The Role of Subject Matter Experts in Successful IT Outsourcing

Qualified Subject Matter Experts (SMEs) are the bridge between internal teams and outsourcing
partners that make projects successful. Finding and bringing the right SMEs into your IT outsourcing

business model isn't easy.

This article breaks down different types of IT outsourcing arrangements and shows how subject
matter experts add value to each one. Methods for identifying, evaluating, and monitoring the influence
of SMEs on outsourcing initiatives will be explored to ensure improved outcomes. The discussion will
focus on how these professionals can transform outsourcing efforts from a potential risk into a

strategic advantage.

Defining the Critical Role of SMEs in IT Outsourcing

Subject Matter Experts (SMEs) are the cornerstone of successful IT outsourcing implementations.
These professionals bring specialized expertise that serves as a valuable resource for gaining insights

throughout the outsourcing lifecycle.

Understanding Subject Matter Expert Functions

SMEs in IT outsourcing act as vital intelligence providers with deep expertise in specific
technologies, systems, and procedures 2. Their knowledge goes beyond technical aspects, they connect

different departments and promote a comprehensive understanding of project requirements 3.

Key Responsibilities and Expectations
Our IT outsourcing work has revealed several important SME responsibilities:

e Providing authoritative guidance on technical solutions and requirements
e Developing and implementing training programs

e Ensuring compliance with industry standards

e Contributing to process improvement and documentation

e Supporting project management activities 1
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Impact on Project Success Rates

project success=.

SME:s affect project outcomes through multiple channels. Their early involvement helps project
strategies line up with industry standards and best practices and their expertise leads to higher quality

deliverables by providing accurate information and reliable guidance throughout the project lifecycle 3.

SMEs boost stakeholder satisfaction by meeting client expectations and delivering innovative
solutions 3. The presence of an SME at every stage of software development projects ensures a proper

implementation path while addressing communication gaps and bottlenecks that could jeopardize

Evaluating and Selecting the Right SMEs

A systematic approach to selecting Subject Matter Experts for IT outsourcing initiatives consistently

delivers excellent results. Success in SME selection is achieved by balancing technical expertise,

industry experience, and cultural fit.

Characteristics of a Great SME
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Everything in Technical Qualifications

Technical expertise remains the top priority based on project needs. The selection criteria has:

e Advanced certifications relevant to the role (A+, Cloud+, Security+) 2
e Proven mastery in required technologies and frameworks
e Strong history with similar projects and technologies

e Recent experience in specialized domains like cybersecurity, cloud computing, or data
management

Industry Experience Requirements

Project complexity and role type shape the industry experience requirements. Cloud Network
Architects need 7-10 years of experience 5, while other specialized roles require 5-7 years of hands-on
experience 2. The cybersecurity initiatives need SMEs with at least 5 years of experience in specific

fields like data analysis, risk management, or incident response 5.

Cultural Fit and Communication Skills

Technical excellence matches the importance of cultural fit. SMEs must excel at communication

since they interact regularly with team members, project teams, and the core team Z.
Several key factors to help assess cultural fit:

1. Communication style and priorities
2. Problem-solving approach and breakthroughs
3. Being willing to adapt to our organization's processes &

Supplier adaptability gets assessed through their response to requirements and dedication to
long-term cooperation 8. This strategy helps to build mutually beneficial alliances with SMEs who bring

both technical skills and line up with the organization's values and work culture.
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Knowledge Transfer and Documentation

Knowledge transfer is a major challenge in IT outsourcing. Research shows employees waste up to
eight hours weekly looking for information and redoing existing work 2. A reliable knowledge

management system becomes the key to successful outsourcing partnerships.

Creating Effective Knowledge Sharing Frameworks

Experience demonstrates that knowledge sharing is most effective when two main types of

knowledge are understood:

¢ Explicit Knowledge: Documented information, easily transferable through manuals and
guides

e Tacit Knowledge: Experience-based insights that make up 51% of workplace knowledge 2

Knowledge transfer fails without structure and planning but works well with a methodical
strategy 10. This framework helps create secure spaces to store knowledge. These spaces support

different formats and give varied access levels based on roles 2.

Documentation Best Practices

A systematic approach to documentation helps store, manage and review important knowledge

properly 1L The most effective approach is as follows:

1. Technical documentation and code repositories that cover everything
2. Project roadmaps and specifications with clear details
3. Troubleshooting guides that list best practices

4. Version control systems with clear guidelines

Training Internal Teams

The focus is on hands-on learning and regular feedback in training, with team members receiving
full access to project details and specifications 13. The setup time for development environments and

the use of required systems are closely tracked.
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This framework has significantly reduced the time spent searching for information, addressing the
common issue where most organizations lose eight hours per employee each week 2. The well-

structured approach transforms knowledge transfer into a strategic advantage, rather than a

bottleneck, in IT outsourcing partnerships.

Measuring SME Performance and Value

Tracking the performance and value of Subject Matter Experts in IT outsourcing requires a detailed
approach that goes beyond standard metrics. Experience indicates that the most effective

measurement combines both quantitative and qualitative indicators.

Key Performance Indicators

SME performance tracking system focuses on several vital KPIs that give applicable information.
Research shows stakeholder satisfaction and implementation success rates indicate how well SMEs

work 14, The following are measured:

Advisory Effectiveness through stakeholder feedback
e Operational Effect via efficiency improvements

e Innovation Effect through new initiatives

e Knowledge Sharing effectiveness

e Business goal arrangement

ROI Assessment Methods

ROI calculation for SME involvement needs multiple viewpoints. Data reveals that high-performing

SMEs lead to better cost-benefit ratios 15. A comprehensive ROI assessment considers:

e Cost savings through reduced labor and infrastructure expenses 15
¢ Revenue increases from improved customer retention 15
o Efficiency gains in project delivery

e Quality improvements in deliverables
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Both tangible and intangible benefits are tracked to provide a comprehensive view of financial

outcomes 15,

Success Metrics and Benchmarks

Success metrics must align with specific business objectives, with financial performance
indicators showing that successful implementations maintain a gross profit margin of 7% to 10%,
while effective working capital management is crucial, as nearly 30% of businesses fail due to capital

depletion 1¢.
These operational excellence indicators matter:

1. On-time delivery percentage
2. Defect removal efficiency
3. Team retention rates 15

Implementations demonstrate that tracking these metrics helps maintain a balanced scorecard
approach to measuring SME value, with each metric adhering to SMART criteria (Specific, Measurable,

Achievable, Relevant, Time-bound) to effectively track contributions and performance over time.

FORFIRM’s Approach

FORFIRM offers a comprehensive and strategic approach to IT outsourcing, addressing the specific
needs of businesses seeking to streamline their operations, enhance efficiency, and focus on core
activities. Our tailored solutions cater to various domains of IT infrastructure and support, ensuring

seamless integration with clients' existing systems and processes.

FORFIRM provides IT outsourcing solutions in several critical areas, ensuring that clients receive top-

notch support and technological advancements. These services include:

e Purchase of Hardware/Software
Assistance in selecting and procuring the right hardware and software tailored to the client’s

requirements, ensuring cost efficiency and compatibility.
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e Level 1 Help Desk Support

Providing prompt and efficient support for end-users, addressing common issues, and

escalating complex cases when needed.

¢ Installation and Configuration of CRM and ERP Systems
Expert setup and customization of Customer Relationship Management (CRM) and Enterprise

Resource Planning (ERP) systems to streamline business processes.

e Server and Client Installation and Configuration
Deployment and setup of servers and client machines, tailored to the client's specific

operational needs.

e License Management
Proactive management of license expiration schedules, ensuring compliance and uninterrupted

software operation.

e Training Period for Staff
Comprehensive training programs to familiarize client staff with their IT infrastructure,

enabling smoother transitions and effective usage.

¢ Ticket Workflow and Billing Procedure Definition
Development of clear and efficient ticket workflows, coupled with transparent billing

procedures, to streamline issue resolution and financial tracking.

o Staffing and Takeover of Outsourcing Activities
Providing skilled personnel for IT operations and gradually transferring full control to ensure a

seamless outsourcing transition.

Our team of Subject Matter Experts (SMEs) possesses extensive knowledge and experience across a
wide range of technologies, ensuring clients benefit from best-in-class services. Key areas of expertise

include:

e DevOps Engineering
Proficient in Kubernetes, Ansible, and Terraform, our DevOps engineers enable scalable and

automated infrastructure management.

e Monitoring Engineering
Specialists in Grafana and Prometheus ensure robust monitoring and alerting systems for

optimal IT performance.



Cisco Engineering

Skilled in designing and managing Cisco network solutions to support high-performance,

secure connectivity.

System Administration
Expertise in both Linux and Windows systems, providing reliable support and maintenance for

diverse environments.

VMware Administration

Proficiency in vSphere and vCenter to facilitate virtualization and efficient resource allocation.

Citrix Engineering
Specialized in Citrix solutions for application and desktop virtualization, ensuring secure and

efficient remote access.

Checkpoint and Avaya Engineering
Comprehensive support for Checkpoint firewalls and Avaya communication systems, enhancing

security and collaboration.

Cloud Engineering
Deep expertise in Google Cloud, AWS, and Azure, enabling seamless migration, optimization,

and management of cloud infrastructure.

Performance Testing
Performance Test Engineers skilled in identifying bottlenecks and ensuring system reliability

under varied load conditions.

RPA Specialization
Expertise in Robotic Process Automation (RPA) for automating repetitive tasks, driving

operational efficiency.

Cybersecurity
Comprehensive cybersecurity solutions to protect critical assets, detect vulnerabilities, and

ensure compliance with industry standards.
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Conclusion

Subject Matter Experts (SMEs) are the foundation of successful IT outsourcing initiatives. They help
reduce project failure rates and maximize return on investment. This piece explores how SMEs bridge

knowledge gaps and lead projects to success with their specialized expertise.
Our research and hands-on experience reveal several important discoveries:

e SMEs create knowledge bridges between internal teams and outsourcing partners.

e The right SME selection needs a balance of technical expertise, industry experience, and
cultural fit.

e  Well-laid-out knowledge transfer frameworks streamline information search time and boost
efficiency.

e Specific KPIs help organizations track and optimize their SME's value.

These findings become especially valuable when organizations face mounting pressure to deliver
successful IT outsourcing projects. Companies that implement strong SME strategies see higher
stakeholder satisfaction, better project outcomes, and improved cost-benefit ratios. SMEs shape the
future of IT outsourcing success. Their expertise, paired with effective selection processes and
performance measurement, turns outsourcing initiatives from potential risks into strategic advantages

that benefit forward-thinking organizations.

FORFIRM’s approach to IT outsourcing is rooted in flexibility, expertise, and a deep understanding of
client needs. By combining cutting-edge technology solutions with our Subject Matter Experts, we
empower businesses to achieve their IT goals while reducing operational complexity and costs.
Whether managing day-to-day IT tasks or tackling complex challenges, FORFIRM delivers excellence,

reliability, and innovation at every step.

At FORFIRM, we understand that leveraging SME expertise is not just about solving immediate
challenges but about positioning our clients for sustained growth and innovation. With our hands-on
approach, deep technical knowledge, and unwavering commitment to success, we turn outsourcing

initiatives into strategic opportunities that empower businesses to thrive.
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