
Prestieesci Journal of Business and Management 
 

1 
 

UNDERSTANDING OF THE “GAP” PHENOMENON IN THE OUTSOURCED DEVELOPMENT 

PROJECTS INCLUDING THE DIMENSIONS OF THE GAP: AN EXPLORATORY STUDY 

 

Liu Xiu, Dhakir Abbas Ali 

Lincoln University College, 47301 Petaling Jaya, Selangor D. E., Malaysia. 

 

Corresponding author: Liu Xiu, Lincoln University College, 47301 Petaling Jaya, Selangor D. E., 

Malaysia, Email: 418928222@qq.com 

 

 

ABSTRACT 

The "gap" phenomenon in outsourced IS development projects, which impacts the 

project's quality, results, and the level of satisfaction among stakeholders. The wide-

ranging nature of the gap in outsourced IS development is the subject of this exploratory 

research, which aims to shed light on its many aspects and their consequences for 

project management. Organisations generally seek cost savings and access to 

specialised talents via outsourcing; yet this approach may sometimes present problems 

that hinder project performance. Communication barriers, cultural differences, and 

expectations misalignment are some of the elements of the gap that this research 

identifies and analyses as typical in outsourced IS projects. Case studies, interviews, 

and industry reports are used in the study to capture the intricacies and variances of 

the gap phenomena across diverse project settings. The communication gap is one of 

the investigated aspects; it includes problems with the customer and outsourced 

vendor's knowledge of one another and the flow of information. Researchers look at 

cultural differences as one of the main causes of when people's goals, methods, and 

approaches to addressing problems don't match up on a project. To further understand 

how the expectations gap affects project results and stakeholder satisfaction, it is 

necessary to examine differences between actual and expected deliveries. The study's 

overarching goal is to better understand the gap phenomena and give workable 

solutions by drawing attention to these aspects. Improving communication tactics, 

increasing cultural knowledge, and establishing clear expectations from the start are 

all parts of a comprehensive strategy that may help close the gap. 

  

KEYWORDS: Outsourced Development, Gap Phenomenon, Communication Issues, 

Cultural Differences. 

 

mailto:418928222@qq.com


Prestieesci Journal of Business and Management 
 

2 
 

INTRODUCTION 

Organisations are increasingly looking to outsourcing as an alternative strategy to keep 

up with the ever-changing IS development environment, manage their technical 

demands, and gain a competitive edge. When businesses outsource, they hire third 

parties to carry out tasks that normally be done in-house, such as creating goods or 

providing services. Reduced expenses, quicker access to specialist knowledge, and 

improved concentration on core capabilities are just a few of the many advantages of 

outsourcing. The so-called "gap" in outsourced information system development 

projects is a major obstacle. When an outsourcing vendor's actual results differ from 

what the client organisation had hoped for, this is known as the "gap" phenomenon. 

Discord in quality standards, misalignment of project objectives, communication 

difficulties, and cultural differences are all ways this issue might show itself. In order 

to improve the overall performance of outsourced IS development projects, it is crucial 

to understand these gaps and manage and mitigate the risks associated with them. 

Communication is a key aspect of the gap phenomena. When working on a development 

project remotely, bridging the gap in understanding between team members due to 

time zone, cultural, and geographical factors become an even greater challenge. 

Incorrect requirements, postponed deliveries, and project failure may result from 

misunderstandings or misunderstandings in communication. Creating open lines of 

communication, providing frequent updates, and fostering mutual understanding are 

all ways to overcome communication difficulties. The client-outsourcing vendor culture 

gap is another important aspect of the gap phenomena. Misunderstandings and 

disagreements may arise when people in an organisation have different cultural 

backgrounds, beliefs, and ways of functioning. One culture's hierarchical decision-

making process could run counter to another's emphasis on teamwork. The dynamics of 

the team, the methods used for project management, and the final product are all 

susceptible to cultural variations. The success of every project depends on the team's 

ability to identify and overcome cultural differences in order to work together 

effectively (Biedenbach, 2019). 

Large chasms might form when the outsourcing vendor's goals aren't in sync with those 

of the client organisation. Different strategies and results may result when the people 

involved have different priorities or expectations. Poor early conversations, hazy 

requirements, or changing project objectives are common causes of this mismatch. For 

the project's objectives and deliverables to be well-understood and accomplished, it is 

essential that the customer and provider have a common understanding. Another 

important area where deficiencies might develop is in quality assurance. Discrepancies 

in the final output might occur if the standards and practices followed by the 

outsourcing vendor vary from those of the client organisation. Defects, rework, and 

unhappiness may ensue from this imbalance. To close these quality gaps and make sure 

the project is up to par, it is helpful to set explicit quality metrics, conduct frequent 

reviews, and stick to agreed-upon standards. Researchers want to learn more about 

these aspects of the gap phenomena in outsourced IS development projects in our 
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exploratory research. The study's overarching goal is to help with outsourced project 

management by shedding light on the many causes of these gaps and offering solutions. 

Organisations may benefit from improved project results and stronger vendor-client 

connections as a result of better preparation for and navigation of the intricacies of 

outsourcing if they have a better grasp of the nature and effects of these gaps. Many 

different problems may contribute to the so-called "gap" in outsourced IS development 

projects, which in turn can affect how well and efficiently such projects turn out. The 

purpose of this research is to help improve information systems development 

outsourcing strategies by identifying the different aspects of these gaps, which allowed 

us to better understand their origins and provide workable methods to close them 

(Coughlan, 2020). 

 

BACKGROUND OF THE STUDY 

Organisations that want to save costs, concentrate on core competencies, and take use 

of outside knowledge have increasingly turned to outsourcing information systems (IS) 

development. Businesses often use outside vendors to build and manage their IS 

projects since they are looking for global solutions and superior technology skills. The 

"gap" problem is among the most notable difficulties brought about by the current trend 

towards outsourcing. Disagreements and mismatches between the client organization's 

expectations and the vendor's delivered results are known as the "gap" phenomena in 

outsourced IS development projects. Timeliness, quality, and overall happiness may all 

be negatively impacted by these gaps, which in turn undermine the efficiency and 

effectiveness of outsourced initiatives. In the middle of the twentieth century, 

companies began to see the value in exporting non-core tasks to specialised outside 

groups, giving rise to the notion of outsourcing as researchers know it today. 

Administrative and customer support duties were the first to be considered for 

outsourcing. But as technology has progressed and information systems have become 

more complicated, outsourcing has grown to include more and more essential tasks 

including data management, software development, and system integration. 

Organisations are able to collaborate with suppliers all over the globe because of the 

proliferation of global communication technology and the growing need for specialised 

talents. There have been some difficulties with outsourcing, despite its benefits. There 

have been several operational challenges caused by the distance between the customer 

and provider, as well as variances in organisational procedures and cultures. 

Communication difficulties, cultural differences, project objectives that aren't aligned, 

and quality standards that aren't met are all parts of the "gap" phenomena (Jacobson, 

2020).  

Misalignments may arise along any of these dimensions, which can cause project delays, 

cost overruns, and less-than-ideal results. For project management to be a success, 

good communication is key. However, real-time communication is often hindered in 
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outsourced IS development due to temporal and geographical discrepancies. Project 

failure, incorrect requirements, and misaligned expectations might occur as a 

consequence of misunderstandings caused by these obstacles. Work habits, decision-

making procedures, and overall project dynamics may be affected by cultural 

differences between the client organisation and the vendor. For example, 

misunderstandings and friction may arise when people have different perspectives 

about hierarchy, risk, and cooperation. The customer and vendor must have the same 

goal and vision for the IS project for it to be a success. Conflicts and inefficiencies may 

arise from misalignment, which can be caused by nebulous requirements, changing 

project scopes, or divergent priorities. Deliverables could fall short of expectations if 

the customer and provider have different standards and expectations for quality. The 

success of the project might be compromised as a result of faults, rework, and 

discontent. Background information from this research emphasises how outsourcing has 

changed and how important it is in IS development, how complex the "gap" phenomena 

is, and how organisations must handle these gaps in order to maximise project results. 

If researcher want to learn more and make outsourced IS development better, this 

investigation is crucial (Galbraith, 2019). 

 

PURPOSE OF THE RESEARCH 

The study titled "Understanding of the 'Gap' Phenomenon in the Outsourced IS 

Development Projects Including the Dimensions of the Gap: An Exploratory Study" aims 

to shed light on the different types of gaps that can come up in outsourced IS 

development projects. Project results may be greatly affected by these gaps; hence 

this investigation aims to identify and understand their many aspects. A growing number 

of companies are seeing the benefits of bringing in outside help with information 

systems development in order to save money and make better use of existing skills. 

Problems arise, however, when the outsourcing vendor's outputs don't match up with 

what the customer had hoped for. Communication problems, cultural differences, 

misalignment of project objectives, and non-existent quality standards are some of the 

causes of these gaps that the study intends to identify. Examining these aspects, the 

research aims to comprehend how each one adds to the difficulties encountered in 

outsourced projects. This requires investigating the potential effects of cultural 

differences on cooperation and decision-making, communication hurdles on 

misunderstandings, project objective misalignments on inefficiencies, and quality 

standard inconsistencies on final outputs. If outsourced IS development projects are to 

be better managed and executed, it is essential to understand these gaps. To aid 

organisations in better navigating these problems, the study aims to provide practical 

insights and suggestions. Building uniform quality standards, clarifying project 

objectives, improving communication, and bringing cultural norms into alignment are 

all part of this process. The overarching goal of this study is to provide useful 

information that may enhance vendor-client interactions, project results, and 
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outsourcing processes. The research intends to aid in the establishment of more 

successful and effective outsourced IS projects by filling in the gaps and mitigating their 

effects. 

 

LITERATURE REVIEW 

The literature on IS development project outsourcing provides a thorough groundwork 

for comprehending the "gap" phenomena, which includes the disparities between client 

organisations' expectations and the results provided by vendors. Highlighting important 

results and theoretical viewpoints, this review examines previous research on the 

aspects of these gaps, which include communication hurdles, cultural differences, 

misalignment of project objectives, and disparities in quality standards. For an IS 

development project to be a success, good communication is essential. According to 

studies, one of the main reasons projects in outsourced settings fail is because of 

communication problems. Misunderstandings as well as misalignments in project needs 

may occur due to factors such as language difficulties, time zone variations, and 

geographical distances, as highlighted by Kedia and Bhagat. In outsourced projects, 

when real-time communication is difficult, these problems are much more complicated. 

In order to overcome these obstacles and guarantee vendor-client alignment, it is 

crucial to set up strong lines of communication and provide frequent updates. 

Outsourcing vendors and client organisations often have different cultural backgrounds, 

which may lead to communication breakdowns and poor project management. To 

comprehend the effects of cultural norms and practices on business operations, 

Hofstede's cultural dimensions theory serves as a useful foundation. Conflicts as well as 

inefficiencies in outsourced IS development projects may arise from conflicting views 

regarding hierarchy, risk, and teamwork, according to research by Leidner and 

Kayworth. One culture's hierarchical decision-making process could cause friction with 

another's more egalitarian one, leading to miscommunication and setbacks. Fostering 

intercultural competency and executing strategies that bridge these divisions are 

essential for effective management of these cultural disparities. Another important 

aspect of the gap phenomenon is when the client's and vendor's expectations and 

objectives are not aligned. Having well-defined and mutually agreed-upon project 

objectives is crucial to a project's success, according to studies conducted by DeLone 

and McLean and their succeeding work on IS success (Gable, 2020).  

Inefficiencies and discontent may result from misalignment, which can be caused by 

nebulous requirements, changing project scopes, or conflicting priorities. Project goals 

may be better aligned and results can be improved via collaborative efforts, according 

to research by Zhang et al. Disagreements between the client and vendor over quality 

standards may result in substantial gaps, which is why quality assurance is an essential 

part of outsourced IS development. Defects and rework may arise from different quality 

expectations and standards, according to Boehm's research and work on software 
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quality management. The significance of defining quality measures and standards early 

on in a project is highlighted by research by Smith and Morrow. To guarantee that the 

customer is satisfied with the deliverables, it is crucial to conduct regular evaluations 

and stick to the agreed-upon quality norms. A number of important elements that cause 

problems in outsourced IS development initiatives have been identified in the literature 

about the gap issue. There are many important factors that might affect a project's 

success, including difficulties in communicating, cultural differences, objectives that 

aren't aligned, and different quality standards. A combination of better communication 

strategies, cultural difference management, goal alignment, and quality standard 

assurance necessary to close these gaps. The literature stresses the significance of 

handling the many facets of the gap issue and the difficulty of managing IS development 

projects that are outsourced. Better project results and more fruitful outsourcing 

engagements are possible when organisations have a firm grasp of these factors and 

work to close any gaps they find. This literature analysis gives the exploratory research 

a theoretical footing by shedding light on the difficulties and potential solutions of 

controlling gaps in outsourced IS projects of development (Huang, 2023). 

 

RESEARCH QUESTION 

1. What are the primary dimensions of the gap phenomenon in outsourced IS 

development projects? 

 

METHODOLOGY 

A cross-sectional investigation was carried out by the researchers, and the study was 

carried out by the researcher for a period of four months in order to collect the data. 

For the cross-sectional design to be implemented, it was necessary to gather data at a 

single moment in time, which was both efficient and inexpensive. China's many 

different organisations were responsible for carrying out the research. A technique that 

is quantitative was chosen by the researcher because of the restricted resources and 

the short amount of time available. Through the use of a random sampling process, 

each and every respondent was contacted for the survey. Following this, a sample size 

was determined using Rao Soft, and the total number of samples was 1473. Individuals 

confined to wheelchairs or who are unable to read and write the survey questions read 

aloud by a researcher, who then records their answers word for word on the survey 

form. While participants waited to complete their surveys, the researcher inform them 

about the project and field any questions they may have. On occasion, it is asked that 

people finish and send back questionnaires simultaneously. 

Sampling: Research participants filled out questionnaires to provide information for the 

research. Using the Rao-soft programme, researchers determined that there were 1473 
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people in the research population, so researchers sent out 1580 questionnaires. The 

researchers got 1567 back, and researcher excluded 67 due to incompleteness, so 

researchers ended up with a sample size of 1500.  

Data and measurement: A questionnaire survey was used as the main source of 

information for the study (one-to-correspondence or google-form survey). Two distinct 

sections of the questionnaire were administered: Both online and offline channels' (A) 

demographic information, and (B) replies to the factors on a 5-point Likert scale. 

Secondary data was gathered from a variety of sites, the majority of which were found 

online. 

Statistical Software: SPSS 25 was used for statistical analysis.  

Statistical tools: To get a feel for the data's foundational structure, a descriptive 

analysis was performed. A descriptive analysis was conducted in order to comprehend 

the fundamental characteristics of the data. Validity was tested through factor analysis 

and ANOVA. 

 

CONCEPTUAL FRAMEWORK 

 

 

RESULTS 

Validating the foundational base of a measurement battery is a common use of factor 

analysis (FA). The argument goes like this: These measured scores could be due to latent 

(or concealed) characteristics. The foundation of accuracy analysis is modelling (FA). 

Its stated goal is to depict the connection between data, unknown causes, and 

measurement inaccuracy. The Kaiser-Meyer-Olkin (KMO) Test may be used to determine 

whether data is suitable for factor analysis. Researchers verify that there is sufficient 

data for all model variables and the whole model. Researchers can tell whether multiple 

independent variables share a certain degree of variance by looking at the statistics. 
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When dealing with tiny proportions, factor analysis performs well. KMO returns integers 

from 0 to 1. An adequate sample size is indicated by KMO values between 0.8 and 1.0. 

The sample has to be replaced if the KMO is less than 0.6, indicating that it is 

inadequate. For this function, some authors use 0.5; they have a lot of room between 

that and 0.6. It is the KMO A value close to 0 suggests that partial correlations are more 

significant than total correlations. Researchers it again: large-scale correlations are a 

huge problem for component analysis. Here the scholars may see the lower and upper 

bounds of Kaiser's requirements: Kaiser has defined the following as its minimum and 

maximum requirements. Various numbers, between 0.050 and 0.059. Typically, it falls 

somewhere in the middle school quality point range of 0.80-0.89, with a range of 0.60-

0.69. A wide range of values is seen between 0.90 and 1.00.  

 

Table 1: KMO and Bartlett’s Testa 

KMO and Bartlett's Testa 

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .897 

Bartlett's Test of Sphericity Approx. Chi-Square 4790.175 

df 190 

Sig. .000 

a. Based on correlations 

 

In exploratory factor analysis (EFA), the first step is to check whether the data is 

suitable for factor analysis. According to Kaiser, factor analysis cannot be performed 

until the KMO (Kaiser-Meyer-Olkin) measure of sample adequacy coefficient value is 

more than 0.5. The Kaiser-Meyer-Olkin (KMO) test for sample adequacy is responsible 

for this. Based on the data that was used, this study produced a KMO value of .897. And 

according to Bartlett's test of sphericity, the significance level was found to be 0.00. 

 

TEST FOR HYPOTHESIS 

Scientific teams often put out a hypothesis, which is an educated estimate or 

assumption, before discussing it with colleagues and undertaking experiments to 

determine its feasibility. Firstly, in the field of science, researchers are required to 

thoroughly examine existing literature in order to formulate a hypothesis that can be 

empirically tested. The main hypothesis of the inquiry was validated. A "hypothesis" is 
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a proposition that offers a potential explanation for an observed phenomenon. To 

ensure comprehensive research, many hypotheses were formulated and then examined. 

 

• DEPENDENT VARIABLE 

GAP: 

Expectations and reality, or anticipated and actual results, are two examples of 

instances where there is a discrepancy or difference, or a gap. It denotes a lack of or 

departure from an objective, criteria, or mark. To improve processes, achieve goals, 

and ensure alignment between what was planned and exactly what was delivered, it is 

necessary to detect and rectify gaps. This is true in numerous settings, such as business, 

project management, as well as performance assessment. In order to close the gaps 

and achieve the goals, some areas needed to be improved or corrected. 

 

• INDEPENDENT VARIABLE 

OUTSOURCED DEVELOPMENT PROJECTS IN DIMENSIONS OF THE GAP: 

When dealing with development projects that are outsourced, it is important to identify 

and resolve any inconsistencies between the projected and actual outputs. 

Communication, project management, QA, and performance are among areas where 

these gaps might manifest. To check whether the outsourced team lives up to the 

client's expectations, it's necessary to evaluate these gaps by looking at how the project 

objectives, deliverables, and execution vary. For project results and cooperation to be 

successful, it is vital to bridge these gaps. 

 

• FACTOR 

QUALITY AND PERFORMANCE GAPS: 

Disparities between the intended and actual standards for output as well as functioning 

in a project or product are referred to as quality and performance gaps. Deliverables 

that don't live up to expectations or efficiency benchmarks create quality gaps, while 

results don't live up to expectations or specifications. In order to improve customer 

happiness, product dependability, and project success overall—and to make sure that 

the final product meets the desired objectives and specifications—it is essential to 

identify and close these gaps. 
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RELATIONSHIP BETWEEN QUALITY AND PERFORMANCE GAPS AND GAP: 

Grasping the effect that disparities have on project results is essential to 

comprehending the connection between performance and quality gaps as well as the 

idea of a gap itself. When there are quality gaps, it means that the final product isn't 

up to pace with what was expected. When outcomes or efficiency fall short of 

expectations, it shows in the performance gap. Wherever the actual results deviate 

from the intended goals, these two kinds of gaps showed it. To close these gaps, 

researchers must first determine what is causing them and then take steps to fix them 

so that the outcomes meet researchers expectations for quality and performance. 

On the basis of the above discussion, the researcher formulated the following 

hypothesis, which was analysed the relationship between quality and performance gaps 

and gap. 

H01: “There is no significant relationship between quality and performance gaps and 

gap.” 

H1:  “There is a significant relationship between quality and performance gaps and 

gap.” 

 

Table 2: ANOVA(H1) 

ANOVA 

Sum   

 Sum of Squares df Mean Square F Sig. 

Between Groups 42670.620 868 5153.517 2825.883 .000 

Within Groups 698.770 631 5.356   

Total 43369.39 1499    

 

In this study, the result is significant. The value of F is 2825.883, which reaches 

significance with a p-value of .000 (which is less than the alpha level). This means the 

“H1: There is a significant relationship between quality and performance gaps and gap.” 

 

DISCUSSION 

Examining the differences between anticipated and actual results is essential to 

comprehending the "gap" phenomena in outsourced development projects, which may 

significantly impact the success of the project. When there is a disconnect between 

what the customer wants and what they get, it may have a negative effect on the 

project's quality and performance. Communication, administration of projects, quality 
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control, and overall performance are just a few areas where outsourcing development 

might lead to gaps. Cultural and linguistic obstacles may worsen the effects of poor 

communication, which in turn can cause miscommunication and the misalignment of 

project objectives. Disagreements over expectations and deliveries might arise from 

these misunderstandings. In a similar vein, inefficiencies and coordination problems 

caused by client and outsourced partner variations in project management approaches 

may cause delays or mismatched results. When the work that is outsourced falls short 

of the client's expectations in terms of quality, it might compromise the final product's 

dependability and usefulness. The project's success is jeopardised when performance 

gaps occur because anticipated outcomes, such speed or efficiency, are not met. 

Discovering the root reasons and devising methods to close these gaps may be achieved 

via exploratory research. Organisations may improve the results of their outsourced 

development projects by filling these gaps in cooperation and project alignment. 

 

CONCLUSION 

Conclusion of this research in order to deal with problems that originate from 

differences between expectations and real results, it is critical to comprehend the "gap" 

phenomena in outsourced development projects. Central to the challenges encountered 

in outsourced projects are gaps in performance, quality assurance, communication, and 

project management, according to this exploratory research. Misunderstandings caused 

by language or cultural difficulties and the resulting communication gap often led to 

misalignments, which in turn may have a major impact on the final product of a project. 

To bridge these gaps and ensure that all stakeholders have a united picture of the 

project's aims and needs, effective communication tactics and accurate documentation 

are crucial. Delays and inefficiency may occur as a consequence of gaps in project 

management, such as differing approaches and methods. One way to address these 

difficulties and make sure projects run well is by standardising project management 

practices and improving communication between client and vendor teams. Disparities 

in performance and quality are of equal importance. Project success is at risk when 

quality standards are not consistently met, which results in subpar outputs for the 

customer. In order to close these gaps and make sure the final product is up to par and 

runs well, researchers need rigorous quality assurance procedures and unambiguous 

performance indicators. Better alignment between expectations and results in 

outsourced development projects may be achieved when organisations routinely 

identify and resolve these gaps. In addition to improving output quality and 

performance, this helps clients and outsourcing partners work together more 

effectively and build trust. Stronger, more productive collaborations and better project 

outcomes are the end results of overcoming these gaps. 
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