engage in main business, with a
statistical significance of 0.505. Similarly, technology and resources of vendor had
average correlated variation and statistical significance with decline the liability.
Moreover, decline the liability had a weak correlated variation to time to engage in

main business and statistical significance of 0.433. Other correlated variations had

are weak and very weak correlation coefficients.
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3.5 Regression Analysis

To identify is there any relationship between numerous indépendent and a

dependent used multiple regression analysis.

According to Pallant (2005) MRA used to research the relationship between
5 independent variables (toll savings, time to engage in mai'n business, technology.
and resources of vendor, quality and promptness, and decline the liability) and one
dependent variable (transit intention).

The value of r squared is 0.265, variance in transit intention is 26.5%

(0.265x100=26.5%), which means there is positive relationship with the independent
variables (3.1.10).

Table 3.1.10 Regression Analysis

Dependent Variable: Intention

Multiple R 0,515248507
R-squared 0,265481024
Adjusted R-squared 0,182012958 .
Standartd Error 13,1841665
Observations 50
Source: of student’s calculations
The table 3.1.11 showed that relationship between the variables are exist,

the low F value and less significance value (p<0.001).
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Table 3.1.11 ANOVA table for regression model
a. Dependent Variable: Intention
b. Predictors: (Constant), toll savings, time to engage in main business,

technology and resources of vendor, quality and promptness, and decline the liability.

df SS MS “F | Significance F
Regression 5(2764,321159 | 552,8642318 | 3,180629887 0,015478288

Residual 44 | 7648,178841 | 173,8222464 ]
Total 49 10412,5

Source. of student s calculations

Significance of the standardized coefficient was elaborated to find the
contribution of each independent and dependent variable (Shiu & et al., 2009). The
lower the value of significance level (p <0,05), the greater the value of beta (Pallant,
2005). Decline the liability factor’s largest beta ratio is 0.399 at a significance level

of 0.031, that means the strongest unique contribution to the transite intention made

by decline the liability (Table 3.1.12).

Table 3.1.12 Coefficients table of regression model

Unstandardized Standardized Sig
Model Coefficients Coefficients t
B Std. Error Beta
1 (Constant) 60,376 18,736 3,222 0,602
Toll savings 2,604 1,524 0,225 1,708 0,095
i in
Time to engage 3,645 2374 0235 [-1.535] o013
main business
Technology and
eehnoiosy 1,654 2303 0130 | 0718 | 047
resources of
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vendor

Quality and
-2,856 2,843 -0,144 - -1,004 | 0,321

promptness

Decline the
o -7,433 3,332 -0,399 -2,231 | 0,031

liability

Source: of student’s calculations
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CONCLUSION AND DISCUSSION
Research model was created to answer the research questions and achieve the
aim of the study. All the possible influencing factors that might affect the customers’
decision-making were taken from the research model. During chapter 1.3 of the
work, the author determined that toll saving time to en_gage in main business,
technology and resources of vendor, quality and promptness, and decline the liability
influenced customers’ making a decision, and concerning those factors influenced on

each other’s.
The analysis chapter noted that decline the liability was the most important

influencing factor (30%).
Toll savings was the most important factor from 26% of customers choose

to outsource. Importantly to take a note to the fact that in this work, numerous
customers want to pay attention to their business. By 24% of customers were chosen
this factor. Only 16% of customers made choice in favor of the quality and
promptiess factor.

The last factor was chosen by only 4% of customers. That means technology
and resources of provide was the less important factor from all 5 proposed factors.

Data analysis chapter noted that technology and resources of vendor has
average correlated variation with time to engage in main business. Similarly,
technology and resources of vendor has average correlated variation and statistical
significance with decline the liability. Tt was noted that decline the liability had a not
strong correlated variation with time to engage in main business. Other correlation

coefficients are weak and not very strong.
After data collection and analysis, the research question of dissertation can be

answered:
What factor influence better the customer's making decision of outsource

and how do those factors influence each other?
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The aim of the thesis is to identify which factor better influence in
outsourcing decision making. Moreover, to show is there .any relations between
proposed factors?

Between the factors toll savings and quality there was not affect in the
decision-making process. On the contrary, technology and resources of vendor and
time to engage in main business more related to each other.” Also noted that decline
the liability has a weak affect with time to engage in main business.

These results indicate that customers consider each factor irrespectively.

Subsequently, it is suggested that the outsourcing companies pay the same

attention to all this five factors.
In addition, the outcome also showed that the customer views the decline the

liability as the most influential factor in in decision making to outsource. The toll.
savings and time to engage in main business are also strongly affect the intention.
Other factors, as a technology and resources of vendor and quality and

promptness, are stand in third place. However, it does not mean that outsourcing

companies must pay less attention of them.
Outsourcing companies are recommended to pay attention to their

responsibility to customers. To do this, specify in the SLA full disclosure of

information on liability and operate compliance with it. If there are any mistakes,

omissions should take the responsibility, if necessary, to pay fines.

As conclusive comments it should be noted that the correct answers were

given to the research questions and that the thesis fully corresponds to the research

purpose.
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Appendix A

Survey Covering Letter

Dear CEO,

You are being welcomed to participate on an investigation "Organizational-economic aspects of
outsourcing companies". Before you choose whether to participate, let us emphasize why the study
is being conducted.

As you know, outsourcing has gotten to be a common highlight of the modern trade scene, with
numerous companies turning to outsourcing to extend quality, productivity and more by and large

to bargain with challenges of the quickly changing and expanding competitive commercial center

This inquiry (which is an integral part of master’s dissertation executed at the Suleyman Demirel
University) points to shed light on the factors that influence area of decision making choice of
outsourcing. '
Your company is one of the companies that have had experience in using outsourcing and have

been carefully selected for the purposes of this survey, and hence your deliberate cooperation will

make an important commitment to the success of this study.

We would be exceptionally thankful in case you will find the time to total the online overview
(https://www.survio.com/p/7ansa), or single out an appropriate individual in your company who
ata you give will be kept secret and will be utilized for the reason of inquire about

seem do so. The d
date will be uncovered and/ or identified. After the completion of the survey,

as it were. No private
we will share the outcomes of this study with you, so that you simply might see your decision-

making factors compare on a par with the other selected companies.

Please do not constraint to get in touch with us in case you have questions about questionnaire.

Thank you very much for your participation.

Best regards,
Gauhar Zhukiyeva
Master's student

SDU Business School
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Appendix B Electronic Questionnaire
QUESTIONNAIRE

Designed to investigate the factors that influence the decision to outsource

Full name of organization /

of an individual entrepreneur

Specify the variant / variants of the answer:

1. Specify the number of staff
Oover50 Ofrom50t0 100 0O from 100to 150 O over 150

2. Specify the form of ownership

O commercial organization O commercial organization (with

O non-profit organization participation of foreign capital)

[ state organization [ representation of a foreign company

3. Indicate the field of specialization of the company

O sale of goods O communication, transport
[0 sewing O lease
O legal services O advertising

O geology O food

O charity O beauty

O culture 0 medicine

O computer services O training

O other (write) B

4. Indicate the relationship to outsourcing [ do not use
O plan to try

[J actively (constantly) use
[(J have not decided

O will expand

[ limited use

[ there was a single experience

O negatively

as your organization been a customer of outsourcing?

5.Howlongh
[J more than five years

[ up to a year

[ from one year to five years O do not use
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6. How is the work with the enterprise-customers organized?

O have permanent client enterprises Ono permanent-entérprise customers

O other(write)

7. Specify the processes transferred for outsourcing

The model of interaction used at the enterprise is the customer - outsourcer

0 outsourcing of individual tasks (transfer of projects, responsibility lies with the outsourcer)

[J outsourcing process (transmission of the whole process)

[0 outsourcing of resources (rent of specialists, equipment, management is carried out by the

customer)

8. Specify the preferred choice of outsourcer
[0 on the basis of an open tender for cach project (open tender)
Ofrom the formed supplier base (closed tender)

Oselection based on reviews and recommendations

O other(write)

9. What is the main factor of your transition to outsourcing?

[0 Toll savings
[J Time to engage in main business

[ Technology and resources of vendor

[0 Quality and promptness

[J Decline the liability

10. Indicate the significance of factors when deciding on the transition to outsourcing

| Circle the answer Very | Low Medium | High Very

low high

Toll savings 1 2 3 A :
Time to engage in main business I 5 3 7 3
Technology and resources of vendor l 2 3 7 5

.
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Quality and promptness 1 2 3
Decline the liability 1 2 3 4

11. Have you achieved toll savings using outsourcing?

Oyes Ono

12. Did the optimization of your tolls affect the efficiency of your business?

Oyes Ono

13. Do you spend more time on the mainstream of your business using outsourcing?

Oyes Ono

14. Is your contract specified responsibility for maintaining?

Oyes Ono

15. Have there been cases in your practice where the supplier took responsibility for their mistakes

(payment of fines)?
Oyes Ono

16. Do you receive regular reporting from the supplier?

Oyes Ono

17. Does your supplier regularly improve their knowledge and skills?

Oyes Ono

18. Does your supplier have the necessary equipment and updated software?

Oyes Olno

19. Does your supplier have quality control and an effective disaster recovery plan?

Oyes [Ono

20. Do you get tips / advice from a supplier in choosing more effective solutions?

Oyes Ono
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