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Abstract

Over the past few years, there has been a growing trend and high demand for outsourcing as a procurement strategy in the field of building operations and
maintenance. Successful outsourcing can bring numerous advantages to organisations, encompassing a wide range of benefits. However, if outsourcing fails,
there are substantial risks that organisations may face. The objective of this paper is to analyse the current literature concerning the advantages and
disadvantages of outsourcing building operations and maintenance. Additionally, it aims to compile the findings and identify any potential research gaps in
the existing body of knowledge. A comprehensive search through a systematic review of the literature was conducted across numerous journals. Key terms
derived from the initial literature review are used first to categorise whether the studies address outsourcing benefits, risks, motivations, or issues. The
benefits and risks of outsourcing building operations and maintenance construct were then identified using content analysis methodology and an inductive
coding technique. Through a methodological and well-organised approach, this paper offers an extensive collection of previously recognised benefits and
risks of outsourcing building operations and maintenance. The findings of this paper indicate several expected benefits of outsourcing building operation
and maintenance, including cost savings, a focus on core functions, quality improvement, reduced capital expenditure, increased economic efficiency, and
greater flexibility. This paper also classifies the risk of outsourcing building operations and maintenance into five risk factors: client risk, vendor risk,
contract risk, communication or relationship risk, and general risk. The result reveals that a well-executed outsourcing strategy assists organisations in
effectively managing their building operations and maintenance tasks.
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H1.0 INTRODUCTION

The practice of outsourcing is defined as the practice of contracting or delegating specific processes, tasks, or functions of a business or
organisation to an external third-party provider (Pang et al., 2021; Espino-Rodriguez & Rodriguez-Diaz, 2008). This involves transferring
the responsibility for executing and managing these activities to an external entity, which can be located domestically or internationally
(Geishecker & Gorg, 2008). Over time, outsourcing has gained significant momentum, as the concept of firms operating solely as
independent entities has become outdated (Awe et al., 2018). Outsourcing can encompass various areas of business operations, including
but not limited to information technology (IT), human resources (HR), facilities Management (FM), finance and accounting,
manufacturing, customer service, and logistics (Pang et al., 2021).

The practice of outsourcing building operations has witnessed a significant increase in popularity (Sridarran & Fernando, 2014).
Outsourcing building operations and maintenance involves contracting out the management and execution of maintenance activities for
buildings to external service providers or contractors. According to Chan (2012), building operation and maintenance activities encompass
a range of tasks, such as supervision and monitoring of plant operations and equipment, normal repairs, regular inspections, equipment
refurbishment, and rapid response to equipment malfunctions. Additionally, it involves the substitution of equipment, the alteration of
systems, and upgrading processes. Ali et al. (2010) highlight that building operation and maintenance management involves a combination
of technical and managerial measures aimed at ensuring that the building’s facilities and components adhere to acceptable standards and
effectively perform their intended functions.

The goal of maintenance is to sustain the proper operation and intended functionality of a physical system (Che-Ghani et al., 2023). It
encompasses all essential tasks aimed at preserving buildings, including their finishes and fittings, to enable them to consistently offer
similar or nearly identical facilities, amenities, and services as they did upon initial construction (Thsan & Alshibani, 2018). Consequently,
efficient planning and management of building maintenance work are crucial to maximising the productivity of built assets and associated
services while also ensuring the sustainability of the building. Organisations opt for outsourcing building maintenance to achieve cost
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savings, gain access to specialised expertise, enhance operational efficiency, and concentrate on core business activities (Assaf et al.,
2011).

Successful outsourcing can lead organisations to various benefits, whereas a lack of success in outsourcing can expose them to
significant risks (Kremic et al., 2006). Numerous studies on outsourcing have extensively explored the advantages, risks, motivators, and
decision factors. However, there is a lack of investigation into the relationships, similarities, and differences among the findings presented
in this abundant outsourcing literature.

The objective of this research is to examine the existing literature concerning the benefits and risks of outsourcing building operations
and maintenance and to pinpoint references that can offer valuable guidance for managers and researchers for successful outsourcing
implementation. This study also aims to identify gaps and areas that need exploration. This study is arranged as follows; The subsequent
section outlines the methodology used in this systematic literature review. This is followed by the benefits and risks of outsourcing
building operations and maintenance. The final section provides the conclusions drawn from the study and identifies potential avenues for
future research.

H2.0 METHODOLOGY

This study has been undertaken as a systematic literature review and adapts to Finney and Corbett's (2007) guidelines for data collection
procedures. The following section presents a comprehensive overview of the procedures employed in this systematic literature review:

2.1 Data Collection Procedure

Carley (1992) suggested eight category-coding steps applied to the actual data collection process of outsourcing building operation and
maintenance.

Step 1: Select the level of analysis

In this phase, a choice was made on whether to search for individual words, sets of words, or phrases. According to Berg (2004), the first
step in content analysis involves determining the level at which the sample will be chosen and identifying the units of analysis to be
counted. For this article, the unit of analysis was whole journal articles. The data collection process for the literature review encompassed a
wide-ranging search of numerous journals including Facilities, Sustainability, Property Management, International Journal of Building,
International Journal for Housing Science, International Journal of Service Industry Management, Journal of Surveying, Construction and
Property, International Journal of Building Pathology and Adoption, International Journal of Information Management, Management
Decision, International Journal of Operations and Production Management, Strategic Outsourcing: An International Journal, Strategic
Management Journal, IEEE Journals, International Journal of Strategic Property Management, Journal of Facilities Management,
Engineering, Construction and Architectural Management, Journal of Corporate Real Estate, Journal of Business Strategy and European
Management Journal.

Apart from the previously mentioned journals, the search also encompassed databases like Academic Search Premier, Emerald,
IEEEXplore Digital Library, JSTOR, One Petro, ScienceDirect Journal, and Web of Science. These databases collectively host hundreds of
journals covering various fields. The selection of articles from the search results was based on the search terms and criteria outlined in
Table 1.

Table 1 Search terms in journals and databases

Search: Citation, abstract and title.

Individual journal searches Database searches
Outsourcing Building Operation and Maintenance Outsourcing “AND” Building Operation and Maintenance
Outsourcing Benefits Outsourcing “AND” Benefits
Outsourcing Risk Outsourcing “AND” Risks
Outsourcing Motivations Outsourcing “AND” Motivations
Benefits and Risk of Outsourcing Building Implementation Il\a/le;flglsla;nci Risk “"AND” Outsourcing Building Operation and
Outsourcing Building Implementation Outsourcing Building Implementation
Outsourcing Building Operation and Maintenance Outsourcing Building Operation and Maintenance “AND”
Implementation Implementation

The chosen keywords for this search were derived from the keywords provided by authors in related articles identified during a
beginning literature review. The primary focus was on outsourcing building operation and maintenance within the facilities management
sector, while also incorporating relevant points from other sectors. The search was restricted to peer-reviewed or scholarly journals. The
decision to include an article in the compilation depended on the researcher's reading of the abstract and title. Articles were selected for
further analysis if they potentially contained data pertinent to the success factors of outsourcing building operations and maintenance.
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Step 2: Determine how many step to code for

During this phase of the coding process, one must decide whether to code based on a pre-established set of theories or to opt for a more
interactive coding approach. Berg (2004) explains that theoretical classes refer to concepts that arise during data analysis. As previously
mentioned, this study incorporates the benefits and risks of outsourcing building operations and maintenance, which are prevalent in the
existing literature (Berg, 2004).

Step 3: Determine whether to code for presence or frequency of the concept

In this stage of the coding process, the focus is on coding for the frequency of concepts, which allows for a deeper understanding of the
relative importance of the factors.

Step 4: Determine how to differentiate between concepts

This stage requires a decision on whether to code concepts precisely as they appear or to code them in a changed or collapsed form. This
phase is commonly known as the phase of term generalisation. In this study, words with the same meaning were classified under the same
construct.

Step 5: Develop rules for text coding

It is crucial to devise a set of translation guidelines that can be consistently applied to ensure both coherence and internal validity. For this
particular study, the following translation rules were formulated and implemented: In the initial stage of reading all articles, the main focus
was on identifying any references associated with the "benefits and risks of outsourcing." The identified concepts were recorded in a
bibliographic programme without being assigned to specific categories at this stage. During the second round of article revision, the aim
was to identify similarities among concepts and group similar ones together. Each category and concept underwent careful examination
and review to determine whether merging or subdividing was necessary and to determine any further categories. After all categories were
concluded, the concepts were further examined to determine the appropriate construct terms, which could either be derived from existing
coded terms or introduced as entirely new ones.

Step 6: Determine of what to do with ‘irrelevant’ information

In this step of the coding process, the task involves determining how to deal with ‘irrelevant’ information found in the text. For this
research, the literature compilation focused on gathering all ideas that reflected the benefits and risks of outsourcing building maintenance
and operation. Therefore, the content analysis encompassed the entire document, coding only the text that indicated potential advantages
and disadvantages. As a result, there were no concerns regarding how to handle irrelevant coded information.

Step 7: Code the text
At this phase, the manual coding process was executed, adhering to all the translation rules pinpointed in Step 5.
Step 8: Analyse the result

In this phase of the coding method, one must decide whether to code based on a pre-established set of theories or to opt for a more
interactive coding method. Berg (2004) explains that theoretical classes refer to concepts that arise during data analysis. As mentioned
carlier, the benefits and risks of outsourcing building operation and maintenance are included in the emerging classes in this study, as they
are present in the existing literature (Berg, 2004).

2.2 Study selection and data extraction

The search yielded 367 studies based on the specified search term. Out of these, 158 studies were eliminated, due to duplication, and an
additional 81 records were eliminated, as they did not meet the inclusion standards after reviewing their abstracts. The data from the
remaining studies were then extracted and organised into two categories: one for examining the benefits and another for evaluating the
risks associated with outsourcing building maintenance and operation. The extracted information was tabulated for further analysis.

H 3.0 THE RATIONAL FOR OUTSOURCING BUILDING OPERATION AND MAINTENANCE

The reasoning behind outsourcing building operations and maintenance is complex and involves various factors. Engaging external
services for maintenance offers several benefits, such as lowering costs, gaining specialised expertise, and enabling a focus on core
competencies (Lok et al., 2021). Rahman et al. (2021) note that outsourcing can not only enhance business processes but also lead to
increased profitability. During economic downturns, building owners can reduce operation and maintenance costs, contributing to overall
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cost-effectiveness (Lai et al., 2008). Additionally, outsourcing operations and maintenance has the potential to optimise resources, enhance
performance, and improve service delivery (Ahmed, 2019; Straub, 2007).

Furthermore, outsourcing operation and maintenance services may grant access to innovative and value-adding practices, such as
integrated service solutions, thereby contributing to overall organisational value (Wong et al., 2021). This is particularly relevant in the
healthcare context, where hospitals can benefit from outsourced maintenance providing technology, knowledge, resources, and innovation
(Wong et al., 2021).

The decision to outsource maintenance services is shaped by diverse factors, including the necessity to manage budgets, reduce
permanent staff numbers, and adapt to evolving trends in maintenance and operational strategies (Parmar et al., 2023). Additionally,
addressing barriers to improving energy efficiency in buildings, such as the lack of knowledge and motivation among operation and
maintenance staff, as well as limited financial resources, can be achieved through outsourcing (Yik et al., 2002).

In summary, the rationale for outsourcing building operations and maintenance is justified by the potential for cost reduction, access
to specialised expertise and resources, business process enhancement, and the optimisation of maintenance resources. These elements
collectively contribute to the overall value and efficiency of building maintenance and operation.

M 4.0 EXPECTED BENEFITS OF OUTSOURCING BUILDING OPERATION AND MAINTENANCE
4.1 Cost Saving

Outsourcing is widely recognised for its potential to significantly reduce operational costs, making it a highly valued strategy among
organisations. By outsourcing building operations and maintenance, companies can achieve substantial cost savings through various
avenues. Firstly, it eliminates the need for maintaining an in-house maintenance team, which includes expenses related to salaries, benefits,
training, and the retention of skilled personnel. Additionally, it removes the necessity of investing in expensive equipment and
infrastructure, as these responsibilities are transferred to the service provider. Service providers, due to economies of scale, can often offer
more competitive pricing. They service multiple clients, allowing them to purchase materials and equipment in bulk, thus reducing costs.
Their specialised expertise and efficient processes further contribute to the overall cost savings. These savings can be reinvested into core
business areas, enhancing the organisation's competitiveness and driving growth (Espino-Rodriguez & Ramirez-Fierro, 2018; Jiang et al.,
2006; Rahman et al., 2021).

4.2 Focus on Core Activities

Outsourcing allows organisations to concentrate on their main business functions and strategic objectives by relieving them of non-core
activities. By outsourcing building operations and maintenance, organisations can redirect their resources—both human and financial—
towards activities that directly contribute to their core competencies and strategic goals. This enables organisations to focus on their
primary business activities and allocate more time and resources to strategic initiatives and revenue-generating activities. As a result,
companies can enhance their value proposition and achieve a greater strategic focus. This strategic redirection allows for improved
operational efficiency and better alignment with the organisation's long-term goals (Lok et al., 2021; Pratap, 2014; Sztorc, 2018).

4.3 Quality Improvement

Outsourcing to specialised service providers can significantly improve the quality of building maintenance. These providers bring with
them specialised knowledge, tools, and resources that ensure high-quality maintenance services. Their expertise ensures that buildings are
well maintained, which can lead to improved building performance, reduced downtime, and enhanced occupant satisfaction. Outsourcing
contracts often include specific performance metrics and quality standards, ensuring accountability and high service levels. Additionally,
external providers can handle sensitive issues with greater confidentiality and objectivity, potentially addressing problems that internal
staff might overlook (Cooke, 2005; Mujasi & Nkosi, 2019).

4.4 Reduced Capital Expenditure

Outsourcing can reduce the need for capital expenditures on building maintenance. Organisations can outsource underperforming
departments, reducing visibility and overhead costs. Service providers can introduce and manage technology improvements more
efficiently and cost-effectively than in-house teams. This allows organisations to leverage new technologies and improvements without the
burden of direct investment, further reducing capital expenditures and enhancing operational efficiency (Bacea & Borza, 2015).

4.5 Increase Efficiency

Operation and maintenance service providers are often highly specialised in their field, operating with a high degree of efficiency. They
have streamlined processes and systems in place that enhance productivity and reduce downtime. By leveraging their expertise and
advanced technologies, these providers can deliver maintenance services more efficiently. This results in improved productivity, as tasks
are completed more quickly and effectively, and reduced downtime, as issues are resolved promptly and competently (Elhoushy et al.,
2020; Suweero et al., 2017).
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4.6 Greater Flexibility

Outsourcing building operations and maintenance provides organisations with flexibility in managing their maintenance services.
Organisations can easily scale maintenance services up or down based on their needs without making significant internal adjustments. This
flexibility allows organisations to respond quickly to changes in demand or operational requirements, ensuring that their maintenance
needs are always met efficiently and effectively (Suweero et al., 2017; Sztorc, 2018).

4.7 Access to Specialised Expertise

Outsourcing allows organisations to leverage the specialised knowledge and skills of maintenance service providers who have extensive
experience in managing and maintaining buildings. This results in higher-quality maintenance services and improved operational
efficiency. Additionally, outsourcing reduces risks and liabilities, as these specialists ensure compliance with relevant legislation and offer
access to best practices and leading industry standards. This ensures that maintenance operations are conducted safely, efficiently, and
following all necessary regulations (Mujasi & Nkosi, 2019; Kaveh Pishghadam & Esmaeeli, 2023).

4.8 Access to Advanced Technology

Outsourcing building operations and maintenance can provide organisations with access to advanced technologies and tools that may be
too costly for them to acquire and maintain in-house. Service providers can leverage these technologies to enhance maintenance processes,
data management, and reporting. Access to advanced technology is a significant driving force behind outsourcing, as it allows
organisations to improve technical services and gain quick access to new technologies. By outsourcing, organisations can reduce
transaction times, handle tasks more efficiently, and stay ahead in the competitive landscape by utilising the latest technological
advancements (Lacity & Hirschheim, 1995; Suweero et al., 2017).

Overall, organisations consider these diverse factors when making outsourcing decisions, weighing the potential benefits against the
specific needs and circumstances of their operations. Table 2 summarises the lists of references for the expected benefits of outsourcing
building maintenance and operations from 2000 to now.

Table 2 Expected benefits of outsourcing building operation and maintenance

Expected benefits References

Espino-Rodriguez and Ramirez-Fierro (2018), Gilley et al. (2004), Gordon and Zimmerman (2007),

Cost saving Harland et al. (2005), Jiang et al. (2006), Lacity et al. (2010), Lok et al. (2018), Rahman et al. (2021)

Asatiani et al. (2019), Elhoushy et al. (2020), Espino-Rodriguez and Ramirez-Fierro (2018), Lacity et
Focus on the core function al. (2010), Lok et al. (2021), Pratap (2014), Suweero et al. (2017), Sztorc (2018), Vetrakova et al.
(2013), Young (2007)

Baytok et al. (2013), Espino-Rodriguez and Ramirez-Fierro (2018), Suweero et al. (2017), Lacity et al.

Quality improvement (2017)

Bailey et al. (2002), Baytok et al. (2013), Gilley et al. (2004), Gordon and Zimmerman (2007),

Reduced capital expenditure Lamminmaki (2011), Sharma et al. (2015)

Elhoushy et al. (2020), Hsu (2011), Lamminmaki, (2011), Matopoulos et al. (2007), Sharma et al.

Increase efficiency (2015), Suweero et al. (2017)

Baytok et al. (2013), Espino-Rodriguez and Ramirez-Fierro (2018), Harland et al. (2005), Kakabadse

Greater flexibility and Kakabadse (2003), Sharma et al. (2015), Suweero et al. (2017), Sztorc (2018)

Hsu (2011), Kakabadse & Kakabadse (2000; 2003), Kaveh Pishghadam and Esmaeeli (2023), Mujasi

Access to specialised expertise and Nkosi (2019)

Access to advanced technology Suweero et al. (2017)

H 5.0 POTENTIAL RISK OF OUTSOURCING BUILDING OPERATION AND MAINTENANCE

Outsourcing risk pertains to the uncertainties and unfavourable consequences that can influence the outcome of an outsourcing partnership
between a company and its vendors. These uncertainties and potential negative outcomes can significantly affect the overall success or
failure of the outsourcing arrangement (Ikediashi & Ogunlana, 2015). Managing these risks effectively is crucial, as they involve various
factors that are difficult to predict. Fan et al. (2012) classify seven risk factors related to IT outsourcing. These risk factors encompass
undividable technological aspects, lack of strong management, cultural compatibility, instability in requirements, uncertainty regarding
legal obligations, technological intricacies, and coordination challenges between the client and the vendor. Besides, Ikediashi et al. (2012)
highlighted risks within facilities management (FM) outsourcing, emphasising various factors such as high vendor labour rates, labour-
related charges, lack of vendor responsibility for asset performance, problems with billing, excessive management burdens,
disadvantageous contract conditions, service or asset breakdowns, subpar performance from service providers, financial shortcomings,
cultural clashes, and labour-related risks.

Atkin and Brooks (2009) conducted research from the facilities management (FM) perspective to identify risks faced by organisations
in their pursuit of efficient FM. These risks can impede efforts to achieve value for money and encompass factors such as inadequate client
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function resources or inexperience, insufficient implementation planning and allocation of responsibilities, mishandling of transfer of
actions, challenges with supplier and contract manager relationships, conflicts of interest in handling in-house tenders, undecided functions
and obligations, possible loss of control over FM function and access to documents and knowledge, and lack of standardised FM contracts
or sufficient contract conditions. These studies shed light on the various risks associated with outsourcing and offer valuable insights into
the specific factors that require effective consideration and management to mitigate potential adverse impacts on outsourcing relationships
(Atkin & Brooks, 2009). The severity of a risk factor depends on its significance and the level of monitoring required. Extensive literature
exists on outsourcing risk, covering different aspects of this topic.

Ikediashi & Ogunlana (2015) categorised outsourcing risks into five significant groups: client risks, vendor risks, contract risks,
relationship risks, and general risks. Client-related risks refer to the potential adverse consequences that may occur due to the excessive
influence exerted by the client in the outsourcing transaction. Nonetheless, within this category, three key factors carried considerable
weight: clients lacking experience in outsourcing procedures, interruptions in the supply of services, and unclear delineation of
responsibilities and objectives. There are five variables under client risk, such as inexpert clients, disturbances to the resources of services,
uncertain accountabilities and targets, high organisation costs, and disproportionate monitoring of performance. Vendor risks are
associated with the resourceful behaviour displayed by outsourcing vendors. This category comprises nine variables such as financial
failure of the chosen contractor, low quality of services, vendor not meeting performance expectations, service failure in critical services,
lack of sufficient vendor responsibility, the potential for becoming overly dependent on providers, and the potential for providers to act
opportunistically and at unreasonably high vendor rates. Besides, contractual risks arise due to deficiencies in outsourcing contracts that
have the potential to lead to re-negotiations or even the complete termination of the agreement. There are eleven variables under contract
risk, such as labour call-out fees, no standard for measuring quality, an unclear definition of service scope, no standardised contract forms,
poor implementation of planning policies, reduced strategic flexibility, outsourcing of core activities, irregularities in contract awarding,
decreased employee morale, disadvantageous contract terms, and inadequate risk allocation. Relationship risks stem from the existence of
strained connections between clients and vendors. In an outsourcing relationship, there is an underlying assumption that the outcomes will
be mutually advantageous, the involved parties will treat each other fairly and justly, and they will rely on each other by exchanging
rewards. This category comprises four variables, such as weak vendor-client relationships, clashes of interest, breaches of confidentiality,
and misuse of commitments and obligations. The last risk is general risk. The risks falling within this category are labelled as generic since
they can be linked to any of the other five categories. This group consists of four risk variables: issues with security requirements,
apprehension about the unknown, concerns regarding reputational risks, and issues with third-party liabilities.

Instead of extensively examining each expected risk individually, the most substantial outsourcing risks, which are also relevant to
maintenance outsourcing, have been composed and summarised in Table 3 with a list of references. Table 3 highlights several potential
risks to be cautious about, such as the possibility of losing control of resources or core competence, experiencing higher costs, quality
issues, and challenges in communication and coordination. Moreover, the literature points out that outsourcing may affect the organisation
by making it more dependent on external providers, causing issues with data security and confidentiality, decreasing organisational
flexibility, and issues with employee morale.

Table 3 Expected risk of outsourcing building operation and maintenance

Expected risk References

Ding (2023), El Fadil and St-Pierre (2016), Hoecht and Trott (2006), Ikediashi (2012), Kakabadse
Loss of control/core competence and Kakabadse (2000), Kremic et al. (2006), Latif et al. (2017), Ngwenyama and Sullivan (2007),
Osuizugbo et al. (2020)

Atkin and Brooks (2009), Ding (2023), Elmuti and Kathawala (2000), Jimmy et al. (2012), Khan et

Quality issues al. (2022), Osuizugbo et al. (2020), Yun et al. (2009)

Ahmed (2020), Atkin and Brooks (2009), El Fadil and St-Pierre (2016), Ikediashi et al. (2012),
Jimmy et al. (2012), Khan et al. (2022), Latif et al. (2017), Maelah et al. (2010), Osuizugbo et al.
(2020)

Communication and coordination
challenges

Dependency on external providers El Fadil and St-Pierren (2016), Jimmy et al. (2012), Kremic et al. (2006), Osuizugbo et al. (2020)

Aron et al. (2005), Atkin and Brooks (2009), Ding (2023), Gonzalez et al. (2005), Goo et al. (2004),

Data security and confidentiality 0 a4 Trott (2006), Khan et al. (2022), Latif et al. (2017), Osuizugbo et al. (2020)

Ikediashi et al. (2012), Jimmy et al. (2012), Khan et al. (2022), Kremic et al. (2006), Latif et al.
Cost overruns (2017), Marttonen and Kaérri (2012), Osuizugbo et al. (2020), Tajdini and Nazari (2012), Yun et al.
(2009)

Ahmed (2020), El Fadil and St-Pierre (2016), Ikediashi (2012), Jimmy et al. (2012), Latif et al.

Decrease flexibility (2017), Marttonen and Kirri (2012), Osuizugbo et al. (2020), Sheng and Baharum (2015),

Atkin and Brooks (2009), Ahmed (2020), Ikediashi et al. (2012), Khan et al. (2022), Kremic et al.

Poor morale/employee issucs (2006), Latif et al. (2017), Osuizugbo et al. (2020), Sheng and Baharum (2015)

5.1 Loss of Control/Core Competence

Outsourcing building operations and maintenance can lead to a significant loss of control over these functions. When tasks are handed over
to an external provider, the organisation may no longer have direct oversight or the ability to quickly intervene in operations. This can
result in a reduction in the organisation’s core competencies, as employees may not be involved in the day-to-day processes, leading to a
diminished understanding and expertise in maintaining their infrastructure. Over time, this could affect the organisation’s ability to
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innovate or respond to internal challenges effectively (Ding, 2023; El Fadil & St-Pierre, 2016; Hoecht & Trott, 2006; Ikediashi, 2012;
Kakabadse & Kakabadse, 2000; Kremic et al., 2006; Latif et al., 2017; Ngwenyama & Sullivan, 2007; Osuizugbo et al., 2020).

5.2 Quality Issues

Quality issues are a common risk associated with outsourcing. The service quality might not meet the organisation’s expectations due to
various factors such as inadequate vendor capabilities, insufficient oversight, or differences in quality standards. This risk can be
exacerbated if the external provider prioritises cost savings over quality, leading to substandard maintenance and operation outcomes. Poor
quality in building maintenance can result in increased wear and tear, frequent breakdowns, and an overall reduced lifespan of building
systems and components (Ding, 2023; Jimmy et al., 2012; Khan et al., 2022; Osuizugbo et al., 2020).

5.3 Communication and Coordination Challenges

Effective communication and coordination are crucial in outsourcing arrangements to ensure that both the client and the service provider
are aligned. Challenges in these areas can lead to misunderstandings, misaligned objectives, and delays in response times. These issues can
stem from cultural differences, language barriers, or simply differing communication styles and processes. Poor coordination can result in
missed maintenance schedules, delayed repairs, and overall inefficiencies in building operations (Ahmed, 2020; El Fadil & St-Pierre, 2016;
Jimmy et al., 2012; Khan et al., 2022).

5.4 Dependency on External Providers

Outsourcing can lead to an over-reliance on external service providers. This dependency can be risky if the vendor fails to deliver the
required services, increases their prices, or faces operational difficulties themselves. Such reliance can also make it challenging for the
organisation to switch providers or bring the services back in-house without significant disruption and cost. This risk highlights the
importance of having contingency plans and maintaining some level of internal capability (El Fadil & St-Pierre, 2016; Jimmy et al., 2012;
Osuizugbo et al., 2020).

5.5 Data Security and Confidentiality

Outsourcing building operations can expose the organisation to data security and confidentiality risks. Sensitive information related to
building infrastructure, security systems, and operational protocols might be accessed by external providers. If the vendor lacks robust data
security measures, this information could be compromised, leading to potential security breaches, unauthorised access, and data theft.
Ensuring that the outsourcing contract includes stringent data protection clauses is essential to mitigate this risk (Ding, 2023; Khan et al.,
2022; Latif et al., 2017; Osuizugbo et al., 2020).

5.6 Cost Overruns

Although outsourcing is often pursued to reduce costs, it can sometimes lead to cost overruns. These can occur due to underestimated
project scopes, changes in service requirements, hidden fees, or inefficiencies in the service provider’s operations. Additionally, any
disruptions or issues that require urgent resolution might incur additional charges, further increasing costs. It is crucial to have a well-
defined contract with clear cost expectations and contingency provisions to manage this risk (Khan et al., 2022; Latif et al., 2017,
Osuizugbo et al., 2020).

5.7 Decrease Flexibility

Outsourcing can reduce an organisation’s flexibility to make quick changes or respond to unexpected situations. The terms and conditions
of the outsourcing contract can limit the organisation’s ability to adapt its maintenance and operation strategies as needed. This rigidity can
be problematic when dealing with emergencies, evolving business needs, or implementing new technologies. Ensuring that the contract
allows for some level of flexibility and regular review can help mitigate this risk (Latif et al., 2017; Osuizugbo et al., 2020; Sheng &
Baharum, 2015).

5.8 Poor Morale/Employee Issues

Outsourcing can negatively impact the morale of existing employees. Workers might feel threatened by the presence of external service
providers, leading to job insecurity, reduced motivation, and decreased productivity. This can result in a loss of valuable institutional
knowledge and expertise as employees may choose to leave the organisation. Managing this risk involves transparent communication,
ensuring job security where possible, and integrating internal and external teams effectively (Ahmed, 2020; Khan et al., 2022; Latif et al.,
2017; Sheng & Baharum, 2015).
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M 6.0 CONCLUSION

This paper has systematically reviewed the benefits and risks of outsourcing building operations and maintenance. The findings showed
that the motivation for outsourcing building operations and maintenance can be classified into six main categories: strategic, management,
technological, economic, quality, and functional. Additionally, this paper has explored the benefits of outsourcing building operations and
maintenance, such as cost savings, a focus on core functions, quality improvement, reduced capital expenditure, increased efficiency and
flexibility, access to specialised expertise, and advanced technology. Besides, the study also emphasised the potential risks of outsourcing
building operations and maintenance, including loss of control over resources or core competence, experiencing higher costs, quality
issues, challenges in communication and coordination, dependency on external providers, issues in data security and confidentiality,
decreased organisational flexibility, and issues with employee morale. The risk of outsourcing building operations and maintenance can be
categorised into five areas: client risks, vendor risks, contract risks, relationship risks, and general risks.

This study will aid the organisation in recognising opportunities, addressing challenges, and considering crucial factors related to
building operations and maintenance outsourcing. Within the existing literature, there is an abundance of information concerning
outsourcing building operations and maintenance, yet it remains untapped in terms of its potential for providing better decision support.
The objective of this study is to bridge this gap by organising and presenting the available information in a structured format, thereby
empowering organisations to make well-informed choices regarding building operations and maintenance outsourcing.

Future research should focus on the long-term impacts of cost savings achieved through outsourcing building operations and
maintenance, examining how these savings contribute to financial health and reinvestment strategies over time. Studies should also explore
the direct and indirect effects on core business performance, particularly how resource reallocation enhances business growth and
innovation. Additionally, developing comprehensive metrics for quality improvement and efficiency gains will be crucial in understanding
the tangible benefits of outsourcing. Research should also investigate the role of specialised expertise and advanced technologies provided
by service providers, how outsourcing contributes to organisational flexibility and scalability, and the mechanisms of innovation and
continuous improvement facilitated by external partners.

Besides, to comprehensively understand the risks associated with outsourcing building operations and maintenance, future research
should examine strategies to mitigate the loss of control and core competencies, ensuring organisations maintain critical oversight.
Investigating quality assurance mechanisms and the impact of communication and coordination challenges on service delivery is essential.
Studies should also focus on the dependency on external providers, data security and confidentiality risks, and potential cost overruns.
Additionally, research should explore how outsourcing affects organisational flexibility, employee morale, regulatory compliance, and the
management of vendor relationships, providing frameworks for effective risk management and contingency planning.

By considering factors like performance metrics, contractual issues, and the impact on organisational capabilities, entities can make
informed decisions regarding the outsourcing of building operations and maintenance services.

Acknowledgement
The authors would like to express their appreciation to the Sultanah Zanariah Library of Universiti Teknologi Malaysia for providing
facilities in searching journals and articles.

References

Ahmed, M. N. (2020). The use of performance-based contracting in managing the outsourcing of a reliability-centered maintenance program: A case study. Journal of
Quality in Maintenance Engineering, 26(4), 526-554.

Ali, A. S., Kamaruzzaman, S. N., Sulaiman, R., & Peng, Y. C. (2010). Factors affecting housing maintenance cost in Malaysia. Journal of Facilities Management.

Arditi, D. & Nawakorawit, M. (1999). Issues in building maintenance: property managers’ perspective. Journal of Architectural Engineering, 5(4), 117-132.

Aron, R., Clemons, E. K., & Reddi, S. (2005). Just right outsourcing: Understanding and managing risk. Journal of Management Information Systems, 22(2), 37-55.

Asatiani, A., Penttinen, E., & Kumar, A. (2019). Uncovering the nature of the relationship between outsourcing motivations and the degree of outsourcing: An
empirical study on Finnish small and medium-sized enterprises. Journal of Information Technology, 34(1), 39-58.

Assaf, S., Hassanain, M. A., Al-Hammad, A. M., & Al-Nehmi, A. (2011). Factors affecting outsourcing decisions of maintenance services in Saudi Arabian
universities. Property management, 29(2), 195-212.

Atkin, B. & Brooks, A. (2009). Total facilities management. (3rd ed.). New York: Wiley-Blackwell Publishers.

Awe, O. A., Kulangara, N., & Henderson, D. F. (2018). Outsourcing and firm performance: a meta-analysis. Journal of Strategy and Management, 11(3), 371-386.

Bacea, A. C., & Borza, A. (2015). Outsourcing: Why and why not. Proceedings of the International Management Conference, 9(1), 13-20.

Bailey, W., Masson, R., & Raeside, R. (2002). Outsourcing in Edinburgh and the Lothians. European Journal of Purchasing & Supply Management, 8(2), 83-95.

Baytok, A., Soybali, H. H., & Zorlu, O. (2013). Outsourcing in thermal hotel enterprises: The case of Turkey. Business Management Dynamics, 3(5), 1-14.

Berg, B. L. (2004). Methods for the social sciences. Qualitative Research Methods for the Social Sciences. Boston: Pearson Education, 191.

Bertolini, M., Bevilacqua, M., Braglia, M. and Frosolini, M. (2004). Quality and reliability corner an analytical method for maintenance outsourcing service selection.
International Journal of Quality and Reliability Management, 21(7), 772-788.

Bryant, P. T. (2006). Decline of the engineering class: effects of global outsourcing of engineering services. Journal of Leadership Management in Engineering, 6(2),
59-71.

Carley, K. (1992). MECA. Pittsburgh, PA: Carnegie Mellon University.

Chan, K. H. (2012). Improving building safety in property maintenance. Property Management, 30(5), 465-476.

Che-Ghani, N. Z., Myeda, N. E., & Ali, A. S. (2023). Efficient operation and maintenance (O&M) framework in managing stratified residential properties. Journal of
Facilities Management, 21(4), 609-634.

Cooke, F. L., Shen, J., & McBride, A. (2005). Outsourcing HR as a competitive strategy? A literature review and an assessment of implications. Human Resource
Management, 44(4), 413-432.

Ding, H. (2023). The Research on the risks and countermeasures of internal audit outsourcing in small and medium-sized enterprises: Evidence from China. Academic
Journal of Management and Social Sciences, 2(1), 111-115.

Drew, S. A. W. (1995). Accelerating innovation in financial services. Long Range Planning, 28(4), 11-21.



17 Zaharudin et al. / INTREST — International Journal of Real Estate Studies 18:2 (2024), 9-18

El Fadil, J. & St-Pierre, J. (2016). Analysis and management of risks associated with outsourcing in China: The experience of seven Canadian firms. Strategic
Outsourcing: An International Journal, 9(2), 218-242.

Elhoushy, S., Salem, I. E., & Agag, G. (2020). The impact of perceived benefits and risks on current and desired levels of outsourcing: Hotel managers’
perspective. International Journal of Hospitality Management, 91, 1-11.

Elmuti, D. & Kathawala, Y. (2000). The effects of global outsourcing strategies on participants’ attitudes and organisational effectiveness. International Journal of
manpower, 21(2), 112-128.

Espino-Rodriguez, T. F. & Ramirez-Fierro, J. C. (2018). The relationship between strategic orientation dimensions and hotel outsourcing and its impact on
organisational performance. An application in a tourism destination. Sustainability, 10(6), 1-17.

Espino-Rodriguez, T. F. & Rodriguez-Diaz, M. (2008). Effects of internal and relational capabilities on outsourcing: An integrated model. Industrial Management &
Data Systems, 108(3), 328-345.

Fan, Z. P., Suo, W. L., & Feng, B. (2012). Identifying risk factors of IT outsourcing using interdependent information: An extended DEMATEL method. Expert
Systems with Applications, 39(3), 3832-3840.

Fersht, P., Filippone, T., Aird, C., & Sappenfield, D. (2011). The evolution of global business services: Enhancing the benefits of shared service and outsourcing. HfS
Research, London.

Finney, S. & Corbett, M. (2007). ERP implementation: a compilation and analysis of critical success factors. Business Process Management Journal, 13(3), 329-347.

Geishecker, I. & Gorg, H. (2008). Winners and losers: A micro-level analysis of international outsourcing and wages. Canadian Journal of Economics/Revue
canadienne d'économique, 41(1),243-270.

Gilley, K. M., Greer, C. R., & Rasheed, A. A. (2004). Human resource outsourcing and organisational performance in manufacturing firms. Journal of Business
Research, 57(3), 232-240.

Gomez, J. F., Parra, C., Gonzalez, V., Crespo, A., & de Leon, P. M. (2008). Outsourcing maintenance in services providers. In Safety, Reliability and Risk Analysis
(pp- 867-876). CRC Press.

Gonzalez, R., Gasco, J., & Llopis, J. (2005). Information systems outsourcing risks: a study of large firms. Industrial Management & Data systems, 105(1), 45-62.

Goo, J., Kishore, R., & Rao, R. (2004). Management of information technology outsourcing relationships: The role of service level agreements. /CIS 2004
Proceedings, 26.

Gordon, C. & Zimmerman, A. (2007). High-tech outsourcing: a benefit-cost framework. The American Economist, 51(1), 97-105.

Harland, C., Knight, L., Lamming, R., & Walker, H. (2005). Outsourcing: assessing the risks and benefits for organisations, sectors and nations. /nternational Journal
of Operations & Production Management, 25(9), 831-850.

Hoecht, A. & Trott, P. (2006). Outsourcing, information leakage and the risk of losing technology-based competencies. European Business Review, 18(5), 395-412.

Hsu, K. C. (2011). Does outsourcing always benefit skilled labor? Review of International Economics, 19(3), 539-554.

Thsan, B. & Alshibani, A. (2018). Factors affecting operation and maintenance cost of hotels. Property Management, 36(3), 296-313.

Ikediashi, D. I. & Ogunlana, S. O. (2015). Significant risk factors associated with facilities management (FM) outsourcing: A study on Nigeria’s public hospitals.
Engineering, Construction and Architectural Management, 22(6), 771-796.

Ikediashi, D. I, Ogunlana, S. O., Boateng, P., & Okwuashi, O. (2012). Analysis of risks associated with facilities management outsourcing: A multivariate
approach. Journal of Facilities Management, 10(4), 301-316.

Jennings, D. (2002). Strategic sourcing: Benefits, problems and a contextual model. Management Decision, 40(1), 26-34.

Jiang, B., Frazier, G. V., & Prater, E. L. (2006). Outsourcing effects on firms' operational performance: An empirical study. /nternational Journal of Operations &
Production Management, 26(12), 1280-1300.

Jimmy Gandhi, S., Gorod, A., & Sauser, B. (2012). Prioritization of outsourcing risks from a systemic perspective. Strategic Outsourcing: An International
Journal, 5(1), 39-71.

Kakabadse, A. & Kakabadse, N. (2000). Sourcing: new face to economies of scale and the emergence of new organisational forms. Knowledge and Process
Management, 7(2), 107-118.

Kamarazaly, M. A. (2007). Outsourcing versus in-house facilities management: Framework for value adding selection (Master’s thesis). College of Sciences, Massey
University, Wellington.

Kaveh Pishghadam, H. & Esmaeeli, H. (2023). A system dynamics model for evaluating the firms' capabilities in maintenance outsourcing and analyzing the
profitability of outsourcing. Scientia Iranica, 30(2), 712-726.

Khan, G. M., Khan, S. U., Khan, H. U., & Ilyas, M. (2022). Challenges and practices identification in complex outsourcing relationships: A systematic literature
review. PloS one, 17(1), 1-16.

Kimura, K., Takeuchi, M., & Kyo, M. (2004). Outsourcing management: How to effectively manage maintenance and operation afier implementing ERP, ABeam
Consulting Ltd, Tokyo.

Kremic, T., Icmeli Tukel, O., & Rom, W. O. (2006). Outsourcing decision support: A survey of benefits, risks, and decision factors. Supply Chain Management: An
International Journal, 11(6), 467-482.

Lacity, M. C. & Hirschheim, R. (1995). Beyond the information systems outsourcing bandwagon: The insourcing response. John Wiley & Sons, Inc..

Lacity, M. C., Khan, S. A., & Yan, A. (2017). Review of the empirical business services sourcing literature: An update and future directions. Qutsourcing and
Offshoring Business Services (pp 499-651).

Lacity, M. C., Khan, S., Yan, A., & Willcocks, L. P. (2010). A review of the IT outsourcing empirical literature and future research directions. Journal of Information
Technology, 25, 395-433.

Lai, A. W. Y. & Pang, P. S. M. (2010). Measuring performance for building maintenance providers. Journal of Construction Engineering and Management, 136(8),
864-876.

Lamminmaki, D. (2011). An examination of factors motivating hotel outsourcing. International Journal of Hospitality Management, 30(4), 963-973.

Lankford, W. M. & Parsa, F. (1999). Outsourcing: A primer. Management Decision, 37(4), 310-316.

Latif, M., Niaz, I. A., & Ibrahim, J. (2017). Offshore outsourcing risk management for Pakistan. EAI Endorsed Transactions on Internet of Things, 3(11), 1-5.

Lawes, A. (1994). Contracting out. New Library World, 95(4), 8-12.

Lin, S. C. J., Ali, A. S., & Alias, A. (2015). Analytic hierarchy process decision-making framework for procurement strategy selection in building maintenance work.
Journal of Performance of Constructed Facilities, 29(2), 1-13.

Lok, K. L., So, A., Opoku, A., & Chen, C. (2021). A sustainable facility management outsourcing relationships system: Artificial neural networks. Sustainability,
13(9), 4740.

Maelah, R., Aman, A., Amirruddin, R., Auzair, S. M., & Hamzah, N. (2012). Accounting outsourcing practices in Malaysia. Journal of Asia Business Studies, 6(1),
60-78.

Marttonen, S. & Kaérri, T. (2012). A conceptual model for assessing the profitability of a maintenance outsourcing decision. Proceedings of the 17th International
Working Seminar on Production Economics.

Matopoulos, A., Vlachopoulou, M., Manthou, V., & Manos, B. (2007). A conceptual framework for supply chain collaboration: Empirical evidence from the agri-food
industry. Supply Chain Management: An International Journal, 12(3), 177-186.

Mizrak, F. (2023). Outsourcing as a competetive strategy. Current Research in Social, Human and Administrative Sciences, 1.

Moseki, L. K., Tembo, E. & Cloete, C. E. (2011). The principles and practice of facilities maintenance in Botswana. Journal of Corporate Real Estate, 13(1), 48-63.

Mujasi, P. N. & Nkosi, Z. Z. (2019). Exploring perceptions, motivations, and practices regarding outsourcing support services by general hospitals in Uganda: A
mixed methods study. The International Journal of Health Planning and Management, 34(2), 1-21.

Nayebpour, M. M. & Shahanaghi, K. (2009). Developing a multi attribute decision making model for outsourcing maintenance operations based on machine’s life
cycle. Australian Journal of Basic and Applied Sciences, 3(4), 3568-3574.



18 Zaharudin et al. / INTREST — International Journal of Real Estate Studies 18:2 (2024), 9-18

Ngwenyama, O. K. & Sullivan, W. E. (2007). Outsourcing contracts as instruments of risk management: Insights from two successful public contracts. Journal of
Enterprise Information Management, 20(6), 615-640.

Nik-Mat, N. E. M., Kamaruzzaman, S. N., & Pitt, M. (2011). Assessing the maintenance aspect of Facilities Management through a performance measurement system:
A Malaysian case study. Elsevier Procedia Engineering: 2nd International Building Control Conference, Vol. 20 (pp. 329-338).

Osuizugbo, I. C., Lahanmi, A., Oyeyipo, O., & Morakinyo, A. (2020). Construction firms’ satisfaction on outsourced services at construction phase of
building. Journal of Economics, Management and Trade, 25(6), 1-13.

Pang, Y., Zhang, S., & Jiang, A. X. (2021). Outsourcing: overview and trends. Outsourcing and Offshoring.

Parmar, N. J., James, A. T., & Asjad, M. (2023). Analysis of maintenance outsourcing challenges for belt conveyors in the Industry 4.0 era. Journal of Global
Operations and Strategic Sourcing, 16(3), 718-744.

Phipps, R. & Merisotis, J. (2005). Is outsourcing part of the solution to the higher education cost dilemma? Institute for Higher Education Policy, Washington, DC.

Polo, M., Piattini, M. & Ruiz, F. (2002). Integrating outsourcing in the maintenance process. Information Technology and Management, 3(3), 247-269.

Pratap, S. (2014). Towards a framework for performing outsourcing capability. Strategic Outsourcing: An International Journal, 7(3), 226-252.

Preston, G., Mathys, N., Ch'en, F., & Margetson, G. (2011). A guide to outsourcing for Japanese companies (part 1). Intellectual Property & Technology, Media and
Telecommunications Newsletter, 15(12), 1-2.

Quélin, B. & Duhamel, F. (2003). Bringing together strategic outsourcing and corporate strategy:: Outsourcing motives and risks. European Management
Journal, 21(5), 647-661.

Quinn, J. B. (1999). Strategic outsourcing: leveraging knowledge capabilities. Sloan Management Review, 40(4), 9-21.

Rahman, H. U., Raza, M., Afsar, P., Khan, M., Igbal, N., & Khan, H. U. (2021). Making the sourcing decision of software maintenance and information
technology. IEEE Access, 9, 11492-11510.

Rhodes, J., Lok, P., Loh, W., & Cheng, V. (2016). Critical success factors in relationship management for services outsourcing. Service Business, 10, 59-86.

Saghatforoush, E. (2014). Extension of constructability to include operation and maintenance for infrastructure projects (PhD thesis). Science and Engineering
Faculty, Queensland University of Technology, Queensland, Brisbane.

Sharma, A., Moon, J., Baig, J. 1., Choi, J.-G., Seo, K., & Donatone, L. C. (2015). Cost-benefit framework for K-12 foodservice outsourcing decisions. International
Journal of Hospitality Management, 45, 69-72.

Sheng, L. C. & Baharum, Z. A. (2015). Effectiveness of Malaysian property maintenance and management outsourcing. International Journal of Property
Sciences, 5(1).

Sim, S. C., Avvari V. M., & Kaliannan, M. (2016). HR outsourcing trends in Malaysia: the undetected tiger. Strategic Outsourcing: An International Journal, 9(2),
189-217.

Sridarran, P. & Fernando, N. G. (2014). Significance of change management to enable sustainable outsourcing of building operations and maintenance. Proceedings of
the International Conference on Construction in a Changing World, Heritance Kandalama, Sri Lanka.

Straub, A. (2011). Maintenance contractors acting as service innovators. Construction Innovation, 11(2), 179-189.

Suweero, K., Moungnoi, W., & Charoenngam, C. (2017). Outsourcing decision factors of building operation and maintenance services in the commercial sector.
Property Management, 35(3), 254-274.

Sztorc, M. (2018, December). The importance of business process outsourcing for the competitiveness of hotel enterprises in the process of corporate globalization on
the Polish market. Third International Conference on Economic and Business Management (FEBM 2018) (pp. 287-292). Atlantis Press.

Tajdini, S. & Nazari, M. (2012). IS outsourcing decision: A quantitative approach. International Journal of Business and Management, 7(2), 113.

Taylor, S. (2012). Outsourcing facilities management: The effects on building maintenance. 48th ASC Annual International Conference Proceedings, Birmingham,
April 11-14. http://ascpro. ascweb.org/chair/paper/CPRT153002012.pdf (accessed June 12, 2016).

Vetrakova, M., Potkany, M., & Hitka, M. (2013). Outsourcing of facility management. Ekonomika A Management, 80-92.

Wolosky, H. W. (1997). Turning to outsourcing. The Practical Accountant, 30(11), 65-68.

Wong, W. F., Olanrewaju, A., & Lim, P. I. (2021). Importance and performance of value-based maintenance practices in hospital buildings. Sustainability, 13(21), 1-
13.

Yik, F. W., Lee, W. L., & Ng, C. K. (2002). Building energy efficiency and the remuneration of operation and maintenance personnel. Facilities, 20(13/14), 406-413.

Young, S. (2007). Outsourcing: uncovering the complexity of the decision. International Public Management Journal, 10(3), 307-325.

Yun, L., Xiaode, Z., & Yanyan, H. (2009, May). Study on the risk management of IT project outsourcing in bank. 2009 International Symposium on Information
Engineering and Electronic Commerce (pp. 717-720). IEEE.

Zulkarnain, S. H., Zawawi, E. M. A., Rahman, M. Y. A., & Mustafa, N. K. F. (2011). A review of critical success factor in building maintenance management practice
for university sector. World Academy of Science, Engineering and Technology, 34(77), 195-199.



