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CASE STUDY #1 

Scenario-Based Case Study: Evalua�ng Outsourcing Op�ons in the Financial Services Sector 

 

Scenario Title: Strategic Outsourcing Decision for Customer Service Opera�ons 

Background: 

FinSecure Bank, a mid-sized financial ins�tu�on, is experiencing rapid growth in its customer base. 
While this expansion is a posi�ve development, it has also led to increased demands on the bank’s 
customer service opera�ons. The current in-house team is struggling to keep up with the volume 
of inquiries, leading to longer response �mes and declining customer sa�sfac�on. 

To address these challenges, the bank's execu�ve team is considering outsourcing a significant 
por�on of its customer service opera�ons. This decision is being evaluated within the framework 
of ISO 37500:2014, which provides guidance on the outsourcing process. 

Outsourcing Introduc�on and Model  

FinSecure Bank began by developing a contextual model of outsourcing that fits its unique needs. 
The bank iden�fied customer service as a non-core ac�vity that could be managed more 
effec�vely by a specialized external provider. By outsourcing, FinSecure Bank aims to enhance 
service quality, improve efficiency, and allow its internal teams to focus on more strategic tasks 
such as product development and market expansion. 

The bank’s management team recognized that outsourcing is not a one-size-fits-all solu�on. They 
needed to carefully consider the specific context in which they operate, including regulatory 
requirements, customer expecta�ons, and the compe��ve landscape of the financial services 
industry. 

Reasons for Outsourcing  

Several factors drove FinSecure Bank’s decision to consider outsourcing: 

1. Scalability: As customer inquiries increased, the in-house team could not scale quickly 
enough to meet demand. Outsourcing offered a way to access a larger, more flexible 
workforce that could handle fluctua�ons in volume. 

2. Cost Efficiency: Outsourcing customer service could poten�ally reduce opera�onal costs by 
leveraging the economies of scale that a specialized service provider could offer. This would 
allow the bank to allocate resources more effec�vely to other areas of the business. 

3. Access to Exper�se: By partnering with an experienced customer service provider, 
FinSecure Bank could benefit from best prac�ces, advanced technologies, and specialized 
knowledge that would be difficult to develop in-house. 
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4. Focus on Core Competencies: Outsourcing would enable the bank’s internal teams to 
concentrate on core business func�ons, such as developing new financial products and 
improving customer loyalty programs. 

Risks of Outsourcing  

While the benefits of outsourcing were clear, the execu�ve team at FinSecure Bank also 
recognized the poten�al risks involved: 

1. Loss of Control: Outsourcing a cri�cal customer-facing func�on could lead to a loss of 
direct control over the customer experience. The bank had to ensure that the service 
provider would adhere to its high standards of customer care. 

2. Security and Compliance: Given the sensi�ve nature of financial transac�ons, there were 
significant concerns about data security and regulatory compliance. The bank needed to 
ensure that the outsourcing provider could meet all legal requirements and protect 
customer data. 

3. Vendor Dependency: There was a risk of becoming overly dependent on the outsourcing 
provider, which could limit the bank’s flexibility in the future. The bank needed to carefully 
consider the long-term implica�ons of this partnership. 

4. Cultural Misalignment: Differences in organiza�onal culture and values between FinSecure 
Bank and the service provider could lead to misunderstandings and conflicts. This could 
ul�mately impact the quality of service delivered to customers. 

Outsourcing Life Cycle Model  

To manage the outsourcing process effec�vely, FinSecure Bank followed the outsourcing life cycle 
model as outlined in ISO 37500:2014. This model provided a structured approach to planning, 
execu�ng, and managing the outsourcing arrangement. 

1. Planning: The bank conducted a thorough needs assessment to determine the scope of 
services to be outsourced. They also iden�fied key performance indicators (KPIs) to 
measure the success of the outsourcing arrangement. 

2. Selec�on: A rigorous vendor selec�on process was undertaken, focusing on providers with 
a proven track record in the financial services sector. The bank evaluated each vendor’s 
capabili�es, security protocols, and cultural fit. 

3. Contrac�ng: Detailed contracts were developed to define service levels, performance 
metrics, and penal�es for non-compliance. Special aten�on was given to data security and 
regulatory compliance requirements. 

4. Transi�on: The bank worked closely with the chosen vendor to ensure a smooth transi�on 
of services. This included training the vendor’s staff on FinSecure Bank’s products and 
customer service standards. 
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5. Management: Ongoing management of the outsourcing arrangement included regular 
performance reviews, audits, and open communica�on channels to address any issues that 
arose. 

6. Termina�on or Renewal: As part of the life cycle model, FinSecure Bank established clear 
criteria for evalua�ng the success of the outsourcing arrangement. This would inform 
decisions about whether to renew, modify, or terminate the contract at the end of its term. 

Summary of Main Outsourcing Life Cycle Outputs  

The main outputs of FinSecure Bank’s outsourcing life cycle included: 

• Detailed Service Requirements: Clear documenta�on of the services to be outsourced, 
including performance expecta�ons and compliance requirements. 

• Vendor Selec�on Report: A comprehensive evalua�on of poten�al vendors, leading to the 
selec�on of the most suitable partner. 

• Outsourcing Contract: A legally binding agreement that outlined the terms and condi�ons 
of the outsourcing arrangement, including service levels and data security measures. 

• Transi�on Plan: A step-by-step plan for transferring services from the in-house team to the 
outsourcing provider, ensuring minimal disrup�on to opera�ons. 

• Performance Reports: Regular reports on the performance of the outsourcing provider, 
used to monitor compliance with the contract and inform management decisions. 

Repea�ng the Outsourcing Life Cycle  

Given the dynamic nature of the financial services industry, FinSecure Bank recognized that the 
outsourcing life cycle might need to be repeated as the business environment evolved. For 
example, changes in customer expecta�ons, regulatory requirements, or technological 
advancements could necessitate a reassessment of the outsourcing arrangement. By remaining 
flexible and responsive to these changes, FinSecure Bank could con�nue to op�mize its customer 
service opera�ons through effec�ve outsourcing. 

Outcome: 

Through careful planning and adherence to the principles of ISO 37500:2014, FinSecure Bank 
successfully outsourced its customer service opera�ons. The chosen vendor not only met the 
bank’s service expecta�ons but also contributed to improved customer sa�sfac�on and 
opera�onal efficiency. The outsourcing arrangement allowed FinSecure Bank to focus on its core 
competencies while maintaining high standards of customer care and compliance. 
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CASE STUDY #2 

Scenario-Based Case Study: Implemen�ng an Outsourcing Governance Framework in Line with 
ISO 37500with ISO 37500 

Case Study Overview 

Company Background: 
ABC Manufacturing Ltd. is a global manufacturing company that produces industrial machinery. 
Due to increasing opera�onal costs and the need to focus on core competencies, the company has 
decided to outsource its IT support and maintenance services to an external vendor based in 
another country. The decision to outsource is in alignment with the company’s strategic objec�ves 
of reducing costs and improving efficiency. 

Scenario: 

ABC Manufacturing Ltd. has just signed a contract with XYZ IT Services, a well-established IT 
outsourcing provider, to manage their IT support and maintenance services. As part of this 
outsourcing ini�a�ve, ABC Manufacturing Ltd. must establish an effec�ve outsourcing governance 
framework to ensure the success of the outsourcing rela�onship in line with ISO 37500:2014. 

Key Issues to Address: 

1. Management Structure and Func�ons 

ABC Manufacturing Ltd. needs to set up a management structure that defines clear roles and 
responsibili�es for overseeing the outsourcing arrangement. This includes appoin�ng an 
Outsourcing Manager who will be responsible for managing the rela�onship with XYZ IT Services 
and ensuring that the outsourced services align with the company's goals. 

• Ques�on: How should ABC Manufacturing Ltd. structure its management team to 
effec�vely oversee the outsourcing rela�onship? 

• Considera�ons: 

o Iden�fy key roles such as Outsourcing Manager, Contract Manager, and IT Liaison. 

o Determine the decision-making hierarchy and repor�ng lines. 

o Define the responsibili�es of each role in managing the outsourcing process. 

2. Joint Governance Commitees 

To ensure collabora�on and effec�ve communica�on, ABC Manufacturing Ltd. and XYZ IT Services 
agree to form a Joint Governance Commitee. This commitee will be responsible for overseeing 
the performance of the outsourced services, resolving conflicts, and making strategic decisions. 

• Ques�on: What should be the composi�on and responsibili�es of the Joint Governance 
Commitee to ensure effec�ve governance of the outsourcing arrangement? 
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• Considera�ons: 

o Include representa�ves from both ABC Manufacturing Ltd. and XYZ IT Services. 

o Define the commitee's scope of work, mee�ng frequency, and decision-making 
authority. 

o Establish processes for resolving disputes and making joint decisions on key issues. 

3. Apprecia�on of Cultural Differences 

Given that XYZ IT Services operates in a different country, there are poten�al cultural differences 
that could impact communica�on, collabora�on, and overall service delivery. ABC Manufacturing 
Ltd. recognizes the importance of understanding and apprecia�ng these cultural differences to 
avoid misunderstandings and build a strong working rela�onship. 

• Ques�on: What steps should ABC Manufacturing Ltd. take to address and manage cultural 
differences in the outsourcing rela�onship? 

• Considera�ons: 

o Provide cross-cultural training for both ABC Manufacturing Ltd. and XYZ IT Services 
staff. 

o Develop communica�on guidelines that respect cultural norms. 

o Encourage regular interac�ons between the teams to build rapport and 
understanding. 

4. Processes of Outsourcing Governance 

ABC Manufacturing Ltd. needs to establish processes for monitoring and governing the 
outsourcing rela�onship. This includes se�ng up performance metrics, conduc�ng regular 
reviews, and ensuring compliance with contractual obliga�ons. 

• Ques�on: What key processes should be implemented by ABC Manufacturing Ltd. to 
ensure effec�ve governance of the outsourcing arrangement? 

• Considera�ons: 

o Define key performance indicators (KPIs) for service delivery and compliance. 

o Establish a process for regular performance reviews and feedback sessions. 

o Create a risk management process to iden�fy and mi�gate poten�al risks in the 
outsourcing arrangement. 

Case Study Assignment: 

As a part of your training, you are tasked with developing a detailed Outsourcing Governance 
Framework for ABC Manufacturing Ltd. based on the issues iden�fied above. Your framework 
should: 
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• Outline the management structure and define roles and responsibili�es. 

• Propose the composi�on and opera�onal procedures for the Joint Governance Commitee. 

• Suggest strategies for managing cultural differences. 

• Detail the governance processes needed to monitor and manage the outsourcing 
rela�onship. 

Deliverables: 

• A report outlining your proposed Outsourcing Governance Framework. 

• A presenta�on summarizing the key aspects of your framework and how it addresses the 
challenges in the scenario. 

 

This scenario-based case study challenges students to apply the principles of ISO 37500:2014 in a 
real-world context, helping them understand the prac�cali�es of establishing an effec�ve 
outsourcing governance framework. 
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CASE STUDY #3 

Scenario-Based Case Study: Ini�a�on and Selec�on Phase in Outsourcing 

 

Scenario Title: Selec�ng the Right Outsourcing Partner for IT Support Services 

Background: 

TechGlobal Inc., a rapidly growing technology firm, has decided to outsource its IT support services 
to enhance service quality and opera�onal efficiency. The decision is part of a strategic ini�a�ve to 
allow the internal IT team to focus on core business ac�vi�es while leveraging external exper�se 
for rou�ne IT support. This move aligns with TechGlobal’s goal of improving customer sa�sfac�on 
through enhanced service delivery. 

TechGlobal is currently in the Ini�a�on and Selec�on phase of outsourcing, as outlined in ISO 
37500:2014. The company must ensure that each step in this phase is carefully managed to select 
the right partner for a successful outsourcing arrangement. 

Phase 2: Ini�a�on and Selec�on 

Detail Required Services  

TechGlobal’s management team began by iden�fying the specific IT support services that would be 
outsourced. This includes helpdesk support, network management, cybersecurity, and so�ware 
maintenance. Each of these services is cri�cal to maintaining the opera�onal stability of 
TechGlobal’s customer-facing applica�ons and internal systems. The management team 
emphasized that the outsourced services must meet or exceed the current in-house service levels 
to avoid any disrup�on to opera�ons. 

To ensure clarity, TechGlobal documented the scope of services, performance expecta�ons, and 
response �mes. The team also included provisions for con�nuous improvement and scalability to 
accommodate future growth. This detailed service requirement document served as a founda�on 
for the subsequent steps in the outsourcing process. 

Detail Outsourcing  

Next, TechGlobal had to decide on the most suitable outsourcing model. A�er thorough 
discussions, the management team considered two primary models: a fully outsourced model 
where the vendor would take full responsibility for all IT support services, and a co-sourcing model 
where the vendor would work alongside TechGlobal’s internal IT team. 

Given the strategic importance of IT support and the need for close coordina�on with internal 
teams, the co-sourcing model was chosen. This model allows TechGlobal to maintain control over 
cri�cal aspects of IT support while benefi�ng from the exper�se and resources of an external 
provider. 
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Define Agreement Requirements and Structure  

With the outsourcing model decided, TechGlobal’s legal and procurement departments set about 
defining the agreement requirements. They focused on crea�ng a robust contract that included 
clear service level agreements (SLAs), performance metrics, and penal�es for non-compliance. 
Special aten�on was given to data security and compliance with industry regula�ons, given the 
sensi�ve nature of the data handled by the IT support services. 

The agreement also outlined the structure of the partnership, including the roles and 
responsibili�es of both par�es, escala�on procedures for resolving issues, and terms for contract 
renewal or termina�on. This comprehensive approach ensured that both TechGlobal and the 
chosen vendor would have a clear understanding of expecta�ons and obliga�ons. 

Iden�fy Poten�al Providers  

TechGlobal’s procurement team began the process of iden�fying poten�al IT service providers. 
They conducted market research to find vendors with a strong track record in IT support for 
technology companies. The team priori�zed vendors with proven experience, financial stability, 
and a reputa�on for delivering high-quality services. They also considered vendors' ability to scale 
services as TechGlobal con�nued to grow. 

A�er compiling a list of poten�al providers, TechGlobal sent out Requests for Proposals (RFPs) that 
detailed the company’s service requirements, expecta�ons, and the desired outsourcing model. 

Shortlist Providers  

A�er receiving and reviewing the proposals, the procurement team shortlisted a few vendors that 
closely matched TechGlobal’s criteria. These vendors were invited to present their solu�ons, 
demonstrate their capabili�es, and discuss how they would meet TechGlobal’s specific needs. 

The shortlis�ng process involved not only evalua�ng the proposals but also assessing the cultural 
fit between TechGlobal and the vendors. The management team understood that a successful 
outsourcing rela�onship required strong alignment in values and business prac�ces. 

Outline Agreements  

Following the presenta�ons, TechGlobal’s management outlined preliminary agreements with the 
shortlisted vendors. These agreements covered key terms such as pricing models, service levels, 
data security measures, and performance guarantees. The goal was to ensure that all par�es had a 
mutual understanding of the partnership's terms before entering into final nego�a�ons. 

Nego�ate and Establish Agreements  

TechGlobal entered into final nego�a�ons with the selected vendor. The nego�a�on process 
focused on fine-tuning the terms of the agreement, par�cularly around service levels, pricing, data 
security, and intellectual property rights. Both par�es worked to ensure that the contract was fair, 
comprehensive, and aligned with TechGlobal’s long-term goals. 
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A�er successfully nego�a�ng the terms, TechGlobal finalized the agreement, establishing a 
partnership that would enable the company to enhance its IT support services and achieve its 
strategic objec�ves. 

Outcome: 

Through careful adherence to the principles and guidelines of ISO 37500:2014 during the Ini�a�on 
and Selec�on phase, TechGlobal was able to select a vendor that not only met its service 
requirements but also aligned with its business values. The established outsourcing arrangement 
allowed TechGlobal to improve its IT support services, leading to higher customer sa�sfac�on and 
enabling the company to focus on its core business ac�vi�es. 

 

 

 

CASE STUDY #4 

Scenario-Based Case Study: Delivering Value in Outsourcing IT Services 

 

Scenario Title: Ongoing Management and Value Delivery in Outsourced IT Services 

Background: 

MedTech Solutions, a healthcare technology company, recently outsourced its IT infrastructure 
management to a third-party vendor, TechServe Ltd. This decision was made to improve 
operational efficiency and focus on core competencies. The outsourcing agreement, guided by the 
principles of ISO 37500:2014, covered various aspects including service delivery, issue resolution, 
and financial management. 

The company is now in the "Deliver Value" phase, where the focus is on ensuring that the 
outsourcing arrangement consistently delivers the expected value, both in terms of service quality 
and financial performance. 

Phase 4: Deliver Value 

Deliver Service  

TechServe Ltd. has been managing MedTech Solutions' IT infrastructure for six months. The 
services include network management, server maintenance, and cybersecurity. MedTech 
Solutions relies heavily on these services to support its daily operations, especially in maintaining 
the uptime and security of its customer-facing applications. 

TechServe Ltd. has established a dedicated team to manage MedTech’s IT needs, ensuring that 
services are delivered according to the agreed Service Level Agreements (SLAs). The team has 
implemented robust monitoring tools to track system performance and proactively address 
potential issues before they escalate. 
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Monitor and Review Service Performance  

To ensure that the services provided by TechServe Ltd. meet the required standards, MedTech 
Solutions conducts regular performance reviews. These reviews are based on metrics such as 
system uptime, incident response times, and customer satisfaction. 

The IT and procurement teams at MedTech hold monthly meetings with TechServe Ltd. to review 
performance reports. During these meetings, they assess whether the SLAs are being met and 
identify areas for improvement. Any deviations from expected performance are discussed, and 
corrective actions are agreed upon. 

Manage and Resolve Issues  

Despite the proactive measures, MedTech Solutions has experienced occasional service 
disruptions. For instance, a critical server outage impacted the availability of their main healthcare 
application for several hours. TechServe Ltd. responded promptly, resolving the issue and 
restoring services. However, the incident highlighted the need for better contingency planning. 

Following the incident, both parties worked together to enhance the incident management 
process. This included revising the escalation procedures and ensuring that backup systems were 
more robust. The new procedures have since been tested in simulated scenarios to ensure 
readiness in case of future incidents. 

Deliver and Manage Changes  

As MedTech Solutions evolves, so do its IT requirements. Over the past few months, there have 
been several requests for changes to the IT infrastructure, including upgrades to server capacity 
and the integration of new cybersecurity tools. 

TechServe Ltd. has managed these changes efficiently, ensuring minimal disruption to services. 
Each change request was evaluated for its impact on existing systems and was implemented 
following a detailed plan that included risk assessment and communication with stakeholders. 

Deliver Innovation  

Recognizing the importance of staying ahead in a competitive market, MedTech Solutions 
encouraged TechServe Ltd. to propose innovative solutions that could enhance IT operations. In 
response, TechServe Ltd. introduced a new AI-based monitoring tool that uses machine learning 
to predict potential system failures before they occur. 

This innovation has led to a significant reduction in downtime and has improved overall system 
reliability. The success of this initiative has strengthened the partnership between MedTech 
Solutions and TechServe Ltd., demonstrating the value of continuous innovation in outsourcing 
relationships. 

Deliver Transformation  
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MedTech Solutions is also exploring a digital transformation project to migrate its core 
applications to a cloud-based platform. TechServe Ltd. is playing a key role in this transformation, 
providing expertise in cloud architecture and migration strategies. 

The transformation project is expected to provide MedTech with greater flexibility, scalability, and 
cost savings. Both parties have agreed on a phased approach to ensure a smooth transition with 
minimal impact on day-to-day operations. 

Manage Finances  

Financial management is a critical aspect of the outsourcing agreement. MedTech Solutions and 
TechServe Ltd. have established a transparent financial reporting process to track costs associated 
with the services provided. This includes regular budget reviews to ensure that expenses align 
with the agreed terms. 

Cost-saving opportunities are also explored, such as optimizing resource utilization and 
renegotiating certain terms of the agreement. The financial health of the outsourcing 
arrangement is regularly assessed to ensure it remains beneficial for both parties. 

Manage Relationships  

Maintaining a strong relationship between MedTech Solutions and TechServe Ltd. is essential for 
the success of the outsourcing arrangement. Both parties have appointed relationship managers 
who act as the main points of contact. 

These relationship managers are responsible for ensuring that communication is open, issues are 
addressed promptly, and both parties are aligned on strategic objectives. Regular meetings are 
held not just to discuss operational matters but also to strengthen the partnership and explore 
opportunities for collaboration. 

Manage the Agreement  

The outsourcing agreement between MedTech Solutions and TechServe Ltd. is a living document 
that requires ongoing management. Both parties regularly review the agreement to ensure it 
reflects the current business environment and service requirements. 

Any changes to the agreement, such as updates to SLAs or amendments to the scope of services, 
are documented and agreed upon by both parties. This dynamic approach ensures that the 
outsourcing arrangement remains relevant and continues to deliver value. 

Value and Business Case Assurance  

MedTech Solutions periodically reassesses the business case for outsourcing IT services to ensure 
that the arrangement still provides value. This includes comparing the costs and benefits of 
outsourcing against the initial business case. 

These assessments help MedTech Solutions confirm that outsourcing remains the best strategy 
for achieving its business objectives. If necessary, adjustments are made to the outsourcing 
strategy to enhance value delivery. 
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Continuation or End of Agreement Preparation  

As the end of the current outsourcing agreement approaches, MedTech Solutions and TechServe 
Ltd. are preparing to either renew or conclude the arrangement. This decision will be based on a 
thorough evaluation of the partnership’s performance, the value delivered, and the future needs 
of MedTech Solutions. 

Should the decision be made to continue the partnership, both parties will negotiate new terms 
that reflect any changes in service requirements or business strategy. If the decision is to end the 
agreement, a detailed exit plan will be developed to ensure a smooth transition with minimal 
disruption to services. 

Outcome: 

By carefully managing the "Deliver Value" phase of the outsourcing arrangement in accordance 
with ISO 37500:2014, MedTech Solutions has successfully maintained a high level of service 
quality and operational efficiency. The strategic partnership with TechServe Ltd. continues to 
evolve, delivering innovation and transformation while ensuring that the original business 
objectives are met. 

 


