This article was written by Ian Puddy, Managing Partner
for Gartner EMEA Sourcing Practice, and Robin Wilson,
Vice President Gartner Sourcing UK. Gartner delivers
the technology-related insight necessary for our clients
to make the right decisions, every day.

During difficult times, many organisations would prefer not
to invest the capital needed to build and run their own nextgeneration data centres. they would rather look to external
providers to deliver their it services in a more cost-effective
manner than traditional outsourcing and hosting.
this article provides further insight into some of the
challenges and choices that organisations need to consider
as we enter the next decade.
it services are evolving from the one-to-one contracts
associated with outsourcing and hosting to increasingly
industrialized one-to-many service definitions, cost
structures and pricing. it is time for organisations that
are looking to simplify and reduce the cost of their
infrastructures to evaluate all approaches to industrialized
services as part of their it sourcing strategy.
changes in technology continue to open new
opportunities to source it capability. as a result, gartner
believes that the it services landscape is now at an inflection
point where a new bar (standards for delivery, pricing
and thought leadership) has been set, and new lines are
being drawn for categories within the it services provider
landscape. the playing field is being redefined, the players
are changing, and buyers’ expectations are shifting.
the emerging technologies such as cloud computing and
unified communications also present new challenges and
risks for both implementation and ongoing service delivery,
particularly where traditional delivery models are no longer
appropriate. there are a number of areas that organisations
need to consider first:
taking a pure product procurement approach is unlikely
to achieve the desired outcome.
simply focusing on the evaluation and selection process
is not enough to make a deal effective without a sound
sourcing strategy and deal management activities. using
buying services such as those now being offered through
the cloud purely to make cost savings is unlikely to succeed.
before evaluating service providers, an agreement should
be established to define what outcomes are required.
While using new delivery models such as cloud services
should speed up evaluation and selection and avoid
complex contract negotiations, but how can you ensure you
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achieve this? always start with a simple business case that
addresses the question: “Why are we opting for these new
services, and what do we want to achieve from the deal?”
Managing the deal: in early outsourcing deals, some
enterprises incorrectly assumed that minimal internal staff
were needed to manage the deal and relationship with
providers, and did not build these resource costs into their
business case, while others micromanaged the deal.
use service reviews: use regular deal reviews to achieve
cost and service improvements. the good news is that, in
contrast to outsourcing where contractual benchmarking
provisions were essential and complex to execute, most
cloud services deals will have short-term contracts that will
encourage providers to introduce innovation.
benchmark to review value for money: Whilst it is
possible to use the pricing of external competition as an
easy way to benchmark and review the value for money you
are achieving, it is important to understand that there are
switching costs involved; so, cost savings may be less than
you expect if you do switch. client organisations sidetracked
with other operational issues may well miss this quick and
inexpensive benchmarking approach and therefore not
realise the savings.
During the course of this year, gartner will be
holding a number of briefings on these topic areas. if
you would like further details of these briefings or wish
to receive further information from gartner, please
e-mail consultingclinics@gartner.com.
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65% of the Fortune 1000 and 80%
of the Global 500 support their key
technology and sourcing decisions
with Gartner insight.
why shouLd you?
1. gartner advantage
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strategic Partner in every critical decision you Make
Global Perspective and Reach: 60,000 clients from 80 countries
Trusted Source: Quoted average of 70 times every week
Independent & Objective: no relationships with hardware/software vendors
Industry Perspective: 5 key industries with regional focus
Sourcing Expertise: only fully integrated research, benchmarking,
and consulting firm focused on strategic sourcing
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Provides independent thought Leadership to for Key decision-makers
• Over 650 dedicated Research analysts worldwide conduct
260,000 one-on-one inquiries annually
• Cover 175 technology segments across industries
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3. consuLting & BenchMarKing

“go-to-Market” strategy

operationalises value and serves as Basis for fact-based analysis
• Over 500 consultants worldwide conduct over 1,500
engagements and 1,000 benchmarks annually
• World’s largest repository of IT metrics including 1,400
organizations and 17,000 benchmarks

4. sourcing focus
supports our clients through the full sourcing Life cycle
• Gartner analyzes 80% of all IT sourcing deals
• Sourcing represents about 20% of Gartner revenues
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THE STRATEGIC SOURCING LIFE CYCLE

Brings executives together to share Lessons Learned, solve
Problems & gain gartner insight
• 12,000 Gartner briefs annually
• 70 events annually attended by 42,000 business and
technology professionals
small sample of 2010 conferences:
• Cannes Symposium—November 8–11, Outsourcing &
it services summit—september 20–21
• From Virtualization to Cloud Computing: Impact on
infrastructure & operations Local briefings:
• London: 9 March, Brussels: 20 April, Netherlands: 21 April

how do you get started?
e-mail: consultingclinics@gartner.com
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