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Abstract

The rapid development of information technology (it) in recent decades has led to qualitative
changes in the information management systems of organizations, information management
systems. These changes require not only theoretical understanding, but also pose to the
management of organizations a number of applied problems associated with ensuring the
effectiveness of management in the digital economy. Building new economic relations, ways of
interorganizational interaction, organization of management processes, forms of cooperation and
coordination of activities of various organizations for the joint solution of certain problems of
development and functioning — all this requires revision as the formation of the digital economy.

Today there is a steady increase in the impact of the it factor on the results of economic
activity, social processes. It infrastructure from providing management components, which
previously served as a technological environment for information exchange between subjects and
objects of management, as its technical improvement and intellectualization, is transformed into
a key factor of competitiveness and viability of organizations. The formation and maintenance of
a developed it infrastructure is becoming a key strategic factor for the success of organizations,
which requires a review of management priorities. The consequence of this is to increase the
requirements for the efficiency of it infrastructure management of organizations, the
professionalism of the specialists performing these functions.

One of the most effective ways to improve the efficiency of management, as shown by
Russian and international management practice, is the use of outsourcing. It allows the
outsourcing organization (customer) to focus on key competencies, transferring to specialized
performers (outsourcers) certain functions that require specific resources. The fundamental reason
for the development and spread of outsourcing is the manifestation of the General economic law
of division of labor. The main reason for the transition to outsourcing of specific organizations is
the inability (given resource and time constraints) to perform the functions transferred to the
outsourcer with the same high quality.

It outsourcing, which allows to operate and develop the information infrastructure of
management of organizations with the achievement of a rational balance of results and costs, has
become widespread in Russia and the world. At the same time, the methodological basis for the
implementation of it outsourcing projects is still underdeveloped. In this regard, it is relevant to
conduct a special scientific study aimed at resolving this contradiction between science and
practice.
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Introduction

The modern economy is developing in conditions of intensive digitalization. This is reflected,
among other things, in government policies and programmes. In particular, the government approved
and is implementing the program "Digital economy of the Russian Federation™. Similar processes are
observed in foreign countries. The level of penetration of information and telecommunication
technologies, the development of it infrastructure become indicators of the level of economic
development at the country, regional and sectoral levels. In turn, at the level of organizations, the key
factor in ensuring their competitiveness is the development of the information infrastructure of
management.

As a result, the balance between the personal and technological components of the management of
modern organizations is shifting in favor of the latter. Leadership, creativity, professionalism, stress
tolerance, psychological readiness to changes, etc. do not lose their significance in the achievement of
management efficiency. At the same time, the management information infrastructure of organizations
creates an instrumental environment for the activities of managers, which can both multiply the positive
effects of their activities and block them. In this regard, there is a transformation of this infrastructure
into a critical, strategic resource of the organization, which determines its life, competitiveness and
ability to sustainable development.

Main content

Due to the importance of information infrastructure management organizations for their
functioning and development, it becomes a priority object of management, which requires
consideration of its properties and specifics due to the processes of digital modernization of the
economy. The thesis highlights the following features of information infrastructure management
organization as an object of management:

- increasing technical and organizational complexity. Information and communication technologies
are developing at a faster pace than other sectors of the economy. The presence of devices for working
with information becomes an integral attribute of the workplace of managers and specialists, which
requires their technical integration and organizational integration into a single system of information
infrastructure management organizations. The volume and specificity (and, consequently, the costs) of
resources allocated for the implementation of these works tend to accelerate growth;

- integration into the global information infrastructure. The development of public commercial and
non-commercial information and communication systems creates prerequisites for expanding the
functionality of the information infrastructure of the management of organizations through the use of
external resources. An example of this use is the widespread practice of cloud storage and cloud
computing. Management of organizations in these conditions requires special knowledge about the
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prospects for the development of the global information infrastructure, the order and possibilities of
using its resources;

- merging of information subsystems of management of technological and management processes.
Today there is a formation of a new phenomenon: cyber-physical systems uniting, on the basis of the
developed information infrastructure, management of the technological and office equipment,
organizational and technological processes. As a result, the objective technological difference between
management methods at different levels of the organization hierarchy is leveled, management is
universalized, and its processes are typed. But this is possible only with a flexible and rapid adjustment
of the information infrastructure to the changing needs of managers;

- continuous modernization and improvement. Technological progress in the field of information
and communication technologies is developing rapidly. This reduces the life cycle of elements and
devices of the information infrastructure of management of organizations, leads to their accelerated
obsolescence, resulting in the deterioration of the capabilities of this infrastructure and the growth of
costs for its maintenance and development. The solution of these problems requires both professional
management, based on the relevant competencies, and modernization of the modes of use of
information infrastructure (shared access, equipment rental, replacement of acquisition by obtaining
specialized services, etc.).);

- personification and gadgetize. Due to the development of "Internet of things" technologies and
integration of heterogeneous devices into a single infocommunication space, the structure of the
information infrastructure of management of organizations becomes heterogeneous, they can work as
specialized devices owned by the organization, and various personal devices (gadgets) of employees,
customers and other business partners. This actualizes the problems of ensuring their compatibility and
information security;

- intellectualization of automated control subsystems. The share of intellectual components (expert
systems, support and decision-making systems, information and reference systems, etc.) in the structure
of information and algorithmic support of management of organizations is growing, which leads to a
tendency to replace routine management operations performed by personnel with their robotic
(automatic) implementation. This intellectualization is largely based on the processing and
interpretation of knowledge and competencies that make up the intellectual capital of organizations,
and requires special highly professional efforts.

The peculiarities increase the importance of effective management of the development and
functioning information management infrastructure, organizations are bringing to this activity
increased requirements, including professional, as a result, formed the preconditions for the expansion
of it outsourcing, as technology is a successful solution of the tasks of information security management
systems of organizations.

Issues of coordination of organizations in the formation, use and development of management
information infrastructure, creation of a network infrastructure of joint business, including on the basis
of Qutsourcing, creation of common information fields in common standards and tools for coordination
of internal processes of various organizations without combining them on a corporate basis are poorly
studied. These issues are studied quite separately and without connection with the problems of
outsourcing development. The issues concerning the details of the algorithm for implementing it
outsourcing, tools for selecting outsourced activities and/or business processes, the development of a
system for assessing the results of interaction between organizations in the processes of it outsourcing,
focused on the sustainable functioning and development of management information infrastructure,
remain insufficiently studied. These circumstances predetermined the choice of the topic of scientific
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research, its object, subject, purpose, objectives and General orientation.

The research is based on the theories, models and methodology of strategic and operational
management, process and project management, special methods of justification and implementation of
outsourcing projects, in particular — it outsourcing, set out in the scientific works of domestic and
foreign scientists. The study was also based on publications that reveal the theoretical and applied
aspects of the development of information infrastructure management organizations based on
outsourcing, the trend of digitalization of business and management processes of modern organizations.

In the process of research methods were used system approach, operations research, monographic
and comparative, induction and deduction, analysis and synthesis, comparison, scientific
generalization, modeling, methods of economic-statistical analysis, tabular and graphical interpretation
of empirical and factual information, etc.

The information basis of the study was made up of legislative acts and normative documents,
concepts, strategies and programs of state bodies of the Russian Federation related to the object of the
study, data of state statistical reporting, data of industry information and analytical agencies, results of
management surveys conducted with the participation of the author in organizations implementing it
outsourcing projects. In the course of the research, the author used relevant information contained in
numerous publications (monographs, collections of works, articles, conference proceedings,
dissertations), including those posted on the Internet, concerning the problems of formation and
development of information infrastructure of management of organizations.

Outsourcing is considered by the author not just as a type of partnership, but as a specific strategy
of organization management, which involves a certain restructuring of internal corporate processes and
external relations of the company, resulting in cost reduction, increasing the value of goods/services
for customers, increasing the speed of reaction to market signals, etc., and ultimately — increasing
competitiveness.

In this regard, the development and maintenance of the information infrastructure of the
organization's management on the basis of it outsourcing is of particular importance in the period of
digitalization of the economy. This creates technological prerequisites for more active networking of
the organization with business partners, which is a source of additional value creation for owners,
customers, employees and other stakeholders.

In connection with the above, requires modification of the strategic management system of the
organization. In particular, the process of strategic analysis of the organization, which includes the
stages of analysis objectives, analysis of the strategic positioning of the organization and its competitive
environment, the formation of a strategic vision for the future of the organization, are proposed to
Supplement the analysis phase, the feasibility of using IT-outsourcing and portfolio of outsourcing
projects.

It outsourcing serves as a flexible form of organization of network inter-organizational relations.
Establishing and maintaining interaction and information exchange between all participants of the
multilateral network economy platform is the basis for the development of it outsourcing. The decision
to transfer part of business processes to outsourcing by the customer, as well as the decision to form a
portfolio of projects by the outsourcer, is formed under the influence of environmental factors and has
feedback from the activities of all participants in the it outsourcing project.

As a methodological tool to reduce the cost of external transactions of organizations using it
outsourcing, the author proposes the use of Gary Hamel's business model, which integrates the
principles of strategic, project and process approaches to management. Integration of management
ideas about the potential of organizational profitability, efficiency, uniqueness and internal consistency
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of processes, is implemented when deciding on the transfer of the former internal processes to
outsourcing, so there are more opportunities for coordinated coordination of business processes of the
organization and its business partners. It outsourcing connects the internal value chains of the
organization itself, as well as its suppliers and customers.

Some parts of the consumer value chain in the network model are implemented by external network
communities. The basis of network models is a network platform that creates and supports
organizational and technological space for interaction of agents. due to its integration (non-internal)
nature, it is advisable to transfer the functions of its maintenance and development to an it outsourcer.

At the same time, the issues of ensuring the high quality of the information infrastructure of
management become fundamentally important for the implementation of such outsourcing projects. To
solve this problem, it is proposed to use a comprehensive model of quality management. The main idea
of the author's approach is to move from managing the results to managing the process itself, which
creates additional value of the project result due to the transformation of inputs and outputs.

At the first stage of development of the technique on the basis of the specified threshold values of
the specified indicators potential suppliers are selected. At the second stage, potential it outsourcers are
evaluated according to the system of criteria given in table 1. The weights of the criteria were
determined by the author as a result of the study performed using The method of T. Saati hierarchies.
On the basis of weighted summation of normalized numerical values of particular criteria presented in
the table, quantitative evaluation of it outsourcers and their ranking is performed.

In addition to assessing the content characteristics of the it outsourcer, the cost characteristics of
the services provided by it are also important. They are determined in the course of bilateral
negotiations held at the final stage of the methodology for justifying the management decision on the
choice of an it outsourcer. The study allowed to substantiate the conclusion that the analytical
dependence (price formula) for the cost of outsourcing services for the maintenance and development
of information infrastructure management of the organization can not be offered.

This is because the activity is a project, i.e. unique and requires a specific pair of client —authoriser,
as well as strategic, which implies the need of refusal of the effects of short-term gains in favor of the
longer-term mutual interests that could lead to synergies on the basis of joint creation and development
of business partners (outsourcer and outsource) specific assets and the formation of a unique
competitive advantage.

Based on the processing of a substantial array of empirical data obtained in the study by
interviewing the managers and specialists of organizations implementing projects of it outsourcing, it
is established that in the course of price negotiations should consider the following factors: the level of
quality of service provision; compliance with deadlines; composition services; fleet customer (range,
distribution density, quantity, age, etc.).

Approbation of the developed technique were performed on the materials of the it project portfolio-
outsourcing — company "US", implemented in the field of printing services support computer
workstations and service ATMs. This testing confirmed the high efficiency of the proposed method.

On the basis of PDCA (Plan-Do-Check-Act) and project portfolio management methodologies, the
author developed and tested (on the materials of a sample of clients of "NAS" company) the method of
selecting an it outsourcing service provider. This methodology is focused on continuous improvement
of the process management system throughout the organization, based on the constant development of
its information management infrastructure. Figure 4 shows the basic block diagram of the author's
technique.

The emphasis in the proposed methodology is not on the traditional improvement of internal
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business processes of the customer organization by improving its it infrastructure, but on the growth of
customer satisfaction with the goods and / or services of the customer organizations, in this regard, the
customer's requirements for the it outsourcer change. The latter is designed primarily to improve those
elements of the it infrastructure that allow you to build an effective customer relationship management.

The main indicators by which it outsourcing services are evaluated according to the methodology
proposed by the author of the study are: service composition; service quality; warranty; service level
(SLA); service quality indicators (KPI); financial responsibility for failure to comply with service
quality indicators; the order and timing of the project launch; financial responsibility for failure to
comply with the terms of service launch.

As it was found in the course of the study, during the implementation of it outsourcing projects,
the model of organization of the outsourcing company is transformed, which is due to the need for deep
integration into the processes of business partners. This integration is dual in nature:

« on the one hand, it is integration with service partners. The processes of implemented it projects
of the outsourcer organization permeate the processes of its service partners in such a way that if they
suddenly decide to stop interaction, it will lead to the closure of the business. This is due to the critical
dependence on the software support of the information infrastructure. Service partners use software
(warehouse management, financial accounting, service Desk, etc.) that depends on the software of the
outsourcer organization. The latter provides stable employment in the projects of service partners with
constant it support, training and provision of the necessary resources for the implementation of projects,
and the service partner, in turn, ensures quality performance of the work and functions assigned to it;

« on the other hand, it is integration with customers. The growing volume of tasks transferred by
the client to the outsourcer and the quality of solutions increase the cost of switching to another it
outsourcer. This ensures a stable long-term cooperation. Also, in the process of project implementation,
the client's service Desk is integrated with the company's service Desk or it is proposed to use a
customized service Desk of the company itself with the support of a mobile application in which the
company's client can monitor all processes and manage their own devices.

Thus, effective management of it infrastructure outsourcer is directly reflected on the results of the
management of the it infrastructure of the customer, thereby increasing end-user satisfaction with goods
and/or services the end user customer. This provision, based on the network representation of value
creation for the end user, is embedded in the proposed by the author in the research universal system
of selection of it outsourcing service provider and the criterion model of supplier evaluation. This
requires the integration of criteria for measuring the success of jointly implemented projects of all
participants of outsourcing cooperation, as well as continuous and coordinated improvement of their
activities based on the implementation of the project approach in management.

Approbation of the developed methodological support was performed on the materials of
organizations, interaction with which in the framework of it outsourcing is carried out by the company
"NAS". The sample includes projects implemented jointly with such companies as "Svyaznoy",
"Euroset”, "M-Video", "Eldorado", "Sberbank"”, "VTB", "Rosselkhozbank", "Alfa-Bank", etc It was
found that within the analyzed portfolio of projects it is advisable to make changes aimed at further
development of the integration of the information infrastructure of the outsourcer and outsourcer.

By results of theoretical and applied modeling of trajectories of development of network interaction
it is proved that the main changes within project outsourcing interaction in the sphere of development
of information infrastructure of management of the organizations need to be focused on the following
areas: strengthening of relationship with the main partners due to development of system of contract
relations, clearer specification of mutual obligations and the rights; creation of conditions for mutually
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beneficial (from economic and strategic positions) cooperation; improvement of methods and
algorithms for selection of outsourcing partners; development of the mechanism of project management
of it outsourcing in order to comply with the established budget, deadlines and achieve the required
quality characteristics of implemented and planned projects.

Evaluation of it outsourcing projects should be based on the concept of "end-to-end" value chain
management. This requires a change in the model of interaction with service partners. These
relationships should be aimed at creating networks of inter-firm interaction to improve the quality of it
outsourcing services for the customer in order to increase the satisfaction of its customers with the
results of its core activities. Thus, the development of information infrastructure management
organizations based on it outsourcing leads to qualitative changes at the industry level: the formation
of inter-organizational digital ecosystems.

The analysis shows that the development of a strategy of inter-firm interaction and the subsequent
creation of a network of inter-firm interaction on the basis of this kind of joint information infrastructure
will contribute to: increase productivity; reduce costs; increase the level of competence of personnel,
etc.

In result of the conducted research the author proves the complex of theoretical and methodical
provisions and practical tools of development of the information management infrastructure of today's
organizations, characterized by the use of the project approach and this form of inter-organizational
interaction as it outsourcing and strategic orientation of outsourcing projects in a modern economy,
transformed under the influence of global tendencies of its digitization.

The paper identifies and systematizes the features of the development of information infrastructure
management organizations in terms of digitalization (growth of technical and organizational
complexity, integration into the global information infrastructure, merging of information subsystems
of technological management and management processes, etc.), characteristic of Russian and foreign
business.

Their critical analysis allowed to justify the conclusion that the level of development of information
infrastructure management of modern organizations is a critical factor determining the strategic
prospects for their development in the medium term. It is shown that the priority tool of formation,
development and improvement of information infrastructure of management of the organizations is it
outsourcing which is offered to be analyzed with use of methodology of project and process approaches
that allowed to study more deeply and comprehensively system properties of it outsourcing, its
influence on management systems of the modern organizations.

Conclusions

Based on the noted strategic importance of it outsourcing, the author modified the traditional
scheme of strategic analysis of the organization, which further proposed to include the stage of
justification and decision-making on the possibility and feasibility of using it outsourcing. At the same
time, this outsourcing is considered not as a way of tactical optimization of business processes and
costs, but as a tool for creating additional value for the organization and its stakeholders.

The applied results of the research consist in the development of new elements of methodological
support of management systems of organizations focused on the development of their subsystems of
management information support, including: methods of evaluating it outsourcing projects and methods
of justifying the decision to choose an it outsourcer. These methods have been tested in practice and
confirmed their effectiveness and adequacy.
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AHHOTANUA

Bypnoe pa3sutue nandopmannonusix texuosioruil (MT) B mocnennue necsaTuneTus NpuBeso K
KaueCTBEHHbIM HM3MEHEHMSIM B CHUCTEMax YyIpaBlieHHs HMH(OpMalueil opraHuzalui, cucremax
ynpasiieHus: HHPopMmanuei. OTu n3MeHeHus TpeOyIoT He TOJBKO TEOPETHUYECKOro MOHUMAaHuUs, HO
U CTaBAT NepeJ PYKOBOJICTBOM OpraHU3allMM psjA TNPHUKIAAHBIX MNpoOJeM, CBS3aHHBIX C
obecrieueHreM 3P GEKTUBHOCTH yMpaBJieHHs B LHUPPOBOM HSKOHOMHUKE. [locTpoeHHE HOBBIX
SKOHOMMYECKUX OTHOIIEHUH, CIIOCOO0B MEKOPraHM3allMOHHOIO B3aUMOJEHCTBHS, OpraHu3alun
MIPOIIECCOB  yNpaBiieHUs,, (HOpPM COTPYAHMYECTBA M KOOPJIMHAIMU JIEATENBHOCTH PAa3JIMYHbIX
OpraHu3alii A  COBMECTHOTO  pEIIeHHs  ONpeNeNeHHbIX  NpolOjeM  pa3BUTUS U
(YHKIIMOHUPOBAHUS - BCE 3TO TpebyeT mepecMoTpa 1o Mepe (GopMHUpOBaHUS TUGPOBOM
SKOHOMUKH.

Ceromgna HaOmogaercss ycroiumBoe ycwieHue inusiHus WT-¢dakrtopa Ha pe3ynbTaThl
XO3SIICTBEHHOM  JIEATETBbHOCTH, COILMANbHBIE mporecchl. VMeHHO uH(QpacTpykTypa OT
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MIPEeIOCTaBIIEHUSI KOMIIOHEHTOB YIIPaBJICHUS, KOTOPBIE PaHEE CIIYKHJIM TEXHOJIOTMUECKOH cpenoi
s obmeHa uHbopMalnueil Mexay cyObeKTaMu U OObEKTaMH YIpPaBJICHUS, KaK €€ TEXHUYECKOoe
COBEPIICHCTBOBAHME, TaK M WHTEIUICKTyalu3alysi, NpeBpaliaeTcss B KIOYEBOH (akTop
KOHKYPEHTOCTIOCOOHOCTH M KH3HECIIOCOOHOCTH opranuzanuii. GopMupoBaHue U MOAJIEPKAHHE
paszBuroii UT-undpacTpykTypsl CTAaHOBHUTCS KIIOUEBBIM cCTpaTerndeckuM (HakTopoM ycrexa
Oopranmzaiuii, yto TpedyeT nepecMoTpa IpUOPUTETOB yrpanieHus. CIeICTBUEM 3TOTO SBISETCS
noBbIIeHUe TpeboBanuil Kk 3¢ddexruBHocTH UT-uHPpacTpyKTYphl yrpaBieHHs] OpraHU3aUsIMH,
npogeccuoHaI3Ma CIIeUATUCTOB, BHITOTHIIOMUX 3TH ()yHKITHH.

OnauM u3 HambOosee 3PPEeKTUBHBIX CIOCOOOB MOBBIICHUS YP(HEKTUBHOCTH YIIPaBICHUS, KaK
MOKAa3bIBAET POCCHIICKas W MEeXAyHapoIHas NpaKTUKa YIpaBJICHUS, SIBISETCS HCIOJIb30BaHUE
ayTCOPCHHTA. DTO MO3BOJSET ayTCOPCHHTOBOW OpraHW3alMy (3aKa3uuKy) COCPEAOTOUYHTHCS Ha
KITIOYEBBIX KOMIIETEHIMSX, TepelaBas CHEeHHaIM3HPOBAHHBIM HCIOIHHUTEISIM (ayTcopcepam)
ornpezeneHHble (QYHKIUHU, TpeOyIolue OnpeneieHHbIX pecypcoB. DyHIaMEHTAIBHON MPUYMHON
Pa3BUTUA U PACIIPOCTPAHEHHSI AyTCOPCHHTA SIBISETCS MPOSIBICHUE OOIIEOKOHOMUYECKOTO 3aKOHA
pasnenenus Tpyna. OCHOBHOW NPUYMHON IEpeXoja K ayTCOPCUHTY KOHKPETHBIX OpraHu3alui
SBIISICTCS HECIIOCOOHOCTH (YUMTHIBAs OTPAHUYCHHS PECYPCOB M BPEMEHH) BBITIONHATH (YHKIIUH,
nepeaBaeMble ayTCOPCepPy € TAKMM K€ BBICOKHM Ka4eCTBOM.

WUT-ayTcopcuHr, TMO3BOJSIIOIIMIA  SKCIUIyaTHpOBaTh M  pa3BUBaTh  HMH(DOPMALMOHHYIO
UHQPACTPYKTYpy YIPaBICHUS OpraHU3alUsIMU C JIOCTIDKEHHEM palMOHAIbHOrO OanaHca
pe3yabTaTOB M 3aTpaT, MOJYyYWJ HIMPOKOe pacmpocTtpanenne B Poccum u mupe. B T10 ke Bpewms,
METOA0JIOTHYEeCKast OCHOBA JIJIsl peAIM3alliy €r0 a8y TCOPCHHTOBBIX MPOEKTOB BCE €IIIe HEJT0CTATOYHO
pa3BuTa. B CBSI3M C 3TUM Ienecoo0pa3HO NPOBECTH CHELMaIbHOE HAYYHOE MHCCIEOBaHUE,
HampaBJICHHOE Ha pa3pelIeHne ATOr0 MPOTUBOPEUNs MEXKIY HAYKOH U MPAaKTUKOMA.

JUJisi HATHPOBAHMSI B HAYYHBIX HCCJIETOBAHUSIIX
lagenkes 3.M. Development of information infrastructure organization management using it
outsourcing // Dxonomuka: Buepa, ceroans, 3aBrpa. 2020. Tom 10. Ne 4A. C. 354-363. DOI:
10.34670/AR.2020.90.85.043
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