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For this issue of The Outsourcing 
Journal Special Editions we have 
interviewed leading practitioners 
and experienced consultants about 
IT sourcing and the current market 
conditions in Germany, we share 
first hand insights into the work 
of service providers as well as into 
the financial service industry, talk 
about costs, project management, 
the arrival of new global IT and BPO 
services providers in our markets 
and emerging destinations. 

With a unique editorial concept the 
Outsourcing Journal Special Edition 
is today the only publication for the 
German and European markets for 
the ITO and BPO services that is based 
on non-promotional information, 
actual business experiences and 
researches. It is published by the 
entirely independent German 
Outsourcing Association, aiming to 
provide both, buyers and providers 
of IT and business process outsourcing 
services with neutral information, 

insights and contacts to support 
their decisions, sourcing projects, 
investments and co-operations.. 

We would like to thank all our authors 
and partners for their engagement 
and support.

Thank you for downloading this 
edition. I am sure you’ll be benefiting 
from the shared knowledge in this 
edition. 

Stephan FRICKE 
Editor In Chief, 

CEO & Head of the 
Advisory Board, 

German Outsourcing 
Association

ABOUT THIS 
EDITION

EDITORIAL
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We would like to take the chance to thank our institutional partners that accompanied us in this 
years annual Outsourcing Verband conference and in many other initiatives.
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motion agencies and media.

COMMERCIAL CONFERENCE PARTNERS

One of the difficulties German organizations face when evaluating the opportunities of co-operating 
with external service providers is an in-transparent service provider landscape. Due to our extensive 
national and international network we are able to present on our events, in our media and in other 
initiatives mature and suitable service providers and consultancies.

We would like to thank this year’s event partners on service provider and consulting side:
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The Three Sides Of 
IT-Sourcing In Germany 
We talked with Mr. Dr. Dietz, from aproxito 
about Market Development in Germany, IT 
Purchasing, Sourcing Strategies, Readiness of 
Internal Organization, Risk Evaluation, and 
Marketing for Service Providers.

Interview
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Dr. Dietz, you know the perspective 
of all three sides – the buyer side 
from a large German concern, Sie-
mens, the consulting side as well 
as the service provider side. Fur-
ther you have been responsible for 
many different areas in IT, such as 
process management, quality man-
agement and strategic purchasing 
and so on.

Could you please give as your 
combined perspectives on the 
development of the market for 
outsourced services in Germany 
over the last couple of years?

At the beginning please let me 
thank you for giving me the op-
portunity to share some personal 
views based on my observations 
and learnings of the past more than 
fifteen years in the outsourcing and 
global shoring business. 

Before I get into the details to an-
swer your question, please let me 
remark that there are lots of dif-
ferent definitions of the term out-
sourcing which sometimes causes 
confusion. On one side there is “out-
sourcing” meaning the transfer of 
assets and own staff of the custom-
er to an external provider, hence 
including “Transfer of an Undertak-
ing”, in German “Betriebsübergang”. 
Obviously the staff can legally not 
be transferred to another country 
and hence this kind of outsourcing 
deal needs to be with a local service 
provider. On the opposite side there 

is something often called “Offshore 
Outsourcing” or “Offshore Outtask-
ing” which basically means sourc-
ing services from Offshore, which 
as per the wording includes as well 
nearshore and farshore, and is usu-
ally called offshoring. I personally 
like to call this model “Global Shor-
ing” in order to differentiate from 
Global Sourcing of material goods 
on one side and from outplacing 
of own staff on the other side, and 
keeping in mind that there is – with 
few exceptions – no general reason 
to differentiate between nearshore 
and farshore. 

At the end, the sourcing strategy 
depends on finding the right stra-
tegic decision regarding the loca-
tion of the source which may be in 
onshore, nearshore or farshore. In 
the following I would like to focus 
on the global shoring perspective.

The initial drivers for the local trans-
fer of the undertaking and for glob-
al shoring are somewhat different. 
But finally the major decision crite-
ria are still primarily cost advantag-
es respectively labor cost arbitrage. 
It is only now that I see the impact 
of the demographic changes re-
ally get a higher attention in the 
market. Therefore it helps to have 
a look at the demographic figures 
which are freely available from the 
UN. These figures show clearly that 
up till now more Germans have en-
tered into what I call the window 
of professional occupation, mean-
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ing the age between 20/25 
years for employment and the 
age of 60/65 for retirement, 
than left this window because 
of age. It is only now that the 
demographic situation really 
starts reducing the availability 
of skilled labor force in Germa-
ny. In addition, there has been 
some impact by political deci-
sions regarding retirement at 
the age of 63. It is clearly visible 
that in the next couple of years 
the demographic challenges 
will increase dramatically.

During the past 15 years we 
have seen several so-called 
generations of outsourc-
ing. The business focus has 
moved up the value chain and 
changed from pure staff aug-
mentation to transformational 
outsourcing, consulting and 
adding competitive advan-
tage by innovation. In total, the 
global shoring market has be-
come much more mature and 
mainstream in more and more 
areas but still not yet every-
where. Some verticals such as 
German public administration 
are still almost completely Ger-
man whereas for example the 
automotive domain is already 
mostly internationalized. And 
some customers in the auto-
motive domain even request 
their suppliers to prove their 
cost reduction efforts by show-
ing an offshore part in their of-
fer. 

In the meantime most of the 
big German companies have 
vendors in offshore or even 
captive delivery units. After IT 
the same has happened – and 
is still increasingly happening – 
in Engineering and BPO.

Similarly the market on vendor 
side has become much more 
mature as well. In particular, 
in the more mature regions a 
layer of competent and expe-
rienced middle management 
has grown which is more im-
portant for project success 
than the pure number of avail-
able people. When we defined 
a global shoring strategy more 
than 15 years ago we discussed 
several scenarios: 

Will prices go up quickly be-
cause the competence level of 
the offshore vendors will im-
prove or will prices go down 
because more skilled people 
are made available to the mar-
ket? And will there really be 
a need for so many new IT re-
sources? Today we see that it 
was not an “either-or” but both 
has happened: Today big off-
shore companies have evolved 
playing in the same league as 
the formerly established big 
names and all the big service 
providers offer offshore ser-
vices, too. On the other hand 
we can source offshore servic-
es with the same or even bet-
ter quality today at rates not 

higher than 15 years ago. This 
is supported by a price compe-
tition of new outsourcing loca-
tions entering into the market.

With reference to two authors 
of the past decade, the ob-
servation and learning is, the 
world is flat and outsourcing 
and global shoring work well. IT 
really does matter and in view 
of the demographic changes 
it will become more and more 
important to have the compe-
tence to work with skilled re-
sources and vendors anywhere 
in the world. 

From the strategic purchas-
ing view, what are after your 
experiences the most impor-
tant aspects for buyer organ-
izations in Germany in order 
to develop and implement a 
sustainable sourcing strate-
gy, specifically in the area of 
IT?

If a buyer organization wants 
to define a “sustainable” strate-
gy, the strategy needs to work 
beyond just sourcing the best 
or cheapest services right now. 
What does this mean?

Firstly, it means that a sustain-
able sourcing strategy should 
help in sourcing even in a cou-
ple of years in future. Although 
it is definitely not possible to 
know how the world will look 
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like in a couple of years, there are 
certain scenarios which should in 
good time be observed and pre-
pared for. 

There are country risk ratings pub-
licly available which give a reason-
able outlook and estimation of 
economic and political risks. For 
instance, Ukraine counted among 
the European countries with the 
most attractive prices for the past 
10+ years, but it also had almost 
the highest possible risk ratings 
of Dun & Bradstreet. A sustainable 
sourcing strategy needs to find the 
right balance between such risks 
and short-term savings. 

Another influence which I suggest 
observing is the demographic situ-
ation in the various global regions. 
From the numbers of the UN it be-
comes evident that in particular 
the typical nearshoring countries 
face the same demographic chal-
lenges as Germany. Even China 
will run into some demographic 
challenges in a couple of years. The 
only regions which have a surplus 
of young population in combina-
tion with broad and excellent tech-
nical education are some countries 
in Asia. This could even mean that 
nearshore providers may need to 
look at partnering with farshore 
companies in some future which 
would significantly change the 
marketing messages.

Secondly, the sourcing strategy 
should be linked to the business 

strategy and the question of own 
core competencies of the customer. 
It should help building or strength-
ening the own competence of 
utilizing globally available skills 
– regardless if high-expertise or 
cost-optimized. IT should be seen 
as a success factor and not only as 
a cost factor. Finally the customer 
should become able to utilize the 
best-suitable resources, regardless 
where in the world they are located. 
This requirement implies strength-
ening own process maturity, pro-
ject management, vendor manage-
ment, intercultural awareness and 
so on. In particular it means being 
able to work in a multi-cultural Eng-
lish-speaking environment. 

I have heard in many discussions 
that still many German companies, 
in particular small and mid-size 
companies, see this as a challenge 
but I feel this is inevitable and a 
core success factor, if not a ques-
tion of survival, for the future.

Thirdly, the word “sustainable” also 
has an ethical component. It is a 
very personal consideration up 
to which degree non-democratic 
structures are acceptable in the tar-
get regions of the sourcing strate-
gy. I would not like to give a gen-
eral answer to this question, so the 
decision needs to be an individual 
one.

Last but not least the success and 
sustainability of a sourcing strategy 
also depend on the thorough and 



professional implementation of the 
necessary tactical activities.

Which further suggestions do 
you have for German buyer or-
ganizations on the operational 
side when evaluating and run-
ning outsourcing projects?

There is no simple answer to this 
question because there is a huge 
bandwidth of different organiza-
tions and environments, with dif-
ferent experience and different 
requirements. So let me just give 
some observations.

Unfortunately, some purchasing 
organizations are focused primarily 
on efficiency and not so much on 
effectiveness. This means, they are 
mainly focused on pure cost sav-
ings - the incentives of many pur-
chasing organizations are linked to 
savings only – and on reduction of 
procurement efforts and complexi-
ty by bundling the purchasing vol-
umes and by reducing the number 
of vendors. 

Therefore the purchasing goals 
should be clearly identified: Is it 
about procurement of an inter-
changeable commodity or is it 
about procurement of strategic 
services? Is there a strategic goal 
of global shoring and internation-
alization? Ongoing vendor man-
agement and regular vendor eval-
uations should be executed with 
respect to the defined strategic 

goals. But in any case it should be 
in the interest of a purchasing or-
ganization to increase the volume 
of global services because there 
are rarely any other “materials” with 
similar saving potentials.

Nevertheless, not everything is 
suited for outsourcing! I strongly 
suggest analyzing the own core 
competencies and then deciding 
what should not get outsourced in 
order to protect the own core com-
petencies and Intellectual Property 
respectively what can get and what 
should get outsourced in order to 
strengthen the own core compe-
tencies and gain competitive ad-
vantages in the market.

For German customers starting into 
global shoring for the first time, it 
is more important to get started 
than to find the theoretically opti-
mal service provider. After having 
gathered initial experience, vendor 
selection can be reassessed later 
again based on the deeper under-
standing of the own needs and the 
differences in the vendors’ profiles. 

I always like the comparison with 
learning to swim: Global shoring 
is like swimming: You can’t learn it 
from reading, you cannot fully pre-
pare by filling in huge excel analy-
sis sheets. You have to get wet and 
build up your own experience. But 
get started! And you may prefer 
starting with an experienced part-
ner and not at the deepest point 
of the water. Sometimes I see that 

INTERVIEW - THE THREE SIDES OF IT-SOURCING
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companies, in particular German 
small and mid-size enterprises, are 
stuck in a vicious circle: They don’t 
dare starting because they don’t 
have experience and they don’t 
gather experience because they 
don’t start. 

When starting, according to my ex-
perience, it is more important to 
start with the right people with an 
open mind on customer side than 
with the perfect project. The com-
bination of a customer team which 
is really motivated and a vendor 
with good experience with Ger-
man clients has a high probability 
of success. Whereas a customer 
team which wants to proof that this 
approach cannot work will also be 
successful in proofing this.

How do you evaluate the general 
process maturity and ultimate-
ly the readiness to outsourc-
ing IT and business processes 
of German organizations in the 
mid-market segment (“Mittel-
stand”)?

The concept of process maturity 
has still by far not been adopted in 
Germany as widely as it has been 
adopted for instance in India. This 
applies in particular to the German 
Small and Mid-Size Enterprises, 
whereas most of the bigger compa-
nies already use CMMI and ITIL. The 
German approach is typically more 
focused on “competent people” in-
stead of “mature processes”. 

In Germany, the “competent peo-
ple” approach means facing nearly 
no attrition in the company with 
highly-skilled employees having 
often more than 10 years of expe-
rience on the same job and hence 
the need for formally defined pro-
cess maturity is not so evident. 
On the contrary, the approach of 
“mature processes” puts a focus on 
well-defined processes to make the 
results predictable and repeatable 
independently of the individuals. 
Many companies of German Mit-
telstand are hidden champions and 
world market leaders in their spe-
cific areas. Their necessary success 
factor is deep domain expertise 
which is built on highly qualified 
and trained employees with deep 
long-term experience. 

Therefore, in terms of formal pro-
cess maturity in IT, international 
service providers are usually more 
advanced than the German Mittel-
stand companies. 

On the other hand, in the area of 
mechanical production the Ger-
man Mittelstand companies usu-
ally count among the companies 
with the most mature and precise 
processes worldwide and they are 
extremely focused on optimizing 
the efficiency of their production 
processes. Moving towards a high-
er process maturity also in IT would 
help them strengthening their 
competitiveness in view of the 
present challenges of digitization, 
“Industry 4.0” and fast-moving dig-

Page 11The Outsourcing Journal “THE INTERVIEW EDITION Q3/2016” All rights reserved.



Page 12 The Outsourcing Journal “THE INTERVIEW EDITION Q3/2016” All rights reserved.

INTERVIEW - THE THREE SIDES OF IT-SOURCING

ital innovations, which will require 
faster and more agile development 
in future. Moreover, many of the ex-
perienced employees are expected 
to retire in a couple of years. 

Working with international ser-
vice providers in a global shoring 
model is a good way to improve 
the own process maturity step by 
step – learning by doing – and this 
approach provides direct and im-
mediate cost benefits in parallel. 
This is more than any other process 
improvement approach can deliv-
er which usually mean significant 
upfront investment before earning 
any benefits. Some people say that 
the most important benefit of out-
sourcing and global shoring is the 
improvement of the own processes 
which in the long run will be more 
valuable than the direct cost sav-
ings from labor cost arbitrage.

Generally, I don’t think that an in-
itial lack of process maturity is a 
real barrier to outsourcing. The real 
barriers which I sometimes find are 
more in mindset regarding global 
shoring. So far I know either com-
panies where people say: “This can-
not work for us or at least not now” 
and German language is consid-
ered as an absolute precondition 
which sometimes may be a pretext. 
And on the other side there are the 
companies saying: “Sure we have 
been doing this and we are still do-
ing it. Where is the problem?” 

Can you suggest a good way to 
build a short list of suitable ser-
vice providers?

According to the previously men-
tioned thoughts about a sustaina-
ble sourcing strategy, the first step 
should always be to clearly identify 
the goals of the sourcing strategy 
and thereafter in a systematic top-
down approach to map these goals 
with possible outsourcing locations 
- countries or regions - from which 
a set or long list of potential service 
providers can be pre-selected. For 
the selection of the outsourcing lo-
cation it is important to find the ap-
propriate balance between advan-
tages and risks. As a thumb rule you 
can ask yourself: Assume you need 
to send somebody to vendor’s lo-
cation - would you dare sending a 
member of your own team to this 
location for a couple of weeks or 
months in case of project need?

The whole selection process may 
even be iterative because the find-
ings from the analysis of individual 
vendors may lead to a re-analysis 
of the potential sourcing locations 
and a re-assessment of the selec-
tion criteria. The selection process 
should also get repeated from time 
to time since markets keep chang-
ing and there will be learnings and 
improved experience from the own 
outsourcing projects and even 
the own core competencies may 
change.
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The long list can then be reduced 
to a short list of suitable service 
providers. This reduction should be 
based as well on hard facts, such as 
named references beyond just sales 
slides, and on soft facts including a 
service provider’s business culture 
which may be difficult to be valued 
in an excel sheet and which may not 
appear that much important at the 
beginning of the selection process, 
but in fact it is.

To give an example: For a German 
mid-size company it may initially 
look attractive to work with one of 
the big international vendors be-
cause they have huge experience 
and plenty of references and show 
cases for the respective vertical and 
domain. But on the other hand, I 
have seen that many companies 
of German Mittelstand feel more 
comfortable dealing with vendor 
organizations of a similar size and 
mindset than dealing with the very 
big players. 

So the right size is very important. 
As a thumb rule for the right size: It 
helps if a client has a potential out-
sourcing volume to be among the 
TOP10 customers or at least among 
the top 20% of the customers of the 
respective vendor in order to get 
the right top management atten-
tion. On the other hand, the vendor 
should be big enough to have the 
necessary scalability and expertise 
and not be completely dependent 
on this one client. Another criteri-

on can be, if a personal contact can 
reasonably be established between 
the top management executives of 
the parties involved. 

There should also be a good fit be-
tween the corporate cultures. Some 
vendors have a distinct culture of 
claiming and strong legal depart-
ments with the intention of closing 
a “complete contract” to exclude 
any risks for them. This is fully op-
posed to the mentality of closing 
a deal with a handshake which still 
exists to some extent especially in 
German SMEs. 

A typical indicator of such a misfit 
of legal culture is if the vendor of-
fers a contract which is completely 
one-sided and you need to fight 
with the legal team of the vendor 
for every balanced clause. Frankly, 
I would not recommend German 
SMEs to work with such vendors. 
But this recommendation holds 
both ways for customers and ven-
dors. In particular I have seen that 
some vendors with a very strong 
success story in the US find it diffi-
cult to deal with the German busi-
ness mentality. 

Although I always suggest a sys-
tematic and strategic sourcing ap-
proach, finally the business is not 
between countries but between 
people and good personal relation-
ships will help. Especially German 
SMEs often feel more comfortable 
if they have a German counterpart 
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if not on a daily basis at least at the 
escalation level and with credible 
influence on decisions.

There are some more interesting 
approaches which can be utilized 
depending on the size and struc-
ture of the outsourcing deal. For 
instance I have seen how an e-bid-
ding process was used to narrow 
down the number of vendors. Or in 
another case customer ran parallel 
pilot projects for half a year with 
two vendors before closing the 
main deal.

Which tools do German buyer or-
ganizations have in order to eval-
uate and asses the risks of out-
sourcing?

There are various tools, as well pro-
prietary and open source, availa-
ble in the market for clustering the 
various risks, entering values of the 
potential impacts, calculating prior-
ities and tracking the necessary risk 
mitigation activities on different 
levels of abstraction. 

Some of these tools are more suited 
for governance purposes on corpo-
rate level, others more for manag-
ing the risks of individual projects 
on a day to day basis. I would not 
like to recommend a specific tool. 
But it definitely makes sense to 
identify potential risks before start-
ing any project, hence also before 
starting a global shoring project. In 

a first step even a simple Ishikawa 
diagram or mind map and a check-
list can help to analyze and cluster 
potential risks and identify suitable 
risk mitigation actions.

Some of the typical risks have al-
ready been mentioned before, such 
as country risks and protection of 
own IP. In case of international con-
tracts there is an additional chal-
lenge to make sure that legal agree-
ments can be enforced in spite of 
different legal systems for which of-
ten specific arbitration agreements 
can help. 

As always, the usual project man-
agement procedures should be uti-
lized with a special focus on regular 
communication and early reporting 
and feedback mechanisms.

And finally what are the three 
suggestions you can give to ser-
vice providers that would like to 
market their services in the Ger-
man language markets?

The good old times of selling “We 
have Java programmers” is over. In 
spite of the lack of skilled resourc-
es this is not sufficient any more to 
meet the expectation level of Ger-
man customers. 

As a first suggestion I still like the 
concept of the “Ideal Customer” 
as introduced by Miller & Heiman 
long time ago. This means basical-



Page 15The Outsourcing Journal “THE INTERVIEW EDITION Q3/2016” All rights reserved.

ly analyzing the own strengths by 
analyzing the success with the ex-
isting customer base. I suggest do-
ing such analysis in particular with 
respect to domain experience, but 
also in terms of technical skills, im-
pressing show cases and reliable 
references. The analysis of the own 
strengths should then get matched 
with the needs and demands in the 
German language markets and the 
specifics of potential customers. 

Some domains in the German mar-
ket are very advanced and interna-
tional, whereas others are still very 
German as well in terms of specific 
German domain knowledge, Ger-
man language and German busi-
ness culture. In many cases, German 
partners can be a decisive success 
factor.

For example, the automotive verti-
cal is generally very advanced with 
the advantage of being very open 
to international vendors and, on 
the other hand, with the challenge 
of being highly competitive, where-
as on the other hand insurance and 
government may still be very Ger-
man as well in their market and their 
customer expectations. Marketing 
and sales will be more successful if 
own strengths and success stories 
match with the requirements and 
demands of the market.

The second suggestion is to under-
stand how a service provider can 
find his Ideal Customer best and 

how he can get found himself. The 
more the offerings are in a specif-
ic vertical or domain, the easier is 
it to identify specific exhibitions, 
fairs, conferences etc. from which 
participant lists can be obtained. 
Moreover, social media should be 
leveraged. 

For the German speaking market it 
makes sense not only to look into 
LinkedIn but primarily into XING. 
This helps to identify target com-
panies and to establish contacts to 
the right people. For getting found 
basically the same approaches ap-
ply vice versa. In addition it helps 
getting registered for instance in 
the members’ lists of the respective 
IT Associations of the home country 
– but preferably with keywords and 
offerings related to the sweet spot 
as identified by the Ideal Custom-
er analysis. Such keywords should 
also be contained in the homepage 
in order to get found by search en-
gines.

The third suggestion is actually 
trivial and results from my nega-
tive experience that it is sometimes 
very difficult to get in touch with 
potential vendors and to obtain 
the necessary information. I have 
experienced on several occasions 
– and even when I called in my pur-
chasing role at a big German group 
– that calls to the telephone num-
bers given on the homepages were 
not picked up even during regular 
working hours or that promised 
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call-backs never happened. 
Therefore I suggest that the 
homepages should provide 
current and working contact 
details and that somebody 
in the organization be put in 

charge of following up the calls 
to this number. 

Finally let me wish the readers 
of this interview lots of success 
with their global shoring activi-

ties, either in sourcing or in de-
livering!

Thank you for this interview 
Dr. Dietz.

INTERVIEW - THE THREE SIDES OF IT-SOURCING

Dr. Ulrich Dietz has been working in outsourcing and offshoring 
both on buyer and vendor side for 20+ years. He started his pro-
fessional life in software development, quality management and 
project management. Later he headed I&C infrastructures with 
outsourced services. Then he became responsible for strategic 
global sourcing of IT including market analyses, vendor selection, 
vendor evaluation and development of the sourcing strategy. Lat-
er he moved on to heading the German subsidiary of a TOP15 Indi-
an software company. Today he works in a consulting, supporting 
and intermediary role, looking for near/offshore vendors with spe-
cialized expertise in SW, IT and engineering.
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Clients, Decisions & 
Destinations
We have interviewed Mr. Thorsten Rüß from ZELOS Manage-
ment Consultants on his experiences in working with German 
Buyers, Critical Consulting Areas, Sourcing 
Destinations, Decision Drivers, and on the 
question of Big vs. Smaller Service Partners

Interview
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INTERVIEW - CLIENTS, DECISIONS & DESTINATIONS

Mr. Rüß as partner with 
ZELOS Management Con-
sultants your focus lies on 
sourcing strategies, project 
tenders, contract and trans-
formation management. 
Could you please give us an 
insight on your experienc-
es in working with clients in 
Germany and which part of it 
is most critical for you?

As most of our customers have 
already gained experience in 
IT sourcing, we are often en-
gaged in 2nd and 3rd gener-
ation outsourcing situations. 
In this context our expertise is 
mainly required in the area of 
sourcing strategy optimization 
and contract (re)design – in or-
der to adapt sourcing split and 
provider selection to state-of 
the art offerings (e.g. cloud ser-
vices). 

Our customer focus is on finan-
cial services industry, insuranc-
es (healthcare and others) and 
the energy & utilities sector. 
Especially companies in these 
sectors are challenged by the 
increasing regulatory require-
ments, IT security & data pro-
tection challenges as well as a 
lack of well-skilled and experi-
enced human resources in the 
area of IT governance and pro-
vider management.

When clients come to you 
and ask for advice, which are-
as do clients feel most unpre-
pared with and how does an 
assignment usually look like 
(onboarding, project time, 
areas and level of involve-
ment, etc.?

Only few IT managers and pro-
curement specialists hold ex-
pertise in the state-of-the-art 
design of IT service catalogues 
and service definitions. This 
practical knowledge is indeed 
crucial to successfully trans-
late complex business require-
ments into professional con-
tracts with IT service providers. 
Furthermore, we register an 
increasing demand to improve 
organizational and processual 
aspects of IT governance and 
day-to-day provider manage-
ment. 

Whilst some years ago, cus-
tomers did mostly ask for assis-
tance in rather short strategy 
and tender projects, nowadays 
the majority of our engage-
ments is rather long-term (>12 
months) and often focuses on 
transformational tasks like the 
implementation of sourcing 
strategies, the management 
of transition & transformation 
projects and the active shaping 
of provider relationships. This 
might sometimes also include 
an interim takeover of custom-
er roles.

What are your experiences 
with sourcing destinations 
and how much is the loca-
tion of the delivery a criteria 
when advising clients? What 
are the features that deter-
mine a fit or non-fit of the de-
livery location?

Offshore IT outsourcing still of-
fers the most attractive cost ef-
fects for customers, also several 
European nearshoring destina-
tions are on the rise. However, 
data security aspects and bind-
ing rules by regulators limit 
the interest of ZELOS’ key cus-
tomers in near- and offshoring 
solutions. Companies that have 
no global reach by themselves, 
also look for regional and cul-
tural proximity of their sourc-
ing partners. When moving off-
shore, well-known, established 
providers are often preferred, 
which means that “brand” 
seems to be an important fac-
tor to cope with the perceived 
uncertainty of global service 
delivery. 

What are the main drivers in 
our markets for working with 
external service providers?

The most commonly men-
tioned drivers for IT outsourc-
ing are still the concentration 
on core competencies, a per-
sistent cost pressure and the 
demand for flexibility. Further-
more, an increasing complexity 
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of IT solutions combined with 
decreasing availability of skilled 
personnel renders IT sourcing 
the obvious solution.

Big players or small special-
ists? What is the preferred 
choice and how is this con-
nected to specific industries?

In case of 1st generation out-
sourcing customers still tend to 
choose „big names“, especially 
in the area of IT infrastructure, 
where complexity and techno-
logical interdependencies are 
rather challenging and transfor-
mational risks are expected.

With more experienced custom-
ers (in 3rd generation outsourc-
ing and in application manage-
ment outsourcing) we observe 
an increasing interest in mul-
ti-provider sourcing solutions 
(best-of-breed) with specialized 
providers for individual services 
as well as vertical sourcing strat-
egies (e.g. SaaS). 

This underlines the general 
market trend to select providers 
at „eye level“ and shorter con-
tract terms (less megadeals). 

And back to the destination 
question. You recently pub-
lished a study about South Af-
rica’s ICT/BPO industry. Could 
you please give as short con-
clusion where sourcing to 
South Africa brings benefits 

and what are the opportuni-
ties, specifically for German 
or otherwise for international 
clients?

Especially in the area of Busi-
ness Process Outsourcing 
(BPO), South Africa has become 
an interesting location for off-
shore service delivery. Exper-
tise is available e.g. in the area 
of front-office services (CRM) 
and special transaction for the 
finance industry. Cost rates are 
attractive compared to Europe-
an locations. The still existing 
gap to Asia however might be 
compensated by qualitative as-
pects. 

As an IT outsourcing destina-
tion, South Africa has gained 
maturity, but still struggles with 
the availability of a broad base 
of highly skilled human resourc-
es and the small number of pos-
itive references (nevertheless, 
Amazon Web Services is one of 
those). As the connection to the 
international data network has 
been considerably improved, 
we see potential for example in 
the area of cloud services.

Thank you for this interview!

INTERVIEW - CLIENTS, DECISIONS & DESTINATIONS

Thorsten Rüß is partner 
at ZELOS Management 
Consultants (www.zelos.
consulting) and holds 
experience of more than 
20 years in IT sourcing 
from various manage-
ment positions on cus-
tomer and service pro-
vider side. Since 2005, 
the business economist 
is exclusively acting as 
an executive consultant 
and has implemented 
various sourcing projects 
for renowned customers 
in the industry sectors 
finance, energy, retail, 
logistics and manufac-
turing. His consulting fo-
cus is on sourcing strate-
gy, tender processes and 
contract negotiations 
as well as on shaping 
and accompaniment of 
IT-related transformation 
processes. 
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Global IT Markets - 
A Talk About Business 
Environments, Challenges, 
Risks, and Expansion
We had the chance to meet with Marco Stefanini, founder and 
chairman of Stefanini and with Mr. Ernst Vögtle, VP Sales Man-
agement EMEA and talk about their views on 
the global IT service industry and the expan-
sion to the German market.
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Marco, you have a very inter-
esting career path from a ge-
ological student to building 
and leading the first Brazilian 
global IT company with 21.000 
employees in 38 countries. You 
were also mastering several 
economical and corporate cri-
ses during its 28 years exist-
ence and possess with that an 
experience that may give you a 
bit different perspective of to-
day’s IT markets and business 
dynamics.

Today I would like to talk about 
this perspective of yours, your 
experiences and also some in-
sights of the expansion of Ste-
fanini to the German market.

Let’s start with the develop-
ment of the global ITO/BPO 
service industry, the situation 
today and its characteristics. 
Could you please give us your 
perspective and a couple of 
points that are important to 
you?

Firstly, If you look at the gener-
al situation of today’s ITO/BPO 
service industry you see that it 
is very fragmented and that the 
market situation is very compet-
itive – not only in some markets, 
but everywhere, in America or in 
the US, in Europe or in Germany.  

We also have a very diverse sit-
uation on the business side – all 
sorts of companies compete on 
the global market – besides the 
giant companies one finds small 
companies and middle sized 
companies too, all offering their 
services, widely free from coun-
try boarders and continents. 

I am coming from Brazil and I 
think when comparing our sit-
uation with the global market 
the circumstances here are even 
more difficult. The environment, 
the entire business ecosystem is 
more hostile because of the cri-
ses, because of a high level of bu-
reaucracy, and because of a very 
high cost pressure.
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Through the many crisis’s and dif-
ficult conditions under which we 
have build our business we have 
learned how to survive much 
tougher times and very competitive 
situations. Therefore we also think 
that we are very well prepared for 
the European and specifically also 
for the German market, but that’s 
just one aspect and I would like to 
extend on that later.

On my second point I would rather 
take into account the big transfor-
mations the IT service market went 
through, lets say over approx. the 
last five years. For example many 
years ago from mainframe to low 
platform client-server architec-
tures, after that from client-server 
to internet, then the ERP appear-
ance which changed the entire 
market from software develop-
ment and now the IT is not longer 
seen only as a black box within 
companies, but embedded and in-
cluded everywhere – in cars, in mo-
biles and in any device. This is a big 
transformation again, which has 
great effects on how IT and people 
work. You have to constantly follow, 
you have to be agile and you have 
to be flexible.

Said all that the underlying and 
most critical IT market characteris-
tics are competition and its dynam-
ics.

That brings me to my next ques-
tion: Yesterday during our meet-

ing with you, with other people 
from Stefanini, some CIO’s and a 
few consultants one aspect be-
came very clear: that it seems to 
be very challenging for CIO’s and 
technology leaders to answer 
all the internal and external de-
mands – demands for ensuring 
efficiency in the IT which includes 
maintenance of legacy systems, 
demands for development, for 
adapting new technologies, new 
processes and innovation and 
with all that also the need for 
managing the transformation of 
the management and the work-
force to ensure the capabilities of 
IT. 

What is your perspective on these 
challenges that CIO’s are facing 
today and what role play exter-
nal service providers in that?

The challenges of the IT leaders 
have different sides. On one hand 
they need to ensure the level of 
quality, the level of services and 
challenges regarding legacy, serv-
ing and delivery. On the other hand 
they need to lead the company 
through big transformations like 
digitalization, automation, mobile 
and so on. But this is not an easy 
task at all, because IT-leaders have 
to balance between quality, legacy 
and delivery on one side and on fu-
ture on the other side.

The other aspect is that CIO’s have to 
acquire a more business-orientated 
view and need to align technical 
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and business expertise with each 
other. The challenge is to transform 
their own role and become future 
orientated business drivers, being 
aware of the impact the transfor-
mations and the adoption of new 
tools and technologies can have 
on the company. The difficult part 
here is to estimate / to measure 
the impact of these changes as this 
depends widely on other business 
factors too, why the business per-
spective is so important.

We as service partners find our-
selves often in situations where 
our prospects are not very well 
prepared and I do fully understand 
the struggle to coop with these 
challenges.  We see that IT leaders 
have sometimes only a fragmented 
understanding of what they want 
and what they need. So, to a certain 
extend we need to lead our clients 
to find opportunities and to define 
the best alternatives. 

From my perspective the role of 
todays technology leaders within 
their organizations is defined by 
these three big tasks: Keeping the 
legacy, understanding and finding 
new technologies and leading the 
business into these new times.

If you take a look at our role as ser-
vice provider, we experience that 
we can help both – the CIO’s and 
the organizations it self with these 
challenges in a way that ensures a 
sustainable operation, so that our 
prospects on client side can con-

centrate on the future. The chances 
to successfully handle all the issues, 
from legacy over transformation 
to the business are better with an 
external partner and of course that 
is a great opportunity for us too, 
which we must follow.

My next questions would con-
nect exactly here. It is about your 
side of the business. We were 
talking about the client side so 
far, but these conclusions must 
mean that you actually face sim-
ilar challenges. You work in a 
very dynamic industry, you are 
confronted with the same tech-
nological challenges and have to 
acquire and build all those skills, 
build capacities and also maneu-
vering on the global market is in-
cluded. How do you keep up with 
that as a service provider, where 
you also have the pressure from 
the client side to be excellent in 
what you are doing and all that 
in the context of a company that 
is operating in 38 countries with 
more than 21.000 employees?

Of course as you mentioned one of 
the biggest challenges on our side 
is the development of thousands 
of people with these new skills. But 
that’s not the only aspect. The ba-
sic IT and support functions are as 
important as new technologies and 
systems. And further it is of utmost 
importance to understand the busi-
ness, to acquire the business view. 
On the people side that means for 
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us to mix young talent with a dy-
namic for new technologies and 
innovations with senior talent that 
carries a lot of experiences in the 
current and in legacy technologies, 
that are so important today.

Putting this into a more global and 
business context also means that 
we do all this under conditions, de-
fined by cost pressure and a very 
competitive industry, which is not 
easy. Now this is very interesting 
as we still grow and I believe  more 
challenging situations are better 
for us. Moreover we actually also 
see ourselves as challengers. We 
are new in the European market 
and based on our experiences, the 
development we went trough and 
the way we operate we think we are 
well prepared to take this role.

Now I would like to turn a bit 
more to the market side. We, as 
an independent association and 
media, still experience discus-
sion on whether to work with 
external partners or not. What 
would be your argumentation on 
this question?

First of all I think for the German 
market the underlying fact is that 
companies must grow with exter-
nal service providers and I don’t 
see other options in this regard. 
Why? First, companies need to 
keep the legacy while they need to 
prepare and adapt new technolo-
gies. Second, today we usually see 

that companies have good teams, 
but in the old technologies. But as 
I mentioned before what would 
be needed is a mix of senior and 
young talent and this seems to be 
rather a bigger challenge for the 
companies. Another point is the 
speed of the business with very fast 
changes and keeping up with those 
can be difficult with the same team. 
Because the variety of skills that 
are required for all the different ar-
eas and projects a company has to 
focus on in this fast pace environ-
ment is not only very big but also 
growing. 

What we observe in Germany is 
that companies adopt more the 
opportunities of working with ex-
ternal partners and that companies 
found a good balance of in-house 
and external resources.

What are the functions that you 
as a business partner need most 
in the co-operation with clients? 
Is it project management skills 
or backup of the management 
board? What do you wish from 
client side?

What is very important for us, be-
sides the basics like quality, de-
livery or a good management 
team, which are our obligations of 
course, are transparent and trustful 
relationships. Because in todays IT 
business environment companies 
and we as well sometimes face sit-
uations or challenges that none of 
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the parties were able to predict, 
like changes in the company for in-
stance. In these situations you can 
only work with a partner you can 
trust and who is confident, who is 
very transparent in the co-opera-
tion so the partner can participate 
in these challenges.

At our annual event in April, one 
of the participants of the panel 
discussions said “Germany is a 
hard nut to crack”. With your ex-
periences in expanding to many 
different markets what is your 
opinion on this statement?

It is interesting. I learned a lot about 
the German market over the last 
couple of years. Generally a big part 
of the German mentality is based 
on the pride of creating everything 
in a very high quality and I respect 
and I like that. But because of this 
mentality it is more difficult to be-
gin a relationship and to serve Ger-
man companies. They are less open 
to the challenges, to new suppliers. 
I can also say that it is more diffi-
cult to initiate a co-operation with 
German companies compare to 
other markets. However, and this 
is interesting, once a co-operation 
is established and you have deliv-
ered good results, German com-
panies are way more loyal to this 
relationship, which is of course in 
our interest. For us, with the way 
we grew and the way we operate, 
with our mentality as a private-
ly owned family company, always 

with a long-term view, I think we 
are a very good match, specifically 
for the German market.

I would like to stick a little longer 
to your last point. One of the fea-
tures of the German economy 
is its broad base of mid-market 
companies. With the way you 
operate as a company, with your 
mentality and with the fact that 
you as the person, Marco Ste-
fanini give your name to it you 
say you are a good match for the 
German market. What is it exact-
ly that you bring to the table for 
these companies and business 
leaders, who happen to be also 
the ones that are a little more 
reluctant to the concept of out-
sourcing IT and business process-
es?

I think we work very hard to get into 
the company and it is important to 
us to show, to demonstrate that we 
can do. In many cases we began 
small and then had the chance to 
grow together.

The second aspect is how we can 
deliver quality matching the Ger-
man expectations, specifically also 
in correlations to the changes in 
today’s industry, which is not easy. 
Then after we have established a 
good, trustful and transparent rela-
tionship with the company, anoth-
er aspect wins on importance – the 
questions of how much we can take 
risks together. 
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Because when we talk about in-
novations we are talking about 
new ways to do things, new 
use of technology for instance 
and so on. Naturally stepping 
on new grounds is connected 
to risks. One cannot expect to 
discover new things or gain 
advantage without taking 
risks. Of course sometimes this 
means to experience failure. In 
terms of our work and co-oper-
ation with clients it means that 
we are very transparent about 
the risks – we talk about and 
decide which risks we can take 
together. 

It actually is a very interesting 
discussion in the market and I 
believe that we will face situa-
tions more often where we dis-
cuss in particular how to bal-
ance risk and innovation and 
quality, which I find very useful.

Now German companies tend 
to favor the big names, like 
the IBM, Infosys, Cap Gem-
ini, Accenture and so on for 
the reason of minimizing the 
risks. What is your approach 
when talking to those com-
panies that would on first 
attempt have these service 
partners on the short list?

As you said in the market to-
day we have quite a lot of big 
names, giant competitors and 
I have the view that I respect 

the competition in general. 
From the German perspective 
it is understandable that com-
panies look for features like di-
versity and also in particular a 
global presence, because the 
German economy is one of the 
most export orientated and 
global economies. 

We must also understand the 
difference between a real glob-
al delivery and an outsourced 
delivery. We for instance not 
only have a delivery center in 
India, but we can provide local-
ized delivery from where and 
under which conditions it suits 
the partnership best.

An other point is the size of 
the company. Our size is big 
enough to provide real global 
services, we are able to invest 
in new technologies for exam-
ple, and we have the flexibil-
ity and agility that is needed 
to meet the requirements not 
only of German companies. 
For a much larger organization 
with hundreds of thousand of 
employees especially this level 
of flexibility is way more diffi-
cult to achieve and to maintain. 
I am certain that the balance of 
investment capabilities, flexi-
bility and global delivery is very 
important in today’s markets.

And the last point – which I 
think is not so easy – is entre-
preneurial spirit. We always try 

to implement and motivate our 
people to bring this sense of 
entrepreneurship, to think out 
of the box. Of course also here 
we need to balance again with-
out compromising processes 
and procedures that ensure 
quality and global delivery ca-
pabilities.

But it is a very important as-
pect, because when we want 
innovations we need entrepre-
neurship and can’t have only 
strict rule/procedure driven 
people. 

Also when clients deal with 
the big companies, the rela-
tionship is less individual and 
less prominent. In our case for 
instance clients get the atten-
tion of the owner, which gives 
a sense of value, appreciation 
and a stronger, more durable 
connection between us and 
our clients.

My last question is: how did 
you prepare for entering the 
German market?

Expansions are always a long 
journey no matter which mar-
kets we are talking about. For 
us expansions are a very impor-
tant pillar of our strategy and 
the way we conduct business. 
Because of that we are able to 
deliver services from and to 
markets, like South and North 
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America, Central and Eastern 
Europe and Asia.

There are a couple of aspects 
that I think are very important 
when expanding to a new 
market and were in particular 
important when we were pre-
paring for entering the German 
market.

First is I think understanding 
and speaking the German lan-
guage – not so much my self, 

but the company and the re-
sponsible people in particu-
lar. Second is to understand 
your market – understand the 
mentality, the thinking model 
of German business leaders. 
The third is always to prepare a 
good team.

An other aspect is focus. Give 
the market, its clients, partners 
and our team the needed at-
tention.

With this we were able to create 
a good network of clients with 
very reliable relationships. We 
have learned a lot from work-
ing and from meetings with our 
clients. Now we are prepared to 
accelerate the growth, to talk 
to more people and enter into 
more business relationships. 

Thank you for the interview!

Marco Stefanini is the founder and CEO of Stefanini, a $1B 
global provider of IT outsourcing, applications management 
& consulting, and strategic staffing services and the largest 
Brazilian IT consulting company.  He was named to the Inter-
national Association of Outsourcing Professionals (IAOP) Hall 
of Fame in 2012.  His company, which he founded in 1987, 
has been listed in the IAOP Global Outsourcing Top 100 three 
times.  As CEO, Marco successfully led Stefanini through the 
recent enomic crisis. Competing with multinational giants and 
aware of the tough competition in the Brazilian market, he 
found ways for Stefanini to flourish through niche markets and 

expand operations in Brazil and abroad. Under his leadership, Stefanini has become a multina-
tional company and the first native Brazilian company in the industry to have offices abroad. 
Marco is committed to operating Stefanini with a focus on social responsibility.   He founded 
the non-profit Stefanini Institute, which provides opportunities to disadvantaged children in 
Brazil through education with a focus on technology. In addition to his work with Stefanini, 
Marco also plays an important role in promoting Brazil’s economic growth.  He is a founder and 
vice president of Brasscom, the Brazilian Association of Information Technology and Commu-
nications Companies, which has been established with the objective of positioning Brazil as a 
key player in the global IT services market. He is also a member of the Brazil-U.S. CEO Forum, 
which consists of both private and public-sector members. The Forum brings together leaders 
of the respective business communities from the United States and Brazil to discuss issues of 
mutual interest, particularly ways to strengthen the economic and commercial ties between 
the two countries. Marco’s role in the Forum is to represent the IT Industry in Brazil.
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Nearshoring, Total Cost 
Of Ownership, & 
Some Thoughts About 
Different Markets
Adastra is one of the mature foreign service pro-
viders active in our markets and we have had the 
chance to interview the CEO, Mr. Ovtcharov, 
talking about nearshoring models, total cost 
of ownership, destinations and some thoughts 
about differences between markets.

Interview
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Mr. Ovtcharov, you are com-
ing from Bulgaria, a market and 
sourcing destination that has 
seen in recent years a rapid de-
velopment. What were from your 
inside experience the main driv-
ers for this development? 

Before I answer the question ‘Why 
Bulgaria’, let me first briefly address 
the main drivers behind the IT off-
shoring. Typically, the companies 
are seeking to attain one or more of 
the following business benefits: re-
duction of operational costs, faster 
time-to-market, access to talent, ac-
cess to technological and business 
know-how, and improved quality. 

The outcome of an offshoring in-
itiative depends on the extent 
to which these goals have been 
achieved and the choice of the de-
livery location contributes signifi-
cantly to the failure or the success 
of the initiative. Important country 
selection criteria are country risk, 
labor, tax, and regulatory costs, 
telecom infrastructure, skills and 
availability of IT resources, cultural 
compatibility, and last, but not least 
intellectual property security.

So how does Bulgaria fit into that 
picture? The country is part of the 
EU and NATO which guarantees 
a stable business environment. 
Due to the flat 10% corporate and 
personal taxes, Bulgaria is one of 
the EU countries with the lowest 
operational costs. The telecom in-
frastructure is fast and reliable. 

Strong information security and 
privacy regulations are in place in 
accordance with the EU legislation. 
The country is also known for the 
well-educated and highly-skilled 
talent pool with strong IT and lan-
guage skills. And not to forget, the 
Bulgarian currency is pegged to the 
Euro which eliminates any foreign 
exchange risks.

I don’t want to get into general 
benefits of nearshoring, but at 
least in our markets people still 
need to be convinced to look 
over the border, be more practi-
cal and less reserved towards the 
idea of using the opportunities 
provided by outsourcing mod-
els. In a meeting with an IT exec-
utive, what would be your argu-
ments for the nearshoring model 
– again without getting into the 
general benefits, like cost, great 
talent and so on?

The good news is that nearshoring 
really works, could be a low risk 
business, and the benefits are tan-
gible and easily proven. The pre-
requisite is an experienced vendor 
with a model tailored to the client 
needs and the right nearshoring 
location. Most of the IT executives 
are already “won over” by offshor-
ing, so it is more about convincing 
them that you are the vendor to be 
trusted. Important vendor differen-
tiators are maturity of the nearshor-
ing model and processes, relevant 
experience and track record, and 
business attitude and ethics of the 
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people. For example, at Adastra, we 
have our own Bestshoring model 
which has been specifically opti-
mized to meet the Data Manage-
ment, Business Intelligence, and 
Analytics needs of our customers 
without introducing any of the tra-
ditional offshoring risks.

The most valuable about EU near-
shoring is that the delivery centers 
are just around the corner, situated 
in low risk geographies, and sharing 
the same or adjacent time zones. 

These, combined with the natural 
cultural proximity of the EU coun-
tries, greatly reduce the communi-
cation and the management over-
head. Further, nearshoring also 
allows greater flexibility, because 
the people can be relatively easily 
and cost efficiently moved onsite, 
to the customers’ premises, when-
ever such need arises. 

During the discussion you were 
also mentioning the cost factor. 
Your point was that one must 
look at the total cost of owner-
ship. What does that include?

No doubt, lowering the cost is one 
of the most important drivers be-
hind the offshoring of IT services. 
Unfortunately, many companies 
are still attracted by unrealistic cost 
reduction promises by some ven-
dors. What needs to be taken into 
consideration is that just the pure 
cost of services does not constitute 

the full cost of delivery over time 
or the so-called total cost of own-
ership (TCO). There are additional 
cost factors that should be taken 
into account. To name some: infra-
structure cost, management over-
head, exchange rate risk, potential 
productivity and quality loss, and 
communication overhead. They all 
contribute to the TCO equation and 
should be considered when evalu-
ating different offshoring options. 

At Adastra, we have developed a 
special offshoring productivity im-
pact model which highlights the 
importance to focus less on the ser-
vice rates and more on the real val-
ue delivered for every Euro spent 
for the service. 

How one decides for a specific 
destination? How much does it 
actually matter if the solutions 
are created or the services are de-
livered from Bulgaria, Romania, 
Poland, Ukraine or Portugal? Are 
people focusing on the wrong 
question, when asking which 
destination should I go to?

I already mentioned some of the 
most important criteria for choos-
ing a specific destination. The de-
cision where to offshore requires 
a very stringent due diligence 
process and should not be taken 
lightheartedly. Depending on the 
outsourcing objectives and the na-
ture and complexity of the services 
to be outsourced, one company 
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might decide to go for one or an-
other location. The preferred choice 
can vary when prioritizing different 
selection criteria, but typically most 
companies should use a balanced 
approach e.g. go for a low risk and 
financially attractive country with 
enough skilled resources available. 

On one hand, all EU countries men-
tioned above provide stable busi-
ness environments, but they differ 
in terms of cost and talent. Ukraine, 
on the other hand, is very attrac-
tive financially, but considered also 
business risky. 

In fact, in the last couple of years I 
have witnessed several IT compa-
nies moving their delivery centers 
from Ukraine to Bulgaria, looking 
for greater political stability. In my 
opinion, if a company wants to 
have the best of both worlds (lower 
cost and risk), then Eastern Europe 
is a safe choice.

And last I would like to focus on 
one area that is most critical for 
our market: the marketing and 
communication output from 
service provider side. Here we 
are generally raising two issues: 
amount and quality. For that part 
I would actually like to extend on 
several questions. 

First, how does your marketing 
cycle look like? Second, which are 
the most effective marketing and 
communication activities. And 

third what are the challenges you 
experience in the German market 
compare to other markets, like 
the Nordics, the UK or the US?

I can share my experience in the In-
formation Management area. The 
marketing and sales cycles typically 
take more than six months averag-
ing probably a year. We are spon-
soring leading conferences focused 
on the Adastra core business areas 
including Data Warehousing, Busi-
ness Intelligence, Master Data Man-
agement, Big Data, and Analytics. 

Further, we organize our own IM 
conferences, specialized events 
for Finance and Telco businesses, 
and customer visits to our delivery 
centers. Our unique expertise and 
methodologies combined with a 
proven track record and success 
stories, help us differentiate Adas-
tra from the competition and win 
new opportunities.

The North American and the Ger-
man markets are quite different. 
The companies in US and Canada 
have been doing offshoring for 
many years already. They are quite 
used to it, mature, and understand 
the risks and the benefits quite well. 
It is seldom the case that we talk to 
prospects that are not offshoring or 
have not done it yet. 

There is a lot of competition with 
delivery locations from all over the 
world and many IT services are al-



ready considered as a commodity, 
which results in high pressure on 
their price. 

In Germany and continental Europe 
in general, the adoption of offshor-
ing is increasing, but the business-
es are lagging behind the North 
American ones. While cost is still 
the main driver, access to skilled 
resources is rapidly growing in im-
portance. 

My observation over the past year 
is that companies are increasingly 
turning to nearshoring as an option 
to meet their internal demand for IT 
talent, because their home markets 

are exhausted in terms of skilled IT 
resources. Despite the differences 
between the North American and 
the European markets, what holds 
true for both of them is that the cus-
tomers expect from the offshoring 
vendors more technological lead-
ership, innovation, and delivery 
capabilities beyond the “standard”, 
commoditized services delivery. 

Thank you for this interview!
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Lyoubomir Ovtcharov, CEO Adas-
tra Bulgaria, has more than fifteen 
years of inter national IT Outsourc-
ing, Business Intelligence and An-
alytics, and Pro ject Management 
experience. Throughout his career, 
he has par ticipated in large pro-
jects in the Fi nancial, Telco, Metal, 
and Tourism industries in Bulgaria, 
Czech Re public, Germany, United 
Kingdom, and Canada. Prior to be-
coming the CEO, Lyoubomir led 

Adastra Bulgaria consulting teams and the suc cessful implementation 
of Adastra Bestshoring consulting model for clients in North America 
and Western Europe. Lyoubomir holds a Mas ters in Computer science 
from the Technical University Berlin and a Masters of Business Admin-
istration from the City University of Seattle.
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Outsourcing And Shared 
Services In The Financial 
Services Industry
We were talking with Mr. Reid Anderson from 
Trestle Consulting in Germany about out-
sourcing in the financial industry, processes, 
trends, shared service centers in Germany, cap-
tive vs. external solutions and regulations.

Interview
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Mr. Anderson as Managing Director of Tres-
tle Group in Switzerland you have had the 
chance to work on some complex IT and 
business process outsourcing projects in-
volving transformations of organizations 
and nearshore and offshore sourcing mod-
els.

With your experiences in the financial in-
dustry, could you please give us a short 
introduction on outsourcing of IT and 
business processes in this industry in the 
DACH countries? 

ITO and BPO are at the same time very simi-
lar in how to approach them in terms of ap-
proach, control structures, setting measura-
ble KPIs and the like, however they are very 
different animals in terms of content, play-
ers involved and general acceptance as to 
the depth of outsourcing that is accepted. 

The financial services industry in the DACH 
region have a much longer history in sourc-
ing larger portions of the IT value chain 
compared to BPO, where there has been 
reluctance to carve deeper into the value 
chain.   

One trend we see with our clients is a grow-
ing willingness to move away from strict ex-
tended workbench (ITO) or body shopping 
(BPO) approaches and more to solutions or 
service oriented approaches. This is a para-
digm shift for both supplier and the indus-
try. 

Having said that, given the fact that the fi-
nancial services industry is relatively con-
servative, the majority of work is still done 
on a T&M basis for ITO and less aggressive, 
often headcount based, models for BPO – 
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especially given the fact that many 
clients still feel more comfortable 
with a SSC model than pure out-
sourcing of their business process-
es.

What are the specifics and what 
are the challenges the industry is 
facing that makes sourcing of IT 
and business process services an 
option?

RA: To add to that I can point out 
that the IT organizations within 
banks and insurance companies in 
the DACH often have less mature 
processes than those of the suppli-
ers. The old adage, “Don’t outsource 
a mess”, is a valid concern that we 
face all the time. With IT organiza-
tions, the challenge is to create in-
ternal processes robust enough to 
be able to work in an outsourced 
model.  

On the BPO side the same chal-
lenge exists. Working instructions 
often do not exist or are not up to 
date, there are few, no or incom-
plete internal SLAs that clearly de-
fine responsibilities, roles and KPIs 
and at the staff level the thought is 
that their work is too complex and 
could never be (out)sourced.  

The challenge in both ITO and BPO 
is to bring the industry up to a ma-
turity level with robust processes 
and control mechanisms in place to 
enable a healthy sourcing.

Which are the most suitable pro-
cesses and in IT the most suitable 
areas to outsource?

RA: This largely depends on the lev-
el of maturity of the organization 
seeking to outsource. For both ITO 
and BPO the most suitable areas to 
outsource are those that are most 
clearly defined with a measurable 
start and end.  For ITO this is usually 
development work or testing.  For 
BPO this can be e.g. scanning, data 
entry and any non-client facing 
process.  But again, these are only 
the low hanging fruits and there 
is much more potential than most 
financial services institutions are 
willing to embrace.

How do you evaluate the readi-
ness of German financial organ-
izations, to use ITO and on the 
other side BPO?

I need to answer this question in 
two parts. Please excuse the gener-
alizations as it can really vary from 
institution to institution, however 
this is what we are seeing generally.

1) The “Readiness” or support from 
management to sponsor and push 
through sourcing initiatives, both 
ITO and BPO, is growing rapidly in 
the DACH region. 

2) The “Readiness” in terms of the 
maturity of the organization (pro-
cesses, people with sourcing skills, 
etc.) is still lacking and is not robust 
enough to support the growing ap-
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petite for sourcing within many of 
the financial institutions.  

Are there specific tendencies 
in outsourcing at banks and in-
surance companies in the DACH 
countries, when looking back 
lets say 2-3 years?

What we see is a normal evolution 
of their outsourcing programs. As 
they mature as an organization and 
gain experiences – both good and 
bad – they are tending to carve 
deeper in to the more “complicat-
ed” and less commoditized pro-
cesses. Partnerships with service 
providers are on the rise, covering 
a myriad of different models from 
success-based service pricing to 
simply partnering with the ser-
vice providers to provide human 
resource services to hire for their 
SSCs, ultimately leveraging the HR 
machine these service providers 
have in place.

You mentioned an interesting 
fact, specifically for Germany as 
location for service centers: the 
cost saving options. Taking into 
consideration the availability of 
workforce and the service pro-
vider landscape (at least in BPO 
we have in Germany the option 
large or small service providers, 
barely something in between), is 
this on option and can you name 
examples?

One of the benefits for Shared Ser-
vice Centers to remain small is to 

stay within a size where additional 
union laws do not apply. Once the 
“medium” size is reached then the 
Shared Service Center has to com-
ply with additional union laws and 
begins to lose their flexibility and 
hence one of their key advantages 
over their larger parent company.

What we are seeing also is that the 
larger Indian and Eastern European 
Service Providers are gobbling up 
small to medium sized operators 
in the DACH region in an attempt 
to reach their growth targets and 
penetrate the DACH region more 
effectively.

From our experiences Poland 
provides very good conditions 
for BPO and a number of German 
organizations operate service 
centers there already. What other 
trends regarding destinations do 
you see?

For our global clients we see a truly 
global model in terms of locations 
of their SSCs or external providers. 
Typical is that they source in the 
very same locations where they op-
erate or already have offices. This 
can even mean, for example, sourc-
ing to the South in the U.S., Eastern 
Europe (Czech Republic, Bulgaria, 
etc.) or Spain to name just a few lo-
cations.  The statistics are out there 
which locations are “hot”, however 
often the locations are chosen for 
emotional reasons or relationships 
to suppliers in that region and not 
completely on a pure top ranking.  
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The sourcing models: German 
banks are rather very conservative 
and would probably prefer the cap-
tive model, while real ITO/BPO may 
provide better benefits and even 
operational advantages. What are 
your experiences in this regard 
when talking to the people on cli-
ent side?

At the end of the day the discus-
sion centers on uncertainty and that 
means risk. If either the advisor or the 
supplier can take out the key uncer-
tainties in a sourcing model for the 
client, then they are usually open for 
a sourcing deal with an external pro-
vider.  

And my last aspect are the reg-
ulations: Lately the Safe Harbor 
agreement fell apart, other areas 
are handling and giving access to 
customer data to external part-
ners, data protection regulations in 
general. I know that a lot of espe-
cially German decision makers are 
concerned about this part when 
it comes to outsourcing. Is there 
an absolutely safe route to go and 
how can clients stay compliant with 
their internal, but also the regula-
tions from legislative side?

No. The only absolutely safe route is to 
keep all processes in-house and even 
then the challenge of cost to imple-
ment regulatory changes alone and 
not “share” the costs with a supplier 
can be fatal. The key is to implement 
a flexible data model and robust data 
warehouses now, independently of 
the sourcing initiatives. This will serve 
to ease the pain and cost of future 

regulatory changes both in-house as 
well as if the service is outsourced.   

Thank you for this interview!

Reid Anderson (Managing Di-
rector) – is a passionate sourc-
ing and financial services pro-
fessional. With over 15 years of 
combined industry and consult-
ing experience in the financial 
services sector, he has a proven 
track record in managing com-
plex IT and business process 
transformation projects. Reid 
provides hands-on, pragmatic 
and balanced leadership and 
project delivery based on up-to-
date research and intelligence on 
financial services market trends 
and sourcing providers’ services. 
He moderates and blogs in the 
XING Group Forum he founded 
in 2004, „Offshore Outsourcing“, 
and is a regular contributor to 
publications on key sourcing 
topics. Reid earned his B.A. in 
Business Management from 
Goucher College in Baltimore, 
Maryland and is based in Frank-
furt, Germany since 2001.
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Mr. Albrecht, during your roles in 
leading consulting companies, like 
e&Co AG, Gartner and now your 
own company OrgSource you have 
accompanied many companies 
in their endeavors to implement 
changes in various areas.

Can you share some of your expe-
rience regarding the role of out-
sourcing in corporate change in-
itiatives and the development of 
the market over the last couple of 
years in Germany?

Outsourcing appears to have ar-
rived in the middle of major busi-
ness initiatives. Whilst some or-
ganization do now benefit from 
their learnings from 1st and 2nd 
generation contracts, others start 
initiatives to generate value from 
next generation offerings, like as-a-
service or cloud offerings and near- 
and offshore sourcing of manpow-
er intensive services.

The market has seen new providers 
entering with new offerings, whilst 
the traditional outsourcing market 
is further consolidating to generate 
the required economies of scale.

Within the IT departments the love 
to outsourcing initiatives is not too 
intensive, since the risk of job-loss 
becomes present. This continuous-
ly leads to internal initiatives, which 
definitively meet business require-
ments for the sake of very high lev-
els of customization. So, the hurdle 
for providers to increase their posi-

tion remains high.

If a German buyer organization is 
looking into implementing or opti-
mizing sourcing strategies, specifi-
cally the co-operations with exter-
nal service providers, what are the 
core areas to focus on and where 
do you see the best opportunities 
in terms of cost saving and acquisi-
tion of additional skills?

The question requires a differenti-
ated answer. The best cost-saving 
opportunities start with a more 
rigid requirements management, 
typically ways before sourcing is 
considered an alternative. Here, rig-
id requirements does not mean to 
disrespect business needs. It simply 
means to stay tuned. 

In means of additional skills from 
a German buyer perspective the 
increasing lack of specialists re-
quires a look across the border. Ei-
ther near- as offshore the provision 
of very skilled persons is high and 
appears attractive in means of cost. 
Appears means, that the cost of 
management of near- and offshore 
sourcing engagements shall not be 
underestimated. The local culture 
and work ethics might differ signifi-
cantly. This typically leads to higher 
than expected cost of coordination. 
E.g. when offshore providers adver-
tise with high degrees of maturity, 
this conflicts with buyer organi-
zations which are less mature in 
concretely describing the expect-
ed product, feature or user story. 

INTERVIEW: PROVIDER SELECTION, PROJECT MANAGEMENT & BUSINESS RELATIONSHIPS



Page 44 The Outsourcing Journal “THE INTERVIEW EDITION Q3/2016” All rights reserved.

INTERVIEW: PROVIDER SELECTION, PROJECT MANAGEMENT & BUSINESS RELATIONSHIPS

The workforces of the provider 
will deliver what they have been 
asked for and not consider daily 
tuning of the requirements.

To the next element of my an-
swer: From both sides, provider 
and recipient, there is nothing 
more important than building 
relationship and keeping it sane. 
Depending on the capacities in 
provider management these re-
lations do not need to remain 
uniquely focused on a single 
provider. Honestly, whilst keep-
ing relationships sane, still the 
market mechanism has to be 
kept alive to keep dependency 
low. 

What are the hurdles for a 
pro-outsourcing decision, ex-
pressed by German clients?

German clients, as probably all 
others worldwide, love to have 
reliable and flexible partners. 
And the German ‘accounting & 
engineering’ culture drives the 
requisition to define prices of 
any screw, to add the ratio to the 
gut feeling of making the right 
decision. The less experiences 
international providers have 
with German buying centers, the 
more detailed price discussions 
might negatively impact the de-
manded flexibility. 

And sometimes the perspective 
is still on seeing the IT holisti-

cally as the backbone of the en-
terprise. Which should remain 
in-house. And, as described in a 
former section of the interview, 
even non-core services to the 
business might have been so 
customized, that any custom-
ized industrial and especially re-
ally industrialized offer might fail 
in the evaluation. 

Back to the previous strate-
gy question. It is important to 
understand from a business 
perspective which service are 
strategic and which do deliver 
highest business value. Less stra-
tegic and low added value might 
be a good choice to source from 
the outside. And with a chance 
of consequence serious savings 
can result from simply receiving 
a good industry standard in-
stead of requesting the mainte-
nance of the existing service.

What are the main difference 
between large and smaller ser-
vice providers and what con-
clusions can be drawn from 
that for sourcing strategies?

Typically, smaller providers ap-
pear to be more flexible.  … 
until they realize that divergent 
customization costs their mar-
gins instead of increasing their 
economies of scale. Small cloud 
providers are different. They 
understood by heart, that only 
highly industrialized offerings 
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guarantee growth of revenue 
and margin.

Larger service providers repre-
sent a more stable choice and 
less uncertainties. Especially 
during earlier stages of evalua-
tion and operation process they 
will impress with very skilled 
staff, presenting interesting 
change opportunities and in-
novations to process and tech-
nology. Rather soon after tran-
sition phase these innovators 
do typically hand over to a next 
center of excellence, before the 
contract is going to be operated. 
Still, from a German buyers per-
spective the international pres-
ence of large providers have to 
be taken into account, when the 
service sourced either has an in-
ternational character and serves 
users around the globe.

In means of the strategy the 
buyer shall as well consider his 
relative positioning versus the 
provider. Even if from a business 
comparison the deal can be con-
sidered a deal amongst equals, 
in fact the provider is a special-
ist, whilst the buyer typically has 
other areas of specialism. E.g. 
its IT department might be best 
in class in comparison to other 
companies in the same industry 
and is probably pretty custom-
er-oriented, but it probably lacks 
efficiencies in comparison to 
well established providers. 

Small buyer organizations might 
suffer over time from the ob-
served level of flexibility of larger 
provider organizations, its struc-
tures and rules and processes. 
And in case, their lever is proba-
bly less effective.

If large buyer organizations close 
deals with small provider organi-
zations they might find a flexible 
partner, which hopefully has the 
financial strengths to stand the 
deal and a strong enough back-
bone to deal with the massive 
amount of specialists caring for 
the contract and the operations.

From project management 
perspective, what are your 
suggestions to both sides – 
buyer and provider in order to 
secure the frictionless run of 
sourcing projects and to main-
tain a beneficial relationship?

The most important elements 
are to remain in an ongoing ex-
change, tracking of all observed 
obstacles and at least – com-
mon efforts to keep tracking lists 
short and current.

It helps both sides to clearly 
state, if any additional demand 
is going beyond the border of 
the contract or certain service 
quality was below expectations. 
Common workshops will estab-
lish a better understanding of 
each other’s positions, opportu-
nities and threats.
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And to establish a deep level of 
collaboration I recommend us-
ing a common workspace for a 
common set of contracts, min-
utes, process descriptions, track-
ing list aso. A common WIKI-like 
handbook with defined editing 
rights and documented chang-
es leads to immediate solutions 
and avoids discussions on validi-
ty of certain texts.

Which further suggestions 
you have for German buyer or-
ganizations on the operation-
al side when evaluating and 
running outsourcing projects?

By heart, I have a lot of sympa-
thy for the scene of cloud service 
providers. This sympathy is more 
directed to those smaller provid-
ers offering concrete business 
adequate solutions as services. 
I feel – and experienced – that 
these providers add value, since 
they keep the services simple 
and low-cost. Even larger buyers 
should consider these offers as 
options to free up resources for 
the upcoming chances of digi-
talized products and organiza-
tions.

More general speaking I can 
suggest to observe the market 
ongoingly and in advance to 
concrete decisions to meet re-
gional, provider-specific and as 
well overall opportunities result-
ing from the growing maturity 
of the market.  

And finally its worth carefully 
considering the advantages and 
disadvantages of the duration of 
contracts.

Thank you for this interview!

Roger Albrecht has more 
than 19 years of experi-
ence as a consultant – pri-
marily in the automotive, 
aerospace, telecoms and 
retail industries – he of-
fers excellent knowledge 
in the areas of organi-
zational development, 
change management up 
to C-level, management 
development programs 
and leadership coaching. 
Furthermore he is an ex-
pert in topics regarding 
the IT strategy (organi-
zation, sourcing, govern-
ance), developing and 
implementing IT sourcing 
strategies, transition and 
bid management, project 
management, ICT bench-
marking and post-merger 
integration (especially of 
IT companies).
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Client’s 
Challenges, 
Flexibility And 
Onboarding 
Practices
We interviewed Mr. Piet Schil-
der, Managing Director Of 
Execom about working mecha-
nisms on client side, flexibility 
and onboarding.

Interview
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Mr. Schilder, you have long years’ ex-
periences in technology and working 
in the field of IT- and software services 
with international clients.

During the panel discussion at the 
ITO&BPO Germany forum you were 
talking about the correlations between 
in-house and external services. Could 
you please share your main insights into 
the working mechanisms of companies 
on client side in the field of IT and how 
exactly the reduction of in-house re-
sources towards external resources has 
contributed to better results for both IT 
and the businesses itself?

There are two angles here. 

Firstly, the IT domain has technically be-
come so dynamic, that companies can not 
simply have all relevant technologies in-
house. We see at Execom that we become 
more and more a knowledge partner. 
Over the past 20 years we have developed 
strong expertise and best practices and 
built numerous solutions. So, we can give 
strong input on  what the best technical 
approach for a project could be. Together 
with the client we choose the best solu-
tion for the job, but clearly: from simply 
offering hands we offer brain more and 
more.

Secondly, projects often require quick up 
and down scaling. To retain a competitive 
advantage or to quickly adapt to custom-
ers’ needs there are always demand peak 
at our clients. Adapting in-house teams to 
address demand peak is economically not 
wise, so our clients need  a flexible sourc-
ing. At Execom we call it being a ‘flexible 
shell’ around the clients in-house team. 

Flexibility is one of the most interesting 
points in co-operations with external 
service providers. What are clients ask-
ing for today and how do you achieve 
flexibility in the co-operation model?

Like said above, flexibility is the key. Here 
the size of the provider jumps in. We see 
at Execom that, since we are a 100+ em-
ployee company, we can cope with the 
demand of our different clients over time 
rather easily. Further, we have a certain 
buffer of talent that we can allocate to 
projects when needed.

Apart from that, we closely align with 
the management of our clients. That tells 
us what the product strategy is and how 
the project funnel looks like. This way we 
are part of the planning process and are 
prepared for fluctuations in the team size. 
This approach allows  both client and Ex-
ecom for a good utilization of resources 
and thus to remain economically healthy 
as a company.

Part of the German business mentali-
ty is the thought and value of special-
ization. Now we have been looking at 
both – very specialized service provid-
ers and service providers with a more 
generalist model. From our perspective 
in a number of cases we tend to recom-
mend generalists over specialists. What 
are your thoughts on this, with keeping 
the perspective of the client in mind?

In the end it is a matter of finding the right 
person for the job, generalist or specialist. 
At Execom we have both flavors. Yes, for 
certain domains one could go for general-
ists in terms of .Net or Java. However, from 
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a provider perspective we see 
that with general skills it is dif-
ficult to make the difference for 
the client. Therefore, at Execom 
we have identified certain do-
mains, like technical automa-
tion and internet of things, 
where we excel at and where 
clients can experience deep 
domain knowledge and speed.

What are the most common 
mistakes committed on cli-
ent side when evaluating and 
entering into a co-operation 
with an extern partner like 
you? How challenging are 
these situations for you and 
what level of support in the 
process of evaluation, on-
boarding and project phase 
should clients be expecting 
in general from service pro-
vider side?

It is key to align the cultures, 
both company and national 
cultures. In the end, software 
development is about interac-
tion between people. So, the 
parties have to accept each oth-
er’s style and habits.  This starts 
with setting expectations right, 
careful project implementation 
and close involvement of the 
management. Once the rela-
tionship is running we see the 
DNA of our client and Execom 
normally melting together. For 
this process we have active 
on-the-ground account man-

agement in the countries we 
are active in. Really to build the 
bridge and …keep it intact.

Further, it is a matter to start 
small. At Execom we call it ‘de-
risking’ before actually starting. 
A small pilot allows establish-
ing communication lines and 
project management proto-
cols. Once those are in place, 
one can scale up. Oh yes, and 
another one: ‘The proof of the 
pudding is in the eating.’ If 
there is a need for an external 
service provider and/or the 
management sees it as part of 
the company  strategy: just try 
it.

Work done, all good, and 
now? What are your experi-
ences with finishing projects 
and finalizing a co-opera-
tion?

At Execom we see: a successful 
project is always the start of a 
new project. So relationships 
tend to stay. In our 20 years his-
tory we have only seen a few 
partnerships being stopped 
because of the crisis or change 
in strategy, but in other cases 
the partnerships stay forever.

Thank you for this interview 
Piet!

INTERVIEW: CLIENTS CHALLENGES, FLEXIBILITY AND ONBOARDING PRACTICES

Piet Schilder As a chem-
ist by education and pas-
sionate about technolo-
gy, Mr. Schilder started 
his career in the Life Sci-
ence and Medical indus-
try. In 1999 he contacted 
the founders of Execom, 
while looking for resourc-
es to speed up the soft-
ware development of a 
family of medical instru-
ments. This was basically 
the head start of Execom 
as nearshore partner for 
companies in Western 
Europe. In 2006 Mr. Schil-
der partnered with Ex-
ecom and took the role 
of business development 
and account manage-
ment, bridging cultures, 
languages and business 
rationale. This approach 
is the basis of many long 
term partnerships be-
tween Execom and its 
clients. Contact details: 
Execom, Piet Schilder, 
pschilder@execom.eu 

mailto:pschilder%40execom.eu?subject=
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Current Market Situation 
In Germany And Under-
standing Service Buyers 
And Providers
We interviewed Mr. Till Hahndorf, CEO of Sourceconomy and 
BW Business Bridge about his impression of the 
market situation in Germany, on hurdles for a speed-
ier development and the (mis-)understanding be-
tween buyers and service providers.

Interview
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Pictures: Brandenburger Tor, Luke Ma via flickr (Link)

Till, with your background in pro-
fessional software services, con-
sulting, working with both end 
clients in Germany and interna-
tional service providers, your ex-
periences in Eastern Europe you 
have a broad perspective on the 
topic of ITO and BPO in Germany, 
also in the mid-market segment.

From your perspective, how 
would you describe the overall 
current market situation in Ger-
many?

We seem to move towards a two-
tier industry: There’s a class of com-
panies embracing the global nature 
of the IT industry and even shaping 
it. These aren’t necessarily all cou-
rageous pioneers or bold first mov-
ers. Rather, they’re focused, deter-
mined players who have made the 
global challenge an intrinsic part of 
their IT value creation.

And then there’s the much bigger 
group of companies who still stand 
ignorant or fearful and seem to be 
suffering a mental blockade when 
it comes to outsourcing decisions 
across national borders. 

And while I’m far from applying 
Global Sourcing as a remedy for 
every imaginable IT challenge, I’m 
astounded to see how far away 
from a rational and fact-based de-
cision making process most com-

panies in IT still are. With a thriving 
economy and an agonizing short-
age of IT skills, these are the days to 
find yourself a partner outside your 
own market and utilize this part-
ners’ capacities as an integral part 
of your value creation. If you can’t 
do it today, when will you?

Capacities, talents, mature com-
panies and business models are 
all available very close by at the 
nearshore destinations in Eu-
rope. However the development 
of the ITO and BPO market in 
Germany was and is comparably 
slow. From your conversations 
with clients and providers, what 
do you think are the reasons for 
that?

We asked the member s of the Ger-
man 600-member-strong IT cluster 
“bwcon” this exact question, and 
the answer was quite simple: Ger-
man companies don’t know who 
they should talk to. The sales pres-
sure on an average German compa-
ny is tremendous, they receive liter-
ally hundreds of calls, emails, faxes, 
newsletters, white papers etc. every 
week. No one knows what to make 
of all this information. And even if a 
German company somehow arrives 
at a shortlist of potential partners 
abroad, no one can actually evalu-
ate their references. Non-German 
references don’t work inside Ger-
many, that’s a fact.

https://www.flickr.com/photos/lukema/8742498323
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This is the buyer side. Which hur-
dles or gaps do you see on pro-
vider side, that prevent German 
buyers from using ITO/BPO mod-
els?

The providers I meet are mostly 
professional players and I’m regu-
larly impressed by the level of ma-
turity, their process quality, their 
disciplined approaches in their 
actual work. And understandably, 
most providers speak about their 
successes, their achievements, their 
skill set, their portfolio with a cer-
tain pride and the expectation that 
certainly this will impress the other 
side?

To my experience, the contrary 
is true: All these proud messages 
about “our skills” and “our clients” 
and “our technologies” aren’t sig-
nals, they’re noise. If just once a 
provider could seek to understand 
first, then to be understood, he 
would rise above the noise level. 

Providers should instead speak 
about their clients’ issues, their cli-
ents’ challenges, their clients’ skills 
shortages. Their deadlines in pro-
jects. Maybe one provider really 
knows what keeps his clients awake 
at night, what really bothers them? 
I’d always prefer to speak to some-
one who I feel has a deep and wide 
understanding of my situation – 
rather than being full of himself.

Being cheap is over. Being really 
good, really reliable and bring-
ing mostly unrecognized value to 
their clients is the new reality on 
service provider side. With your 
personal insights in the different 
destinations and also the buy-
er side, what needs to be done 
that both sides gain more under-
standing for each other?

The old mantra of walking a mile 
in your opponent’s shoes is very 
applicable in the global IT indus-
try. Only if you understand what 
your partner’s market position is 
you can be a good counterparty. 
You’ll avoid being taken for a ride, 
and you’ll avoid asking for impos-
sible concessions – both of which 
are highly desirable qualities in any 
business setting, global or local. Do 
you really know what fights your 
partner in a nearshore destination 
has to put up to recruit and retain 
his good developers? Do you re-
ally have to negotiate another 5% 
off the daily rate? Or wouldn’t you 
rather have everybody around the 
table be able to breathe and be sta-
ble, reliable partners who actually 
love working for you?

Looking at the shortage of skilled 
labor in Germany it also limits 
German IT companies and also 
BPO companies to exploit their 
actual growth potential. Now in-
vestments / mergers / take overs 
in other countries, specifically 

INTERVIEW: CURRENT MARKET SITUATION IN GERMANY ...
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the sourcing destinations could 
be a way for growth. Do you see 
any examples or trends for that?

When acquisitions in other coun-
tries -particularly in the software/
services industries- are discussed, 
we need to be absolutely clear on 
the expectations: How will the new 
entity perform, who’s running the 
show “over there”, how do we han-
dle post-merger hiccups, how do 
our new colleagues on all levels 
adapt to the fact that they’re no 
longer a local company but an in-
ternational one now. Do we real-
ly want the market mechanism of 
demand and supply between our 

companies abolished? Is it realistic 
to assume that the future will be 
more profitable by acquiring the re-
mote company instead of partner-
ing with them? I rarely find these 
questions answered satisfactorily, 
and quite frankly, I have yet to find a 
successful integration of a “remote” 
production backend into a German 
company. What I have seen imple-
mented many times are resilient 
and profitable partnerships across 
borders – separate ownership, 
common goals. Works beautifully if 
you know how to do it.

Thank you for this interview Till!

Till Hahndorf is economist 
by education, technology en-
trepreneur by experience and 
international cooperation ar-
chitectby credo. Former con-
sultant with Accenture and  
board  member  of  a US/Asian 
software company(Allgeier 
Group). Accredited business  
coach on digital technology 
and entrepreneurship, mem-
ber of bwcon Management 
Coaching Group. Leader of bw-
con‘s „Special Interest Group 
Globalisierung“, cofounder and 
board member of BW  Business   

Bridge, evaluating and supporting foreign companies for the Ger-
man IT market. Director of Sourceconomy GmbH, handling software 
development projects involving German clients and foreign ven-
dors. 



Portugal’s Increasing 
Reputation As Nearshore 
Destination in Europe
An overview by Guilherme Ramos Pereira, Secretário General, 
Associação Portugal Outsourcing (APDC / Portugal Outsourcing 
Association)  

Destinations

Picture: Lisbon, Author: Alexander De Leon Battista via flickr (Link)
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Portugal is being repeatedly con-
sidered by several international ICT 
stakeholders as a location on which 
organizations are increasingly fo-
cusing on regarding opportunities 
to source in developed markets, 
taking advantage of the availability 
of mature skills and existing state of 
the art communications infrastruc-
ture, its business domain expertise 
and political stability, and last but 
not least EU membership on what 
refers to economic and legislative 
security. 

In fact, several criteria such as the 
above and others like proficiency 
in foreign languages, high quali-
ty of the educational system and 
cultural compability, as well as 
government support, global and 
legal maturity and data/IP securi-

ty and privacy, are on the basis of 
a very significant transformation of 
the Portuguese ICT based services 
ecosystem throughout the last few 
years.

According to an October 2015 in-
dustry study carried out by APDC/
Portugal Outsourcing (in collabo-
ration with NSBE - Nova School of 
Business and Economics), Portugal 
compares very positively against 
some of the ‘traditional’, eminently 
cost competitive nearshore desti-
nations. And when applying both 
an own developed Framework that 
observes key analysis dimensions 
such as Country, Infrastructures, 
Competences and Costs, and the 
TAVAAS Framework (Talent-based, 
Value-adding and Advanced Sourc-
ing, developed by Professors Ilan 
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Oshri and Julia Kotlarsky from 
the UK based Loughborough 
University), which consists of an 
attractiveness assessment of an 
offshoring or nearshoring desti-
nation composed by six factors 
(Market Potential, Risk, Costs, 
Infrastructure, Environment and 
Skills), Portugal leads the near-
shoring way.

It’s not by accident that dozens 
of renowned global corpora-
tions --  outsourcing customers 
and services providers -- are in-
vesting in Portugal by setting 
up operations (contact centers, 
competence centers, captive 
market models and R&D centers) 
and contracting services to Por-
tuguese providers and others 
operating in the country.

Repassing some of the strengths 
highlighted throughout the 
beforementioned  study, what 
comes out of the Costs analysis 
is a mix of low wages, flexible 
labour laws and low real estate 
costs and existing framework of 
national grants and incentives to 
promote job creation; Skills wise, 
Portugal is strong in the quality 
of scientific research institutions 
and access to scientists and en-
gineers, as well as sourcing man-
agerial and language skills, and 
equipped with a strong service 
mentality flexibility and cultural 
adaptability, to what adds a low 
turnover level in a country that 
is gifted with both quality of life 

and lifestyle standards; Environ-
ment wise, research reveals that 
Portugal is ahead of its com-
petitors with regards to Growth 
Performance on Innovation, 
Networked Readiness Index and 
Ease of Doing Business, provid-
ing support measures in place to 
job creation, R&D and produc-
tive investment, being a market-
place that counts with the pres-
ence of the leading outsourcing 
vendors; Infrastructures wise, 
Portugal is known for its road 
and airports’ availability and top 
quality, side by side with its in-
ternet bandwidth speed/overall 
ICT infrastructure; Risk Profile 
wise, a low inflation rate, the 
absence of political and social 
threats and safety concerning 
intellectual protection and data 
privacy are strong pluses; and 
Market Potential wise, research 
clearly identifies the massive 
installment of centers to serve 
near/offshore markets and a ma-
ture outsourcing local market.    

We have in fact been witnessing 
a dramatic transformation of the 
ICT based services’ ecosystem in 
Portugal throughout the last few 
years and such business services 
have been the main driver of to-
day’s knowledge-based econo-
my. 

As a clear demonstration of Por-
tugal’s features and potential we 
are observing global reference 
events and initiatives heading to 
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Portugal and happening throughout the country, with a very strong and 
proactive involvement from stakeholders such as municipalities, academia 
and scientific institutions – and always side by side with a very energetic 
startup and entrepreneurship vibe that’s really shaking us. Should you or 
your organization would like to know more please do not hesitate to con-
tact us.

APDC is a business association that aims to promote and lever-
age the Telecom, IT, Media and other related areas of activity 
through several networking initiatives and its articulation with 
the civil society. 

Together with its vertical, independent Portugal Outsourcing 
Chapter, APDC is a very consolidated business association with 
strong national and international presence and recognition 
which ensures and promotes interfaces between the academic 
and scientific worlds and the business environment.    

www.apdc.pt

Guilherme Ramos Pereira is the Gen-
eral Secretary of Associação Portugal 
Outsourcing since its foundation, in 
September 2008. His both academic 
and professional experiences, having 
finished his secondary education in the 
United States of America and worked 
several years in Spain and France as in 
internal auditor for Philips Electronics, 

were determining in the enthusiasm he puts in his role within Associação 
Portugal Outsourcing towards the achievement of the Association’s goals 
of the national and international promotion of the offer of the outsourc-
ing services in Portugal as well as in the potentiation of the installment 
of competence centers by multinationals in Portugal. Guilherme finished 
his Business and Administration degree in Lisbon, and before his collab-
oration with Associação Portugal Outsourcing he has had several other 
professional experiences in companies operating in different sectors of 
activity and in developing own business projects.

http://www.apdc.pt
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UPCOMING ITO/BPO INDUSTRY EVENTS

Want to announce an ITO/BPO/SSC business event in Europe here? Get in touch: info@outsourcing-journal.org

Nov 22  2016, 
Vienna, Austria

European BPO Forum
The European BPO Forum brings together BPO providers and beneficia-
ries, focusing on specific needs and customized solutions. We would like 
to invite you to this ... http://outsourcing-journal.org/european-bpo-...

Oct 6th/7th 2016, 
Warsaw, Poland

Mazars CEE Business Forum 2016
MAZARS, one of the leading Busines Process Outsourcing companies, is 
inviting to its Mazars CEE Business Forum 2016 on 6th and 7th October 
2016... http://outsourcing-journal.org/mazars-cee-busin...
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Nov 17th 2016, 
Zurich, Switzerland

Smartsourcing+ Forum 2016
A unique opportunity to establish strategic nearshore partnerships - So-
fia, Bulgaria, 28 July 2016 The first Smartsourcing+ Forum will be a full 
day event held at... http://outsourcing-journal.org/smartsourci...

Nov 21st - 24th  
Berlin, Germany

Shared Service Woche 2016
Über 280 Teilnehmer kamen zur 10. Shared Services & Outsourcing 
Woche 2015 in Berlin zusammen und profitieren von dem vielseitigen 
Programm ... http://outsourcing-journal.org/shared-service-...

Oct 10th - 13th 
Budapest, Hungary

Eastern European Shared Services Week
Now in its 10th year, The Eastern Europe Shared Services Week has be-
come the foremost knowledge platform specifically designed for practi-
tioners. ... http://outsourcing-journal.org/10x-eastern-eu...

ENGLISH

POLISH / ENGLISH

ENGLISH

GERMAN

ENGLISH

Oct 12th - 14th 
Vilnius, Lithuania

Strategic Shared Services - Baltics
Sensing the increasing importance of the sector in this fast growing Nor-
dic market, the first international conference on shared service centers’ ...  
http://outsourcing-journal.org/vilnius-welcomes...ENGLISH

Oct 6th 2016
 Vienna, Austria

19th CCC Convention, Vienna
Customer Care Experten sprechen über Kundenservice Strategien, bei 
deren Umsetzung sie innovative, außergewöhnliche und teils auch un-
konventionellen ... http://outsourcing-journal.org/19-ccc-convention...DEUTSCH / 

ENGLISH

mailto:info%40outsourcing-journal.org?subject=Event%20partnership%2C%20OJ%20Special%20Editions%20Listing
http://outsourcing-journal.org/european-bpo-forum-nov-22nd-vienna/
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http://outsourcing-journal.org/10x-eastern-european-shared-services-week/
http://outsourcing-journal.org/vilnius-welcomes-the-first-international-ssc-conference-in-the-baltics/
http://outsourcing-journal.org/19-ccc-convention-06-10-vienna-inspirierender-kundenservice/
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ORGANIZATIONS

Together we can climb any SAP mountain! If you 
are seeking a highly qualified team of experienced 
consultants and developers specializing in the im-
plementation and development of the SAP system, 
here we are!
Specialists from BTech are ready to help your com-
pany at any time. Our staff have from a few to sever-
al years of experience in SAP and present a custom-
er friendly approach.
We guarantee to give you our expertise, commit-
ment and knowledge on every stage of the process 
of SAP implementation. And we can do it through 
our Skills Pack, a system tailored to your needs. It 
combines the features of employee leasing, consult-
ing and training.

BTech is a Polish company based in Wroclaw, Poland. 
We specialize in the implementation, programming 
and development of SAP systems, in particular SAP 
ERP, SAP PI/XI, SAP Fiori, UI5.
Areas of expertise
•	 ABAP programming 
•	 Development and implementation of SAP ERP, 

SAP PI/XI, Fiori, UI5
•	 Mobile technologies
•	 SAP Workflow
•	 Dialog programs and report design and imple-

mentation
•	 BAPI, BADI, EDI, IDOC, RFC interfaces
•	 SAP consulting
•	 Project management

BTech Sp. z o. o.
Kwiska 162, 54-210 Wroclaw, Poland
Phone: +48 71 734 50 00 
Email: biuro@btech.pl
Web: www.btech.pl 

ADASTRA is an international consulting company 
that creates synergy by consulting and supporting 
businesses around the world through our command 
of modern technologies. We have built and continue 
to develop our dominant position in the field of Infor-
mation Management in our key competencies – Data 
Warehousing, Data Integration, Master Data Manage-
ment, Data Governance, Data Quality, Big Data and 
Advanced Analytics. 

At ADASTRA, we specialize in Information Manage-
ment: comprehensive and targeted services that 
streamline your business processes, upgrade your 
technology infrastructure, and unlock the value of 
your data assets and investments. More than a dec-
ade of experience across industries leveraging all the 
market-leading technologies means quality deliv-
erables, rapid time-to-market, and superior perfor-
mance.

Our more than 900 consultants worldwide have 
earned their abundant experience and know-how 
while delivering hundreds of projects for some of the 
world’s leading firms. 

ADASTRA believes in investing in education and 
knowledge sharing and our consultants represent 
this value as they strive to keep pace with the new-
est technologies available on the market. We use the 
most sophisticated methodologies to guarantee the 
successful implementation and realization of our 
projects.

We help you to get the best out of your business.

ADASTRA GmbH
Niedenau 36, 60325 Frankfurt
Tel. 069 713 779 790
Email: infode@adastragrp.com
Web: www.de.adastragrp.com

Page 63The Outsourcing Journal “THE INTERVIEW EDITION Q3/2016” All rights reserved.

mailto:biuro%40btech.pl?subject=
http://www.btech.pl
mailto:infode%40adastragrp.com?subject=
http://www.de.adastragrp.com


ORGANIZATIONS

Capita is one of the leading European outsourcing 
service providers and, in addition to classic customer 
management, it also offers omni-channel solutions 
and models for digital transformation. We carry out 
sustainable and future-orientated customer man-
agement solutions; both industry-specific and mul-
tilingual.

Capita plc - Capita, headquartered in London, is one 
of Europe’s largest outsourcing companies in the 
areas of customer relationship management, busi-
ness process outsourcing, software, and consulting. 
Founded in 1984, Capita has become one of the most 
successful outsourcing specialists in the UK market 
through its organic growth and targeted acquisitions. 
As a FTSE 50 company with over 75,000 employees 
and an annual turnover of about EUR 6 Billion, today 

Capita not only stands for excellence in outsourcing 
at the highest level, but also for financial strength 
and stability.

Capita Europe - In 2011 Capita opened its first loca-
tion on the European continent in Krakow to initiate 
demanding nearshore projects. In 2014, three inde-
pendent brands were taken over in German-speak-
ing Europe and in July 2015, all of these companies 
were unified as the independent Europe Division 
under the single brand Capita. Today, with around 
7,650 employees, Capita Europe offers customized 
Customer-Management and BPO-solutions from a 
single source nationwide in each country in Germa-
ny, Austria, Switzerland and Poland.

For more information visit www.capita-europe.com
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BULPROS is leading IT Solutions & Services provid-
er in SEE, specialized in Cloud, Security and Digital 
Transformation with focus on Technology and Tele-
communications, Financial Services and Insurance, 
Healthcare. 

BULPROS ranks 1st in Bulgaria and 12th fastest grow-
ing technology company in Central Europe accord-
ing to Deloitte’s latest report “Technology Fast 50 in 
Central Europe”.

Part of the BULPROS family are INTRACOL InteQrity. 
innotec, INNEXYS. The group of companies has es-
tablished successful partner relations with Fortune 
500 IT companies such as Microsoft, Cisco, IBM, Un-

isys, Siemens, T-Systems, SAP, Hortonworks, MapR, 
Red Hat and Oracle.

BULPROS
Reuterweg 49, fl. 5 60323 Frankfurt am Main, 
Germany

Ms. Denitza Mihova
Phone: +359 88 966 2204
Email: Denitza.Mihova@bulpros.com
Web: www.bulpros.com

http://www.capita-europe.com
mailto:Denitza.Mihova%40bulpros.com?subject=
http://www.bulpros.com


Catalonia Trade & Investment is the public agency that 
works to attract foreign direct investment to Barcelo-
na and Catalonia, promoting the area as an attractive, 
innovative and competitive business location. With 
headquarters in Barcelona, Catalonia Trade & Invest-
ment also operates from 36 offices around the world.
A multidisciplinary team works in the fields of invest-
ment and international commerce, and technological 
innovation and technological cooperation. Our suc-
cess lies in offering a pro-business approach and tai-
lor-made solutions.

Business Guide
•	Getting	started

•	Work	permits
•	Employment	system
•	Tax	system
•	Financial	incentives
•	FDI	legislation

Services for investors
•	Investor	information
•	Project	management
•	Business	location
•	Financing	and	incentives
•	Reinvest	&	Expand	from	Catalonia	
•	Find	Industrial,	Technological	&	Business	Partners

Contact in Germany for SSC: ACCIO / Catalonia Trade 
& Investment Wirtschaftsförderung Katalonien

Claudia Jehle, Area Director Invest
Kronenstr. 39, 70174 Stuttgart
Tel. +49 (0)711 66976 0
Email: cjehle@catalonia.com
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Code Runners is a development agency with interna-
tional experience, focusing on customized solutions 
for data visualization and analysis. We rely on the 
agile methodology to make users an integral part of 
the design process and ensure the end product is the 
best fit for their needs.

We rely on the Scrum methodology, structuring our 
work in weekly sprints and discussing the separate 
steps with our customers.

During the past 4 years, we’ve crafted beautiful mar-
keting dashboards, NPS dashboards and data man-
agement systems for companies along the lines of 
Philips, Coca Cola, Chanel and Heidelberg Cement.

We also have experience with creating MVPs stay-
ing true to the lean way – flexible and efficient idea 
development. Working with disruptive startups, we 
help teams with software development capabilities, 
as well as business strategy along their way to suc-
cess.

Code Runners
Alexander Malinov Blvd 23, 1784 Sofia, Bulgaria

Mr. Milen Spasov
Phone: +359 889 347 200
Email: sales@code-runners.com
Web: www.code-runners.com

mailto:cjehle%40catalonia.com?subject=
mailto:sales%40code-runners.com?subject=
http://www.code-runners.com
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Edvantis Software is a premier, internationally pres-
ent vendor of value-added software engineering and 
consulting. With its 200+ IT professionals located in 
our delivery centers in Eastern Europe, Edvantis helps 
its clients from Germany, Austria, and Switzerland 
cost-effectively implement high-tech solutions.

Edvantis works to deliver beyond any given software 
project’s scope and budget. Our R&D Labs, which 
continuously monitor the most important innova-
tion trends and help our clients stay on top of emerg-
ing technologies, is one excellent example. Edvantis 
is committed to remaining thoroughly responsive 
and easy to work with. Upon completely compre-

hending the client’s requirements and business cir-
cumstances, Edvantis delivers the best possible value 
to projects of all types and sizes, applying a number 
of specialized technology enablers and service lines. 
Edvantis’ work culture carries a strong set of values 
and principles, which radiate proactivity, commit-
ment, and a “can-do” attitude. Our teams are regular-
ly referred to by our clients as the strongest software 
development task force they’ve ever used, in house 
or contracted. 

Edvantis Deutschland
Europaplatz 2, 8. Et., 10557, Berlin, Deutschland

Sergiy Sumnikov (Deutsch, English)
Phone: +49 30 408 192 333
Email: sergiy.sumnikov@edvantis.de
Web: www.edvantis.de

Mit nur einem Gespräch stehen Ihnen 8 qualifizierte 
IT- und Entwicklungsdienstleister aus Osteuropa 
zur Auswahl. CONINTEC repräsentiert ein Portfolio 
von 8 hochkarätigen Dienstleistern aus Armenien, 
Rumänien, Russland/ Weißrussland und der Ukraine. 
Die Gesamtkapazität beträgt mehr als 1000 IT-Spe-
zialisten, Entwicklungs- und Testingenieure.

Die eigentümergeführten Unternehmen bieten Ih-
nen nicht nur regional bedingte Kostenvorteile, son-
dern stehen für langfristige Innovation, Sicherheit 
und Partnerschaft. Sie erfahren dadurch Dienstleis-
tungen über den kompletten Life-Cycle: 
Konzeption – Implementierung – Betrieb:
- Consulting (tw. zertifiziert) in SAP, HANA, TIBCO, SIE-
BEL, KONY, BizTalk, Sharepoint,…

- Kompetenz in Business Intelligence, Business Pro-
cess Software, Cloud, eCommerce, embedded Pro-
gramming, Enterprise Mobility, Internet, mobile Plat-
tformen sowie in speziellen Bereichen wie Big Data, 
GIS-Routing, Autonomer Flug, IT Security, Modelling, 
ePayment, Virtual Reality u.v.a.m.
- Ein breites Technologieportfolio mit android, angu-
lar.JS, C/C++/C#, HTML5, Hybris, iOS, JAVA, JavaScript, 
J2EE, .NET, (no)SQL, PHP, Python, Solr, etc.
- deutsch/englischsprachige IT Services (Administra-
tion, (1.), 2. und 3. Level Support, 24/7)

Qualität, für Sie verifiziert und durch namhafte 
Kunden in Deutschland und der Schweiz bestätigt.
Seit 25 Jahren Erfahrung in international verteilter 
Entwicklung und seit mehr als 10 Jahren Spezialisi-
erung auf osteuropäische Dienstleister – Kompetenz 
für Sie:

Contact: Dr.-Ing. Hans Schwendner, Inhaber
Phone: ..49 (8031) – 2679-35
Email: h.schwendner@conintec.de
Web: www.conintec.de

mailto:sergiy.sumnikov%40edvantis.de?subject=
http://www.edvantis.de
mailto:h.schwendner%40conintec.de?subject=
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EFF was established as an accounting and finance 
center by the Swedish stock-listed Duni Group in 
2005. The project turned out a success for Duni, sur-
passing expectations by achieving more than 50% 
cost reduction and improving quality within core 
functions as well as in other functions. 

Since 2011 EFF offers its services also to external cli-
ents. This business has since grown significantly. EFF 
fills the gap between traditional local accountants 
and large-scale outsourcing providers. 

EFF’s typical clients are international corporations 
with a turnover between 100 and 2000 MEUR. We 
provide not only transaction processing services but 
we also work as trusted advisors. Our clients benefit 
from our experience and they can thereby minimize 
project costs and start-up risks.

Duni EFF Sp.z o.o.  Ul.Krolowej Jadwigi 43, PL-61 872 
Poznan, Poland

Krister Gullström, General Manager, EFF
Direct +48 61 65 60 711 
Mobile +48 609 560 029
Web: www.eff.finance

Build your knowledge out of a jigsaw - We present a 
new way of providing outsourcing services – custom-
er-driven and company tailored solutions in the train-
ing and consulting areas. What makes us different? 
Flexibility, openness and most of all– that we focus 
on the human aspect of any training. For these rea-
sons we meet our clients’ needs and work for and with 
their employees onsite. Our flexibility is expressed 
in our readiness to tailor our programs to the work 
schedules of our customers. And the way we do it is 
called… Knowledge Puzzles. The training program is 
composed of pre-prepared cycles that our customer 
can choose according to his needs, level of experience 
and time he wants to devote to the training program. 

This is the end of boredom! We focus on practice and 
interaction with the participants. Our advantages are: 
professional training courses in finance and account-
ing, and SAP conducted in an interesting way.

Areas of expertise
•	Training	courses	for	SSC	(and	BPO,	R&D,	IT,	ITO,	GBS,	
GBC, COE centers)
•	Consulting	in	the	area	of	Shared	Services	Centers’	cre-
ation and management
•	Creation,	development	and	evaluation	of	competen-
cy development programs (CDP’s)
•	Training	needs	identification	and	analysis
•	Modern	training	courses	based	on	short	blocks	called	
“knowledge puzzles”
•	Developing	simulation	games	which	boost	the	train-
ing effects

eTCC sp. z o.o. sp. k., Kwiska 162, 54-210 Wroclaw, Poland
Phone: +48 71 735 12 09
Email: office@etcc.pl
Web: www.etcc.pl
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IGNITE MY SALES is a novel sales consultancy and 
advisory, increasing productivity and sales profitabil-
ity through implementation of new sales processes 
and structure, tailored toward your sales team. Our 
unique sales methodology and phone-script-struc-
ture will enable the seller to deliver a fluid and re-
sponsive sales pitch, which is optimized based on 
closing on the agreed objective. 

IGNITE enables you to enhance your sales activity, 
-processes and -conversions by deploying our cross 
platform Seller Performance Management system 
(SPM).  Our propriety technology SALES MARSHAL 
(beta) collects, records and evaluates your sales 

teams’ KPIs, and automatically creates a conversion 
based sales script, to optimize sales conversions. Sales 
Marshal’s script structure allows several variations of 
questions, statements, tailored to a prospect’s mood 
and responsiveness. Based on generated data, Sales 
Marshal will automatically learn which statements 
and scenarios are more likely to deliver the desired 
outcome and guide a seller through the pitch. SALES 
MARSHAL recommends what question to ask during 
the phone conversation-, how to sidestep-, to over-
come- or to pre-empt an objection. Situations where 
an unexpected question at the wrong time would 
throw the seller off the pitch, are situations of the 
past.

Our Executive Advisory & Mentoring program is de-
signed to help Executive Management to structure 
and execute necessary changes within their sales 
teams. 

More Information: hello@ignitemysales.com

Execom is a software engineering company focused 
on the complete development cycle - from idea, de-
sign and production to maintenance of complex soft-
ware solutions. The company was established in 1995 
and is a pioneer in nearshoring IT services. 

With headquarters in Novi Sad, Serbia, a prominent 
University center, Execom attracts the best-in-class IT 
specialists. Through our office in The Netherlands, we 
assure nearby account management and high level 
project supervision. 

Execom is a tech-driven company. With 115 aca-
demic and skilled engineers on board, we have built 
a strong track record with industry leading clients. 
We develop long term partnerships with our clients 
based on: (i) anchoring domain knowledge in the 

teams (ii) pro-active technical de-risking of projects, 
(iii) use of latest and lasting technologies and (iv) 
strong operational integration of processes.
Our expertise spans across several industries: 
−       Technical Automation
−       Diagnostic & Medical Devices
−       Business Process Automation
−       Telecommunications
−       Finance & Banking
−       Home Automation
−       Broadcasting & Multimedia
−       Mobile Solutions
−       Internet of Things / Cloud Solutions
 
During the last 20 years, successful partnerships have 
been established with the clients from Germany, The 
Netherlands, UK, France, USA, Switzerland, Belgium, 
Austria, the Czech Republic and Russia.

For more information, please visit www.execom.eu or 
contact us directly at pr@execom.eu

mailto:hello%40ignitemysales.com?subject=
http://www.execom.eu
mailto:pr%40execom.eu?subject=


ikubINFO is the Largest Engineering Software Com-
pany in Albania, with more than 70 Certified Soft-
ware Engineering Professionals, founded in 2007, 
provides services and solutions to public and pri-
vate sector, such as e-Government, Local Govern-
ment, Financial Management, Public Administration, 
Healthcare, Education, Banking, Telecommunica-
tion, etc. Through professionalism, commitment and 
high quality of work, we have positioned our compa-
ny as a Reliable Partner for our clients not only in Al-
bania but also in Austria, Italy, UK, Romania, Kosovo, 
Bosnia and Hercegovina, etc.  ikubINFO holds the 
status of Gold Partner for both Microsoft and Ora-
cle. We have also been certified for 5 International 
ISO Certifications in: 
• ISO 9001-2015 - Quality management
• ISO 27001:2013 - Information security management 
systems

• ISO 20000-1:2011 - Service management system
• ISO 14001:2004 - Environmental management 
systems
• OHSAS 18001:2007 - Occupational health and safe-
ty management systems

We work with both Agile and Iterative methodol-
ogies to manage our projects and development 
teams in order to effectively comply with custom-
ers’ needs and requirements. ikubINFO main areas 
of expertise include: 
• Software Analysis and Development
• Document and Record Management Solutions
• Web Portals
• System Integration Services
• GIS Services
• Project Management
• Maintenance and SLA Services

Contact us!
Rruga Abdyl Frasheri, EGT-Tower, P. 11/1, 2nd floor, 
Tirana, Albania. 
Phone: +355 4 22 35 731 
E-mail: info@ikubinfo.al 
Website: www.ikubinfo.al 
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Headquartered in Bucharest, Romania, with offices in 
Rotterdam and London, InCrys provides
•	 Dedicated	Development	Teams,	
•	 Software	Development,	
•	 IT&C	Infrastructure,	
•	 and	 IT	 Consulting	 Services	 	for	 clients	 in	
Western Europe, USA and Canada.  

InCrys aims to balance experience and enthusi-
asm in the IT and Software Development world. 
Now one of the leading technology companies in 
Eastern Europe, we started out in 2000 as a private-
ly-owned-and-managed business. Our foresight 
and ongoing desire to evolve have continuously 

attracted partners and talent of equally bold vision 
throughout the past 15 years. This enabled us to ma-
ture and diversify our expertise, without compromis-
ing any of our innovation-inducing enthusiasm.  We 
believe in finding the project-specific best solution, 
by encouraging transparency and building trust. Lat-
est technology, our active investment in our people, 
worldwide-compliant Agile methodologies, emerg-
ing and established programming languages, and 
the uniquely-creative-InCrys-touch are some of the 
main assets we involve in delivering state-of-the-art 
Software Solutions. 

Contact:
Dr. Andrei Sandu, CEO
Email: andrei.sandu@incrys.com 
Web: www.incrys.com

mailto:info%40ikubinfo.al?subject=
http://www.ikubinfo.al
mailto:andrei.sandu%40incrys.com?subject=
http://www.incrys.com
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microfin – Beratung für Outsourcing und IT-Kos-
tenoptimierung

• Ist Outsourcing eine sinnvolle Alternative zum 
  Eigenbetrieb? 
• Was kann durch ein Outsourcing gespart 
  werden, und wie geht man am besten vor? 
• Wie lässt sich die IT effizienter gestalten? 
• Wo können Kosten eingespart werden?

Sie kennen diese Fragen? microfin hat die Ant-
worten für Sie! Denn: Ihr Outsourcing erfolgreich 
gestalten und Ihre IT-Kosten nachhaltig senken, 
das ist unser Auftrag. Top-Entscheider aus der IT, 
der Organisation und dem Bereich Finanzen unter-

stützen wir dabei, ihre Sourcing- und Kostenziele 
bestmöglich zu erreichen. Dabei kommt unseren 
Kunden nicht nur unsere langjährige Erfahrung 
aus zahlreichen Projekten zu Gute, sondern auch 
unsere Unabhängigkeit und unser Know-How-Mix 
aus Betriebswirten, Informatikern und Juristen.

Wünschen Sie Beratung, Projektmanagement 
oder ein Coaching? Wir unterstützen Sie ganz 
nach Ihren Bedürfnissen. Besonderen Wert legen 
wir dabei auf eine vertrauensvolle Zusammenar-
beit und wollen in erster Linie eines: Dass Sie sich 
gut beraten fühlen! Nutzen Sie das Potenzial Ihrer 
IT - wir zeigen Ihnen, wie!

microfin Unternehmensberatung GmbH
Kaiser-Friedrich-Promenade 12
61348 Bad Homburg
T +49 (6172)-177630
E: info@microfin.de
W: www.microfin.de

Mit InterVenture zum eigenen Nearshore-Entwickler-
team. Schnell. Kosteneffizient. Nachhaltig. 

InterVenture ist ein Schweizer Nearshoring Unterne-
hmen, spezialisiert auf den Aufbau kundeneigener 
Entwicklerteams in Serbien. Unsere Kernkompetenz 
liegt in der Rekrutierung, Etablierung und Betreuung 
von kundeneigenen Software Entwicklern in unser-
em Nearshore Center in Belgrad.

Ihre Vorteile im Überblick

Hochqualifzierte Fachkräfte – Sie erhalten Zugang zu 
Top-Entwicklern für Java, .NET, C/C++, Web, Mobile 
und weiteren State-of-the-Art Technologien.

Signifikante Kostenvorteile – Sie sparen mehr als 50% 
Ihrer Kosten im Vergleich zum Aufbau eines gleichw-
ertigen Teams bei Ihnen vor Ort.

Schnelle Rekrutierung – Die gute Verfügbarkeit von 
IT-Fachkräften in Serbien ermöglicht einen raschen 
Teamaufbau in nur wenigen Wochen.

Effiziente Zusammenarbeit – Sie erhalten Ihre eige-
nen festangestellten Nearshore-Mitarbeiter, 
die direkt und unter Ihrer Führung für Sie arbeiten.

All-Inclusive Service – Rekrutierung, HR-Service, In-
frastruktur, Administration und Support – alles aus 
einer Hand und zu einer fairen und transparenten 
Monatspauschale.

Kontakt: 
InterVenture Nearshoring GmbH     
Luegislandstrasse 105, CH-8051 Zürich, Schweiz     
T: +41 43 299 69 70     
W: www.interventure.info

mailto:info%40microfin.de?subject=
http://www.microfin.de
http://www.interventure.info
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Musala Soft is a leading Bulgarian software en-
gineering company specialized in nearshore and 
offshore delivery of complex large-scale projects. 
Founded in 2000 and with offices in Bulgaria and 
Macedonia Musala currently has a team of more 
than 330 professionals.

The company has earned a reputation for a 
high-quality technology vendor and is recognized 
as a reliable long-term business partner. Musala has 
successfully implemented hundreds of projects for 
clients mainly in Western Europe and North America, 
with Germany being a strong focus area accounting 
for more than 25% of the company revenue. 

Musala has multi-year business relations with clients 
like IBM, VMware, Cisco, Deutsche Telekom, T-Sys-

tems, Visa Europe as well as with small and medi-
um-sized companies. The main verticals the compa-
ny has been delivering projects and has extensive 
business knowledge in are High Tech & Innovations, 
Telecom, Banking & Insurance, Industrial Manufac-
turing (mainly Automotive) and Healthcare.

The company structure is optimized for end-to-end 
delivery of enterprise projects having teams cover-
ing all lifecycle areas, including Business Analysis, 
Architecture, DB & Analytics, UI/UX, Development, 
QA, DevOps & Infrastructure. Being technology-ag-
nostic the company expertise spans through both 
mainstream and niche technologies and the main 
contemporary and traditional methodologies, in-
cluding Agile, RUP, CMM and V-model.

Musala Soft JSC, World Trade Center, 36, Dragan 
Tsankov blvd., Sofia 1057, Bulgaria
Phone:  +359 2 969 5821
Email: bizdev@musala.com 
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Europa, Amerika, Asien – die Pentalog Gruppe ist in sieben 
Ländern präsent und bietet ihren etwa 200 Kunden IT-
Dienstleistungen und IT-Beratung aus ihren IT-Nearshore 
und Offshore-Standorten. Der Umsatz belief sich im 
vergangenen Geschäftsjahr 2015 auf rund 25,5 Millionen 
Euro bei etwa 700 Mitarbeitern. Pentalog ist im Segment 
IT-Nearshoring einer der europäischen Marktführer und 
blickt auf über 15 Jahre Erfahrung in diesem Bereich 
zurück. People-Centric, das Recruiting-Unternehmen der 
Gruppe sorgt für den Nachschub an sehr gut qualifizierten 
IT-Fachkräften, die über durchschnittlich 5 Jahre 
Erfahrung in den Bereichen Applikationsentwicklung, 
Mobilentwicklung, Embedded-Computing, IT-
Administration, Online-Marketing usw. verfügen. 
Durch die interne Weiterbildungsabteilung PEP sichert 

Pentalog seinen Kunden State of the Art-Kenntnisse 
der Mitarbeiter. Branchenkenntnisse: E-Commerce, 
Logistik, Energie, Healthcare, Industrie, Automotive, 
Banking, Touristik, Dienstleistungen und weitere 
Branchen. Das Pentalog Institute ist Consulting-Cluster 
von über 30 IT-Experten, die den Kunden bei komplexen 
Lösungen zur Seite stehen, Machbarkeitsstudien und 
Schätzungen durchführen. Pentalog arbeitet in seinen 
Kundenprojekten mit agilen Vorgehensweisen (SCRUM, 
Kanban usw.), beherrscht aber auch das traditionelle 
V-Modell. Über seinen Startup-Inkubator Pentalabbs 
beteiligt sich die Gruppe an Startups und leistete 
bereits für rund 100 Startup-Unternehmen weltweit 
Softwareentwicklung und Beratung. Cloud-Services 
ergänzen das Angebot. Damit deckt Pentalog mit seinen 
Dienstleistungen alle Bereiche der Digitalisierung eines 
Unternehmens ab: Social, Mobile, Analytics, Cloud – kurz 
SMAC.

Kontakt: Katharina Mensah
Tel.: +49 6196 56 101-90, Mobil: +49 151 140 7 52 56, 
E-Mail: kmensah@pentalog.com
Web: www.pentalog.de

mailto:kmensah%40pentalog.com?subject=
http://www.pentalog.de
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Stefanini is a global IT services company with 
over 88 offices in 39 countries across the Ameri-
cas, Europe, Africa, Australia and Asia. Since 1987, 
Stefanini has been providing offshore, onshore 
and nearshore IT services, including application 
managed services and project-based support, IT 
infrastructure outsourcing (help desk support and 
desktop managed services) and strategic IT staff-
ing solutions to enterprises around the world.

With a client base of over 500 active clients, includ-
ing more than 300 multinational clients, Stefanini 
maintains a strong presence in industries such 
as financial services, manufacturing, telecommu-
nications, chemical, services, technology, public 
sector and utilities.

Clients benefit from Stefanini’s financial stability, 
sustained growth and zero net debt. The corpo-
rate global headquarters is located in Sao Paulo, 
Brazil with European headquarters in Brussels and 
North American headquarters in metropolitan De-
troit.

Contact: 
Stefanini, Im Zollhafen 24, 50678 Koln, Germany

Mr. Ernst Vögtle, VP Sales Management EMEA

Phone: +49 221 650 78 466
Email: emea@stefanini.com
Web: www.stefanini.com

Subcon Industries mission is to be the premier out-
sourcing partner. We achieve our mission by being 
customer-driven, providing our clients with respon-
sive low-cost operations, efficient manufacturing, 
flexibility, on-time delivery, and consistent quality. 
Supporting your business wherever you are.

We are a full service manufacturer. Everything about 
our company is geared to a flexible response to our 

customer, we see ourselves as an extension of your 
in-house capabilities. Subcon Industries outsourcing 
services fall into the following categories: Manufac-
turing, Production supporting activities, Quality and 
sustainability activities & Industrial consultancy. Sub-
con Industries may pertain to the actual manufactur-
ing, the full contract manufacturing process, or the 
standards for fabricating a particular product, sys-
tem, or equipment depending on customer needs.

Our global customer base spans across industries 
such as:
Automotive, Steel & Metal, Aviation, Electronics & 
Processing Industry.
 
Subcon GmbH
Mariahilfer Straße 136, 1150 Wien Österreich

Mob. +43/664-1507375
Skype: Subcon Industries
E-Mail: info@subcon-industries.com 
Web: www.subcon-industries.com

mailto:emea%40stefanini.com?subject=
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TELUS International Europe (formerly CallPoint) is 
a leading European provider of multilingual con-
tact center and BPO solutions. The company serves 
its clients in over 30 languages including English, 
French, German, Italian and Spanish. 

The company has 1,600 positions in Europe across 
seven delivery centers located in: Sofia and Plovdiv 
(Bulgaria); Bucharest and Craiova (Romania); Man-
chester and Cannock (UK).

TELUS International Europe is a proud member of 
the TELUS International family. TELUS Internation-
al is a global BPO company with over 16,000 team 

members around the world, including in Canada, the 
United States, Central America, the Philippines and 
Europe.
With over 150 million customer interactions annu-
ally via voice, email, chat and social media across 
the telecommunications, utilities, finance, retail, and 
high-tech industries, TELUS International enables 
customer experience innovation through spirited 
teamwork, agile thinking, and a caring culture that 
puts customers first.

As the global arm of TELUS Corporation, TELUS In-
ternational is backed by a leading national telecom-
munications company in Canada, with over $11.5 
billion in annual revenue and more than 13.3 million 
customer connections.

For more information, visit: 
www.telusinternational-europe.com

Trestle Group is an international consulting firm spe-
cialized in enhancing business performance. With 
a primary focus on the financial sector, its services 
range from identifying cost reduction opportunities 
to optimizing business processes, strategic outsourc-
ing and management of regulatory and business risk 
issues. 

Trestle Group has a proven track record in execution 
and implementation of complex projects and a work 
approach that transfers expert know-how effectively 
to its clients. At its core are a team of high-level in-
dustry experts with successful corporate careers and 
a global network.

Trestle Group is headquartered in Zurich and Frank-
furt and has operations in Dubai, London, New York, 
Pune and Bangalore.

Contact:
Trestle Group
Reid Anderson, Managing Director
Friedrich-Ebert-Anlage 36, 60325 Frankfurt am Main, 
Germany

Tel: +49 69 244 333 162
Web: www.trestlegroup.com

http://www.trestlegroup.com


ORGANIZATIONS

Viscomp Ltd. was established in 2007 in Plovdiv as 
a branch of the German company Euroweb Group, 
headquartered in Dusseldorf and represented in 
twenty-six cities around Europe. The long-year cor-
porate experience in the group has been the con-
vincing factor for over 20 000 clients in SME to start 
using the services of Euroweb Group. Viscomp Ltd. 
specializes in: web programming, website develop-
ment and support, web hosting and Internet com-
mercials. Viscomp Ltd. develops products for the 
home market, for the company’s European clients 
and intracorporate projects for servicing the opera-
tion process at the company’s branches in Germany, 
Austria and Switzerland.

The company breaks its way on the market with in-
novative concepts and professionalism in all spheres 
of the web services and Internet solutions by pro-
viding full service and excellent support to clients.

Viscomp Ltd. is ISO 9001:2008 certified and is a 
committed and active participant on the Internet in 
national scale, a member of local organizations like 
BASSCOM, BWA, and ICT Cluster Plovdiv.

The company is striving to be a responsible and 
innovative employer by organizing internship pro-
grammes and fostering the development of young 
IT professionals.

Viscomp Ltd.  
92 V Hristo Botev Blvd., Plovdiv, 4000, Bulgaria
Phone +359 32 655175
Email: info@viscomp.bg
Web: www.viscomp.bg
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EUBIS - EUROPEAN 
ITO/BPO BUSINESS 
DIRECTORY

> Find ITO & BPO vendors and consultants 
active in the German and european market

www.outsourcing-provider.org

VISIT EUBIS

> Present your expertise, services and 
brand with an own profile page, incl. Free 
text, logo, large banner, social links, con-
tacts and picture - entirly free of charge

>>

mailto:info%40viscomp.bg?subject=
http://www.viscomp.bg
http://www.outsourcing-provider.org
http://www.eubis.org
http://www.eubis.org
http://www.eubis.org


ITO&BPO 
GERMANY 
FORUM4 
THE ONLY NON-COMMERCIAL, 
INDEPENDENT AND INTERNATIONAL 
B2B CONFERENCE FOCUSING ON 
ITO&BPO IN THE D-A-CH COUNTRIES

April 6th/7th 2017
MICROSOFT ATRIUM IN BERLIN

PRE-REGISTER

Picture: Microsoft Atrium, Berlin

mailto:event%40outsourcing-verband.org?subject=

