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Abstract 

This paper emphasizes the need to adopt people-centred strategies alongside the process 

maturity model CMMI®. The integration of people-centric strategies allures attention 

because of the changing socio-cultural setting; it is also challenging, sizable and significant. 

However, we propose a solution. We synthesise our empirical work on people-centred 

strategies in the UAE, based on an analysis of Perceived Organisational Support, with new 

data on the adoption of CMMI®. We use two sets of data and analysis and a review of the 

most up-to-date scholarly work on CMMI® to produce a management model, POS- CMMI®. 

 

 

 

 

 

 

 

 

 

1 

Comments are welcome. This work follows from doctoral work by the first author, supervised by the second.  
E-mails: asy2fana@yahoo.com, robindcmatthews@gmail.com.  
 
This paper is an offshoot of doctoral research carried out by Mohamed Ashmel Mohamed Hashim supervised by Professor 
Robin Matthews, the primary objective being a comparative study of perceived organisational support (POS) in IT 
outsourcing in Sri Lanka and the United Arab Emirates (UAE). This paper draws upon primary data gathered from 260 
questionnaire respondents in the POS study and upon 9 structural interviews specifically on CMMI® . 
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1. INTRODUCTION 

 

The software industry is dominated by global giants and the offshore companies who supply 

them. Both compete aggressively, Speed and quality of software delivery and speed of 

development is critical to the profitability and survival of both parties. The Capability 

Maturity Model Integrated (CMMI®) is the industry standard measure of performance and 

argues that the extent to which employees feel that they are supported by their host 

companies is an important factor determining its success. We argue that the theory of 

perceived organisational support (POS) provides valuable insights into the problems of 

boosting the gains to both the industry giants and the software companies who supply them. 

In our paper, we focus on the UAE because it is a leading region for offshoring and 

outsourcing. We offer an empirical model as a method of integrating Perceived 

Organisational Support with Capability Maturity Model with particular reference to the role 

of the human interface between them.  

 

Software companies in the UAE use CMMI® as one of their preferred processes to generate 

and deliver their IT deliverables. As of today, CMMI® is viewed globally as a viable model 

to produce high-quality IT deliverables. Increasingly, the CMMI® model has become 

essential to meet and satisfy the rapidly changing needs of clients. Recent studies have 

indicated 50% of programming related work is performed after the implementation stage. 

Globally, the estimated cost of software maintenance remains 40-80% of the life cycle cost.  

 

Thus the necessity of adopting software improvement process-CMMI®. The criticality of 

generating software value efficiencies is well documented in the literature,(Jorgenson and 

Wessner, 2006; Jones, 2014 and 2017, for example). Delivery organisations strive to achieve 

delivery maturity by adapting distinguished maturity practices, because, the delivery maturity 

enables the software businesses to build, develop and retain competitive advantages. 

However, sustaining those advantages is only possible when the business organisations are 

prepared to use human involvement through perceived organisational or employee 

engagement to a sizeable level (Goldblat, 2013; Smite and Gencel, 2009; Kumari, 2019; 

Evans, 2009).  

 

Many software businesses in the United Arab Emirates and their offshoring units embrace the 

Capability Maturity Model Integration® (CMMI®) as a holistic framework for developing 

high-quality software products. There about 2000 software companies in UAE (dubaicityinfo; 

2019). However, just how much use CMMI® is unclear and among those who do, how many 

CMMI® effectively is just as unclear. Thus we identified the need to investigate and analyse 

our metadata on software companies in UAE.  

 

Recent literature records widespread difficulties with implementing CMMI®; in meeting 

budgeted time deadlines, ensuring the quality of existing products and at the same time 

developing distinct software applications (Alshehhi, 2011; Naim and Dabash, 2015). 

Effectiveness of implementation is a key issue for CMMI®. The implementation does not 

happen in a vacuum. Integration of the human interface, in terms of developers perception 

about the extent of organizational support, with CMMI® is essential to developers’ 

motivation to positive outcomes expressed in their satisfaction as employees, and the 

effective use of CMMI®. We emphasise the need for integrating perceived organisational 

support with CMMI®. Perceived organisational support is an active organisational practice, 

which prioritises human involvement and contributes to firms’ CMMI® strategy. We draw 

on literature that spans CMMI® practices worldwide (Aselage, and Eisenberger, 2003; 
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Eisenberger et al., 2001; Rhoades and Eisenberger, 2002; Yan, 2015; Lujie, 2018; Sun, 2019; 

Ayman and Husam, 2019; Barzok and Rezaei, 2017).  

 

Many ITO businesses continue to struggle to remain sustainable in the global arena (Elmuti, 

Grunewald, Julian, and Dereje, 2010; Elia, Caniato, Luzzini and Piscitello, 2014; Novella, 

Christoph and Malte, 2008; Carmel and Tjia, 2005). This phenomenon stimulates 

organizational leaders, decision-makers and managers to identify the factors which impact the 

employee-oriented work outcomes. There is a growing significance on understanding 

employees’ work behaviours within ITO organizations and this has shaped a great deal of 

interest in examining workers perceptions about their organizational support and its impact. 

We add to the broad literature by adopting recent findings in a yet unpublished doctoral thesis 

by the first author. In addition to a review of the recent literature on CMMI® and POS, we 

draw upon two case studies and two empirical data analysis of the first author with distinctive 

results for UAE.  

 

a. Analysis of POS based on data, mainly quantitative from UAE throughout December 

2016 till to April 2017 served to reinforce the quantitative POS analysis on doctoral work. 

His (the first author) sample included software managers in the UAE and Sri Lanka 

experienced in POS. Approximately half the sample was gathered from UAE 

respondents. POS analysis used factor analysis and structural equation modelling as 

quantitative techniques using AMOS and SPSS.  

 

b. Qualitative evidence in 9 in-depth interviews (one hour zoom due to lockdown) of 

managers a small but representative sample 9 in-depth interviews with software managers 

in the UAE who have experience of implementing and delivering software service using 

the CMMI® framework. The sample included project managers, systems architects, 

quality assurance managers, business-analysis and software engineers.   

 

Together the two strands of analysis illuminated the strategy and performance of software 

companies providing insights into the subject matter of this paper; the need to adopt people-

centred policies alongside techniques such as CMMI® if it is to be effective. To explore the 

global driving forces which impact the deploy-ability of CMMI® locally based on the 

primary data, performances by implementing CMMI® practices, across large IT 

organizations certified with CMMI® levels.  

 

Recent studies argue, it is the human involvement as an internal process – particularly 

perceived of organizational support (POS) is believed to be impacting the overall 

deliverables-product or services-delivered to the clients, as employees’ work outcomes. Thus, 

the researcher argues that IT companies in the UAE should think of CMMI® as part of a 

broader management system, that places emphasis on soft aspects such as management and 

support provided to their employees.   

 

This paper provides practical suggestions about how they might do this – suggestions based 

on in-depth research both on CMMI® and as an offshoot of extensive POS research. This 

paper places emphasis on qualitative managerial relations with and support of their 

employees and outsourcees. This paper evaluates the applicability of CMMI® framework 

across various software services using metadata and its need to integrate the human 

involvement as essential internal process-perceived organisational support.  
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Third, this paper also highlights-how integration of POS-based practices amplify or stimulate 

overall work outcomes of knowledge workers (software or IT deliveries). In other words, 

how CMMI® as maturity practice can be effectively applied to software businesses in 

changing context using POS to cope up with the strategic-drifts experience by the IT industry 

in UAE. Fourth, the researchers capture the significance or the critical role of integration of 

POS practices on CMMI®. Also, assess the role of control POS exerts control over the 

software development process.  

 

Fifth, it attempts to draw empirical conclusions and recommendations for organisational 

leaders, process leaders and IT subject matter experts for building organisational operation 

models based on the integration of POS and CMMI®. 

 

 

2. THE DOMAIN OF INFORMATION TECHNOLOGY OFFSHORING (ITO)  

 

As of today, offshoring-information technology work is viewed as a breakthrough in the 

history of global economics (Ronchi et al., 2015;  Trefler, 2005; Carmel and Tjia, 2005; 

Elmuti, Grunewald, Julian and Dereje, 2010). The ITO experts argue that there is no one 

factor which built this unique phenomenon-offshoring IT (Carmel and Tjia, 2005; 

SLASSCOM, 2016). Instead, there are about six principal forces (critical success factors) 

converged together, as depicted in figure 3 (adapted from Carmel and Tjia 2005). 

 

 
 

Figure 2 Demonstrates the Economic, Business and Technology Forces of Offshoring (Carmel and Tjia, 2005) 
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As indicated, the ITO is part of a global economy and larger phenomenon of 
1
distributed business, while much is described and anticipated about globalized work in 

general, there is a scarcity about the body of knowledge about IT offshoring, specifically 

about the structured phenomenon (Carmel and Tjia, 2005). These transformational principal 

forces of industry shape the modern days’ global Offshoring landscape.  

 

The ITO gained economic prominence primarily due to pursuit of low-cost structure 

and the ability to access a global resource pool (Carmel and Tjia, 2005, Elmuti, Grunewald, 

Julian and Dereje 2010). Many of the global multinationals began to leverage the offshore IT 

(cost advantage locations with accessible labour pool) either through their subsidiary or from 

the third party suppliers (Carmel and Tjia, 2005). Even though the offshore could be typically 

described as anything other than the home country, as of today, it is understood that many 

ITO businesses are shifting their core and no-core tasks to the low-cost nation rather than to 

any foreign countries. This is one of the reasons why most of the lower-cost nations are 

developing nations having emerging economies (Elmuti, Grunewald, Julian and Dereje, 2010, 

Jayaweera and Thelijjagoda 2011, Carmel and Tjia, 2005).  

 

In terms of the business process, ITO is described as an act of outsourcing 

(subcontracting) IT business processes to a company’s subsidiary or third parties with the 

responsibility of running a business process that would be conducted otherwise internally 

(Elmuti, Grunewald, Julian and Dereje, 2010; Jayaweera and Thelijjagoda, 2011, Carmel and 

Tjia, 2000; Marin, 2006). It should be noted that the receivers (ITO organizations) of the 

outsourced work are also an independent legal entity operating on their profit and loss 

account (Davison, 2007).   

 

As described by the offshoring scholars the companies who send (onshore) the work 

are typically located in the West because of the spending ability whereas the companies 

receive the work (offshore) are located primarily in Asia and the Middle East due to lean cost 

structure and skilled labour pool. Hence, offshoring became a viable mode of conducting 

business primarily due to companies in the West (onshore) beginning to experience the 

substantial cost savings in their IT works. Previous research was conducted in offshoring 

indicates that a large multinational (onshore) spent about 10–20 million USD per year and 

gained cost savings about 15% to 40% (Carmel and Tjia, 2005). 

 

 

 

 

 

 

 

 

 

 

 

 

 

                                                             
1
Companies in the wealthy industrialized nations are dazzled by offshore programmers’ low wages. Since cost savings are 

the dominant reason for offshoring (Carmel and Tjia, 2005). 
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3. APPLICABILITY OF CMMI® AND ITS COST-QUALITY IMPLICATION  
 

Many sources reinforce the idea CMMI® is a world-class process model (i.e, refer model 

two). The CMMI® model is adapted by various industries in the UAE to build business 

stability through generating value efficiencies; that achieves greater customer value and 

lower costs.  

 

We propose that the integration of CMMI® with POS has the potential to shift the cost-

quality trade-off substantially. However, evidence shows that sustaining and improving the 

trade-off over time is not easy; market conditions and customer demands change, 

technological change is rapid, and on the supply side, implementation and motivational issues  

arise. 

 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 3demonstrates the empirical relationship between the costs of quality 

 

f1, f2, f3, f4 are efficiently frontiers showing the trade-off between productivity and quality. 

Productivity is defined as the inverse of cost (i.e, Cost= Wage Rate/productivity) since as 

productivity increase cost fall.  

Consider a software firm currently at an on frontier 1 (f1) to compete efficiently, it requires to 

increase quality and reduce cost (move to a point Likert). In the future, because of 

competitive and other pressures, it needs to keep improving both its service quality and 

reducing its cost, it moves to f3, f4 and upwards.  

Index of quality 

Index of quality 

(Cost Reduction)  

y1 

y2 

x1 x1 

f1 

f2 

f3 

f4 
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When global market conditions change, it increasingly puts pressure on the metrics-driven 

culture, the applicability of workflows and the software business outcomes pilot by CMMI® . 

This paradox also favours the need for integration of organisational human involvement 

practices-perceived organisational support.  This phenomenon is debatably realistic at least in 

UAE.   

Software businesses have recorded significant difficulties in successfully utilizing CMMI® 

as an enabler to generate delivery excellence worldwide (Capers Jones, 2010 & 2012). Many 

scholars argue that one of the key reasons for many Information Technology projects failures 

is not directly related to human resources or financial implications, but the inadequate quality 

of software products and processes (Brooks, 1987; Walia & Carver, 2009).  

The software companies exist worldwide are experienced with heavy business challenges; but 

not limited to, selective clients spending, rapid technological changes, demanding client 

deliveries, shrinking delivery life cycles and increasing agility. This paradox forcibly pushed 

the software companies to deliver project deliveries on-time, at the highest quality, first time 

right, and right every time (Goldblat, 2013). Due to the very competitive business 

environment, delivery organizations invest heavily on process improvement initiatives which 

would assure them delivery excellence, delivery maturity, and uplift the total quality 

management. Meaning delivery maturity practices in the software industry is not a luxury but 

a fundamental requirement to builds sustainable competitive advantages for their businesses 

(Goldblat, Reuven; 2003; Shang, Shari, Lin, Shu; 2009). However, the integration of 

organisational oriented human involvement practices is arguably side-lined. Thus, what 

outcomes the integration of POS and CMMI® may bring, how it amplifies the organisational 

performance and how it will impact the knowledge workers are yet to be investigated 

specifically in the IT industry.  

Despite the existence of unique processes improvement models such as CMMI®, 

International Organization International Standards Organization (ISO), and Software Process 

Improvement Capability Determination (SPICE) and Agile, CMMI® has been the most 

desired process maturity model software organisations for distinct reasons specifically in 

USA, Middle East and Asia. Arguably, one of the key reason why  

CMMI® is desired because it accommodates very scalable processes to target various road 

amps software developments projects such as stretch development, maintenance, test, quality 

assurance and production support.  

Further, it also provides the luxury to adapt with various types of Software Development Life 

Cycle (SDLC) such as waterfall, spiral, iterative and agile. This phenomenon is factually 

correct according to the software scientist-Carper Johnes, he states, that companies gained 

“CMMI® Level 3 and up are about 15% higher in productivity and 25% higher in quality. 

Additionally, these same organizations experience a 50% lower risk of failure” (Capers 

Jones; 2010 & 2012). Hence we offer our model. 

Our fundamental model discusses the key elements investigated in this research. Developing 

a fundamental model enables the researchers to set the research directions early.  The model 
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explains the cost-benefit analysis of CMMI® from a client business perspective, the critically 

of the integration points and potentially how businesses would evaluate the value delivery of 

CMMI® via tangible measures.  

The centric argument here is that the cost of CMMI® implementation practices needs to be 

translated into business measures while integrating and adapting to global changes. This 

argument is proven by the previous empirical work by the researchers.  As active researchers 

in the field of ICT, we view, the business transformation CMMI® brings it is not all about 

the technology but it’s about institutionalizing an organisational change.  

To thrive in the highly competitive IT industry (UAE) organisations of all sizes need changes 

on the system, people, business models, cultures and competencies. 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 4 demonstrates the value addition of CMMI® to software business operation 
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4. THE CONTRIBUTION OF POS IN THE MODEL 

POS is described as the general perceptions of employees to the degree to which the work 

organization appraises their work contribution and look-after their well-being (Rhoades and 

Eisenberger, 2002). The theory suggests that this concept acts as a mediator between the way 

employees perceive their organization and the extent to which their work actions are aligned 

with its objectives (Aselage and Eisenberger, 2003;  Kurtessis et al., 2015;  Rhoades and 

Eisenberger, 2002). Further, the theory predicts that to the extent they perceive their 

Organization’s support, employees reciprocate by acting in its interests (Aselage and 

Eisenberger, 2003; Bartol, 2007).  

POS construct has been used as one of the dependable models by the previous researchers to 

understand the workers’ perceptions about their organization and their various tangible and 

intangible work outcomes (Aselage and Eisenberger, 2003; Eder and Eisenberger, 2007; 

Eisenberger, Armeli, Rexwinkel and Rhoades, 2001; Eisenberger and Johnes, 2004; Naves 

and Eisenberger, 2014; Farh, Hackett and Liang, 2007; Hui, Lee and Rousseau, 2004). 

Employees spend considerable hours in their work organizations, thus their work orientation, 

work behavioural pattern, workers attitude and their relationship with the employers have 

important cost factor in their career (Aselage and Eisenberger, 2003; Carmel and Tjia, 2005; 

Emerson, 2013; Liu, 2004; Rhoades and  Eisenberger, 2002; Riggle, 2007). 

In IT-
2
Offshoring (cost-competitive) employees spend long hours in their work organizations 

(Bartol, 2007; Elmuti, Grunewald, Julian and Dereje 2010; Rhoades and Eisenberger, 2002). 

However, the organizational leaders may not know how to consistently show their employees 

that they are being valued by their organization (Rhoades and Eisenberger, 2002). If 

employees generate undesirable work outcomes due to managers doing the opposite 

unknowingly, it becomes a huge cost to the ITO organizations. Because every activity 

employees carry out in the organization is associated with the cost factor (Aselage and 

Eisenberger, 2003). Thus, there is a need for employers to implement a viable construct 

according to the ITO’s setting, which consistently generates desirable employees’ work 

outcomes and to signal employees that they are being valued (Aselage and Eisenberger, 2003; 

Gyekye and Salminen, 2009).  

 

Employees spend considerable hours in their work organizations, thus their work orientation, 

work behavioural pattern, workers attitude and their relationship with the employers have 

important cost factor in their career (Aselage and Eisenberger, 2003; Carmel and Tjia, 2005; 

Emerson, 2013; Liu, 2004; Rhoades and  Eisenberger, 2002; Riggle, 2007). Hence, 
employees association towards their work organization needs significant attention, in 

organizational research. When 3IT-Offshoring organizations want to increase organizational 

performance, the organizational leaders need to be aware of what factors that consistently 

influence the employees’ work outcomes. Ultimately, employees individual work 

                                                             
2 The word “offshore” has taken a new meaning. It is understood by many of its business users to mean the shifting of tasks 

to low-cost nations, rather than to any destination outside the country. Low-cost nations are those that fall into the economic 

grouping of “developing nations” or “emerging nations (Carmel and Tjia, 2005). 
3
Information Technology refers as “information systems type activities that are conducted across industries” (Carmel and 

Tjia, 2005) 

3 Offshoring is conceptualized as sourcing of strategic activities outside a firm’s home country for purposes of serving the home country or 

global operational requirements (Pisani and Ricart, 2015; Massini and Miozzo, 2010) 
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performances determine organizational performance. This phenomenon enabled raising 

interest in understanding the work behaviours of employees within the ITO organizations. 

 

The growing significance of understanding work behavioural patterns of employees utilizing 

POS construct provided an opportunity for the researcher to investigate how the perception of 

employees about their work organization influences their work orientation, relationship, 

ultimately the work outcomes (Aselage and Eisenberger, 2003; Bartol, 2007; Kurtessis et al., 

2015; Liu, 2004;  Rhoades, and Eisenberger, 2002; Riggle, 2007). Because, numerous 

drawbacks were reported in Sri Lanka’s ITO but not limited to poor work performances, 

employees turnover issues, challenges on retention of skilled workforce and shortcomings in 

managing employee’s work stress (ICTA, 2006).   
 

 

 

 

 

 

 

 

 

 

 

 

Figure 5 Exhibits the Fundamental Model of Perceived Organisational Support 
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5. CHALLENGES AND POTENTIAL VALUE ADDITIONS OF CMMI®.   

 

This section attempts to examine the contemporary business challenges CMMI® faces within 

the context of UAE IT operations. The researchers limit their scope of empirical investigation 

scope within the cost, productivity, optimization, customer experience and quality.   

 

The software development organisation makes a huge investment in the management 

information system to build competitive advantages, on this basis; CMMI® cannot be viewed 

as an exception (Kamel, Rateb and El-Tawil, 2009). However, the anticipated benefits of 

huge investment are not being realised as return on investment because the software 

developers (workers) struggle to live up to the expectation of producing quality software 

within selected functionalities and features (Chevers and Grant, 2017; Bulatovic, 2011; 

Laporte and O’Connor, 2016). Thus, the perception of workers, specifically how they 

perceive their work organisation and intern, how it impacts their work outcomes is influential 

in terms of determining the organisational performance due to its cost implication (Rhoades 

and Eisenberger, 2002; Liu 2004). It was found that the overall failure rate of the project 

information system is believed to be about 71% worldwide (Hastie and Wojewoda 2015).  

 

It is widely acknowledged that factors such as people, technology and process maturity 

equally impact the overall quality and on-time delivery of the software products (Niazi, 2012; 

Chevers and Grant, 2017; Gorla and Lin, 2010). Hence, those variables (people, technology 

and process) impact the design-development of the software application piloted by CMMI®.   

The drawback to CMMI® implementation requires serious consideration as the accumulated 

failure rate is recorded at 71% across the global level. The significant percentage of failure 

has been characterized to a limited understanding of the challenges in the implementation 

process (Khan and Keung, 2016). Further, the implementation of CMMI® cannot adopt a 

standard process as there are distinct road maps of software projects implemented across 

various geographical and cultural differences (Niazi, Babar and Verner, 2010). 

 

5.1 Employees Involvement  

 

As stated, workers perception of their work organisation enables them to align with their 

work delivery (Rhoades and Eisenberger, 2002; Liu 2004; Kurtessis et al., 2015; Eisenberger 

et al., 2001). Employees work commitment and willingness to adapt is one of pre-requisite 

for the effective implementation of CMMI® (Memon, 2009). Despite the acknowledged 

benefits of researcher argues that the development and deployment of high-quality software 

products can be enhanced via inheriting and adopting POS-based practices, also it may lead 

to an increase in the competitiveness of the firms.  

 

Recent research was conducted among managerial workers in Canada found that it is the 

human resource and effective communication skills are the most influential traits in terms of 

contributing to producing high-quality software products (Chevers and Grant, 2017). 

Meaning, it is the workers' skills, experience and the knowledge in these conditions directly 

contributes to the quality and on-time delivery of software application deliverables.  

 

It was found in previous research that workers involvement plated a vital role in determining 

the success of software programmes. In this context lack of belief of the work organisation 

and lack of ownership is viewed and act as barriers to people integration with the CMMI®  

(Niazi et al., 2010). Further, the researcher argued that human factors act as barriers to 
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effective CMMI® implementation. In this juncture, it needs to be highlighted that it is the 

organisational perception of workers leaders behavioural performance which reflect upon the 

overall work outcomes (Rhoades and Eisenberger, 2002; Liu 2004; Kurtessis et al., 2015; 

Eisenberger et al., 2001). It is an indication that where workers do not perceive that the 

CMMI® process improvement and value additions are not going to enhance the quality 

delivery of software products, therefore they don’t adapt, act and report their work efforts in 

an effective way (Margarido, Faria, Vieira, & Vidal, 2013).   

 

Effective CMMI® implementations are achieved where workers spend long hours on daily 

basis to produce productive work outcomes, which are beneficial for both organisation and 

employees. On this basis, implementation of these programmes requires standardisation, 

long-term orientation, selective spending while associating with human involvement (Niazi, 

Babar and Verner, 2010). In some cases, the implementation of CMMI® may be disruptive 

and bureaucratic (Chevers and Grant, 2017; Laporte and O’Connor, 2016). This empirical 

evidence validates the vital role of workers involvement, reflected upon their work deliveries. 
 
 

5.2  Top Management Involvement and their belief in process  

 

The top management involvement and their beliefs towards establishing a standard process, 

which in turn, assures, repeatability and predictability are continued to be a challenge. To a 

certain extent, the top management belief on CMMI®  which can provide them in producing 

quality software products is depended upon the organisational culture (Memon, 2009), 

despite the prevalence of global view that process maturity leads to build competitive 

advantages and winning software contracts in the global business landscape (Babar et al. 

2010, Urquhart et al. 2012). 

 

Lack of leadership in process maturity and its alignment with the organisational objective is 

also viewed as one of the drawbacks. This is particularly due to successful CMMI® 

implementation requires a considerable significant investment and it is a huge expense from 

the organisational perspective. Hence, allocating the required budget to build process 

improvement capabilities as a priority despite the other operational challenge is arguably 

challenging.  

 

Further, it takes long terms to harvest the process improvements benefits, therefor 

consistently buying the top management support are very challenging unless the top 

management understands the criticality of the long term benefits. On this basis, consistent top 

management support to continue the process improvement initiative is critical (Niazi, Wilson 

and Zowghi, 2007). 

 

 

5.3  The culture of sharing   

 

It is believed that knowledge sharing culture in an organisation is more important rather than 

adapting new technological advancement or process maturity models (Chevers and Grant, 

2017). In other words, the effectiveness of the CMMI® practices also related to the 

organisational workers-centric culture where it promotes knowledge sharing and knowledge 

transfers. Further recent researchers have identified factors such as workers cultural barriers 

and resistance to change are viewed as most contributing factors relative to cost and time 
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factors in the context of successful implementation of information systems, in this case, the 

CMMI®  (Carneiro et al., 2016).  

 

 

5.4 Standardisation Vs customisation of Process  
 

It is believed that imparting state of the art process is the most influential feature of 

generating quality software products compared to people and technological adoption (SEI 

2010). The effectiveness of the CMMI® implementation is depended upon the 

standardisation. The greater the standardisation betters the adaptability. Researchers question 

the adaptability of CMMI® in agile conditions. They argue, at times the standard model of 

CMMI® implementation is not suitable for certain service-oriented organisations (Memon, 

2009). It has been observed that implementation requires an immense amount of paperwork; 

therefore a set methodology is a critical success factor (Khan and Keung, 2016). This might 

be true, due to the changing nature of services delivered to the clients. Margarido et al. (2013) 

also mentioned that an excellent level of documentation results or lead to a superior result. 

Lack of rigorous testing before the implementation of CMMI® might lead to poor results; 

therefore pilot testing for the selected models in process improvement should be conducted 

and the outcomes discussed with all relevant stakeholders (Khan and Keung, 2016). 

 

 

5.5  Role Based Training  

 

Besides, the employees need to be trained on these aspects as inexperienced staff can 

completely threaten the success of CMMI® (Margarido, Faria, Vieira, & Vidal, 2013). 

Effective communication and collaboration between the process improvement team assist in 

the successful implementation of the CMMI® initiative.  

It is essential to train the lower level employees involved in the process as well and not just 

the managerial staff (Ramasubbu, 2014). The multicultural environment that leads to 

diversity within teams has been identified as a barrier because people from different cultures 

have different approaches to work; some follow the set guidelines while others need complete 

information of the entire process else they become change resistors (Margarido, Faria, Vieira, 

& Vidal, 2013).  Employees frequently leaving the organization create an additional burden 

on the overall cost of the process improvement initiative. Although new employees are hired; 

but the turnover becomes expensive due to the indirect loss of essential skills, knowledge and 

experience (Khan & Keung, 2016). 

 

The standard CMMI® appraisal method for Process Improvement (SCAMPI) has been cited 

as a limitation. Inferior quality of the team deployed for an appraisal may not have the 

knowledge, skills and experience in the first place which raises serious questions on the 

overall credibility of the appraisal results. A lot relies on the organisation’s honesty in 

providing supporting documents to validate the choice of the team members. 
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6. HOW CMMI® CAN POTENTIALLY AMPLIFY THE VALUE DELIVERY BY 

INTEGRATING POS IN THE UAE.  

 

We live in the age of outsourcing. It is characterized as a common norm across the globe. 

Most of the corporate companies use the process of outsourcing to diminish corporate 

spending while acquiring software solutions to best manage or streamline their businesses. In 

this context, CMMI® as a process model regulates the delivery of software solutions to 

clients. Most of the IT organisations have their Project Management Offices (PMO) in UAE 

since UAE is viewed as the connecting point of West (onsite) and the cost-sensitive offshore 

(Asia). Business organisations in the UAE use outsourcing as a viable business model while 

developing software systems.  

 

The micronized business challenges on onsite and offshore of IT companies could be viewed 

as but not limited to (a) immense pressure to increase the delivery maturity [shorten delivery 

times] (b) diminish the overall cost of delivery (c) consistently improve on quality and (d) 

improve the customer experience at last year’s cost. Relatively, C-level executives of these IT 

organisations are relatively more committed to building business advantages using CMMI® 

rather integrating with human involvement using dependable models, probably due to 

CMMI® nature. Since so much IT activity is off-shored the boundaries of companies have 

become blurred. Offshored IT companies in the UAE, for example, are part of a supply chain 

of parent companies and have ambiguous control over their activities.   

 

6.1 The need for integration of POS with CMMI®   

As indicated in section eight, it was found in the previous research that integration of POS 

with CMMI® could increase the overall value delivery. To justify this case using meta-data 

following cases are brought-in. 

 

6.1.1 Case-I: The value addition of CMMI® in the USA   

 

A report discloses dependable quantitative evidence from 35 organisations, in the USA, 

reveals that wider enterprises harvest sizable and tangible business benefits which can be 

directly associated with the value additions for the client business. 

 

Performance Category  Median 
Improvement 

Minimum 
Improvement 

Maximum 
Improvement 

Number of data 
Points  

Cost  34% 3% 87% 29 

Schedule  50% 2% 95% 22 

Productivity  61% 11% 329% 20 

Quality  48% 2% 132% 34 

Customer Satisfaction  14% -4% 55% 7 

Return on Investment  4.0 : 1 1:7: 1 27:7:1 22 
 

Table 1Demonstrates value additions brought in by CMMI®  using performance indicators, source, Goldenson 

& Gibson, 2003.  
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6.1.2 Case-II: The role of people and their perception impacting Information System  

 

A research which was conducted in Canada about that worker’ contributions had the highest 

impact on information system (in this case CMMI® ) over process maturity and quality. 

Further, it was revealed that people contribute to their work organisation utilizing their 

experience, knowledge and skills (Chevers and Grant, 2017). Hence, it is critical for the work 

organisation to keep the workers' perception about their work organisation at the optimum 

level, because, the recent research has proven that the workers perceived organisational 

support directly impacts both various employees work outcomes and organisational work 

performance (Aselage, and Eisenberger, 2003; Eisenberger et al., 2001; Rhoades and 

Eisenberger, 2002; Yan, 2015; Lujie, 2018; Sun, 2019; Ayman and Husam, 2019; Barzok and 

Rezaei, 2017) 

 

Figure 6 discusses the impact of people on IS Quality and the importance of perception leading to information 
system’s success, source, (Chevers and Grant, 2017) 

 

6.1.3 CASE- III POS and its impact in the changing context of workers in the ITO in UAE  

 

The importance of demographic factors and their association between POS is arguably well-

established in humanities and organizational literature (Rhoades and Eisenberger, 2002; 

Gyekye and Salminen, 2009; Brougham and Haar, 2013; Colakoglu, Culha and Atay, 2010). 

The word 4‘demography’ (derived from the Greek, which indicates “description of people”) 

is the study of human sample. This discipline scrutinizes the size, composition and as well as 

the movement of population (Goldberg et al, 1998; Kaur, 2013; Wikiversity, 2016). An 

extensive body of knowledge on those demographic variables such as (a) age, (b) gender, (c) 

marital status, (d) education, (e) organizational tenure and (f) job role and their close 

association with POS were found significant but varies as the context changes (Gyekye and 

Salminen, 2009; Colakoglu, Culha and Atay, 2010).  

 

                                                             
4
“Demography literally translated from the Greek term means a description of people. On the other hand, the United Nations 

(UN) Demographic Dictionary describes demography as the scientific study of human populations primarily with respect to 

size, their, structure and their development” (en.wikiversity.org/wiki/Demography, 2016).  
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Demographic variables are viewed as moderating variables; the degree to which the 

demographic variables exert influence on POS differs, contingent to a particular context 

(Gyekye and Salminen, 2009). Further, the demographic variables are closely associated with 

the organizational studies such as workers perception, attitude and distinguished employees’ 

work outcomes (Rhoades and Eisenberger, 2002; Gyekye and Salminen, 2009; Brougham 

and Haar, 2013; Colakoglu, Culha and Atay, 2010; Tsui and Reilly, 1989). Hence, the basis 

of association must be considered as valid to explain the moderated impact of POS, on 

employee’s work outcomes (Gyekye and Salminen 2009; Brougham and Haar, 2013).  

 

6.1.4 CASE- IV: Moderating Role of Demographic Factors in the Context of UAE 

 

UAE is viewed as the global hub for ITO due to its natural geographical location (Gartner, 

2012; Balakrishnan, 2009; Hazem, 2015; Vodanovich, 2010). UAE’s proximity to the West 

(onshore) and Asia (offshore) enabled most of the ITO giants to set up their Project 

Management Offices (PMO) in UAE, which bridges the onsite and offshore in terms of 

managing the requirements, deliveries and expectations of the clients, traditionally located in 

the West (Gartner, 2012; Carmel and Tjia, 2005).  

 

UAE’s revolutionary projects like Internet City (dedicated for IT operations) and Free Trade 

Zones (FTZ) have attracted many ITO companies to invest in ITO projects with the motive of 

harvesting monetary benefits (Shayah and Qifeng, 2015). These FTZ are comprised of 

primarily managerial workers who are responsible for mainly managing the projects between 

the onshore and offshore.  

 

UAE’s global workforce belongs to a relatively lower age group (Gallacher, 2009; 

Tradingeconomics.com, 2019). About 70% of the workforce are expatriates, their primary 

motive to work in UAE is monetary (Avgerou and Walsham, 2000; Gallacher, 2009; Gulf 

Research, 2016; Lahmeyer,  2001). The past researchers have validated that young workers 

express less supportive perceptions than elder workers (Gyekye and Salminen, 2009; 

Colakoglu, Culha and Atay, 2010). Nevertheless, the researcher argues that even the younger 

workers’ (expatriates) possibly would show grater supportive perception towards their work 

organization because if they are dismissed from their job, they are going to lose the right to 

live and work in UAE. Thus, there is a general tendency even among young knowledge-

workers to show high supportive perception towards their organization to sustain within the 
UAE’s legal requirements.  

 

In the UAE, the composition of the workplace is drastically different. Men are highly 

exposed to work than women (Gallacher, 2009; Al-Hadhrami, 2013; Al-Khazraji, 2009; 

Migration Policy Centre, 2015). There is a gender disparity (Vodanovich, 2010) which could 

be viewed as a unique feature experience by the ITO of UAE (Al-Hadhrami, 2013; EUIAGR, 

2015; Jovanovich and Urquhart, 2010; Stephens, 2009). A researcher (Gyekye and Salminen, 

2009) who examined the association between POS and the gender indicated that men workers 

express more supportive perceptions or high level of POS than their women counterparts. A 

unique composition of gender in the UAE could possibly bring competitive advantage to the 

companies operating in UAE relative to Sri Lanka, due to the greater perception among male 

workers.  

 

Marriage is the one and only way to establish one’s lineage, in UAE (Migration Policy 

Centre, 2015; Rashad, Osman and Fahimi, 2005). Thus, men and women in Emirates are 
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naturally married in their early twenties (Rashad, Osman and Fahimi, 2005). Marriage is well 

regulated in Emirates, which imparts recognition, respect, prestige and societal approval. 

Arguably, marriage is a centric part of family life. Emirati’s wedding tradition associates with 

extravagant reception and expensive gifts to the bride as part of the UAE’s customary 

(Rashad, Osman and Fahimi, 2005; Al-Hadhrami, 2013). When Emirati workers produce 

their marriage certificate to their work organization, the work organization should enhance 

their existing scale to the next level (married workers’ scale) to comply with the legal 

requirements (Migration Policy Centre, 2015). This unique phenomenon enables ITO firms to 

deal with a higher percentage of young but married workers relative to Sri Lanka. 

Nevertheless, married workers expressed more supportive perception compared with their 

unmarried counterparts (Gyekye and Salminen, 2009). That point of view promises a high 

level of supportive perception among knowledge workers, overall (Drucker, 1999, 2006), in 

UAE.  

 

UAE’s ITO environment is within very close proximity to the global ITO landscape (Carmel 

and Tjia, 2005). A high percentage of the work-force has degree level or equal professional 

qualifications in Information Technology (IT), in certain cases, the lower-tier employees are 

furnished with higher diploma or diploma level qualifications in the domain of information 

technology (Gallacher, 2009; Al-Hadhrami, 2013; Al-Khazraji, 2009). As stated previously, 

higher the educational qualifications greater the POS among the workers (Gyekye and 

Salminen, 2009). 

 

UAE is an early adapter in terms of bringing in new technologies, process mechanism and 

business innovations (Jovanovich and Urquhart, 2010; Mitra, 2013; Morgan, 2012). This 

places them ahead of the competition relative to any other country in the Middle East. Due to 

the highly competitive work environment, if the employees underperform, the chances are 

they will be out of the job sooner than they think, due to enough labour supply. The 

researcher anticipates that the organizations may be less concerned about employee retention 

possibly due to enough supply, unlike Sri Lanka. It was validated by the previous researches 

that the relatively longer-tenured workers express more supportive perceptions. However, one 

could argue the oversupply of knowledge workers in UAE enables ITO companies to be less 

concerned about the beneficial outcomes the employee long-tuner can bring in.  
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7. Value Additions of CMMI®  

 

7.1 Business Perspective  

 

A substantial body of literature investigated CMMI® has concluded that CMMI® is a 

dependable process model for generating various types of value additions. The process model 

is designed-developed to build board range of advantages but not limited to increase on 

software quality, its design, performance, employees satisfaction, return on investment and 

organisational performance (Mathiassen et al., 2005). It is important to examine and develop 

clarity about the complex nature of value creation.  

 

 

7.1.1 Gain Cost Advantages  

 

Over the last two decades, Outsourcing business made a revolutionary change in the IT 

landscape, by reducing the cost of enterprise solutions. Outsourcers do generate cost 

advantages to overcome the competition by leveraging the cost pyramid (Singh, 2020). This 

approach is very convenient because every outsourcer would operate their offshore operation 

in cost-sensitive countries (very likely to be in Asia or South Asian countries). To build cost 

advantage, the more the lower profile resources attached to the cost pyramid, the better the 

cost advantage or the contribution margin. In this context, many offshoring (outsourcees) use 

CMMI® as a dependable process model to regulate the cost-advantages. Thus, the offshoring 

companies are increasing focuses on building an efficient process model based on CMMI® to 

maximise the cost advantages. However, the level of success in terms of gaining anticipated 

cost advantages is questionable. 

 

 

7.1.2 Improve Productivity  

 

The reality of software’s productivity is depended upon both the combination of system and 

people (Chevers and Grant, 2017; Niazi, 2012; Gorla and Lin, 2010). On-time delivery of 

software build and their work products require constant development in build, testing, quality 

assurance and deployment. Thus, it requires a reliable measure of productivity maturity. It is 

evident CMMI®  provides the provision to define, measure, best-manage and continuously 

improve process-oriented practices, this approach was found to have a direct impact on how 

software builds are delivered to the clients (Dooley, Subra and Anderson, 2001). 

 

7.1.3 Optimize Delivery  

 

The reality of software’s productivity is depended upon both the Clients expectations are 

growing drastically specifically in the software industry due to globalization, digital 

transformation and the utility of artificial intelligence. The process tools can be utilized to 

create agility, acceleration and mechanise work delivery (Chrissis, Konrad, & Shrum, 2007). 

Validating and assuring the delivery maturity before awarding an outsourcing contract, has 

already characterized as a norm to win businesses. Clients want to benchmark the “know-

how” of deliveries of an outsourcees based on past delivery maturity and client references 

(Babar et al. 2010, Urquhart et al. 2012). The most challenging part of the story is that the 

technical and management “know- how” of deliveries become as one of the key measure, to 
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select the potential outsourcing vendors in the client interface. What type of delivery 

optimization is adapted? What are the delivery optimization metrics used by the IT 

companies in UAE? What sort of transformational changes the very process would influence 

on businesses need clarity? 

 

 

7.1.4 Improve Client Experience  

 

In the IT industry in UAE, the client’s spending ability determines the business attractiveness 

of software companies. Software companies are increasingly investing with strategic focus 

within the selected domains (technologies and customer relationship management) to 

improve customer experience. Specifically in the UAE, the software providers do inherit 

distinct business practices to improve customer experience such as using innovative 

technologies to increase the client’s business efficiencies, improve the agility and deliver in 

sprints meet the go to market requirements of clients early. Although CMMI®  provides 

windows of opportunity to improve customer experience via traditional function and 

processes, it is important to understand how it coupes within agile environment? And how it 

improve client experience is questionable.  

 

 

7.1.5 Improve Quality  

 

Quality is another key emphasis of CMMI® adaption. It is evident that every company 

implement CMMI® focus and improve quality. Specifically due to high competitive business 

nature, companies are increasingly pushed to deliver in double quick time without giving 

much regards to quality. In this juncture, the researcher argues that the urgency demonstrated 

to complete a project could undesirably impact the quality of the delivered software 

application (Chevers and Grant, 2017). Further, for businesses what monetary value they are 

saving while improving quality goes relatively unmeasured because workers are convinced 

already that CMMI®  leads to cost saving while improving quality. Further, re-use is a key 

practice of improving quality. To what extent they re-use to assure the quality tested coding 

are parts of the process. What is the re-usage of quality tested codes across businesses within 

the context of UAE is questionable. Thus, the importance to establish the quality road maps 

for businesses.  

 

7.2 Process Perspective  

CMMI®  is collections of best practices that help organizations to improve their processes 

defined by Software Engineering Institute (SEI, References).CMMI®  model guides 

developing or improving processes that meet the business, goals of an organization (SEI 

definition). To implement successful high maturity practice like CMMI® , an organization 

fundamentally requires a quality philosophy, systems, people and procedures. But to achieve 

process maturity consistently across quarters an outsourcer has to religiously embrace the 

process driven and data centric culture proactively from the day one of a project 

 

7.2.1 Best manage requirements clarity and stability 
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Every outsourcer collects, develops, traces and manages requirements. An effective CMMI® 

implementation beyond Level 3 (L3) should be able to bring thought-leadership that “quality 

requirements deliver quality builds”. This is the very first avenue that pushes the quality in to 

SDLC. It is a known fact to delivery world that fixing a defect in implementation stage is 16 

time cost effective than fixing the same defect in production stage. Grater the clarity and 

stability of requirements imply that diminishing margin of defects goes as the input to design 

stage. This is the reality. CMMI® does generate value additions from the requirement stage 

by introducing requirement clarity and stability.  

 

 

7.2.2 Metrics Driven Software Development Product Life Cycle  

 

Let’s discuss what high maturity reveals to clients is. If an outsourcer’s delivery maturity 

progress beyond CMMI®  Level 3 that reveals the followings to the clients. Build First Time 

Right (FTR), On Time Deliveries (OTD) every time, Optimized Each Time (OET), meet the 

Quality Expectations (QE) of clients. The above stated Key Performance Indicators (KPI) are 

the undisputed value additions CMMI®  bring in and could be termed as the “de-facto” of 

outsourcing world.  

 

7.2.3 Flexibility to accommodate various road map of software development  

 

In authors’ perspective CMMI® metric based maturity practice is a trigger for the birth of 

practices such as agile sprint and XP. In terms of defects removal efficiency the CMMI® 

does bring and add superior value not only in the development front but also it includes the 

change request front. Also, CMMI® embarks a concise mechanism to best manage the 

Change Request (CR) generated from the business in regular intervals. Hence it could be 

concluded that the CMMI® does best-fit agility, enhances the defect removal efficiency, and 

position an outsourcer within the striking distance of achieving zero defect. This unique 

dynamism is justified via below incorporated report by Carper Jones.  

 

7.2.4 The culture of re-use 

 

CMMI® as a higher maturity practice reminds and persuades the reuse to strive better 

quality. (7) Also it does provide a room to validate the Average Reuse Percentage (ARP). In 

author’s perspective embracing the culture of re-use is the ideal baseline to validate and 

assure the quality from the start of the projects. Hence, we could figure out to what extent 

CMMI®  deep dive in terms of adding value via the re-use.  

 

7.2.5 Economic Value of Cost saving  

 

The author would like to bring the Capers Jones research findings to justify the significance 

importance of achieving greater delivery maturity in implementations. Capers Jones data 

represent a drastic difference in terms of finding and fixing the defects in the defect fixing 

cycle.  In simple terms, it reveals that finding and fixing defects in the early stage of the cycle 

can be treated as one of the best practice. In quantifiable terms, it cost US$ 100 during the 

coding phase goes up to US$ 16,000 in the production. Also, it implies reduce the net cost of 

testing, identifying defects early in the SDLC produce significance cost advantages, leads to 

ultimately achieving cost leadership in the long run which will be reflecting the estimates of 

the outsourcer.    
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7.2.6 Total Quality Management 

 

There is an interesting relationship between quality of input and the sophistication required in 

the testing methodology. With a low quality of input system, even random testing could yield 

good number of defects, whereas with a high quality of input system, testing needs to be 

much more effective to yield the same number of defects. Commonly used productivity 

metrics such as “time to find defects” or “defects to remark ration” reveals the quality of 

input as well as the effectiveness of testing and QA. CMMI® does invest and timely harvest 

on both the test metrics value additions in order to assure imparts the philosophy of TQM. 

 

8 THE POS-CMMI® MODEL  

The below incorporated POS-CMMI®  model demonstrates the necessity of  integrating the 

POS-CMMI®  model for Information Technology Offshoring Organisation to project and 

amplify the sizable business benefits of software companies.  

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 7 demonstrate the proposed people centric model of CMMI® 
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8. Hypothesis on POS  

 

In order to provide the holistic view, the researcher captured all the hypotheses in the below-

incorporated table, those were derived as part of the synthesis of literature review and were 

tested using SEM.   

 

Hypothesis 

Number  

                                     Description of Hypothesis 

Antecedents of POS 

H1  

 

(a) Organizational fairness, (b) supervisor support and (c) pay level satisfaction 

are positively associated with the workers’ POS levels. 

          H 1.1 

      

Organizational fairness is positively related to the level of employees’ POS.  

 

          H 1.2 

    

Supervisor support is positively associated with employees’ POS level.  

 

          H 1.3  

 

 

Pay level satisfaction is positively related to the extent to which workers 

develop organizational support.  

 

This section examines the hypotheses testing at the global level (includes both Sri 

Lanka and UAE segments). As stated, most of the hypothesized empirical relationships were 

supported based on derived POS-ITO structural model below incorporated.  

 

 

 

 

 

 

 

 

 

  

 

 

 

 

 

Figure 8 Demonstrates the Structural Model results (POS-ITO Model) for Hypothesized Model 

 

First, all of the three hypothesised antecedents of POS (hypothesises 1.1 through  1.3) 

were found to be positively associated with the formation of POS. Hypothesis 1.1  projected 

that organizational fairness would be positively associated with the knowledge workers’ POS 

Supervisor 

Support    

Pay Level 

Satisfaction   

POS  

Organisational 

Fairness  

0.13 † 

†p indicates < .10 

*p indicates < . 05 

**p indicates < . 01 

***p indicates < 0.01 (two-tailed) 
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level. Statistically, this particular hypothesis received significant support. Hypothesis 1.1 

proposed that employees’ perception of organizational fairness would be positively 

associated with workers POS. This particular hypothesis gained relatively significant support. 

While the predicted relationship between employees perception on organizational fairness 

and POS was in the correct hypothesized direction, the OF  POS path was marginally 

significant, (=0.15, p=0.12), the researcher considered only the standardised estimates 
values generated by the AMOS while estimating the path coefficient.  

 

Hypothesis 1.2 which estimated a positive relationship between the employees’ perception of 

supervisors support and POS was statistically marginally sustained (=0.13, p=0.18). This 

empirical result provides a dependable base that the supervisor support helps the employees 

develop a perception about their work organization would be appreciated by their workers 

and leads to the adequate formation of POS.  

 

Consistent with the Hypothesis 1.3 the satisfaction that the knowledge workers experience 

with their pay level was also found to have a marginally positive association with POS, ( = 
0. 13, p =.19), which is an indication that employees who believe that their work organization 

offers pay level satisfaction in an equitable manner are more likely to contribute to the 

development of POS.   

 
10. RESULTS OF THE EMPIRICAL WORK  

 

This section includes the key findings derived from the analysis of the results. The 

subsections critically examine distinct organizational support practices as antecedents of POS 

based on the research findings. The table incorporated in the next page summarizes the 

hypotheses were tested using SEM and it results.  

 

 

Antecedents of POS 

H1  (a) Organizational fairness, (b) supervisor support and (c) pay level 

satisfaction are positively associated with workers’ POS level. 

          H 1.1 Organizational fairness is positively related to the level of employees’ POS.  

          H 1.2 Supervisor support is positively associated with employees’ POS level.  

          H 1.3  Pay level satisfaction is positively related to the extent to which workers 

develop organizational support. 

 

Concerning the hypotheses from H1.1- H1.3, the null hypotheses are H01.1 to H01.3 that 

indicates there is no relationship. The table illustrates that hypotheses are found with 

significance relationship, thus the null hypotheses are rejected.  

 

Global ITO level 

Antecedents of POS Individual ( =value)  Individual ( p =value) Significance 

(***)  
OF 0.15 0.10 Marginal 

SS 0.13 0.19 Marginal 
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PLS 0.13 0.19 Marginal 

Sri Lanka ITO level 

 

 

 

 

 

OF 0.18 0.16 Marginal 

SS 0.19 0.16 Marginal 

PLS 0.29 0.02 Highly 

UAE  ITO level 

OF 0.16 0.25 Marginal 

SS 0.04 0.75 Not significance 

PLS -0.09 0.53 Not significance 

 

The chi-square value (x2) = 550.87, DF =480.00, RMSEA=0.02, CFI= 0.95, GFI= 9.00, and TLI=0.94. 

Table 2 captures the hypothesized relationship of antecedents of POS and Its outcomes both at global and local 

levels 

 

 

10.1 Antecedents of POS Global Perspectives- Information Technology Offshoring  

 

OST holds (Eisenberger et al., 1986) organizational practices establish recognition of 

employees’ contribution and care for employees’ well-being lead to an adequate level of POS 

among workers. Hence, the impartial organizational practices such as organizational fairness 

is a strategic channel that organizations can rely upon to develop treating employees 

proactively, in turn, organizational fairness would contribute to the formation of POS. 

Overall, this specific statistical proposition (organizational fairness-perceived organizational 

support) was supported via the structural equation modelling results, Please refer to table 18.  

 

In this dissertation, organizational fairness was hypothesised as one of the primary 

antecedents of POS, in turn; it would contribute to the assessment of organizational support 

among the knowledge workers. Further, it was identified that relative to the other antecedents 

OF-POS channel showed as the strongest, positive but significant relationship, when 

considered alone (Eisenberger et al., 2001; Herda and Lavelle, 2011; Rhoades and 

Eisenberger, 2002). The research’s result proposes that in examining the extent to which ITO 

organizations offer fairness support for its knowledge workers, the knowledge workers are 

likely to reflect the level of fairness support they receive, although it appears that the fairness 

satisfaction was performing the most critical role in impacting their decision on 

organizational support. A meta-analysis review on POS and its impact performed by Rhoades 

and Eisenberger in 2002 validated the very same phenomenon, it indicated that OF was the 

strongest antecedent among various factors which had contributed positively to the 

development of organization support. Further, the very meta-analysis review considered the 

data collected from insurance, airline and leisure industries. Thus, this may be an indication 

that fairness practices make a dependable contribution to develop perceived organizational 

support irrespective of the industries.  

 

Consistent with the results of a few previous researches (Eisenberger et al., 2001; Herda and 

Lavelle, 2011; Rhoades and Eisenberger, 2002), in this research study, the perception of 
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organizational fairness was established to have a positive significant influence on POS. Thus, 

this research study’s finding proposes that those ITO organizations, which afford knowledge 

workers with supervisors support to extend and build their work-career prospect, which help 

workers for their career growth, are expected to be seen as desirable, caring and impact their 

well-being. Thus, hypothesis 1.1 is valid and applicable to the global ITO context.  

 

The relationship between organizational fairness to organizational support also possibly 

describes that the knowledge workers believe and expect their work organization to 

voluntarily go beyond meeting their basic needs to prove or exhibit the support. This 

phenomenon possibly is true for the offshoring knowledge workers as their participation, in 

this comparative research , and who are comparatively well paid IT offshoring professionals 

for whom other organizational factors induce the organizational support other than the pay 

level,  such as impartial practices which enable them to grab growth career opportunities, 

probably recognitions and reward,  may be important (Aselage, and Eisenberger, 2003; 

Rhoades and Eisenberger, 2002).  

 

The supervisor support was found to have the 2nd strongest association towards the 

development of POS among the knowledge workers (SS POS). Specifically, even though 

there was a positive connection between the extents to which the knowledge workers were 

satisfied with their level of supervisor support and the organizational support, it was found 

that the development of POS was marginally significant. This dependable empirical result 

validates that the knowledge workers are likely to consider the supervisor support as a 

realistic support practice they receive from their work organizations. One explanation for the 

2
nd

 strongest impact that can be presented is due to rapid technological changes in the ITO 

industry, specifically the tactical level and the low-level workers need timely advice and 

direction from their superiors, in regular intervals, to deliver their work deliveries (mentor-

mentee/coaching is a commonly observed support across the ITO) as per the contractual 

agreement. Consistent with the prediction of hypothesis 1.2 supervisors support had a 

significant impact on the formation of POS, thus, the technical relationship projected by the 

hypothesis 1.2 is dependable in the global ITO.   

 

Supervisor support is one of the key mechanisms in which organizations can develop 

employee belief that their work organization recognizes their contribution and concern about 

their well-being (Bartol, 2007; Aselage, and Eisenberger, 2003; Rhoades and Eisenberger, 

2002). The empirical association between the SS and POS was found the second strongest 

contributor when considered in isolation. As anticipated, the impact was positive but 

marginally significant (high) compared to the pay level satisfaction on POS. The findings of 

both these variables indicate that degree of support provided by the supervisor is critical for 

the knowledge workers to actively carry out their work. It also possibly points to the 

importance that in the ITO, the knowledge workers value the supervisor support as an 

important mean of organizational support irrespective of whether the supervisor support 

comes as the results of organizations’ genuine intention or not.  

 

Although the relationship between the SS and POS is not relatively new in organizational 

research, it should be emphasized that this research study views the SS as an indicator 

reflecting the organizations’ reediness to value employees’ contribution, unlike a dedicated 

human resource practice perspective. Because, while the organizations have effective human 

resource policies that regulate the execution of human resource practices, supervisors are 

often in charge of determining the degree of support required for knowledge workers, 

resources and time. It is unlikely to determine the adequate supervisory support requirements 
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aimed at a particular subordinate role. Also, the amount of SS required for knowledge 

workers differs a lot based on their capacity and characteristics of workers (Rhoades and 

Eisenberger, 2002). Thus the quality of this exchange relationship between the supervisor and 

the subordinate seems to be critical in designing and implementing organizational or HR 

practices that contribute to the employees’ perception of organizational support (Rhoades and 

Eisenberger, 2002; Bartol, 2007; Liu, 2004). However, they stress the importance of adapting 

HR-related organizational support practices aiming at enhancing POS.   

 

Pay level satisfaction was found to have a positive and marginally significant relationship 

with the POS. This empirical influence was as good as the supervisors support on 

organizational support (SS POS). Though, pay level satisfaction was an empirical 

antecedent of POS, it was not playing the most primary role in impacting the knowledge 

workers behavioural work outcomes as good as the fairness practice. One useful explanation 

that could be given to this modest impact is the need for hierarchical perspective. That is, 

irrespective of the managerial role of the workers, the workers are likely to consider the pay 

level as their fundamental need, which they want to full-fill regularly (Guterman and 

Alderfer, 1974; Maslow, 1954). Also, the very same phenomenon was reflected in previous 

research conducted among IT workers objectively understanding the impact of HR practices 

on POS (Liu, 2014). As expected, it was found; the hypothesis 1.3 forecasted that the positive 

interaction between satisfactions generated via pay level and POS was found to be valid, at 

the global level ITO.  

 

 

10.2 Antecedents of POS from a Local Perspective: Information Technology Offshoring in 

UAE.   

 

Unlike Sri Lanka, in UAE, how antecedent of POS positively contributed discloses a clear 

disparity. As anticipated, organizational fairness was found to be the highest, positive and 

significant contributor to the formation of organizational support. One dependable 

articulation can be given for this phenomenon, that is, unlike the other countries, UAE 

objectively adopts two distinguished systems (one for domestic UAE workers and one for 

expatriates) so to what extent the fairness practices are applied is questionable from an 

organizational standard perspective. On this notion, meeting the organizational fairness need 

significantly may contribute to the formation of organizational support, as 70% of the ITO 
workers in UAE are expatriates (Al-Hadhrami, 2013; Al-Khazraji, 2009; Jovanovich and 

Urquhart, 2010; Marchon,  and  Toledo, 2014; Stephens, 2009)  

 

As indicated, UAE adopts super beneficial fair practice norms only for locals (which are not 

limited to but explicitly reflected on the level of pay, resources and favourable policies and 

procedure exhibited by the ITO companies towards the domestic workers). Although it is an 

equitable norm as per the UAE standards, expatriates may feel they are not relatively 

benefited by luxury standards set for locals (European University Institute and Gulf Research 

Centre, 2015; Jovanovich and Urquhart, 2010;  Stephens, 2009). This brings an interesting 

insight about the development of POS, which is, the formation and the impact of POS is not 

only contingent on the context but also could be dependent upon to the extent to which their 

hierarchical needs are satisfied. 

 

It needs to be highlighted that in organizational research supervisor support is described as 

high-performance practice because this practice can bring wide ranges of potential benefits 
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specifically to the employees but not limited to improving their knowledge, skills and 

abilities (Huselid,1995). However, organizations view supervisory support as a mean of 

investment on employees (Snell and Dean, 1992). In this research, it was evident (ontological 

stance) that SS is a viable, implementable and necessary practice to form POS, at global 

level, among knowledge workers. Thus, any HR practice that promotes the efficacy of SS 

needs to be facilitated in the ITO. However, SSPOS was found to have the second 

strongest positive impact but very marginal. One of the reasons can be, that is, specifically in 

the UAE, the managerial workers are generally the locals (generally due to their local status 

and not based on the skills, but they draw better perks than the foreigners) who are arguably 

less skilled when it comes to specific technical skillsets, unlike the expatriates. Thus, it is 

possible in UAE, the expatriates may believe not to expect SS from their superiors when it 

specifically comes to work-related technical support. Thus, it is very likely for ITO workers 

to consider SS as a less priority (Carmel and Tjia, 2005; Pisani and Ricart, 2016). 

 

It was identified that the pay level satisfaction is the third significant contributor to the 

formation of POS in the UAE. Although, both in global and Sri Lanka ITOs, it contributed 

positively to the development of POS, interestingly, it disclosed a negative relationship in 

UAE, but it was marginally significant. In this research, it was hypothesized that the pay level 

satisfaction as organizational human resource practice would contribute to the development 

of organizational support among the knowledge workers (refer, i.e, section 3.5), in the case of 

UAE it was not. As stated previously, this phenomenon may be unique to the participants  

involved in this study, because they (both local and expatriates) are arguably well paid IT 

professionals who do white colour jobs (Carmel and Tjia, 2005; Pisani and Ricart, 2016; Liu, 

2004). Thus, meeting their fundamental needs of drawing a competitive salary scale is 

already met. Or in other words, it is possible for the employees to have high salaries and not 

having any problems in meeting their psychological fundamental needs. Hence, PLS may not 

be a significant factor contributing to their perception of their organizational support (Tan, 

2013).  

 

One alternative explanation for the fringe relationship between PLS POS can be offered 

again from the hierarchical perspective (Guterman and Alderfer, 1974; Maslow, 1954). That 

is, pay levels satisfy the employees’ psychological needs, which are lower-level needs. Once 

the pay level need has been satisfied, the employees want the organization to go beyond the 

pay level point (as an individual component) to retain the adequate level of satisfaction. 

Retaining desirable level of satisfaction may be possible by consistently enhancing the 

monetary rewards with the pay (Aselage, and Eisenberger, 2003; Rhoades and Eisenberger, 

2002; Liu, 2004; Bartol, 2007). Perhaps, the process has its own challenges too.   

 

Although it seems that PLS is not playing the most significant role in UAE, a researcher may 

argue that still knowledge workers are likely to consider (i.e, less paid workers) level of pay 

from their organization as support. Thus, in the ITO pay level continues to remain as a valid 

antecedent of POS. One unique explanation to the valid organizational support generated via 

the pay level is that workers objectively join ITO to draw high range salaries, thus, they 

readily value the pay level as the degree of respect given to them.  

 

An unconventional alternative explanation for the marginal relationship or the association 

between the PLS and POS can be, the pay level satisfaction may not solely represent the 

overall importance of the compensation practices embraced by the ITO organizations for the 

development of POS. Previous research findings (Rhoades and Eisenberger, 2002) indicated 

that the pay level satisfaction is a collective phenomenon but not only limited to the pay 
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component itself. Such variables comprise of pay itself (Miceli and Mulvey, 2000), general 

organizational rewards (Eisenberger et al., 2001) and training (Rhoades and Eisenberger, 

2002). Hence the researcher would like to highlight that the accumulated impact of pay on 

POS was not captured in this research scope, instead, this research focuses on empirically 

understanding the similarities and differences of pay level (pay itself) on POS. While the 

researcher utilized the pay level satisfaction as the sole measure in this research to measure 

the knowledge workers perception about the pay practices of the ITO organizations, it is 

realistic to describe that the extent to which ITO workers are satisfied with their level of pay 

might not completely specify how workers develop perception around the pay they draw 

(Rhoades and Eisenberger, 2002). 

 

 

10.3 The Formation of POS 

 

The validity of POS constructs as to what extent it influences the knowledge workers’ 

work outcomes have been completed. The previous section critically evaluated the 

effectiveness of organizational fairness, supervisor support and the pay level satisfaction 

towards the formation of organizational support in ITO context (Barzoki and Rezaei, 2017; 

Colakoglu, Culha and Atay, 2010; Donnell, Jayewardene, and Jayakody, 2010; Donsbach and 

Shanock, 2008; Wickramasinghe and Wickramasinghe, 2011; Krishnan and Mary, 2012; 

Shanock and Eisenberger, 2006). The next sections discuss the detailed view of how POS 

impacts the employees’ work outcomes, moderating and mediating phenomena.  

 

To review the existing literature critically focusing on the concept of POS in the light 

of socio-cultural and demographic parameters and to assess the significance of the existing 

literature to the ITO industries in Sri Lanka and the UAE.  

 

 

11. CONCLUSION- DEVELOPMENT OF PERCEIVED ORGANIZATIONAL SUPPORT 

IN INFORMATION TECHNOLOGY OFFSHORING  
 

Development of organizational support (POS construct) in ITO was one of the major 

focus (i.e refer to the measurement model-I, section 5.1.1).  As stated in the first two research 

objectives, in terms of what this comparative study found, this section examines the 

similarities and the differences about the antecedents of POS both at global and local levels.  

 

 

 

11.1 Organizational Fairness 

 

The notion of organizational fairness exhibited in the ITO was valued by the 

knowledge workers across both global and domestic levels. Thus, it is an important variable 

to be considered by the ITO employers while raising the organizational fairness score. 

Further, OF demonstrated positive and significant association across all three levels (global, 

Sri Lanka and UAE), also was identified as the most contributing antecedent across two ITO 

levels (Global and UAE). In support of the research objective 2, organizational fairness was 

proved to be a primary driver of POS. Organizational fairness is represented by the 

knowledge workers perceptions influencing the impartial practices or unfair organizational 
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practices within the ITO boundary (Rhoades and Eisenberger, 2002; Aselage and 

Eisenberger, 2003; Eisenberger, 2002; Herda and Lavelle, 2011). However, it was found that 

the interpretation of fairness practice was influenced by the personal characteristic of the ITO 

workers while they attempt to give a sensory impression to their work environment.  

 

Fostering fairness oriented practices can help ITO organizations to communicate their 

stance to its employees to produce employee-oriented desirable work outcomes. In this 

context, this comparative study validated that, as an antecedent of POS, it significantly 

contributed to the development of POS. This means, that more a knowledge worker perceives 

that their work organization climate to be fair, the more they believe as being supported by 

the organization. Thus from a realist perspective, the ITO organizations are under pressure to 

adopt sustainable fairness practices to generate adequate and beneficial employees’ work 

outcomes which are favourable for both the parties. If fairness practices are not adequately 

adopted, it is possible that ITO organizations may encounter the following undesirable 

performances. 

 Knowledge workers may change their work input ( possibly less effort in 
terms of generating their work outcomes)  

 May change the work outcomes itself (adequate quantity of less quality)  

 May result in distort relative perceptions with their work colleagues (I work 
harder than my work colleague) 

 

Hence, it is critical for the ITO workers to first define the boundaries of organizational 

fairness and then develop it as an organizational support practice to value employees’ 

contribution and their wellbeing (Liu, 2004; Rhoades and Eisenberger, 2002; Riggle, 2007).  

In this regard, past researchers found that the employees welcome consistency between the 

fairness value system and the fairness climate reflected in their work (Riggle, 2007). It was 

noted that the employees want to understand the organizational policies and procedures so 

that the impartial practices or unfairness practices or limitations are known (Riggle, 2007; 

Liu, 2004) and distinctions are made as to what the organization expects from its knowledge 

workers within its value system.  

 

11.2 Supervisor Support 

 

The belief of supervisory support develops organizational support among employees is 

another organizational variable (antecedents of POS) that was used in this research study. As 

good as the organizational support, across two distinct levels (global and UAE), this was the 

second most contributing factor towards the formation of POS, though minor differences 

were evident. Specifically, in the ITO industry, rapid technological changes, high rate of 

information exchange and process improvement initiatives (Nonaka, Toyama, and Hirata, 

2008; Carmel and Tjia, 2005; Liu, 2004) knowledge workers face demanding work 

conditions, thus, they require supervisor support as a fundamental element (not as a luxury 

privilege) to deliver their project deliveries on time. Thus, this may be a solid reason why it 

was verified in this research that supervisor support is a realistic antecedent of organizational 

support.    

 

Modern researchers have proposed that in the workplace the unavailability of 

supervisor support leads to negative consequences on employees’ work outcomes (Riggle, 

2007; Liu, 2004). As already validated by this comparative study, SS positively impacted 

POS, in turn, it also desirably influences the knowledge work outcomes. Thus, it is possible 
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to develop a conclusion that SS may have noticeable consequences on the achievements of 

the organizational goals and objective via influencing desirable employees work outcomes, 

hence the criticality. Thus, the availability of supervisory support can be the outcome of 

physical or emotional support to employees from their respective heads. In the ITO, the scope 

of supervisors support includes but not limited to;  

a) Provide competent job instructions (how do I see this person succeeded in a job)  

b) Sharing with subordinates timely information (Information is wealth, specifically 

in ITO)  

c) Praise for an IT delivery well done (technology made this process easy due to 

various forms of communication such as text, email, voice messages and video 

messages)   

 

This phenomenon describes that the supervisor support is something the managerial workers 

and the organizational leaders should constantly monitor from their knowledge workers 

(Carmel and Tjia, 2005; Liu, 2004). Further, it seems providing adequate supervisor support 

continues to be an issue to ITO companies due to its offshoring nature – a large span of 

control to gain high-cost competitiveness (Avgerou, 2010; Dhar and Balakrishnan, 2006; 

Mitra, 2013).  One way to alleviate the feeling of the unavailability of supervisory support is 

to constantly communicate with the knowledge workers about their work progress and 

appreciate them. Previous researches that were conducted in this line, specifically in the 

West, stated that communication from supervisors signals appreciative message which may 

help to increase the support from their organization positively impacting the employees’ work 

outcomes, because, employees view supervisors as the official work agent of their work 

organization (Rhoades and Eisenberger, 2002).  

 

 

11. 3 Pay Level Satisfaction 

 

In this research pay level satisfaction is characterised by the level of satisfaction an 

ITO worker experiences via the organizational pay. It is an indication that in the global ITO 

employees are well paid white-collar workers, thus, organizations may need to go beyond this 

point to signal organizational support practices to them (Liu, 2004).  It was identified at the 

global level that pay-level satisfaction was found to be the third most (least among all three 

antecedents) contributor to the POS. However, in developing economies (ITO of Sri Lanka) it 

was identified as the primary contributor, despite the fact that knowledge workers are 

relatively well paid. This is an indication that in developing economies, specifically having 

an equitable pay system is an absolute necessity to form organizational support. In other 

words, this research study validated that pay level can be utilized as a viable mean to explain 

the standard of contribution knowledge workers make-at-work on a consistent basis.   

 

Further, the findings on PLS, specifically in developing economies, may indicate that 

certain ITO organizations are under a certain obligation to adopt more equitable (transparent) 

and lean pay level standards. It is also noted that to gain high salaries, knowledge workers are 

pared to increase their job assignment, work long hours and make a mental adjustment-a 

feature of ITO-(Carmel, Avgerou, 2010; Dhar and Balakrishnan, 2006; Mitra, 2013) to be 

rewarded personally (a form of organizational support). It seems that by defining the 

boundaries of the pay-standard, the ITO organizations may be meeting the belief of ITO 

workers about organizational support. In turn, the ITO workers may experience supportive 
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perception- leads to important, desirable and beneficial work outcomes, which are limited to 

behavioural and psychological work outcomes as mentioned in this study.  

12. CONCLUSIONS AND RECOMMENDATIONS 

In this paper (the very first part of the series), attempts to confirm that the notion of 

integrating the CMMI®  with people involvement, particularly using POS is a worthy and 

applicable phenomenon to generate and amplify value creations for their clientele. It also 

emphasises the role of IT-offshoring, process maturity, business value creation and the role of 

technology specifically in the emerging economies. Although, this research has brought in 

four distinct cases using and those metadata to validate the empirical positioning of the key 

problem investigated in this research, the researchers use primary data (qualitative data) from 

the UAE, collected among software managerial workers to develop the POS-CMMI®  model.  

The holistic process will be based on a case study approach, targeting top but selective 

software companies in the UAE. Researchers use qualitative approach, grounded theory as 

the qualitative data analysis technique for this purpose. The ultimate qualitative model 

examines and advocates how POS can be integrated with CMMI®  for superior value 

creation.  

Companies outsource their software development contracts with the primary motive of 

achieving minimized cost, gain access to world class standards, transfer & share risk, achieve 

critical mass via insufficient resources, improve agility and manage the on-going 

performance. However, still businesses are facing increased challenges from outsourcees and 

these remain as big hurdles to achieve the defined client’s business objectives. As per Capers 

Jones in 2011 the software is blamed for major business problem than any other man-made 

products. Poor software quality becomes one of the most expensive topics in human history. 

The figures float around Billion US $ 150 per year in United States and Billion US $ 500 per 

year worldwide.  

Achieving delivery excellence, delivery maturity, increased productivity, cost optimizations, 

promoted agility, being proactive, on time delivery are being the number one priority of 

CEOs of every delivery organizations (outsourcers). However, arguably, very less emphasis 

is given to the most valuable assets (human resource) of the organisations, specifically their 

perception, engagement and involvement impacting their work deliveries. On the other hand 

CMMI® pilots outsourcees to achieve cost efficiencies by enhancing re-use, bring down the 

maintenance cost via IT consolidation, diminish the opportunity cost by enhancing team 

productivity and efficiency, and operate with lower risk since the organization generates 

more predictable data to make data centric decision which reflect in their daily deliveries.  

In this context, the researchers shed light on the significance of integrating the people 

involvement with CMMI® via POS using metadata, its applicability for software 

organisation and most importantly how it can generate and amplify by value creations of the 

organisations. Finally, the researchers develop the POS-CMMI® model which using 

qualitative data collected from the software organisation from the UAE, which is the ultimate 

aim of this research.   
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