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Th i s  pape r  desc r i bes  why  i t  i s  impor t an t  t o  choose  an 

o f f sho re  I T  ou t sou rc i ng  p rov ide r  who  has  deve loped 

ma tu re  p rocesses  and  wha t  ro l e  do  t he  ma tu re  p rocesses 

p l ay  i n  improv i ng  t he  ove ra l l  qua l i t y. These  a re  t he  bas i s 

on  wh ich  t he  ou t sou rc i ng  vendo r  i s  se l ec ted  amongs t  t he 

va r i ous  o the r s  i n  t he  b id . Th i s  pape r  a l so  desc r i bes  t he 

va r i ous  c r i t i ca l  cha rac te r i s t i c s  t ha t  shou ld  be  cons ide red 

be fo re  i nvo l v i ng  onese l f  i n to  a  pa r t ne r sh ip  o f  an  o f f sho re 

I T  ou t sou rc i ng  p rov ide r.

A l t hough  the  ma jo r  r eason  fo r  h i r i ng  an  o f f sho re 

ou t sou rc i ng  I T  p rov ide r  i s  t o  save  t he  cos t  and  t ime. 

Howeve r, i t  i s  equa l l y  impor t an t  f o r  t he  p rov ide r  t o  have  a 

way  to  g i ve  and  ma in t a i n  a  l ong- te rm re l a t i onsh ip  based 

on  qua l i t y  de l i ve r y  and  h igh-pe r fo rmance  ou tpu t s. Th i s 

i s  poss ib l e  on l y  i f  t he re  a re  ma tu re  p rocesses  a l r eady 

deve loped  and  imp lemen ted  i n  t he  day- to -day  p rac t i ces. 

The re  has  to  be  a  comp le te  manag ing  sys tem to  mon i to r 

t he  ove ra l l  p rog ress. Hence, t h i s  g i ves  a  doub le  impac t  as 

t he  h i r i ng  company  can  t ake  t he  bene f i t  o f  t he  l ow cos t 

ou tpu t s  as  we l l  a s  an  ongo ing  improv i ng  p roduc t i v i t y.

Focus  rema ins  no t  on l y  on  p rocess  improvemen t  bu t 

a l so  on  con t i nuous  deve lopmen t  i n  o rde r  t o  be  e f f i c i en t 

and  compe t i t i ve  i n  t he  marke t . Work i ng  f rom two 

d i f f e ren t  l oca t i ons  i s  t he  b igges t  i s sue  when  op t i ng  fo r 

ou t sou rc i ng. The  ou t sou rc i ng  p rov ide r  can  be  capab le  to 

b r i dge  th i s  gap  o f  geog raph i ca l  i so l a t i on  on l y  i f  i t  has 

p rocesses  ma tu re  enough  to  be  peop le  and  managemen t 

i ndependen t . The  p rocesses  w i l l  have  to  be  ma tu re  as 

we l l  a s  re l i ab l e, p red i c t ab le  and  e f f i c i en t  a t  t he  same 

t ime. Th i s  i ndependence  g i ves  bus i ness  bene f i t s  and 

ensu res  r i sk  f r ee  ope ra t i ons  and  s ign i f i can t  r esu l t s. 

Be ing  away  ye t  connec ted  i s  t he  need  fo r  mak ing  t he 

ou t sou rc i ng  success fu l . 

Abstract 

Need for a Mature Process
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The  p rocess  ma tu r i t y  and  improvemen t  i s  d i r ec t l y  r e l a t ed 

to  t he  cos t  e f f ec t i veness  as  i t  e l im ina tes  t he  scope  o f 

r ework . I t  a l so  he lps  to  unde rs t and  the  requ i r emen ts 

we l l  wh i ch  i n  t u r n  he lps  i n  on  t ime  comp le t i on  o f  wo rk 

and  cus tomer  sa t i s f ac t i on . The  o the r  bene f i t s  o f  p rocess 

ma tu r i t y  a re  as  fo l l ows :

• 	 Improved  schedu le  and  budge t  p red i c t ab i l i t y

• 	 Improved  cyc le  t ime

•	 I nc reased  p roduc t i v i t y

• 	 Improved  qua l i t y  ( as  measu red  by  de fec t s )

• 	 I nc reased  cus tomer  sa t i s f ac t i on

•	 Improved  emp loyee  mora l e

• 	 I nc reased  re tu r n  on  i nves tmen t

• 	 Dec reased  cos t  o f  qua l i t y

The  mos t  impor t an t  aspec t  i s  t o  mon i to r, t r ack , measu re 

t he  resu l t s  o f  t he  day  to  day  e f fo r t s  pu t  on  w i t h  t he 

c l i en t ’s  bus i ness  ob jec t i ves  as  a  sca le  to  p rov ide  qua l i t y 

ou tpu t  and  p red i c t i ng  t he  resu l t s  be fo re  hand . The  ma in 

goa l s  i nc l ude  sho r te r  cyc l e  t imes ; ex tended  cus tomer 

sa t i s f ac t i on , r e tu r n  on  i nves tmen t , l owe r  cos t s. The  base 

l i ne  i s  max imum ou tpu t  w i t h  m in imum inpu t  w i t h  100 % 

pe r fec t i on  and  e r ro r  f r ee  de l i ve rab les.

I t  i s  ve r y  impor t an t  t o  a lways  l ook  back  and  	 l ea r n  f rom 

ou r  expe r i ence. Measu r i ng  t he  ou tpu t s  o f  any  p rocess 

and  mak ing  improvemen ts  whe reve r  f eas ib l e  i s  t he  ma in 

requ i r emen t  fo r  i nc remen ta l  and  quan t i t a t i ve  p rog ress. 

The  p rocesses  shou ld  be  improv i sed  and  ma tu red  i n 

such  an  ex ten t  t ha t  i t s  ou tpu t s  can  be  quan t i f i ed  and 

compared  w i t h  t he  p rev ious  ou tpu t s. Hence, t he re  i s 

a  need  o f  a  qua l i t y  improvemen t  mode l  t ha t  can  he lp 

ou t l i ne  t he  p rocesses  necessa r y  fo r  t he  success  o f  any 

o rgan i za t i on . Ou t  o f  t he  va r i ous  mode l s  ava i l ab l e  t he 

Capab i l i t y  Ma tu r i t y  Mode l  i s  t he  mos t  e f f i c i en t  one  by  t he 

So f twa re  Eng inee r i ng  I ns t i t u t e  (SE I ) . The re  a re  a  l o t  o f 

bene f i t s  o f  t he  CMMi  mode l  wh i ch  g i ves  a  new d imens ion 

to  p rocess  improvemen t  and  qua l i t y  ou tpu t .

I n  a l l  t he re  a re  5  l eve l s  o f  CMMi  and  s tepp ing  f rom one 

l eve l  t o  t he  nex t  he lps  o rgan i za t i ons  i n  e f f i c i en t  execu t i on 

o f  t he i r  ope ra t i ons  and  g i ves  des i r ed  and  p red i c t ab le 

ou tcomes  wh ich  i n  t u r n  i nc rease  t he  re l i ab i l i t y  and 

cus tomer  sa t i s f ac t i on .

Quali ty Improvement Model
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CMMI , s t aged , uses  5  l eve l s  t o  desc r i be  t he  ma tu r i t y  o f  t he  o rgan i za t i on .

Capabil i ty Maturity Model

Level 1- Initial

Level 2- Managed

Processes  a re  unp red i c t ab le, poo r l y  con t ro l l ed  and  reac-

t i ve. The  p rocess  pe r fo rmance  may  no t  be  s t ab le  and 

may  no t  mee t  spec i f i c  ob jec t i ves  such  as  qua l i t y, cos t , 

and  schedu le, bu t  use fu l  wo rk  can  be  done.

The  managed  p rocess  comes  c lose r  t o  ach iev i ng  t he 

spec i f i c  ob jec t i ves  such  as  qua l i t y, cos t , and  schedu le.

A  managed  p rocess  i s  a  pe r fo rmed p rocess  t ha t  i s  a l so :

• 	 P l anned  and  execu ted  i n  acco rdance  w i t h  po l i c y

• 	 Emp loys  sk i l l ed  peop le

• 	 Adequa te  resou rces  a re  ava i l ab l e

• 	 Con t ro l l ed  ou tpu t s  a re  p roduced

•	 S takeho lde r s  a re  i n vo l ved

•	 The  p rocess  i s  r ev i ewed  and  eva lua ted  fo r  adhe rence 

to  requ i r emen ts 

Level 3- Defined

Level 4- Quantitatively Managed

Processes, s t anda rds, p rocedu res, t oo l s, e t c. a re  de f i ned 

a t  t he  o rgan i za t i ona l  l e ve l .  P ro j ec t  o r  l oca l  t a i l o r i ng  i s 

a l l owed , howeve r  i t  mus t  be  based  on  the  o rgan i za t i on ’s 

se t  o f  s t anda rd  p rocesses  and  de f i ned  pe r  t he  o rgan i za-

t i on ’s  t a i l o r i ng  gu ide l i nes.

Ma jo r  po r t i ons  o f  t he  o rgan i za t i on  canno t  “op t  ou t .”

A t  t h i s  l e ve l  a l t hough  the  p rocesses  may  p roduce  p re -

d i c t ab le  resu l t s, t he  resu l t s  may  be  i nsu f f i c i en t  t o  ach ieve 

t he  es tab l i shed  ob jec t i ves
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Level 5- Optimizing

•	 Ma tu r i t y  l e ve l  5  focuses  con t i nua l l y  on  improv i ng 

p rocess  pe r fo rmance  th rough  i nc remen ta l  and  i nno-

va t i ve  p rocess  and  techno log i ca l  imp rovemen ts.

• 	 An  o rgan i za t i on  con t i nua l l y  improves  i t s  p rocesses 

based  on  the  quan t i t a t i ve  unde rs t and ing  o f  t he  com-

mon causes  o f  va r i a t i on  i nhe ren t  i n  t he  p rocesses.

• 	 The  e f f ec t s  o f  dep loyed  p rocess  improvemen ts  a re 

measu red  and  eva lua ted  aga ins t  t he  quan t i t a t i ve  p ro-

cess  improvemen t  ob jec t i ves.

• 	 A t  ma tu r i t y  l e ve l  5  t he  o rgan i za t i on  i n  conce r ned 

w i t h  add ress i ng  common causes  o f  p rocess  va r i a t i on 

and  chang ing  t he  p rocess  to  improve  p rocess  pe r-

fo rmance  and  to  ach ieve  t he  es tab l i shed  quan t i t a t i ve 

p rocess  improvemen t  ob jec t i ves.

The  so f twa re  eng inee r i ng  g roups  a re  dev i sed  a t 

o rgan i za t i on  l eve l  f o r  t ak i ng  ca re  o f  t he  p rocess 

improvemen t  ac t i v i t i e s. I n  S i l ve r  Touch  we  have  t he 

So f twa re  Eng inee r i ng  P rocess  g roup  wh ich  p l ans  a l l  t he 

p rocess  improvemen t  ac t i v i t i e s  to  be  ca r r i ed  ou t  i n  t he 

o rgan i za t i on  and  i t  has  va r i ous  subg roups  as  men t i oned 

be low:

•	 Sof tware  Eng ineer ing  Process  Group (SEPG) : 

Ca r r i e s  ou t  a l l  t he  p rocess  improvemen t  ac t i v i t i e s  and 

f ac i l i t a t es  t he  sub  g roups. I s  i n vo l ved  i n  t he  rev i ew 

and  app rova l s  o f  a l l  t he  ac t i v i t i e s  o f  t he  sub  g roups.

•	 Process  Change Management  (PCM) :  Unde r t akes 

a l l  t he  p rocess  re l a ted  changes  to  map the  bus i ness 

needs  o f  t he  o rgan i za t i on .

•	 Techno logy  Change Management  (TCM) : 

Unde r t akes  a l l  t he  t echno logy  re l a ted  changes  to 

map the  bus i ness  needs  o f  t he  o rgan i za t i on .

•	 Sof tware  Qua l i ty  Assurance (SQA)  Group:  Ve r i f i e s 

adhe rence  to  t he  p rocesses  and  ca r r i e s  ou t  qua l i t y 

assu rance  ac t i v i t i e s  l i ke  rev i ews, aud i t s, ana l y s i s  e t c.

•	 Pro jec t  Rev iew Group (PRG) :  A  comb ina t i on  o f 

members  f rom va r i ous  wo rk  a reas  rev i ews  the  p ro j ec t 

l e ve l  a r t i f ac t s  and  g i ves  f eedback  fo r  improvemen t . 

•	 Metr ics  Counc i l  (MC) :  Quan t i f i e s  t he  ou tpu t s  a t 

t he  o rgan i za t i on  and  p ro j ec t  l e ve l  and  ana l y zes  t he 

ou tpu t  f o r  base  l i n i ng  t he  o rgan i za t i on  goa l s  f o r 

va r i ous  me t r i c s.

•	 Funct iona l  Area  Representa t ive  (FAR)  Group: 

They  a re  sub jec t  ma t t e r  expe r t s  f o r  pa r t i cu l a r  p rocess 

a reas  respons ib l e  fo r  r ev i ew ing  and  improv i ng  t he 

p rocesses  re l a ted  to  p rocess  a rea .

•	 Causa l  Ana lys is  and Reso lu t ion  (CAR)  Group: 

Ca r r y  ou t  a l l  t he  ac t i v i t i e s  to  f i nd  ou t  t he  roo t  causes 

o f  t he  p rob lems  p reva i l i ng  a t  t he  o rgan i za t i on  l eve l 

and  imp lemen t i ng  so lu t i ons  fo r  i t . A l so  to  ca r r y  ou t 

va r i ous  de fec t  p reven t i on  ac t i v i t i e s  o rgan i za t i on  w ide.

Measures for Qual i ty Improvement
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The SEPG group structure and its sub groups are 
depicted in the diagram below

Selecting an Offshore IT outsourcing provider

A l l  t he  g roups  as  men t i oned  above  a re  ac t i ve l y  wo rk i ng 

i n  S i l ve r  Touch . Each  g roup  cons i s t s  o f  members  as 

pe r  t he  ro l es  and  respons ib i l i t i e s  o f  each  g roup. These 

g roups  have  ca r r i ed  ou t  ac t i v i t i e s  to  sa t i s f y  t he  p rocess 

a reas  o f  CMMi  l eve l  5  and  have  success fu l l y  he lped  the 

o rgan i za t i on  to  be  assessed  w i t h  CMMi  l eve l  5 .

I n  o rde r  t o  sa t i s f y  a l l  t he  above  men t i oned  c r i t e r i ons  i t 

i s  ve r y  impor t an t  t ha t  t he  ou t sou rc i ng  p rov ide r  shou ld 

have  ma tu red  p rocesses  as  i t  g i ves  s t ab i l i z ed  ou t sou rce 

ope ra t i ons  and  whe the r  t hey  a re  sca l i ng  t he i r  ou tpu t s. 

Measu r i ng  t he  ou tpu t  i s  necessa r y  as  i t  i s  t he  way  l ead ing 

to  improvemen t  and  success. Hence, i t  shou ld  a l so  be 

no ted  whe the r  t he  ou t sou rc i ng  p rov ide r  i s  me t r i c  d r i ven . 

Apa r t  f r om t ime  and  money, bu i l d i ng  an  e f f i c i en t 

pa r t ne r sh ip  i s  necessa r y. Bo th  t he  pa r t ne r s  shou ld 

unde rs t and  the  requ i r emen ts  and  d i f f i cu l t i e s  o f  each  o the r 

and  shou ld  be  f l e x i b l e  i n  t he  t e rms  and  cond i t i ons  fo r 

t he  smoo th  ope ra t i ons. Th i s  w i l l  p rov ide  t he  improvemen t 

i n  t he  pe r fo rmance. The  ou t sou rc i ng  p rov ide r  shou ld 

unde rs t and  the  cus tomer  needs  and  t r y  t o  de l i ve r  t he 

exac t . 

He re  i n  S i l ve r  Touch , we  p rov ide  t he  bes t  ou t sou rc i ng 

so lu t i ons  and  ensu re  t ha t  t he  f i r s t  ou t sou rc i ng  expe r i ence 

w i t h  us  i s  no t  t he  on l y  one. We be l i e ve  i n  cus tomer 

sa t i s f ac t i on , r e l i ab l e  pa r t ne r sh ip  as  we l l  a s  re t a i n i ng  t he 

cus tomers  w i t h  ou r  qua l i t y  se r v i ces. The re  a re  va r i ous 

t eams and  sk i l l ed  resou rces  fo r  p rov id i ng  d i ve r se  se r v i ces 

f rom deve lop ing  va r i ed  web  app l i ca t i ons  to  mob i l e  and 

iPhone. We no t  j u s t  p rov ide  t he  se r v i ces  bu t  a l so  i nvo l ve 

t he  cus tomers  t h roughou t  t he  deve lopmen t  p rocess 

so  t ha t  t hey  a re  i n vo l ved  i n  and  ou t . Ou r  cus tomers 

wo r l dw ide  have  bene f i t t ed  f rom ou r  se r v i ces  and  l ook 

fo rwa rd  to  be  assoc i a ted  w i t h  us  by  t ak i ng  bene f i t s  o f  ou r 

se r v i ces  t ime  and  aga in . 

We i nvo l ve  ou r  cus tomers  t h roughou t  t he  deve lopmen t  l i f e 

cyc l e  and  l e t  t hem have  an  i ns igh t  o f  t he  mon i to r i ng  and 

con t ro l  ac t i v i t i e s  go ing  on  as  we l l  a s  t he  cu r ren t  s t a tus 

so  t ha t  t he  cus tomers  can  keep  t r ack  o f  t he  p rog ress. 
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Conclusion
The  p rocess  improvemen t  managemen t  i s  t he  essen t i a l 

f ea tu re  o f  any  o f f sho re  I T  ou t sou rc i ng  p rov ide r  i n  o rde r  t o 

mee t  up  to  t he  expec ta t i ons  o f  t he  g loba l  cus tomers. They 

need  to  ensu re  h igh  qua l i t y  ou tpu t , on  t ime  de l i ve rab les, 

r e l i ab l e  pa r t ne r sh ip  and  me t r i c  d r i ven  ope ra t i ons. I t  i s 

a lways  impor t an t  t o  quan t i f y  ones  ou tpu t  and  t r ace  t he 

m i s t akes  and  co r rec t  t hem. I f  t he  c l i en t  o rgan i za t i on  i s 

ab le  to  t ake  advan tage  o f  t he  ma tu re  p rocesses  o f  an 

ou t sou rc i ng  p rov ide r  t hen  t he  resu l t  wou ld  a lways  be 

improved  resu l t s  and  h ighe r  e f f i c i ency.



Th i s  s t a temen t  o f  wo rk  i s  p rop r i e t a r y  o f  S i l ve rTouch  Techno log ies  L td . and  con ta i ns  t r ade  sec re t s  and  con f i den t i a l  i n fo rma t i on  wh ich  i s  so l e l y  t he 
p rope r t y  o f  S i l ve rTouch  Techno log ies  L td . Th i s  s t a temen t  o f  wo rk  i s  i n t ended  fo r  i n t e r na l  use  on l y. The re fo re, i t  sha l l  no t  be  used , rep roduced , cop ied , 
d i sc losed  and  t r ansm i t t ed , i n  who le  o r  i n  pa r t , w i t hou t  t he  exp ress  consen t  o f  S i l ve rTouch  Techno log ies  L td .

INDIA •  UK • USA • NETHERLANDS • AUSTRALIA • FRANCE • GERMANY 

Deliver best products, software solutions and services, 
on time with quality, and as per customer expectations
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SilverTouch , a  company  es tab l i shed  i n  1992 i s  w ide l y  accep ted  fo r  i t s  I T  so l u t i ons  w i t h  a  huge  cus tomer  base  i n  more  t han 
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B l ackbe r r y, And ro id , J2ME and  W indows  mob i l e  p l a t f o rms. Even  now, S i l ve rTouch  he lps  i t s  g loba l  c l i en t s  fo r  ma jo r  deve lopmen ts, 

dep loymen ts  and  managemen ts  o f  t he i r  mob i l i t y  so l u t i ons  and  en te rp r i se  app l i ca t i on  deve lopmen t  p rog rams. 

S i l ve rTouch  has  a l l i ance  w i t h  seve ra l  i ndus t r y  l eade rs  such  as  M ic roso f t , App le, C i sco, IBM, O rac le, SAP, Java , De l l , VM wa re, 

Syman tec, Son i c  Wa l l  wh i ch  p rov ides  a  compe t i t i ve  edge  ove r  o the r  i ndus t r y  pee rs  and  t a rge t s  to  unde rs t and  and  ca te r  t o  a l l 

t ypes  o f  r equ i r emen ts  t ha t  conce r n  ou r  c l i en t s, t he reby, l ead ing  to  se r ve  t hem p rec i se l y  t o  t he i r  sa t i s f ac t i on .
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Un i t  7 , The  Gab les,Onga r  CM5 0GA 
Te le  : +44 -  (0 )  124-520-6182
i n fo@s i l ve r touch tech .co .uk
www.s i l ve r touch tech .co .uk

Nor th  Amer i ca
S i l ve rTouch  Techno log ies  L td .
5  Seneca  Rd . , C ran fo rd ,
NJ  07016
Te le  : 201-777-2366
info@semaphore-software.com
www.semaphore-so f tware .com
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