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Introduction. The practice of the world
business shows that in order to achieve a
competitive advantage it is advisable to
use a benchmarking tool that allows you
to use the experience of your
competitors who have succeeded in
different areas of activity. Of particular
relevance is the use of benchmarking in
the field of innovation, in particular in
the IT industry, which has become a key
driver of economic growth and
productivity in many countries.
Hypothesis. High-quality IT consulting
services require not just the automation
of a single process or the
implementation of a specific system, but
the modernization of the organization's
IT infrastructure, bringing it into line
with business goals. The practical
implementation of such projects allows
the organization to get a real increase in
production efficiency. Complex
consulting projects based on
benchmarking are characterized by the
use of various services in the field of IT
consulting and consulting in related
branches of management on the basis of
borrowing the best world experience.
The purpose of the study is to develop
methodological provisions and practical

recommendations for the
implementation and use of
benchmarking technology in the

business management system.

L Scientific Production Enterprise "Engler"

Methodology. The theoretical and
methodological basis of the research is
the scientific works of domestic and
foreign scientists and specialists on the
planning and organization of
benchmarking  outsourcing of IT
services. The following methods are
used in the research process: theoretical
generalization, analysis, synthesis.
Results: main types and stages of
benchmarking realization are
considered, application of the concept of
benchmarking in the system of
management of IT business processes is
substantiated; developed methodological
and practical recommendations for the
implementation of benchmarking in the
IT sector on the basis of outsourcing.
The connection between the concepts of
business process benchmarking and
outsourcing has been established, a
detailed  description of  business
processes in IT outsourcing enterprises
is given.

Conclusions: The creation of a
benchmarking  platform that will
increase the innovation activity of IT
companies and will help to forge closer
links between IT companies, industrial
enterprises and public authorities.
Keywords: business processes; IT
outsourcing; benchmarking; IT services.
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Beryn. IlpakTtuka cBiToBOTO Oi3HECY
MoKa3ye, M0 ISl JOCSTHEHHS KOHKY-
PEHTHOI TepeBaru JOLIIBHO 3aCTOCOBY-
BaTH IHCTpyMEHTapii OEHUYMAapKIHTY,
KU ~ J03BOJISIE  BUKOPUCTOBYBATH
JIOCB1J] CBOIX KOHKYPEHTIB, 10 JAOCATIIH
YCHIXiB Yy PI3HUX HampsAMKax isijib-
HOCTi. OCOONMMBOI aKTyalbHOCTI Haly-
Ba€ 3aCTOCYBaHHSA O€HUYMApPKIHTY B ce-
pi iHHOBaIIi}, 30Kpema, B [ T-ramysi, sika
CTajia KJIOYOBUM (DakTOpoM EKOHOMIY-
HOTO 3pOCTaHHS 1 MPOAYKTHUBHOCTI
mparli B 6araTb0X KpaiHax CBITY.
I'inore3a. SkicHe namanus IT-xoncan-
TUHTOBUX TIOCIIyT BHMAara€ HE IPOCTO
aBTOMAaTH3allli OKPEMOro TpoIecy abo
BIPOBA/DKEHHSI KOHKPETHOI CHCTeMH, a
mojepHizaiii IT-inppactpykTypu opraui-
3alii, MPUBEACHHA 11 y BIAMOBIIHICTH ITi-
asm Oi3Hecy. [lpakTruna peamizaiis Ta-
KHX MPOEKTIB JI03BOJISIE OpraHizailii OTpu-
MaTH peajibHe MiBUILEHHS €PeKTUBHOCTI
BUpOOHUIITBA. KOMIUIEKCHI KOHCAJITHH-
rOBI MPOEKTU Ha 3acazax OeHUMApKIHTY
XapaKTEePU3YEThCSI BUKOPHUCTaHHSM
pi3HUX TocayT B oonacti [T-koHcanTuHry
Ta KOHCAITUHTY B CYMDKHHUX Tally3sX
yOpaBIIHHA Ha TIICTaBl 3allO3UYEHHS
HAMKPAIIoro CBITOBOroO JOCBIY.

Meta nocjigxeHHs1 — po3poOKa MeETo-
JUYHUX TOJOXEHb Ta MPAKTUIHUX
pEeKOMEHAIl 00 BIPOBAKEHHIO 1
BUKOPHCTAHHIO TEXHOJIOTii OeHumap-
KIHT'Y B CUCTEMI1 YNPaBIiHHS O13HECOM.

MeTtopoJorisi. TeopeTHUHOIO Ta METO-
JIOJIOTIYHOI0 OCHOBOIO JOCIIDKEHHS €
HAyKOBl TMpall BITYM3HSHUX 1 3apy-
ODKHMX yueHUX Ta (axiBIliB 3 MUTaHb
TUTAaHYBaHHS ¥ opraHizaiii OeHUMapKiH-
ry ayrcopcunry IT-mociyr. ¥V mporueci
JOCIIHKEHHSI ~ 3aCTOCOBYIOTBCS — Taki
METOJU: TEOpPETHYHE  Yy3arajbHEeHHs,
aHal3, CHHTES.

Pe3yabTaTi: pO3TIsSHYTI OCHOBHI BUIU
Ta eTamu peanizamii OEHUMAapKIHTY,
OOTPYHTOBAHO 3aCTOCYBaHHS KOHIIEIIIIT
OeHUMapKiHry B cucTeMi ynpaBiinus [T
013HeC-TIPOILIeCiB; PO3POOJICHI METOINY-
HI Ta MPaKTHUYHI PEKOMEHJalli 1070
BIIPOBaPKEHHsST OeHumapkinry B IT-
CEKTOp Ha 3acaiax ayTcopcuHry. Bcra-
HOBJICHO 3B’SI30K MIXK MOHSATTAMU O€HY-
MapKiHTy Oi3HEC-TIPOIECIB Ta ayTCOp-
CUHTY, JlaHa JIeTalbHa XapaKTEPUCTHUKY
Oi13HeC-TpoLIeCIB B MIANPUEMCTBAX
ctepu IT-ayTcopcunry.

BucHOBKHU: OOIPYHTOBaHO CTBOPEHHS
OCHUMAapKIHIOBOM MIaThOpMH, IO Mij-
BUIIIUTHh 1HHOBAIIWHY akTWBHICTH IT-
KOMIIaHIi Ta COpuUiITHME (OPMYBaHHIO
Outbm TicHUX 3B's3KiB Mik IT-xomma-
HISIMM, TPOMHUCIOBUMH  MiJIIPUEMCT-
BaMU Ta OpraHaMu JIepP>KaBHOTO YIPaB-
JIHHS.

KuarouoBi caoBa: 6iznec-npouecu; IT-
ayTcopcuHT; OeHumapkinr; [T-mociyrw.
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Formulation of the problem. Many companies 'experience confirms the
effectiveness of outsourcing companies' use of IT services. Suppliers consider
IT outsourcing necessary, but its serious use in Ukraine is not yet observed.
There is a rather high demand for the services of Ukrainian providers from
foreign customers, while national companies do not use such a management
model. Increasing domestic demand for such services will have a positive
impact on the development of the outsourcing market in Ukraine.

Performance Assurance is one of the levers of creating a flexible system for
adapting to today's fast-paced market changes in the IT services market.
Performance management is integrated into all aspects of management and
decision-making processes, combining all areas of activity. Such integrativeness
achieves the best results through the synergistic integration of various aspects of
operations: strategic and operational management, personnel management,
planning, analysis, accounting and control, appropriate methods, models,
management decision support system. Sustainable growth in IT service delivery
is only possible with the use of cutting-edge management technologies, one of
which is outsourcing tools (as a means of finding the best IT contractor) and
benchmarking (as a means of finding the best standard for delivering IT
services).

The relevance of using benchmarking as a modern concept in the IT
outsourcing business performance management system is driven by the need to
maintain a high level of competition in both domestic and global markets, which
implies continuous improvement of IT services, business processes and
strategies for changing business processes and strategies. competitiveness. To
support long-term competitive advantage and unique competencies, businesses
need to create services that meet not only real, but also future-proof needs and
meet world standards. This raises the problem of choosing the methods and
directions of the improvement strategy, because the right or wrong strategic and
tactical decisions determine the successes and failures of the enterprise. This
requires exploring the capabilities of benchmarking as a tool to manage the
performance of IT services businesses and increase their competitiveness in
order to gain a better competitive position in the market.

An analysis of recent research and an unresolved part of the problem.
An analysis of the literature indicates that the research carried out is very
versatile. The degree of scientific development of the problem is characterized
by a large number of publications devoted to basic research on benchmarking as
a tool for improving the effective operating systems of business entities.

Research of benchmarking as a technology of finding the most effective
types of business activity of the enterprise was carried out by such foreign
scientists as R. Camp [1], R. Mann [2], F. Butler [3], G. Watson [4], J. Patterson
[5], M. Spendolini [6], R. Damelio [7] and others. Outsourcing and outsourcing
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as high management technologies have been explored by J. Haywood [8],
J. Cowan, K. Helmcamp, J. Hemerling, H. Hsu, M. Zinser [9].

In Ukraine benchmarking as a method of enterprise efficiency management
was investigated by G. Kindratsk [10], D. Maslov [11], A. Goncharuk [12]. The
effectiveness of benchmarking in the provision of various services was studied
by L. Ganushchak-Yefimenko, V. Shcherbak, O. Nifatova [13], Y. Bilyavskaya
[14], V. Bilyavsky [15], L. Pruss [16].

That is, scientific and practical problems related to outsourcing of services
management for subjects of different economic levels, ways of finding the best
examples of effective business activity have been found in the works of many
domestic and foreign scientists. However, a comprehensive scientific and
methodological approach to the management of outsourcing of IT services,
implementation of the most effective benchmarking in Ukraine remains at the
stage of formation. A significant area of research is the development and
justification of the algorithm for implementation and management of IT
outsourcing at enterprises, finding the means of benchmarking the stage of
business activities.

The aim is to explore benchmarking technology as a tool for implementing
and effectively managing outsourcing of IT services.

Research results. Benchmarking is about goal setting and is one of the
components of the planning process. Some researchers combine it with a
Deming cycle that includes four elements: Plan, Execute, Check, Action
(PDCA). Individual benchmarking models include up to 30 steps that must be
completed to achieve the end result. There is no consensus on defining the
essence of benchmarking as a method for improving performance. The most
generalized one is the definition of benchmarking as a means to improve the
best quality practices and practices using the best practices in the field [1].
Benchmarking is an alternative method of strategic planning, in which tasks are
determined not by what they have achieved, but by analyzing competitors'
indicators. Benchmarking technology integrates strategy development, industry
analysis and competitor analysis into a single system [4]. The process of
applying benchmarking at an enterprise will be considered using the following
scheme (Figure 1).

Understanding Analysis of

the details other Compare the results of their }\ Make the necessary
of your own J\ companies' j\ processes with the results of changes to reduce
business 1/ business the analyzed companies the gap

processes processes

Source: [5; 6].
Figure 1. Stages of application of benchmarking
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There are the following types of benchmarking:

- internal benchmarking, which is limited to analyzing and comparing the
performance of different business units of the same enterprise;

- competitor-oriented benchmarking, focused on comparative analysis of
goods (works, services), productivity of production processes and other
parameters of the studied enterprise with similar characteristics of competing
enterprises. It is considered that the best analogue for comparison is the "market
leader". Identification of the factors that cause a backlog of the company under
study from the leader, makes it possible to develop recommendations for
reducing the backlog;

- Functional benchmarking, which analyzes individual processes, functions,
methods and technologies in comparison with other enterprises that are not
competitors of the considered. Companies that use similar methods, techniques
or technologies, and are not competitors, are willing to exchange mutual primary
information and are interested in implementing joint projects aimed at
improving comparable operations;

- process benchmarking: study and compare process characteristics;

- general benchmarking: comparison of the specific function of several
enterprises of different sectors of activity;

- strategic benchmarking: studying successful strategies of partner
companies;

- Global benchmarking: study of the culture and national characteristics of
the enterprise.

One of the most successful business models that provide competitive
advantage is outsourcing, which can help reduce costs for non-core business
areas. The outsourcing practice of IT services is widespread in the world and is
carried out through projects that are outsourced (high quality providers). Some
companies use outsourcing not only to redefine certain internal processes, but
also to seriously improve key business opportunities. Therefore, it is advisable
to use functional benchmarking to find the most effective way of performing this
function.

Enterprise outsourcing management is a complex activity aimed at
achieving an efficient result with the lowest cost of resources. That is why,
before outsourcing business processes, it is advisable for each enterprise to
undertake some preparatory work, develop or adapt an existing outsourcing
management and implementation model.

It is possible to propose such algorithm of transition and management of
outsourcing at the enterprises on the basis of benchmarking: formalization of
business processes; creating an internal service level agreement; an analysis of
the allocation of resources needed to implement outsourcing; risk analysis,
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performance evaluation; search for a leader in this function; analysis of
outsourcing efficiency.

The first step towards outsourcing is the formalization of business
processes. Businesses that are in the process of formation or rapid growth have a
volatile business model, so they should not be outsourced to perform their
functions. The structure of their business processes can change quickly, and a
contract with a supplier for a certain period will prove outdated. However, if the
decision to outsource outsourcing is still made, then a hierarchy must first be
created: from business goals through business processes to IT services
consisting of IT processes.

The next step is to formalize the business requirements for I'T by drawing
up a single Service Level Agreement (SLA). The SLA describes the services
provided by the IT business service. Signing an SLA is a common worldwide
practice that enables an enterprise to improve the quality of its IT support, get a
clear budgeting policy for IT services, and refuse to purchase unnecessary
services, as well as justify changing the IT service provider.

The choice of services for '"potential outsourcing” and "potential
outsourcing" can be guided by the following factors: the importance of the
service to the business, the stability of the business requirements to providing
the service, the internal efficiency of the service, the criticality of the service
(promptness, reliability, information security), the novelty of services for
companies, availability, quality and value in the market [9]. When the need for
outsourcing is justified, it is necessary to find a supplier and enter into a
cooperation agreement. In this step, the customer is ready for direct
communication with potential contractors. It is very important to choose the
right model of cooperation with the service provider (Table 1).

Table 1
Models of collaboration with outsourcing providers
Type of model
Working Fixed price Hourly payment
conditions
Fixed term Fixed Fixed
Price Fixed Fixed price limit
Functionality Fixed Non-fixed
. Only pay for the implemented

Payment Step-by-step or after completion functionality

Source: [8;9; 14].

The choice of model depends on the tasks assigned by the service
provider's management. The first model is the most risky for developers and the
most favorable for the client. All risks belong to the developer because the client
may not pay for the services as long as possible. Hourly payment can be risky
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for the client and will not allow you to build long-term relationships. It is
important for each client to have control and the ability to influence the project
team, the service provider company, and the performance.

Prerequisites for effective IT outsourcing are to monitor the parties'
compliance with the terms of the agreement, to track and record changes in
business requirements for IT. There are two levels of control over the
implementation of SLLAs. The first is compliance with the internal SLA (highest
priority). At the second level, control over the execution of external SLA
conditions is implemented [17]. These levels are interrelated: failure to comply
with the provider's external SLA may result in failure to comply with the
internal agreement. Important aspects of control are the tracking, harmonization,
and modification of the SLA's internal agreement regarding new service
requirements and their quality. This process involves regular communication
between employees of the business units of the customer and the representative
of the provider.

In today's economic environment, outsourcing is a popular tool for
managing key business processes of enterprises. However, the percentage of
successfully implemented projects is low. Coverage of risk analysis and cost-
effectiveness assessments should help an enterprise improve its performance
through outsourcing.

Risk analysis has a significant impact on the successful decision making on
outsourcing. Despite the benefits of outsourcing, it is important to keep in mind
that using it will put you at risk of leaking sensitive information. As a result,
there may be a direct competitor who has such experience.

Another feature of outsourcing is the possible loss of control over one's
own internal resources, as well as the removal of management from the
company's activities. The result is a decrease in staff productivity. There is also
the risk of bankruptcy of the outsourcer, forcing the company to look for an
alternative supplier or perform the work on its own. The outsourcer may have
the monopoly power on which the customer's business depends. This situation is
characteristic of the underdeveloped market of this type of services. Ranking
method should be used for more detailed risk analysis. The risk matrix is used
for this purpose (Table 2).

Table 2
Risk matrix
. .Probablhty Low Low Medium High

Implications

Critical Medium Risk | Medium Risk Critical Risk Critical Risk
Significant Medium Risk | Medium Risk High Risk High Risk
Medium Low risk Medium risk Medium risk High risk
Insignificant Low risk Low risk Medium risk Medium risk

Source: [17; 18].
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Ranking criteria are the likelihood of occurrence and the nature of the
consequences of the risks. The latter is usually determined by the possible loss
of the enterprise budget (Table 3). An example of a catastrophic ranking scheme
is the risk of loss of intellectual property, technological control, quality, etc.
Ranking results (risk sharing) can depend on many factors: the reputation and
experience of the service provider; market situation; experience of cooperation
of the company with service providers and others.

Table 3
Ranking the risks of outsourcing IT services based
on the nature of the impact
Rank Value Budget Loss, USD Risks of outsourcing
Loss of technological control; inability to
4th | Catastrophic 1 million < manage the enterprise; loss of intellectual
property
3rd | Critical 200,000 —1 million Confidential information leakage; bankruptcy

of the provider

Inefficient expenses; tax risk; lack of effective

2-th |Minimum 10 - 200 thousand )
project management

Ist |Minor 2-10 thousand Decrease in productivity of personnel

Source: [18].

The probability of occurrence of risks is classified as follows: rare,
unlikely, possible, very probable, determined (Table 4). The criterion should be
measured quantitatively and assigned a logical risk rank.

Table 4
Ranging the risks of outsourcing IT services by the probability of
occurrence
Likelihood of occurrence over . .

Rank Value the life cycle of the business Risks of outsourcing

Sth Determined Every 2 years Inefficient expenditure of funds
4th | Very likely Every 4 years Reduced productivity of own staff
3rd Possible Every 6 years Tax risk, loss of technological

control
2nd Unlikely Every 12 Years Leakage of Confidential Information
Ist Rare Every 24 Years Service provider bankruptcy

Source: [18].

For example, the bankruptcy of an IT service provider is very rare if the
company intends to partner with an experienced partner who has long been
active in the market. While inefficient spending is a well-defined risk, it is often
a lack of interaction between the customer and the contractor. To mitigate the
potential negative effects, reduce the risks, it makes sense to: 1) maintain the
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production of the most valuable products in the company; 2)adjust the
production of critical components in the organization so that the product cannot
be reproduced; 3)to carry out careful monitoring; 4)to resort to patent
protection, to develop strict contracts that exclude double interpretation;
5) invest in projects for training, training, programs to encourage service
providers; 6) carefully select and monitor the outsourcing market; to develop
short-term contracts with stringent conditions [17].

In addition to risk analysis, it is very important to calculate the potential
economic impact of outsourcing. There are many methods for determining the
effectiveness of outsourcing. Several approaches to assessing outsourcing
performance have emerged in international practice. The application of each
method depends on the resources available in the enterprise. The most popular
are budget and project approaches [8; 9].

The budget approach is most commonly used to evaluate IT
implementation projects in a company. In form, it is a table of the IT-portfolio of
the organization. It provides complete descriptions of the organization's business
processes, as well as some guidelines for optimizing funds. According to
modern financial theory, there are 4 ways to calculate the effectiveness of a
particular project for the company: return on investment, payback period, net
profit from the project, internal profitability.

To calculate net present value (NPV) or internal profitability, many
parameters (capital cost, tax effect, residual value) that are often difficult to
obtain in an enterprise must be kept in mind. Therefore, the following formula
for calculating economic efficiency can be applied [8]:

E Yinternal costs

outs — ’ (1)

b outsourcing costs

where E ;. - outsourcing efficiency;
Yinternal costs — the sum of the costs of performing functions
through internal resources;
> outsourcing costs — the amount of costs for outsourcing functions.

If the outsourcing efficiency is > 1, then the economic effect is positive, it
should be implemented. If efficiency is < 1, then the effect is negative, and
therefore outsourcing is not economically justified. This approach to
performance appraisal is basic, thus helping to determine the impact of
implementation on a logical level. If necessary, further detailed calculations of
NPV, Internal Rate of Return (ROI), etc. can be made.

For example, the Galnaftogaz concern needs to upgrade its entire IT
infrastructure to implement a project of quality control at OKKO filling stations.
To complete the task, management intends to find an outsourced contractor and
outsource it to the system for 3 years. In the process of benchmarking and
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outsourcing, LLC Engler Scientific and Production Enterprise was found. At the
same time the enterprise has the opportunity to accomplish this task with the
help of internal resources (workers of IT department). The outsourcing service
provider estimated the contract value at UAH 2 850 000. The effectiveness of IT
outsourcing implementation at the enterprise with the involvement of internal
resources and compared to the cost of outsourcing contract is given in Table 5.

Table 5
Annual calculation of costs for the performance
of work with own resources, UAH

Costs 2016 year 2017 year 2018 year
Wage Fund 720 000 792 000 871 200
Single Social Contribution 264 816 291 297.6 320 427,36
Cost of equipment 130 000 - -
Conducting systematic training
courses for workers 50 000 50 000 50 000
Total 1164 816 1133 297,6 1241 627,36

Designed by the author based on his own research.
These costs can be used to calculate the cost-effectiveness of outsourcing:
E,uis = 5,946 184.32 /2,850,000 = 2.1

The calculation shows that the economic impact of implementation> 1 is
positive. Thus, outsourcing is expected to save resources, reduce costs, and
improve the quality of work. Information on the experience of applying the
chosen method of performance analysis over a long period is required to
determine accurate estimates.

Management should carry out a thorough cost-effectiveness analysis and
risk assessment before undertaking outsourcing. To simplify these procedures, it
is possible to involve independent business process outsourcing consultants.
Applying the practical experience of outsourcing management will increase the
likelihood of its successful implementation and, as a consequence, will bring the
enterprise to a new level of competitiveness in the global economy.

Conclusions and prospects for further research. Outsourcing
management is a complex and complex process that requires successful risk
analysis, cost-effectiveness assessment, control, etc. to be successful. The
scientific novelty of the obtained results is the formation and justification of the
algorithm of implementation and management of outsourcing at the enterprise;
ranking IT outsourcing risks based on the nature of the consequences and the
likelihood of the occurrence; development of a simplified method of evaluating
the effectiveness of implementation at the preparatory stage. The topic needs
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further exploration of the methods of justifying the economic feasibility of
outsourcing; adaptation of the management algorithm for enterprises of different
industries, taking into account the specificity of their activity; creation of an
outsourcing risk management mechanism at different stages of the project
lifecycle.

The practical significance of the obtained results is that using the
algorithm, enterprises will be able to implement the outsourcing management
model of IT services in internal systems and increase their competitiveness. The
gradual increase in internal demand for IT outsourcing services will have a
positive impact on the dynamics of the industry.

The considered approach to the research of benchmarking technology as a
basis for ensuring the efficiency and increasing the operational efficiency of
domestic enterprises, can be regarded as one example of finding alternative
ways of solving the problem, which can later be used to create objective
prerequisites and methodological basis for the study of the systematic approach
to the development of the operating strategy enterprises.

Investigating this topic, we can draw the following conclusions about the
use of benchmarking in managing a company in the current environment of
enterprise globalization:

- benchmarking is necessary, first and foremost, to "keep your hand on the
pulse of competitors" and have a real idea of your place in a changing business
world;

- benchmarking can be a powerful motivating factor as a source of
information for employees about the results of their counterparts from
competing companies;

- it is useful to use any opportunities for the development of formal and
informal contacts with partner and competing companies;

- benchmarking cannot be a one-off analysis; in order to obtain proper
efficiency from the application of this process it is necessary to make it an
integral part of the process of business innovation;

- in recent years, organizations such as government agencies, hospitals and
universities have also begun to discover the benefits of benchmarking and apply
its core tenets to improve their processes and systems;

- the practical value of benchmarking is that it compares not just the core
performance of two or more organizations, but also compares the causes and
outcomes of particular actions.
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