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ABSTRACT 

 

 

 

Shared service is a consolidation of support functions in an organization, to 

provide services as efficiently and effectively as possible. The implementation of 

shared services in an organization becomes crucial particularly with reference to ICT 

shared services. However, there is a deficiency in the means of measuring the extent 

of successful ICT shared services. The purpose of this study is to identify the factors 

that influence the success of ICT shared services and determine the level of ICT 

shared services implementation. The study uses a systematic literature review (SLR) 

to identify the factors characterizing the success of the ICT shared services model. 

The content of this study was acquired from various resources including papers and 

books, which were used to find the ICT shared services factors. The SLR revealed 

six factors which influence the success of ICT shared services in the organization. 

These factors are organized using multiple theories which are split into three 

different perspectives: technologies, organizational and the personnel responsible for 

producing the ICT shared services model. This study deploy a questionnaire survey 

method to evaluate the initial success factor and using Descriptive Statistics to 

validate the data.  
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ABSTRAK 

 

 

 

Perkongsian perkhidmatan adalah salah satu fungsi sokongan  di dalam 

sesebuah organisasi untuk  menyediakan perkhidmatan dengan cekap dan berkesan. 

Pelaksanaan perkongsian perkhidmatan dalam sesebuah organisasi menjadi sangat 

penting terutamanya merujuk kepada perkongsian perkhidmatan dalam sektor ICT. 

Tujuan kajian ini adalah untuk mengenal pasti faktor-faktor yang mempengaruhi 

kejayaan perkongsian perkhidmatan ICT dan menentukan tahap pelaksanaan 

perkongsian perkhidmatan ICT. Kajian ini menggunakan kajian literatur secara 

sistematik (SLR).  Kandungan kajian ini diperoleh daripada pelbagai sumber 

termasuk kajian terdahulu dan buku, yang digunakan untuk mencari faktor 

perkongsian perkhidmatan ICT. Melalui kaedah SLR, enam faktor yang 

mempengaruhi kejayaan perkongsian perkhidmatan ICT dalam organisasi dapat 

dikenal pasti.  Faktor-faktor ini dianjurkan menggunakan multiple theories yang 

dibahagikan kepada tiga perspektif iaitu teknologi, organisasi dan  tanggungjawab 

pengurusan untuk menghasilkan model perkongsian perkhidmatan ICT. Kajian ini 

menggunakan kaedah kaji selidik untuk menilai faktor-faktor yang mempengaruhi 

kejayaan dalam melaksanakan perkongsian perkhidmatan dalam institusi pengajian 

tinggi. Selain itu, untuk memastikan keberkesanan faktor-faktor ini, kaedah 

Descriptive Statistics telah di implikasi.   
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CHAPTER 1 

 

 

 

INTRODUCTION 

 

 

 

1.1  Overview 

 

 

Shared services are defined as the consolidation of support functions (such as 

human resources, finance, information technology, and procurement) from several 

departments into a stand-alone organizational entity whose sole mission is to provide 

services as efficiently and effectively as possible (Soalheira & Timbrell, 2014). 

Furthermore, as an organization undergoes a transformation,  it gives primacy to the 

efficiency of corporate functions; at which point shared services could be considered 

as an alternative to outsourcing (Sako, 2010). According to Yee and Chan, shared 

services refer to the practice of business units, operating companies and 

organizations deciding to share a common set of services rather than having a series 

of duplicate staff functions. This serves the purpose of  achieving improved 

operational efficiency and cost reductions (Jonathan Yee & Chan, 2009).  

 

 

Based on Gartner, shared services are a centralized approach by an 

organization set up in order to establish a one-to-many delivery model which 

provides services to several areas of an enterprise thereby optimizing business values 

(Dreyfuss, 2016). The idea is to redistribute services which belong to a single 

department of an organization or group to other departments as a shared resources. 

When this happens, the department providing this service is potentially defined as an 

internal service provider. 
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Shared services should possess certain characteristics which make them well 

suited for application in the one-to-many delivery model. These characteristics of 

shared services include (Cassio & Simon, 2017)-  

 

i. Multiple departments within the organization should have a need for the 

same features of a candidate service. 

ii. Common key elements such as quality and security measures are required 

at the service level. 

iii. The solutions provided by the shared services should potentially be long-

term and stable in terms of compatibility and usability 

iv. There should not be a better commercial solution available in the market 

comparable to the candidate service, particularly one from commercial 

rivals. 

v. They should offer a cost effective solution with service level features. 

vi. In terms of business value, candidate services would potentially create 

business benefits for both the service provider and the clients. 

 

 

 

1.2 Background of the study 
 

 

The motives for establishing shared services in organizations may include 

strategic (increase productivity), organizational (reduction of 

complexity/uncertainty), political (enhance credibility), technical (standardization of 

IT platforms), and economic (lower costs) benefits (Janssen & Joha, 2006b). Besides, 

the shared services traditionally, entail the consolidation of replicate business 

functions. Additionally, these shared services predominantly support functions such 

as Finance, Human Resources or Information Technology (IT), as separate units 

which provide customer-oriented services to the originating business units (Chiang, 

Tseng, & Chen, 2011). Therefore, this study will focus on Information Technology 

(IT) or Information Communication Technologies (ICT) in the shared services 

context. 
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Other than that, standardization of the process can be the best practice for the 

organization if they use shared services. Shared services come with some additional 

features such as the provision of well-standardized services which include 

authorization, e-form generation, digital safe and citizens‟ registry (Janssen & Joha, 

2006a). Furthermore, ICT shared service units can also be centralized structures 

aimed at achieving global scale efficiencies through the provision of standardized 

services and IT infrastructure (Sia et al., 2008).  

 

 

Among the many benefits of ICT shared services, competitive features 

sometimes enable service delivery outside the organization. This type of external 

provision is absent in traditionally centralized services. ICT shared services are 

business oriented and are dependent on service level agreements and business value 

metrics.  

 

 

A candidate shared service exists only because more than one business unit 

has a common interest in the services. This means that the development of an ICT 

service for the provision of services within departments results from the approval of 

several business units, which help set a common goal to increase potential business 

values.  

 

 

 

1.3 Statement of problem 

 

 

As mention, shared services have many benefits that can apply in 

organization especially in HEI and to be precise in ICT area. One of it is,  data 

collected during the interviews were then compared against the literature reviewed to 

yield the Shared Services Decision (SSD) model (Jonathan Yee & Chan, 2009). SSD 

model was used to collect the data and measure the successful using between SS and 

outsourcing. However, as mentioned, ICT shared services have many benefits which 

are applicable to organizations, but whose discussion on how to measure the 
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successful ICT shared services (Davies, 2011; Ulbrich & Schulz, 2014) is still 

lacking. From previous research, there is a module that measures the rate of success 

in the use of ICT shared services based on the data collected (J.a Yee, Chian, & 

Chan, 2009). It has been identified that there is a need to extend and validate the 

shared services success model (Miskon et al., 2012).  

 

 

From the study, even though have many model been created, but none of it 

apply to the HEI and precisely in ICT Shared Services area.  The main problem here 

is to define the suitable model that can be used to measure successful ICT shared 

services in HEI. This research question in this study will be divided into two main 

parts. The first part is the main research question and the second part is the sub 

research questions that support the main problem. 

 

 

Main research question is derived from intention to studying the importance 

of ICT shared services in HEI. The main research question as below: 

How to measure successful ICT Shared Services in High Education Institution?  

To fulfil the main research question, sub questions are developed to support main 

research question. The sub questions are: 

 

i. What are the factors that influence the success of ICT shared service? 

ii. What are the factors that influence the success of ICT shared service in 

HEI? 

iii. How to validate the initial success factors in ICT shared services in High 

Education Institution? 

 

 

 

1.4 Purpose of study 

 

 

Many of the surveys in the studies focused much on shared services success 

factors while neglecting the ICT shared services successful factors especially the 

perception of the stakeholder and users. This study fills this gap by studying ICT 
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shared services appropriation criteria not only to understand the ICT shared services 

behaviour, but also the perception of the stakeholders towards this ICT shared 

services and how they actually implement and use it in organization focus on HEI. 

 

 

Thus, this study specifically aims at answering the question, “What are the 

factors influencing the success of the ICT shared service initiative in HEI”. The 

outcome from this study is the identification of success factors and the proposal of an 

initial model for ICT shared services‟ success. 

 

 

 

1.5 Objective of study 

 

 

The outcome from this study should meet the research objective which are: 

 

i.      To identify the factors that influence the success of ICT Shared  

     Services 

ii.      To propose ICT Shared Services success factors that can be used in  

      HEI 

iii.      To validate the proposed initial success factors of ICT shared  

      services in HEI 

      

 

 

1.6 Significant of the study 

 

 

This research study could provide information on the elements, categorized 

by its characteristics, which could lead to the successes adoption ICT Shared 

Services model by HEI in Malaysia. The study provides a review on the model that 

combines ICT element and provider that use the ICT. The case study would be 

beneficial for academic researcher and HEI organization itself in study the factors, 

opportunities and concerns for Malaysia HEI regarding with using ICT Services. 
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1.7 Scope of the study 

 

 

Since this study examines the ICT shared services implementation level, the 

Research and Development System (RADIS) in Universiti Teknologi Malaysia 

(UTM) was chosen to be a sample for this study. The RADIS has been known and 

recognized as one of the well-established research management information systems. 

The system was chosen for this study because of web-based integrated information 

and overall performance which range from simple transaction processing at the 

operational level to complex process. This system supports the management 

processes and operations in a comprehensive way in the management of all research 

project proposals and research projects leading up to the completion of research 

projects. 

 

 

Data from research management system is also frequently retrieved by many 

external systems through integration. The data provides real time and useful 

information for many important purposes like payroll, claims, assessment, teaching, 

learning and much more.  Thus, a RADIS can be considered as a valuable asset for 

UTM and related parties in sustaining the success. Therefore, service developer is the 

participant that will be evaluated based on the respondent level of understand and 

develop the system and have experience manage the system that provide 

compatibility. 

 

 

 

1.8 Thesis Organisation 

 

 

This section provides an overview of all the six chapters of this dissertation as 

follows: 

 

Chapter 1 present introductory chapter has attempted to present the project 

outline of the thesis. Beginning with the introduction on the shared services 
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background followed by research problem background, the main problem statement 

and its related research questions. An explanation of the research inspiration is then 

briefly explained. The research objectives, research expected contribution, research 

scope and the significance of the study are also presented in this chapter. The next 

chapter presents a review of literature related to the context of the study. 

 

 

Chapter 2 present a review of literature related to what ICT shared services 

successful factor. It provides definition of shared services, shared services 

characteristics, benefits ICT shared services and implementation ICT shared services 

in HEI. An overview of IS theories implementation are discussed in this chapter. The 

end of this this chapter concludes adoption model can be used to develop initial 

model. 

 

 

Chapter 3 describe the methodology used for this study. A quantitative 

methods using a survey based questionnaire is used for the data collection in this 

study. This chapter also describes and justifies the research design and research 

approach. This chapter end with the development of the questionnaire used to collect 

data collection. 

 

 

Chapter 4 comes out with the proposed initial model for ICT shared services 

success factor. This chapter present the justified factor that involve while measure 

the success factor in ICT shared services with discussion and conclusion of the study. 

From the analysed papers, 6 of success factors were identified and proposes an ICT 

shared services model which consists of three perspective depending on their 

relevance 

 

 

Chapter 5 presents the data analysis and result of this study. This chapter 

introduce data analysis to manage data collection. The question are organised in four 

section which are demographic, technologies, organizational and social. The result 

from the data analysis of the ICT shared services factor is presented in this chapter. 

The data has been gathered from the survey through questionnaire to achieve the 
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objective of the study. The descriptive analysis has been use in order to examine the 

data. 

 

 

Chapter 6 discusses and conclude propose initial model for ICT shared 

services success factors and summarized the result. Both research contributions and 

implications are then discussed. Limitations of the study and the future work area are 

also suggested in this chapter.     

 

 



97 
 

 

 

 

 

REFERENCES 

 

 

 

Aksin, Z., & Masini, A. (2008). Effective strategies for internal outsourcing and 

offshoring of business services. An empirical investigation, Journal of 

Operations Management (26:2), 239 - 256. 

Albright,S.C, Winston, Wayne L. & Zappe Christopher J. (2010). Data Analysis & 

Decision Making with Microsoft Excel 

Alias, R. A., & Saad, N. H. (2004). A Multiple Perspectives Review Of Knowledge 

Management Literature. Knowledge Management International Conference and 

Exhibition, 1–12. 

Ammann, C. (2010). Uncertainty Concerning The Efficiency and Effectiveness of 

Red Clay‟s Data Management and Processing Services. 

Baggs, B. T. (2011). An Examination Of Selected Organizational Constructs That 

May Influence A Tri-District Model For Shared Services. Retrieved from 

http://search.proquest.com.library.sage.edu:2048/pqcentral/docview/890218555/

citation/139E9A2AADE92EB2FAC/11?accountid=13645# 

Bandara, W., Miskon, S., & Fielt, E. (2011). A Systematic, Tool-Supported Method 

for Conducting Literature Reviews in IS. Information Systems Journal, 1–14. 

Becker, J., Niehaves, B., & Krause, A. (2009a). Shared Service Center vs. Shared 

Service Network: A Multiple Case Study Analysis of Factors Impacting on 

Shared Service Configurations. Lncs, 5693, 115–126. 

https://doi.org/10.1007/978-3-642-03516-6 

Becker, J., Niehaves, B., & Krause, A. (2009b). Shared Services Strategies and Their 

Determinants: A Multiple Case Study Analysis in the Public Sector. 15th 

Americas Conference on Information Systems (AMCIS 2009), Paper 14, 1–11. 

Retrieved from http://aisel.aisnet.org/amcis2009/14 

Boglind, A., Hällstén, F., & Thilander, P. (2011). HR transformation and shared 

services: Adoption and adaptation in Swedish organisations. Personnel Review, 



98 
 

40(5), 570–588. https://doi.org/10.1108/00483481111154441 

Bondarouk, T., & Friebe, C. M. (2014). Shared services - Standardization, 

formalization, and control: A structured literature review. Advanced Series in 

Management, 13, 39–65. https://doi.org/10.1108/S1877-6361201413 

Chiang, J. L., Tseng, Y. Y., & Chen, W. T. (2011). Interest-Intended Piece Selection 

in BitTorrent-like peer-to-peer file sharing systems. Journal of Parallel and 

Distributed Computing, 71(6), 879–888. 

https://doi.org/10.1016/j.jpdc.2010.12.011 

Davies, R. (2011). “One of You Can Cut the Cake; The Other Picks the First Slice,” 

Routes to Consider How to Selfishly Improve Academic Library Delivery 

Through Shared Services. New Review of Academic Librarianship, 17(2), 259–

265. https://doi.org/10.1080/13614533.2011.613600 

Dove, C. S. (2004). The Shared Service Center: A Model for University Efficiency? 

Dziczkowski, J. (2011). Evaluation of a Shared Services Compact in Two Rural Ohio 

School Districts Graduate Faculty of the School of Education in Partial 

Fulfillment of the Requirements for the Degree of Doctor of Philosophy, 

(January). 

Fielt, E., Guy, G., Suraya, M., & Gable, G. (2014). Exploring Shared Services from 

an IS Perspective : A Literature Review and Research Agenda. Communications 

of the Association for Information Systems, 34(March 2014), 1001–1040. 

Fiona, Y., & Richard, H. (2013). An Assessment of Shared Services in Scotland ‟ s 

Higher Education Sector, (August). 

Janssen, M., & Joha, A. (2006a). Governance of Shared Services in Public 

Administration. 12th Americas Conference on Information Systems (AMCIS 

2006), Paper 284., 1–8. Retrieved from http://aisel.aisnet.org/amcis2006/284 

Janssen, M., & Joha, A. (2006b). Motives for establishing shared service centers in 

public administrations. International Journal of Information Management, 

26(2), 102–115. https://doi.org/10.1016/j.ijinfomgt.2005.11.006 

Joha, A., & Marijin, J. (2014). Factors influencing the shaping of shared services    

         business models. Strategic Outsourcing: An International Journal, 7(1), 47–65.       

         https://doi.org/10.1108/SO-10-2013-0018  

Kamal, M. M., & Bigdeli, A. Z. (2012). Shared Services: Lessons From Private 

Sector For Public Sector Domain. In Electronic Government and Electronic 

Participation: Joint Proceedings of Ongoing Research and Projects of IFIP WG 



99 
 

8.5 EGOV and ePart 2012 (Vol. 39, pp. 194–201). 

Knol, A. J., & Sol, H. G. (2011). Sourcing with shared service centres: challenges in 

the dutch government. Ecis, (2011), 1–8. 

Knupfer, N. N., & McLellan, H. (1996). Descriptive Research Methodologies. 

Ko, J., Nazarian, E., Nam, Y., & Guo, Y. (2015). Integrated redistricting, location-

allocation and service sharing with intra-district service transfer to reduce 

demand overload and its disparity. Computers, Environment and Urban 

Systems, 54, 132–143. https://doi.org/10.1016/j.compenvurbsys.2015.07.002 

Linstone, H. A. (1989). Multiple perspectives: Concept, applications, and user 

guidelines. Systems Practice, 2(3), 307–331. 

https://doi.org/10.1007/BF01059977 

Lyytinen, K., & Damsgaard, J. (2001). What â€
TM

 s Wrong with the diffusion of 

innovation theory ? The case of a complex and networked technology. Reports 

Aalborg University Department of Computer Science R985010, 187, 1–20. 

https://doi.org/10.1007/978-0-387-35404-0_11 

MaxwellQ, J. A. (2009). Designing a qualitative study. Applied Social Research 

Methods, 214–253. 

Meijerink, J., Kattelaar, J. ten, & Ehrenhard, M. (2014). Structuring Shared Services: 

Realizing SSC Benefits Through End-Users‟ Usage of an HR Portal. Shared 

Services as a New Organizational Form, 13, 105-131–6. 

https://doi.org/doi:10.1108/S1877-636120140000013006 

Miles, T. (2011). Applying shared services to public sector property and facilities 

asset management. IET and IAM Asset Management Conference 2011, 1–5. 

https://doi.org/10.1049/cp.2011.0561 

Mingay, S., & Dreyfuss, C. (2013). Clarifying the Outcomes From Central IT Versus 

an IT Shared Service. Gartner, (May). 

Miskon, S., Bandara, W., Gable, G., & Fielt, E. (2011). Success and failure factors of 

Shared Services: An IS literature analysis. In 2011 International Conference on 

Research and Innovation in Information Systems, ICRIIS’11. 

https://doi.org/10.1109/ICRIIS.2011.6125726 

Miskon, S., Bandara, W., Gable, G. G., & Fielt, E. (2012). Success factors for ICT 

shared services in the higher education sector. Journal of Information 

Technology Research, 5(September), 1–24. 

https://doi.org/10.4018/jitr.2012070101 



100 
 

Nam, T., & Pardo, T. a. (2014). Understanding Municipal Service Integration: An 

Exploratory Study of 311 Contact Centers. Journal of Urban Technology, 21(1), 

57–78. https://doi.org/10.1080/10630732.2014.887933 

Niehaves, B., & Krause, A. (2010). Shared service strategies in local government – a 

multiple case study exploration. Transforming Government: People, Process 

and Policy, 4(3), 266–279. https://doi.org/10.1108/17506161011065235 

Nitenson, S. (2005). Adoption and Implementation Of Radical Innovation The case 

of Information Technology Shared Services. 

Pengluo. (2011). Researches on mode of Sharing Service Management of 

multinational corporation. International Conference on Management and 

Service Science, MASS 2011. https://doi.org/10.1109/ICMSS.2011.5998762 

Rehm, S.-V. (2009). Architectural Design for Service Supported Collaborative Work 

in Extended Enterprises. AMCIS 2009 Proceedings. Retrieved from 

http://aisel.aisnet.org/amcis2009/471 

Romans, J., Lucarelli, C., Graham, L., Romans, B. J., Lucarelli, C., & Graham, L. 

(2006). Strategic HR Review. 

Sako, M. (2010). Outsourcing versus shared services. Communications of the ACM, 

53(7), 3. https://doi.org/10.1145/1785414.1785427 

Salkeld, S. C. (2007). Service Levels: Leading to Client Intimate Service Delivery. 

https://doi.org/10.3102/00346543067001043 

Schulz, Veit, Axel Hochstein, Falk Uebernickel, and Walter Brenner. 2009. 

“Categorization of Shared Service Centers: Insights from the IT Services 

Industry.” 13th Pacific Asia Conference on Information Systems: IT Services in 

a Global Environment, PACIS 2009. 

Schulz, V. ., Herz, T. P. ., Rothenberger, M. A. ., & Brenner, W. . (2010). IT shared 

service center and external market activities. 16th Americas Conference on 

Information Systems 2010, AMCIS 2010, 6, 4491–4498. Retrieved from 

http://www.scopus.com/inward/record.url?eid=2-s2.0-

84870329108&partnerID=40&md5=1abf5b1c623c78b1d3e90e350006bfe8 

Schulz, V., & Brenner, W. (2010). Characteristics of shared service centers. 

Transforming Government: People, Process and Policy, 4(3), 210–219. 

https://doi.org/10.1108/17506161011065190 

Soalheira, J., & Timbrell, G. (2014). Shared Services as a New Organizational Form 

What is Shared Services ? https://doi.org/10.1108/S1877-636120140000013004 



101 
 

Strikwerda, J. (2014). Shared Service Centers: From Cost Savings to New Ways of 

Value Creation and Business Administration. Shared Services as a New 

Organizational Form, 13, 1–15. https://doi.org/10.1108/S1877-

636120140000013000 

Ulbrich, F. (2006). Improving shared service implementation: adopting lessons from 

the BPR movement. Business Process Management Journal, 12(2), 191–205. 

https://doi.org/10.1108/14637150610657530 

Ulbrich, F., & Schulz, V. (2014). Seven challenges management must overcome 

when implementing IT shared services. Strategic Outsourcing: An International 

Journal, 7(2), 94–106. https://doi.org/10.1108/SO-12-2013-0024 

Ulbrich, F., Schulz, V., & Brenner, W. (2010). Generic management challenges of 

adopting IT-shared services. 16th Americas Conference on Information Systems 

2010, AMCIS 2010, 7, 5046–5056. Retrieved from 

http://www.scopus.com/inward/record.url?eid=2-s2.0-

84870288964&partnerID=40&md5=4d345bd51070041afb885012924df80c 

Versteeg, G., & Bouwman, H. (2006). Business architecture: A new paradigm to 

relate business strategy to ICT. Information Systems Frontiers, 8(2), 91–102. 

https://doi.org/10.1007/s10796-006-7973-z 

Wnorowski, M. (2013). Simulation-Based Patient-Centered Shared Service Resource 

Planning and Staffing. 

Yee, J. ., Chian, F. T. T. ., & Chan, T. . (2009). A preliminary decision model for 

Shared Services: Insights from an Australian university context. 12th Australian 

Conference on Knowledge Management and Intelligent Decision Support, 

ACKMIDS 09 and 20th Australasian Conference on Information Systems, ACIS 

2009, 492–502. Retrieved from 

http://www.scopus.com/inward/record.url?eid=2-s2.0-

84857020206&partnerID=40&md5=1bad717f142e80d64b96dac3d787da05 

Yee, J., & Chan, T. (2009). Outsourcing or Shared Services: A Decision Model. 

 

 

 




