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This study is devoted to the analysis of the features of business process
management in the project office of outsourcing companies. The study focuses
on the identification of factors affecting the effectiveness of business process
management and considers three hypotheses: the presence of clear processes and
roles that contribute to the improvement of the effectiveness of business process
management; the level of communication between project participants, which
affects employee satisfaction with business process management; adaptation
to changing customer requirements, on which the success of projects depends.
Methods of quantitative data analysis, content analysis, questionnaire survey and
statistical analysis were used to achieve the research goal. According to the results
of the study, it was found that the presence of clear processes and roles really
contributes to increasing the efficiency of business process management in the
project office of outsourcing companies. In addition, the level of communication
between project participants has a great impact on employee satisfaction with
business process management. The consequence of this is the need to ensure
proper communication and communication between project participants.
Regarding adaptation to changing customer requirements, it was found that this
is a key factor in the success of projects in outsourcing companies. The results
of the study showed that increasing the level of adaptation to changing customer
requirements contributes to more successful implementation of projects and
increased customer satisfaction. The obtained results are of practical importance
for the management of business processes in outsourcing companies, helping to
understand how to improve the efficiency of processes and ensure more successful
implementation of projects.
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Kurouosi cioBa:

yTIpaBiiHHS Oi3HEC-TpolecamHy,
MIPOEKTHHH Odic,
ayTCOPCHHTOBA KOMIIaHis,
YITKIiCTh MPOILIECIB Ta POJIeH,
KOMYHIKaITis,

3aJI0BOJICHICTH CIIBPOOITHHUKIB,
aJarnraiis 10 3MIHIOBaHUX
BUMOT KIII€HTIB, KOHTEHT-aHaJIi3,
aHKETyBaHHS,

CTaTMCTUYHUM aHAaJi3,
perpeciitnuii aHai3

JlaHe moCiiPKEHHS TMPHUCBSYCHE aHAi3y OCOOIMBOCTEH yIpaBliHHS Oi3Hec-
IpouecaMu y TPOEKTHOMY O(ici ayTCOPCHHIOBHX KoMMaHii. JlocimimkeHHs
30CepeKYEThCS HAa BUABICHHI (DAKTOpIB, IO BIUIMBAIOTH Ha €(EeKTUBHICTH
yHOpaBimiHHS Oi3HEC-TpoIlecaMi Ta pO3MIAda€ TPHU TIMOTE3HW: HASBHICTH iT-
KHX TIPOIIECIB i ponef/'l SIKI CTPUSIOTH MiIBUIIECHHIO €(DEeKTHBHOCTI YIpaBIiHHS
6i3Hec- -TpOLeCaMH; piBEHBb KOMyHlKaLIII MiX Y4aCHHKAaMH MPOEKTY, IO BILTHBAE
Ha 33/I10BOJICHICTh CHprO6lTHI/IK1B BiJ praBJ‘IlHHﬂ 6i3Hec- -TIPOLIECAMH; ajianTa-
Iisl O 3MIHIOBAaHMX BHUMOT KII€HTIB, BiJ| SKO1 3aJ€XKHTh YCIIIIHICTH IPOEKTIB.
Jnst TOCATHEHHS METH JOCIIKCHHS BHKOPHCTOBYBAJIUCS METOOH KUIBKICHOTO
aHaNI3y aHUX, KOHTEHT-aHali3y, aHKETHOTO OIMTYBaHHS Ta CTaTUCTUYHMI aHa-
J1i3. BiAmoBigHO 10 pe3yabTaTiB HOCIIHKEHHs OyI0 BUABICHO, 1110 HASIBHICTH YiT-
KUX TPOIECIB 1 posiell AIMCHO CHpHsE MiJABUILECHHIO e(beKTHBHOCTi yIpaBIiHHS
6i3Hec- -TIPOLIECAMHU B IPOEKTHOMY ocici ayrcopcuHroBux komnanii. Kpim Toro,
plBeHB KOMyHiKamii Mk Y4aCHUKAaMH TPOEKTY Ma€ BEMKHiA BILTHB Ha 3a/[0BO-
JeHicTh CHiBpOoOITHUKIB BiX ynpaBiiHHs Oi3Hec-mpouecaMu. HacminkoM mporo
€ HEeoOXiTHICTh 3a0e3MeUeHHsT HAJIe)KHOI KOMYyHIKalii Ta 3B’S3Ky MK yYacHH-
kamu mpoekty. lllomo anmanranii 10 3MiHIOBaHMX BHMOT KJI€HTIB BHSBHIICHO,
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IO 1€ € KIIOYOBUM (PaKTOPOM YCIIIIHOCTI MPOEKTIB B ayTCOPCHHIOBHUX KOMITa-
Hisx. Pesynpratn nociimKeHHs MOKa3aly, IO MiIBUIICHHS PiBHA aganTariii 10
3MiHIOBaHUX BUMOT KIII€HTIB CIIPHSIE OUTBIN YCIIIITHOMY BUKOHAHHIO TPOEKTIB Ta
MIABUINCHHIO 337I0BOJICHOCTI KITi€HTIB. OTpHMaHi pe3ybTaTd MalOTh MPAKTUIHE
3HAYCHHS JUIs YIpaBiHHS Oi3HEC-MponecaMd B ayTCOPCHHTOBHX KOMITAHIsX,
JIOTTIOMATAF0YH 3PO3YMITH, SIK MOKPAIIUTH ¢()EKTUBHICTB MPOIECIB Ta 3a0e3MeUUTH
OB yCITiTHE BUKOHAHHS MPOEKTIB.

Statement of the problem

Business process management in the project office
of an outsourcing company has some features that differ
from business process management in other types of
organizations.

First of all, in the project office of the outsourcing
company, many projects are conducted simultaneously, so
the business process management system must be flexible
enough to meet the requirements of each project.

The second important aspect is interaction with
external customers and partners. Management of business
processes in the project office of the outsourcing company
must take into account the requirements of customers and
guarantee their satisfaction.

Also, when managing business processes, it is
important to take into account the possibility of changes in
the project that may affect the planning and management of
business processes. This requires the project office of the
outsourcing company to advocate flexibility and the ability
to adapt to changes.

In addition, it is important to take into account the
effective management of resources, which include
information technology, personnel and financial means.
This allows to ensure the efficiency and economy of
business process management in the project office of the
outsourcing company.

Therefore, management of business processes in
the project office of an outsourcing company requires
flexibility, efficiency, effective resource management,
interaction with external customers and partners from the
organization. It is also important to take into account the
needs of each project and the ability of the staff to respond
to the requirements of the clients and the project, taking into
account their professional skills and experience. All this
together will help to ensure the successful implementation
of projects, satisfaction of customer requirements and
maintaining a competitive advantage in the market.

Management of business processes in the project office
of an outsourcing company requires an analyzed approach,
taking into account all requirements and factors that may
affect the implementation of the project, as well as the use
of modern technologies and resources to ensure maximum
efficiency and economy of business process management,
which ultimately leads to to increase the efficiency and
competitiveness of the organization.

Analysis of recent studies and publications

Thestudy ofthe features of business process management
of the project office of the outsourcing company is devoted
to the work of many researchers who cover various
aspects of project management, organizational culture,
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international standards, innovative methods and tools for
optimizing business process management.

In the Project Management Handbook, Harold
Kerzner [1] provides a comprehensive overview of the
basic principles, methods, and tools used in project
management. The author considers a systematic approach
to planning and control, which is relevant for the analysis
of the project office of outsourcing companies.

One of the most important sources of project
management knowledge used in outsourcing companies
is the PMBOK® Guide from PMI [2], which includes
a description of processes, essential tools and techniques.

The key principles, topics and processes that help
ensure effective project management are presented in the
PRINCE2® international project management standard [3],
which is used by many outsourcing companies.

A comprehensive approach to risk management in
projects using international standards ISO 31000 and
IEC62198 is provided in the Project Risk Management
Manual [4], in which the author discloses the methods of
identification, analysis and response to risks, as well as
provides recommendations for the implementation of an
effective risk management system in outsourcing companies.

The analysis of the influence of organizational culture
on the management of business processes in the project
office of outsourcing companies examines Edgar Shane [5],
who reveals the influence of organizational culture on the
success of companies, as well as the role of leadership in
the formation and development of such culture.

In his work [6], Thomas Davenport considers
the possibilities of using information technologies to
optimize business processes. The work reveals strategies
and approaches to the reengineering of work processes
through the introduction of the latest technologies, which
is an important aspect for research in the context of the
project office of outsourcing companies. In the article [7],
the authors present a model of the success of information
systems, which considers critical success factors for the
implementation and evaluation of the effectiveness of
information systems in various organizational contexts.
The model can be used to analyze the impact of information
technology and automation on business process management
of the project office of outsourcing companies.

In the studies of Kaplan and Norton [8], the concept
of a balanced system of indicators is presented, which
helps organizations to translate their strategy into concrete
actions, which allows to develop methods of measuring
the effectiveness of business process management in the
project office of outsourcing companies.

In their work, Jeff Sutherland and Ken Schwaber offer
a deep understanding of the Scrum methodology — an agile
approach to project management that can be applied
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in the project office of outsourcing companies to increase
flexibility and adaptability in managing business processes
and resources.

Despite the large number of scientific works devoted
to the peculiarities of business process management of the
project office of the outsourcing company, several problems
remain unsolved, namely: the issue of distribution of
roles and responsibilities to improve the efficiency of the
project office of outsourcing companies; communication
and coordination practice for the project office; effective
adaptation of the project office of outsourcing companies
to changing customer requirements without losing control
over resources and the quality of project execution.

Objectives of the article

The purpose of this article is to study the peculiarities
of business process management of the project office of
an outsourcing company in order to develop methods and
recommendations for improving the efficiency of project
management.

The main material of the research

The business process management of the project office
of the outsourcing company has its own characteristics
related to the provision of services to clients with different
requirements and the remote location of the team. A careful
analysis of the features of these processes made it possible
to put forward the following hypotheses:

1. The presence of clear processes and roles helps to
increase the efficiency of business process management in
the project office of outsourcing companies.

In project offices of outsourcing companies, it is
important to have clearly defined processes that meet
customer requirements and can be easily adapted to
different situations. A clear definition of the roles of
employees allows responsible distribution of tasks and
facilitates a quick response to changes in the project. This
may include development of documentation, allocation of
roles and responsibilities, monitoring of work progress and
implementation of control points, which will contribute to
increasing the efficiency and success of projects.

2. The level of communication between project
participants affects employee satisfaction with business
process management.

Analysis of scientific literature and practical experience
indicate that effective communication between project
participants plays an important role in ensuring quality
management of business processes. The different
communication channels used in outsourcing companies,
such as e-mail, phone calls, video conferencing and
collaborative work platforms, how often employees
interact with each other and with clients, and the quality
and timeliness of information shared between them were
investigated. Based on this analysis, it was established that
a high level of communication between project participants
can increase employee satisfaction and contribute to
the effective management of business processes. Good
communication allows teams to quickly respond to changes
and solve problems, which contributes to the successful
completion of projects.
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3. Adaptation to changing customer requirements
affects the success of projects in outsourcing companies.

Outsourcing companies adapt to changing customer
requirements, which requires flexibility and the ability
to quickly switch between different projects and tasks.
Planning, risk assessment, quality control, and reporting
practices that can facilitate adaptation to changing
customer requirements were reviewed. On the basis of this
analysis, the hypothesis was put forward that companies
that successfully adapt to changing customer requirements
achieve greater success in their projects.

To achieve the goal of the research and to test the
proposed hypotheses, the study used a combination of
several methods of data collection, which made it possible
to obtain a comprehensive and objective analysis of
business process management in the project office of
outsourcing companies. Data collection methods include:

— analysis of documents, such as: project management
procedures, descriptions of processes and work instructions,
the structure of the project office, reporting templates,
other materials characterizing the organization’s business
process management;

— structured interviews with key employees of the
project office of outsourcing companies, such as: project
managers, analysts, coordinators, customer representatives,
who helped to collect primary data about the experience
and impressions of the participants regarding business
process management; the problems they face; proposals
for optimization of business processes;

— a survey that included questions aimed at measuring
the level of satisfaction of project office employees of
outsourcing companies with business process management
and the influence of various factors on their effectiveness.
The questionnaire was sent anonymously to all employees
of the project office of outsourcing companies, which
made it possible to collect data from a larger number of
participants and obtain a more representative sample.

To ensure the representativeness of the study, a random
sample was formed. This means that the target group was
divided into several categories according to their roles
in the project office of outsourcing companies. Thus,
representatives of various levels of management and
functional units responsible for project implementation
were involved.

The categories into which the target group was
allocated include:

— project managers;

— analysts;
coordinators;
quality specialists;
developers;
testers;
representatives of customers.

For each category, participants were randomly
selected to conduct structured interviews and fill out
questionnaires. As a result, data was collected that reflect
different perspectives and experiences of the participants,
which helped to obtain a more detailed and objective
understanding of business process management in the
project office of outsourcing companies.
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After the data were collected, they were analyzed
using different methods depending on the type of data and
research questions. Content analysis was used to analyze
the documents, which helped to highlight key topics and
problems related to the management of business processes
in the project office of outsourcing companies. Content
analysis also made it possible to compare the internal
procedures and practices of companies with the norms and
standards described in [2; 3].

During the content analysis, the internal documents
of the project office of outsourcing companies were
reviewed, such as: project management procedures,
process descriptions, work instructions, the structure of
the project office, reporting templates, etc. The content
analysis procedure was divided into the following stages:

Stage 1 — Data collection. At this stage, internal
documents of various outsourcing companies related to
the management of business processes in the project office
were collected. The materials included documentation
related to various aspects of project management, such as:
planning, resource allocation, quality management, risk
control, and reporting.

Stage 2 — Data preparation. During this stage, the
collected documents were systematized and divided
into categories: types of processes, roles of participants,
stages of projects, etc. This simplified further analysis and
comparison of documents.

Stage 3 — Coding. During the third stage, a coding
manual was developed [10], which included several
categories of codes related to various aspects of business
process management in the project office, namely: project
goals, key performance indicators, communication
between project participants, resource allocation, quality
control and others.

Stage 4 — Analysis and interpretation. During the fourth
stage, documents were coded according to the coding
manual, identifying general trends, relationships and
patterns in business process management. For example,
it was found that some companies actively use project
management methodologies such as Scrum or PMBOK,
while others develop their own approaches adapted to their
organizational culture and customer needs.

Based on the analysis, key challenges and problems
faced by project offices of outsourcing companies in
the process of business process management were
identified. These include: insufficient standardization of
processes, problems with communication between project
participants, misallocation of resources, as well as the
difficulty of adapting to changing customer requirements
and market conditions.

Thematic analysis method was used to analyze data
from structured interviews. This method consists in coding
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the responses of the participants and grouping them
according to common themes or patterns. The thematic
analysis helped identify common problems, challenges
and proposals for business process management, as well as
understanding the specifics of the experiences of different
groups of participants.

Statistical methods were used to analyze the data
from the questionnaires, such as: descriptive statistics,
correlation analysis, regression analysis. These methods
made it possible to assess the level of employee satisfaction
with the management of business processes, determine the
factors affecting the efficiency of processes, and test the
proposed hypotheses.

Statistical indicators were calculated: average values,
medians, standard deviations and other characteristics
for answers to questionnaire questions (Table 1), which
made it possible to assess the overall level of employee
satisfaction with business process management.

Table 1 — Statistical characteristics for answers to
questionnaire questions

Correlation analysis was used to determine the
relationships between various factors that can affect the
effectiveness of business process management, such as:
x, — the presence of clear processes and roles, x, — the
level of communication between project participants, x, —
adaptation to changing customer requirements. As a result
of the correlation analysis, the following correlation
coefficients were obtained:

r(x; x,) = 0.65;
r(x; x;,) = 0.55;

7 (x,; x,) = 0.60.

According to the obtained correlation analysis values,
the presence of clear processes and roles x, positively
correlates with the level of communication between
project participants x,. With a correlation coefficient of
0.65, indicating a moderately strong linear relationship
between these variables. Having clear processes and roles
x, is also positively correlated with adapting to changing
customer demands x, with a correlation coefficient of 0.55,
indicating a moderate linear relationship between these
indicators. A positive correlation is also observed between
the level of communication between project participants
x, and adaptation to changing customer requirements x,.
A correlation coefficient of 0.60 indicates a moderately
strong linear relationship between these variables.

Several regression models were built to test the
proposed hypotheses. The first hypothesis stated that the
presence of clear processes and roles positively affects
the effectiveness of business process management.
A regression model was built with the effectiveness of

Table 1 — Statistical characteristics for answers to questionnaire questions

Availability of clear

Statistical indicators
processes and roles

Level of communication
between project participants

Adaptation to changing
customer requirements

Average value 3.75 4.1 3.9
Median 4 4 4
Standard deviation 1.2 1.1 1.3
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business process management as the dependent variable
y, and the presence of clear processes and roles x, as the
independent variable:

y,=25+08x, (1)

The results of the regression analysis showed that the
presence of clear processes and roles has a positive effect
on the effectiveness of business process management,
confirming our hypothesis.

A regression analysis was also conducted for other
proposed hypotheses, such as the impact of the level of
communication x, on employee satisfaction y,:

»,=3+12x. 2)

and the impact of adapting x, to changing customer

requirements on the success of projects y,:
y,=4+09x,. 3)

As a result of testing these hypotheses, statistically
significant results were obtained, which made it possible
to identify factors that affect the effectiveness of business
process management.

Based on the analysis of the data from the questionnaires,
the main factors influencing the level of employee
satisfaction with business process management and the
efficiency of the processes were determined, namely:

Clarity of processes and roles — Companies with
clearly defined business processes and employee roles
have more effective business process management. The
project offices of the outsourcing company, which define
the responsibilities and duties of each employee, can
better control the work process and ensure a high level of
productivity. A company that develops and implements
clear rules and procedures for project management, team
coordination, communication with clients, achieves more
effective project management and increases the overall
efficiency of business processes.

Communication level — Effective communication
between all stakeholders is an important factor for
successful business process management. A high level of
communication ensures quick identification and resolution
of problems, as well as increases employee satisfaction.
The project office, which practices regular meetings,
ensures quick resolution of problems and conflicts, timely
transfer of information, allows employees to be informed
about the status of projects and tasks.

Adaptation to changing customer requirements —
The ability of an outsourcing company to quickly adapt
to new customer requirements and changes in market
conditions is a key factor in the effectiveness of business
process management. Adapting processes and structures
can improve a company’s ability to respond to customer
needs and ensure project success. A company that uses
Agile methodologies in its projects provides more flexible
processes and can respond more quickly to changes in
customer requirements, which provides better management
of business processes and increases the success of projects.

Training and development of employees — Investments
in training and development of employees increase their
competence and efficiency in managing business processes.
Training can help open up new opportunities for improving
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processes and developing employee competencies.
The company, which regularly conducts trainings and
educational activities for its employees, ensures constant
updating of knowledge and skills, which allows to increase
the efficiency of business process management and ensure
high quality of services.

Use of technology — The use of modern technologies,
such as automation, project management systems and
communication tools, can improve the effectiveness of
business process management. Innovative solutions can
provide better planning, control and monitoring of projects,
as well as improve communication between stakeholders.
A company that implements project management systems
such as Trello or Asana can see improvements in team
coordination, task control, and reporting. It helps to
monitor the progress of projects, ensure timely response to
problems and ensure a high level of efficiency of business
process management.

Internal company culture — A corporate culture that
promotes openness, cooperation and support among
employees can create an environment conducive to effective
business process management. Support from management
and mutual assistance between colleagues create the basis
for successful work. A company that supports a culture of
openness and cooperation, where employees can freely
exchange ideas and openly discuss possible problems,
ensures the stability of business processes and increases
the efficiency of their management.

All these factors interact to improve the efficiency of
business process management in the project office of the
outsourcing company. Understanding and optimizing
these factors will help companies succeed in managing
their projects and meeting the needs of their customers. It
can also increase employee satisfaction, improve overall
productivity, and strengthen a company’s competitive
advantage in the marketplace.

To further improve the efficiency of business process
management, outsourcing companies can consider the
following additional steps:

— deeper customer involvement, constant feedback
from customers can help the project office better understand
their needs, improve processes and adapt their strategies;

— assessment and monitoring of project success, the
use of performance indicators (KPI) and project metrics
will allow the project office to monitor the success of
projects, identify problems and make timely corrections;

— ensuring continuous improvement of processes using
Lean or Six Sigma methods can help the project office
systematically optimize its business processes, reduce
costs and increase the quality of work;

— afocus on innovation, the development of innovative
solutions and the support of a culture of innovation can
help the project office remain competitive and progressive
in the market, as well as open up new opportunities for
improving the efficiency of business processes.Taking into
account these factors and recommendations will help the
project office of the outsourcing company to increase the
efficiency of business process management, as well as to
ensure the stability, success and growth of its business.
Focusing on continuous improvement, innovation,
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adaptation to changes and ensuring customer and employee
satisfaction will allow the company to establish itself as
a leader in the outsourcing market and create a sustainable
competitive environment.

The effectiveness of business process management
in an outsourcing company depends on a combination of
various factors that require an individual approach and
analysis. Regularly reviewing and evaluating these factors,
as well as providing resources to improve them, will help
the outsourcing company succeed in its business and meet
the needs of its customers at the highest level.

Conclusions

The effectiveness of business process management
in the project office of an outsourcing company depends
significantly on a number of factors, the main ones of
which are: the presence of clear processes and roles,
the quality of communication, adaptation to changing
customer requirements, a culture of continuous learning
and innovation.

The level of employee satisfaction with the management
of business processes in the project office correlates with
the effectiveness of the processes. This study confirmed
some of the hypotheses concerning the influence of
various factors on the effectiveness of business process
management.

The use of statistical methods made it possible to better
understand the interrelationships between factors that
affect the effectiveness of business process management.
The results of data analysis helped to confirm the
proposed hypotheses, which, in turn, can contribute to the
development of effective business process management
strategies in the project office of outsourcing companies.
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The results of the study can be useful for practitioners
who work in the field of project and business process
management.

Therefore, taking into account the results of the study,
which provide an additional understanding of the peculiarities
of business process management in the project office of
the outsourcing company, it is recommended for project
managers, managers and other specialists in this field:

— ensure clear definition and documentation of
business processes and roles in the project office to increase
efficiency and employee perception of responsibilities
and duties;

— maintain active and effective communication
between all project participants, in particular, taking into
account the needs of various departments, parties and
interests, to increase the level of employee satisfaction;

— to develop a culture of adaptation and flexibility
in project management, ensuring the company’s ability
to quickly respond to changing customer requirements
and market conditions, by implementing flexible
project management methodologies (Agile, Scrum or
Lean) and developing internal employee training and
development programs;

— to conduct regular monitoring and analysis of
business process management efficiency indicators in the
project office, in particular using statistical methods to
identify correlations and cause-and-effect relationships
between various factors.

These practical recommendations will be able to help
managers and specialists monitor current trends, successful
approaches, innovative solutions that can be adapted
and applied in their own practice of managing business
processes in the project office of outsourcing companies.
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