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Investigating IT service firm’s role in its customer's adoption of enterprise IT system:
The case of TATA Consultancy Services (TCS)

Jing-Ming Shiu, Graduate School of Economics, University of Tokyo

Mizuki Kobayashi, College of Economics, Ritsumeikan University

Abstract

It is well-recognized that by using SAP enterprise IT system, firms can systemically manage “human
resources”, “accounting”, “procurement”, “information” and so on in pursuit of effectiveness,
productivity, and creativity for their business activities. However, due to resource limitation, it is
difficult for firms to adopt SAP enterprise IT system within a short time. This study is aimed to explore
how TCS (Tata Consultancy Services) collaborates with SAP (the enterprise IT system vendor) to help
their customers in adopting SAP’s enterprise IT system. We found that it is vital for TCS to keep multi-
dimension relationships (i.e., partner, customer and supplier) with SAP, which enhances TCS’s
capabilities to provide superior technology supports and shorten the adoption time of SAP enterprise IT

system for their customers.
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715 ORI E L TE-, $72, 2015 4E 9 AREST SAP @ 12,369 /S—hF—4Lo T
SAP DR IT VAT DERFAR I —E AL A (service and implement solutions) Zfefk
T2/ 8—=h =0T 6,041 £72>TND!, LIZD3> T, IFHL AT AFMZ Rz e W 3o
IMEZEITR D IT AT LOEANZENWT, EBM IT AT LEAZZHET D IT h—e2
EHEDOEENTHA CEAp > TETND,

ZOIIIRRIMDIZDT, EH T VAT LOENZBEL T, EROBIFRFEL SAP 72X
DYV a2—2a RFELVIF AR O3 KBRS RIS SAP REDY)a—T a2,
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BEREEDOTINI2T T ADT IR — 7 OFPIE DR SND LR R T0D ()
#k, 2013)°,

— 5 AWFFETOIHT G TdhD ERP DEHZRZEBEH 1T VAT AITHEWTIL, 2013 412
SAP, Oracle, Sage, Inforsys, Microsoft D54EAY, ' —r L e~ —2ry kD03 DY =T %
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HHRERENICHRATLHEEIL, TUN =2 7O/ (Bl 20X, EEHWERE) Z2&E
HZEHTES (Brusoni and Prencipe, 2001; Brusoni, Prencipe and Pavitt, 2001; Henderson and
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TENEETHD, ShAaaTE, BEEEIT IT — 20D AR MO C=
ALDOHZRE I LD BT T DI LB TERNY,

T EBRISIT =B ZAEZEITODIIL T, SAP ZRE DV Y 2 —Tal DDA A )=
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VAT ADT YN = JIC AT AR E A R RELTUN =V U THFLOZICT N CRET DI LTV, D
VAR OMBICET L TV EF 2L,

SRERDAFIETIE, A FH (FE) 75 B & ((t) ~DHRB RO AR E WA B & (1) ICE B EOWER| 2 Z8 T & Th
HEENTET- (Jensen and Meckling, 1992) , R ARZES 1T Y —E ZERZEITIZ L CE B E ORI Z 4B 205,
FHD SAP 728 DY) 2= a AREDOHFRARIN T 23 AR FEL TS, 7205, BIERHED SAP RED Y a—T a1l
EDDLEBH IT VAT AOMFEEBIRL T<HI AR, 1T —E AEEN SAP /o8 DY) a—a RENPLEBH IT VA
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DI —A AT 4B U C, ZOMNIZE 25, ZIT, EHEH T VAT LET IR — 755
I CTHAERAEIL, ZONEIZEDIHR a2 RO TNADNEETT 5,
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AR TlE, EBH T VAT A0 P Tlb @\ a— VO =7 2435 SAP DA
TAZBEL T, R REICEATLOEE IT h—E A REORENE B T, AT IT —t
AT A —AAT LT Z 25D, — DO HIT T —E2{EFIL SAP D= 27 AT
BOWTIERDERVWN—R—THY, SAP ORGZREIEAR IR T DHERIC R ERELEZ R
72L T2 ThH 5D (Timbrell and Gable, 2001), SAP (ZBIF 24051 IT h—E A EFHEE2TL
THEAREIIBISNATD | IT —ERABEICESEY THZLICER D DD, D HIXIT
Y= AT+ —NAT DL LT R EEDT N CVT AR E R BHN BT 52
ENTEDNETH S (Takeishi, 2001; Takeishi, 2002; 7, 2003), Meah, BRBEICELA 1T
VAT LDBEAERET DI, BEREICESEZ Y THOL— DD FIEREEEZBND, L
L. EEORIAL P EIIBIER DO ST ARRAET D RRMENRD D, Afa ik, BoBEE e
EERVGIEL TS IT —EAREICERLZ Y THZLZLS T, EmdO— it amd o2 L
ZAHWEL TS,

ARGTIL, AR TATA Z)v—T7 D72/ CTO“TATA Consultancy Services Limited (LLF,
TCS &95%)7% IT —bAEBFELLTHRY LIFB58T5, ZOHEBIE =255, —2HIL, #
KDOTURN =7 IZBT AR TIE, HA® BBy EE S (Clark and  Fujimoto, 1991;
Takeishi, 2001; Takeishi, 2002; &A1, 2003), 7 AU DOFE 13 (Gereffi, 1994; Gereffi,
Humphrey and Sturgeon, 2005) ., 13750/ 22 PE3 (Kawakami, 2011) 72E 23 DMZFRESI
TEIZ, ZLNS T BE#EEFOT N = v 7T BR300 00, a7 T
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(R DML TOMRITZ L) o 7=(Rottman, 2006), E<IC, BRMEEIZEBLH 1T A
TLDEANEZIETD 1T S—EABEOEENONTUIH TGS T2 >T-, AT,
TCS #Z&IHTRRELTHRY EIF 2L T WROTON — 2 U TR DAT—T ZYLET 52
ENTEDEE 2D, — o HIL, 2009 4 @ “International Association of Outsourcing
Professionals : TAOP) DFAEIZL DL, A RIXT AUBIZRNTT IR —2 0 7% —RLTWD
EThHo, & 75 tHDoH 39 DA RREENTIA LT, ZDRINTH, TCS(EF 4
fi2) . Wipro Technologies (35 5 fi£) | Inforsys Technologies (55 9 i) 72L& 234 B & TV 47,
TCS ZHrxtBRELTH]Y EFHZET, 20— L THETR IT S —E R BELFERRICT
E5HEEZ D,
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L TWDH728, TCS & SAP OBIRANVNCREARZEDEGH IT AT LD N EL 5.
ZBDODERRHT DB, YRt S TholE 2 Hivd, TATA 7V —71% 1869 IR
SEEFL, BBV, SRR A AT REDRELREHL, AV R ROa ey (4w
FR) TDHD, 1968 12, TCS 28 TATA @ IT OERFIZ LU TRRILEI, 70 R0, TCS 1%
T AV AFVADFERET Y =V NATWO, V7R =T DOBAREZIT-> T 50 TCS 1%, SAP
FEOFEBH 1T VAT L%&RFET HIEN, SAP tLOBE R —hOH—E 2R, SAP FENEH
DY AT LT TV r—arOiigE, LT, BEARFEIC SAP HOZEHH 1T P AT LDE A%
FPEL TV, DFED, TCS X, SAP D IT VAT AEAFARHEIE AT H/3— M —ThbH— 7,
SAP ONIREB DT N/ — 79 Thd D, 2015 4 7 AR T, FEE2 32 T ATHY,
2015 4= 3 A#io5E EEid 1655 ERAZERL TWD, 723, AR ad VGEREG [ PreéR
ARAGESREG I FTIC BB L TOD,

ARETIEATIR O ME BRI E A D720, w28 2 — AN LR JEIC D%,
HH AR T D, A28 2—FA1X 2015 428 A, 9 A, 10 A, 3 BliZH7=z>T TCS V¥,
ICCERL, 8 1 B H Tt ~ %P —2FA0BE 3 4. & 2 B H it 5. AItE.
TR —IFAOFEGE 4 44 % 3 BB T, v Pr— 77 ADFERE 2 AICRL T, 1K
Mo 2 a—aEmLT-, BRNEIZOIT 7O — o 7 ORI, @TCS LESAPE
DaAFTRL—TarOREL @TCS LERREEDOBR, &) 3 DOWMAUIR > TA U FE 2—
LTz HARME I BIXFANCHIRRERD | ZOHO AT T U VWA ZBIIL TV
PG A A 2= R LT, S AER T DICh e > T EBARRIZIIA U 2 — IS
EDNTNDIR, ZDIE AEEDARE B2 E OBAF SCIRG 1 B L TvD,

4 =R AT 4

TCS MRAKARZEIC SAP OEFA 1T VAT LEE AT HEE, HANIZITA D TPACE
(Traceability, Precision, Agile, Certainty, Efficiency) AY/Ru—&HL T, o=/ M
HELTWD', 20 TPACE Zia LT, AR EBE DT Y = 7 M bERSNI /T T
TR (RS2 A N2 IR A R 515, BRI/ L) LLC TCS WERChata=r—iar
P A+ _E (KnowMax) (ZFRdRSH TS, KnowMax 1%, TCS PIERO Hitek, #1F9E Canikzs =7
DI OOEERT TR T+ —LEL TRMSNTND, TCS DT Y= MERE L, WO T
EZTHZD KnowMax %3 T AEND 7 0y 27 N TR A LTZRIECZ AUk B 7 1572

101987 MEIZHF A P NBEL L — e =BV R Dy U RS DA UR 1T =R RELLTHO THARICEHRL,
2012 B RSB AR TCS Ya—var -y — (=7 a7 TUNI—ku ¥ —) & ZEE RSt L, &5
12,2014 4 7 JIZ. BRE-T AT o000 T4 7 BEar P LE S — P —E VR D UM A B L UM A
AARTCS VVa—ar X —03 RN HAEL, AARZZ a Pz — Y —b v ISR sz,

'TCS @ TPACE T, I'#4T (Implement) ], [ZABH (Rollout) J . I8 45 B (Application Management) |, [ % #1 (Upgrade) | &
VO T BT 2 I NDTAT I ANV EEBL TN,

VPR ICHEC R O T T L — N R EDREI SO ERE VAT AOHERE, TAT 7 OfRRE, Tt A0
HEBEPROART D a— )L T AT AL T DFER NI DLE a— AT F U R EREThD,



EDEREANFTHIENTED, TCS O KnowMax, BIEAA/RrY —Tdhs TPACE I3,
SAP DB IT ¥ AT AOEAITIIR DB/ — L ThHEE 2 B,

—77. TCS % SAP B 1T VAT D F AT DETIE, BED TCS OF — L& &8
TWb, 72720, el =/ OB E LA G L QA DIE, “Technical Development Team” T
H5, FRLTIE EHOT Y =/ M T T OO m e R 2l ~5",

TaVxyNL, BEAEOR R BRETCEBEITO TR E 25T 50D TE# (Define) |
DEBENDIEED, ZOBEHEIZIU T, “Technical Development Team”73, TCS @ “Process
Team” L6 T, IR EEOFEEFRE, K7 nvABIOEOT 020 5E| 7 —4 <
EL IR ED T VAT LOBE AT HES=— A% E &L “Requirement Document” % {f
%9 %, 2 “Requirement Document” (3, SAP 25 1] IT VAT AR RO HRITICA
HETAOITHERIEFICHESRRF 2 A M Th D, “Requirement Document” fERRDERIZIL.
R AREOEGEEITRE %5 “Process Team” L, SAP (5 IT VAT AOFE AL LD
B3 2 HiFE9 % “Technical Development Team”% . “Interface Architect” SV NHERENFHEEL T,
“Requirement Document” D5 EZ 5D 5,

WD TFEAT (Execute) | DEEFEIZIB\UNTIL, “Technical Development Team” 23, “Requirement
Document” 2% & 12 L T, S5 IZHEAE {1 4F & (Functional Designs) & 87 {14 & ( Technical
Design) ZAERCT 2, BEREMLARE CIIE R AT IS T DHRE, A7 LI RO E FALE O
b, AT A== AR X2V T AT AT A VTR ED 1T Y A7 NI T D REZ LR L T D,
— 7 HARERR L. 2B 1T VA7 220 BRRICRELT DD THD, FilziE, EHM
IT Y AT LDTRT T H LRV TORERTY Y AT AOM B, 7 —2 DR
B TAT AT DREMERETHD, ZNODOIEREDNFERLIZEIZ, SAP 2~ —X(ZLTEM
HEHE (7 RA ) 242445 “Technical Development Team” EBEfES AT LR EHE FEEA & 4
%“Legacy Development Team” %, “Technical Development Team” 23FREE L7236, Y 7727
DB IO A=y~ TANEIAT D, 2=y b T AT T LIZRITIE, VAT L T AMAT
27T, SAP JEH M IT Y AT LB H PO ZRIZE BT DO0HERR T D,

BRI, BEREO=—XTho THIESN SAP 5 1T P AT LB 75400
[#24F (Operate) | D BEFEIZ A2, ZDBeBETIE, “Technical Development Team”7%, “Process
Team” LIL[RI T L2 AT Da B AREDOBIGITEAURBISE DY, VAT LAEFEEREOBL
BEREEIZ 7 4 hSE D7D, MW IR E LB L7205, “Technical Development Team”
V&, ZDIOZRMBERR E DN AT DRI B 2 B2 120D S %, BEOBPE T, V7
=7 DEEFRFERLT ANPIBIMTITOND, SHIZ, SAP EFHH 1T AT LOEFEARKIZ,
“Technical Development Team” 73, FAKAEDEBEH ORMAEET=X—L ., BERHHNE
IMBEET D,

BHAUAT - http://hosteddocs.ittoolbox.com/CM021805.pdf,




ZOIINTL T, TCS IFTRKAREDOR BRI EBRDUE T T, SAP ZEHH] IT T A7 A
BEAL TN, Fz, [EBEREHEREE] | [V AT AEMERGHIARE ) (A Va— R0
TR TAT A TGN Vo Tk 2 R BIRDER TCS DSEUNTATRIZ LN, SAP E#
IT ¥ A7 LOFEAMMOREMECAAMIKICH RS 2B 255, SHIZ, TCS TiE 46 7»[EH
DEFBEAEECT O 2T v R — D —RIF A= A HEESE TS, 297524 T, B
LIVBE o= —vary i, TR ENOBEEEDOEBEMNIE T2 =— XI5
THIENTED, ZOIRIKHNC LS T ALREOLE 2 — BB, 7oy = DR,
RRECY A R B 8 O B IR E DB A3 B35, BIfE, TCS 1% 13,500 AL D SAP =2/
PN L TRY, EITHOT ey /N 450 BLE, R FTK 35 7D SAP =—H—
ZHAR—RL TV,

ZIFETITIRARTELHI, TCS 1% SAP £ED [/3—hF— | ThY | BRI SAP DK
AT VAT LEE AL TS, —J7, TCS HAETH SAP OB IT VAT AEE AL TS,
THLTER T, TCS H&H SAP (DA~ — | ThHHES 2L, ¥HEH IT VAT LD#E
ANZBWTE, THERREREAET D, ZOBE, MEORKIT, BESEOEREM I
TEHHARELTWDD, EHH 1T VAT LOBEATORERT KA BT AR 873
D, BHHNE SAP OB T Ny =7 EDONRT Rods, EWSTRIKRMNE 2 Hivb, Fie,
“AEOMTAL— R pat o= —ay BERLVRT UL, BEER N TEX WG EbHD, £
DA AR LIZEDNZ, SAP #EDOEAT AR —MeL Tk, 7y z/h- w3 — Ty —xF
A= M EARFEITHE ST e LT MBI OB R K2R Z LI R L7
Do

FNENOBECEDOEFEECETH=—XTHE L, 7uy s M R GRS 51
DIZ, TCS 1% SAP IZPHT M RANRANTERTLIENRKRETHHEE R T2, DT,
TCS 1% 2005 EBRAY SAP REEDAMNTHK 120 ADTL V=T «F—LEFHEESH | SAP
& OV AT LEM YR — MR AR AR — 179728 SAP #D Y75 A% —ITh 72
2 TS, SAP HEDITH T T A Y — | L7poTofE R SAP OFEBH 1T P A7 LT D%k 5
R TELIDNTRY, B 1T VAT LAEANIZB T DY ) a—a ORE, HFEEOLE 2
— EEH, Trvo s o, BB AZEHRE OB BIREICH TR LR D
ZENTEDLINN 0Tz, ZOLHRBAADOFEFLL T, SAP #LDOAFR DFF ThD Pinnacle
Award |ZOWT 8 e TG T DICE-TND,

TCS @ SAP #DITHTF T A ¥ — LU TOHEENEAEIZ, SAP i OEGH 1T 2 A7 L0
TANTHD, AL, SAP OFLE N IERIZV) —ASNDHTOD, AEND —FEMIFHEZ T
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