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Management Summary

COVID-19 has significant impact on IT organisations and IT sourcing in Europe. Flexibility is 

key, and Cloud Computing is becoming increasingly important. In the areas of innovation 

and strategy, most projects are being postponed.
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Outsourcing customers tend to be quite critical with 

their providers. And costs are still the most important 

reason for outsourcing. However, in some cases the 

business goals were missed by a long way. The 

fundamental strategy of externalising IT services has 

not changed, on the contrary: the degree of 

outsourcing continues to grow.

Special providers who agree to long-term partnerships 

are in demand. Offshoring, on the other hand, is 

coming under pressure, especially from the Cloud. 

The growth here is immense, from early services such 

as IaaS and SaaS to new approaches like desktop, 

database or security as a service. And transparency is 

becoming increasingly important for sourcing 

management. 



How customers rate 

their most important

IT provider
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While the average value is good overall, shortcomings are evident in the 

areas of innovation and cost reduction. Compared to our previous 

sourcing survey (2017), satisfaction has declined slightly. It was highest 

in the areas of service quality and security. 
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Main motives for outsourcing
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Classic reasons: Customers are interested in cost reduction and 

better implementation of requirements. The ranking is largely 

consistent with the results of our 2017 survey. Exceptions: 

• “Support digitalisation” fell from 2nd place (47%) to 3rd place 

(33%).

• “Competitive advantages through IT” took a dive from 5th

place (35%) to rank 7 (10%).

In the open responses to this question, other arguments for 

outsourcing were listed, including concentration on core IT 

competencies, flexible staffing due to variable requirements, 

lack of expertise (and no build-up of internal resources) as well 

as higher speed while maintaining quality. 
Other
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Outsourcing goals  

achieved so far...
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60%
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Cost
flexibility

Scalability /
Balance fluctuations

Focus on core
competencies

Increase of
service quality

Higher transparency
 in services

Avarage values / Scale from 0% (not achieved at all) to 100% (fully achieved)

Room for improvement: Cost flexibility 

was relatively far off target - cost 

reductions were the most important 

argument for outsourcing. The quality 

of service also increased only to a 

limited extent. 

Nevertheless, customers in these areas 

were largely satisfied with their service 

provider. 



How outsourcing will 

evolve until 2023
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IT infrastructure is increasingly migrating out of the companies, and the 

trend towards outsourcing also dominates when it comes to applications. 

A comparison with our 2017 survey shows that peripheral areas 

(less/more) are growing slightly, while the middle (unchanged) is 

becoming somewhat thinner. 
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Collaboration with external partners 2023
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There is a trend towards selective sourcing of specialists, 

preferably within the framework of a long-term 

partnership. Business process outsourcing, on the other 

hand, is experiencing challenges, with a significant 

decline of eight percentage points compared to 2017. In 

all other areas, however, the figures have (slightly) 

increased.

Some specialised providers
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20%
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71%

Balance peak demands
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IT provider focusses on technical issues

One full service provider
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 [28%]

 [16%]

 [12%]

Multiple answers; [ ] values from 2017,  change compared to 2017



Sourcing strategy in 

regional comparison
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Offshore destinations are coming under pressure in IT sourcing, with 

COVID-19 likely to be a key driver. In contrast, one can speak of a Cloud 

boom without exaggeration. Six out of seven companies want to expand 

the proportion of Cloud services.
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Satisfaction with 

sourcing regions
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The majority of all companies are at least generally satisfied with the 

Cloud experience. One in three organisations is less satisfied or not 

satisfied at all with offshore - and a large proportion have no offshore 

experience. This also indicates the potential growth of the Cloud and 

the decline of offshore.
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Degree of outsourcing
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The degree of outsourcing is highest in IT infrastructure. Application 

management comes last. 
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Application development
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Cloud usage:

Growth as a Service
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The great success of Cloud Computing continues in its new domains. All 

segments are expected to grow significantly in the coming years - only 

the established areas of SaaS and IaaS showing “normal” growth rates. 
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Expectations on the 

future of sourcing 

management
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Constant development: Compared to our 2017 survey, the order of 

approval has remained almost the same. Only market price 

benchmarking has advanced from third to second place. 

3.77

4.47

Mean value

Benchmarking of IT and business services is a tried 

and tested tool for obtaining transparency.

The future belongs to transaction-oriented billing 

of services (e.g. billing per account activity).

4.48

KPIs must be revised to provide an adequate assessment 

and control mechanism for the various user roles.

In our service catalogue, business services (e.g. payroll) 

will increase in importance compared to IT services.

We must evaluate all suppliers with a 

consistent process (provider tiering).

Requirements for transparency grow through business

services and transaction-oriented billing.

3.86

4.12

4.43

1 = strong disagreement, 6 = strong agreement



COVID-19 impact 

on IT organisations
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Serious implications: COVID-19 has had 

a medium to severe impact on more 

than two-thirds of IT departments.

Companies with more than 5,000 

employees as well as many industry 

sectors like construction, transport, 

logistics, travel, consumer goods, food 

and beverages were hit hardest.
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45% medium effects

25% strong effects

28% light effects

2% not at all



Under control: IT services remain available
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The good news is that IT organisations 

were able to maintain most of their IT 

services - despite the restrictions 

imposed by the COVID-19 pandemic. This 

required additional procurement of 

resources such as hardware, software 

and services. Only every fourth IT 

organisation needed to purchase 

additional know-how.

We have purchased external know-how

We maintained our IT services despite restrictions caused 

by COVID-19 through remote access
89%

57%
We have procured additional components, licenses 

and services at short notice

32%

25%

We will probably exceed the current IT budget

Agreement (mean value)



IT projects postponed
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Projects in IT infrastructure are proving to be relatively resilient in 

terms of postponement. In contrast, projects for innovation and 

strategy/consulting are being postponed significantly more often.
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26.2%

Postponed up to 6 months

Infrastructure

13.1%
2.4%

Postponed more than 12 months

Applications

Postponed between 6 and 12 months

Innovation

47.6%

Strategy/Consulting

No postponement

39.3%

26.2%

45.2%

15.5%

38.1%

35.7%

10.7%

19.1%

45.2%

22.6%

13.1%



Medium term changes in IT
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Many are sceptical about re-

insourcing - the mid-term focus is 

on enterprise mobility and 

automation.

Insights and comments from the 

participants of the survey:

• "These changes were already 

planned without COVID-19."

• "IT digitalisation efforts are 

more strongly supported by the 

business now."

• “Our mobility first strategy to 

support more flexible working 

models is being implemented."

We will replace external resources with internal employees.

The importance of enterprise mobility continues to increase.

We will procure more services onshore.

The level of IT automation will increase.

We will move more services to the Cloud.

We will outsource more IT services to external providers.

We need more flexible contracts (variable volumes).

Mean values

We will bring IT services back inhouse. 2.85

3.86

4.89

4.43

4.29

3.01

3.04

2.80

1 = strong disagreement, 6 = strong agreement



Industry

Employees

About this survey
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The study is based on an online survey by Maturity of European managers 

in business and IT. A total of 107 participants were registered, for 

example CIOs, IT board members, buyers as well as heads of IT, of 

business units or projects. Rounding differences may result in totals 

other than 100%.
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Public SectorEnergy and UtilitiesAutomotive 

and Suppliers

ConsultingBanking, Insurance, 

Financial Services

Construction Transport & 

Logistics

Biotech, Chem, 
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Pharmaceutical
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Technology, 

Med-Tech

IT & Telco Consumer 

Goods, Food

Machinery &

Engineering

Other

17% 12% 33% 20% 18%

1,001 – 5,000 >10,0005,001 – 10,000< 500 500 – 1,000



More surveys from Maturity

IT RESEARCH

IT experts Plan-Build-Run Cloud Computing

Supply and demand Which paradigms will emerge? The sky is the limit

New paradigms in IT

39%

34%

19%

8%

Miscellaneous

Innovate

Design

Transform

Run 

Grow 

Transform

Source

Make

Deliver

4,3

4,4

4,2

2,2

The situation has worsened considerably in

recent years.

The job market for IT professionals is tight 

and we have difficulties filling vacancies.

The job market is particularly tight in the

IT sector.

The job market for IT specialists will ease

in the next two to five years.

0 1 2 3

Low consent

4 5 6

High consentMaturity survey: 2019 IT skills

Theses on the job market for IT experts How many of your applications

come from the cloud?

17%
21%

41%

30–59%

3%

26%

<10% 10–29%

Maturity survey: 2018 Cloud Computing

60–89%

1%

10%

>90%

1%
6%

2018 2020

74%
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Data on IT usage in enterprises 

is our core competency. The 

data comes from leading 

organisations of all industries in 

Europe and is collected and 

validated in projects by 

Maturity. This enables us and 

our clients to learn from the 

decisions of the best.

Our projects are driven by 

individual challenges to 

improve the effectiveness, 

efficiency and flexibility of IT. 

This involves both internal as 

well as external IT services in 

terms of finance, complexity, 

volumes and quality. We lay the 

groundwork for our clients and 

their Data Driven Decisions

Maturity

Maturity was founded in 2001. We’re an independent 

consulting company for IT strategy, sourcing and cost optimisation. 
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Excellence

Prices and Services

Sourcing Design
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Productivity
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Models
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Scenarios

Clients and Users

Maturity Service 

Library

Application TCO

IT Cost

Optimisation
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Our offices in Europa

Munich

CONTACT

Phone: +49 (0)89 44 11 98 0

munich@maturity.com

Amsterdam
Phone: +31 (0)20 561 79 86

amsterdam@maturity.com

Milan
Phone: +39 (0)2 646 72 604

milan@maturity.com

Zurich
Phone: +41 (0)79 327 1891 

zurich@maturity.com

Frankfurt
Phone: +49 (0)89 44 11 98 0

frankfurt@maturity.com

London
Phone: +44 (0)20 78 68 19 01

london@maturity.com

Vienna
Phone: +43 (0)664 111 0000

vienna@maturity.com



www.maturity.com

Data Driven Decisions

Discover the full potential of your IT organisation, in terms of 

structure, finance and expertise. Maturity supports you with in-

depth experience and detailed data from IT infrastructure, IT 

applications and IT sourcing. Together with our customers, 

we lay the foundation for Data Driven Decisions.


