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4.1   INTRODUCTION
This chapter is aimed to classify the organizational models of the facility
management. We start with the description of the facility manager, the reference
figure who manages the company non core services, outlining his/her
competences and responsibilities, also by comparing the Italian, the American and
some of the European markets. Afterward we describe the FM models adopted by
the companies and the factors that most influence their internal organization. Finally
we discuss the issue of the “make or buy” decision, also considering the contractors
currently operating on the market.
During periods of economical and financial crisis, like the one we are facing now,
the facility management is one of the company’s decisive tools to achieve its
business goals and to address its strategies. Therefore it is important that the facility
manager become aware of his/her role. He/she has to analyze and control the
costs as well as the reengineering processes, considering outsourcing opportunities,
innovations and efficient solutions offered by the contractors. The ability to manage
the changeover, i.e. to be an active subject for the innovation, is the only way to
face the market challenges. Differently, conceiving his/her own product or service
as a steady entity can only lead to defeat. Being innovative can increase costs and
risks, but it is a necessary and unavoidable step.
This chapter is addressed to the facility managers: it emphasizes the available
opportunities, the directions to be taken, the possible evolutions and the
competences they should develop in order to play a defined and acknowledged
role inside the company. 

4.2   THE FACILITY MANAGER
As mentioned above, during a period of crisis the facility manager plays an
important role inside the company. Where the discipline is not full developed, like in
Italy, the facility management is often intended as a cost center to be contained.
Although the discipline is academically acknowledged, the awareness that a
strategic and integrated facility management leads to better economical and
efficient results, contributing therefore to the company competitive advantage, is
not universally shared.
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Today, more than ever, the facility manager must assume an out-and-out
managerial position to exercise a decisional power and a sufficient freedom of
action that enable him/her to carry out not always easy choices.

4.2.1 FM reference areas
What does it mean then being a facility manager?
The facility management requires the integration of several activities and a
management structure based not only on economical-financial competences, but
also on specific capabilities (i.e. strategic, engineering, architectural, organizational
and relational one). This management structure is named facility department and
is headed by the facility manager. In order to define his/her role it is necessary to
identify the three FM reference areas: the strategic one, the analytical one and the
managerial-operational one.
• The strategic area concerns the facility management company policy (internal, 

external or mixed), the managerial responsibility, the sharing of the company 
policy in finding, maintaining and distributing the resources to support the
company goals (budget definition and management, costs allocation, etc.), 
the contractor selection, etc.

• The analytical area concerns the comprehension of the end-user’s service 
needs (expressed or not expressed), the control of the management results (ef
ficiency in service delivery) and the identification of new techniques and 
technologies supporting the company business. It plays a fundamental and es
sential role in enabling the facility management to contribute to the business 
success preventing it to be instead an obstacle to its achievement.

• The managerial-operational area concerns the management and the 
coordination of all the services, thoroughly intended (not of the single services),
and includes the definition of systems and procedures as well as the implemen
tation and reengineering of the service delivery processes.

The first two areas represent the prevailing activities of the facility manager. Most of
his/her time and energies are dedicated to them. 
It is anyway essential that the facility manager sets his/her own goals beyond the
simple service delivery, but according to his/her role: the improvement of the
organization and of the work procedures, the enhancement of the end-user’s
satisfaction and of the service level, the efficiency of costs and services, the
fulfillment of the company new needs.
The first and decisive step to take advantage of the facility management and to
increase the possibility to successfully compete in the market lies in the
acknowledgement of its strategic role and therefore of the directional role of the
person in charge of it.
The facility manager, not for a matter of status, must assume a specific position in the
company organization chart: in fact he/she needs to know the company strategies
in order to plan the services and therefore to facilitate the innovation and to
contribute to the achievement of the company’s goals.
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4.2.2 The facility manager in Europe
This subject can be found at different levels of the organization chart of the
European companies. In the advanced markets (the United Kingdom, the
Netherlands, Denmark) the facility manager is highly acknowledged and in most
cases responds to the CEO. In the developed markets (particularly Italy, France and
Germany) domestic companies have to be distinguished from multinational whose
headquarters is located in the United States or in the United Kingdom. In the former
companies the facility manager has often to respond to the financial director, to
the human resources director, to the administrative director o to the procurement
director. In the latter companies there is a local referee as well as an international
one (FM, Southern Europe, FM EMEA, etc.).
This is due to the fact that in the developed markets the facility manager role keeps
changing and his/her professional growth is still developing. Not all the companies
have understood the strategic and important role of the facility management,
which often is still seen as strictly connected to the building functionality. Also
regarding the academic acknowledgement there are considerable differences
between the North European countries and the other European countries.
The United Kingdom, Germany and the Netherlands offer complete educational
courses on this profession. For example, the Netherlands has so much as ten
academic faculties on facility management and five specific masters. The Italian
education offer is still on a starting phase. There are training courses for professionals
and some masters, but academically the FM courses still belong to other faculties
(usually to the engineering one). Nowadays the principal professional
acknowledgment, recognized at an international level, is issued by IFMA: by
demonstrating the FM competence and experience, it is in fact possible to become
a “Certified Facility Manager (CFM)”.
The curricula of the current facility managers prove this scarce educational offer:
according to an IFMA Italia survey, the FM professionals’ education is considerably
heterogeneous. More than half of the interviewed sample holds an academic
degree; one third of them hold a post graduate degree. The undergraduate
degrees are quite homogeneously held in engineering, architecture and business
administration (the engineering degree prevailing). There follow scientific and
humanistic undergraduate degrees.
According to a survey carried out by ARSEG in France, 27% of the interviewees have
a professional higher education: technology academic degree or technical higher
school diploma. Typically they consist in two-year courses that take place
respectively at the Technology Academic Institutions and at professional high
schools. They aim to train technicians who can be rapidly placed in the job market.
Differently, in the United Kingdom almost half of the FM professionals have a post
graduate degree. Most of them are specialized in facility management.
Obviously an increase of the FM academic courses can result in the spread of the
discipline other than in the development of the relative research. Nevertheless the
facility manager, like other managers, trains him/herself by integrating practical
experience and school knowledge.
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4.2.3 Facility manager features 
The facility manager has not only to deal with numbers, balance sheets and to
manage resources, but has also to understand the company strategy, recognizing
its current and future needs, and to adopt the best available tools and the best
control methodology. Moreover he/she must be able to use the most suitable
instruments to influence the company choices and drive the innovation process.
Therefore, thanks to a remarkable ability to involve and integrate people, resources
and structures, he/she actively works on the business development. Moreover it is
important to remember that the FM discipline and market are influenced by
continuous changes, which are due to the company need to fit the external
environment, to comply with the law evolution and to adjust to the new
technologies. Continuous training and learning are therefore essential instruments for
the professional success.
In fact the areas the facility management has to pay attention to are considerably
increasing: for example the internal and external needs connected to sustainability
and business continuity are increasing, the safety and security laws are continuously
updated, and the FM application field is now including property and real estate
activities. It is therefore necessary to keep up with the technology innovation.

4.3   THE FACILITY DEPARTMENT
To structure an organization means to create a system based on people and
technologies (instruments and know-how) through the definition of processes, tasks,
roles, coordination mechanisms and of a hierarchy.
How does this explanation influence the facility department organization? This
paragraph answers this question, first of all showing which are the principal elements
influencing the facility department organization; then analyzing the organizational
models that can be adopted and at the end indicating which are the steps
necessary to structure a right and operational organizational model that can satisfy
needs and long term goals of the company.

4.3.1 Elements influencing the facility department 
Although our efforts to find a synthesis and to make a pattern of the typical
organizational models, during our research and analysis experience, we never saw
two facility departments organized in the same way. There are of course some
analogies, but every company has developed its own idea of facility management.
This is due to the fact that the facility management is a quite young discipline
lacking of a strong research that can be used by the company in order to structure
its facility department. Models of other disciplines are sometimes adopted, although
they do not fit always well. For example, many consultancy companies propose to
use the outsourcing model of the IT activities, but it can result in a really big error.
What we do with our activities of research and diffusion of the discipline is to explain
some key concepts that are the basis of an efficient and effective facility
management.A unique organizational model, suitable for all the companies, does
not exist. On the contrary each of them, through a careful analysis, has to find its
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own best model. When a facility department is designed, an in-depth analysis of
the internal and external context is necessary and the following elements have to
be considered.
• Localization of the company headquarters. The policies adopted by a company

mirror the culture of its country of origin . Where the FM discipline is developed, 
the facility department is modernly organized, according to the most 
advanced criteria of efficacy and efficiency. The same can be usually affirmed
for the multinational companies. Differently, in the countries, where the facility 
management is on an “emerging” or “pre-emerging” phase, the facility 
department (in case it exists) is probably a staff unit reflecting the knowledge 
backwardness of the facility management. Here there are either highly 
operational structures, which are set at the bottom of the company hierarchy, 
or even no structures, where the difference services are fragmentary managed.

• Development of the service offer in every country. This element refers principally
to the local companies, although there are effects also on the international and
multinational ones. Unavoidably policies and organizational models defined by
the headquarters have to face the culture of the country where the different 
local offices are located. When the local service offer is not sufficiently 
developed, the headquarters indications can often be not applied.

• Offices numerousness and localization. It can be obvious, but managing one 
unique office is much more different than managing hundred of offices, which
are maybe spread all around the world.

• Staff dimension. The facility department employees’ numerousness is strictly 
related to the company one, as the facility department dimension depends on
the end-users’ needs .

• Company organization structure. The company organizational structure 
(by divisions, by functions or as a matrix), as well as the less or more strong 
internal hierarchy, directly influences the “name”, the placement and the
internal organization of a facility department.

• Sector of origin. According to our experience, this is a significant element to 
identify the differences in organizing a facility department. The types of building
that have to be managed (departments, laboratories, warehouses, production
locations) as well as the end-user’s needs (on which roles and tasks inside the 
facility department have to be based) depend on the sector. Moreover the 
sector can influence the organization in other different way. For example, 
companies belonging to an innovative sector, which are subject to fast changes,
like the IT one, try to find innovative solutions also concerning the organizational
issues, while in the more traditional and robust sector the facility department is 
often still organized as a staff function. A meaningful example comes from 
pharmaceutical companies. Since the service expenditures are just a small 
percentage compared to the research & development ones (while in most of 
the sectors the service expenditures rank second just after the labor ones) and 
there is no need to rationalize, these companies are not interested to structure 
a full-blown facility department. Moreover, due to the strategic role of some 
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laboratories, these companies prefer to keep inside many operational resources
(particularly maintenance operators). The public sector is another case. In Italy
for example, the exceeding employees lead to a high complex, hierarchical 
and necessarily red-tape organization (or disorganization).

• Prevailing function/activity. In case there is a prevailing function, the facility 
department will often structure its offer on it. This element is strictly connected 
with the preceding one. In fact the main function that is usually assigned to the
facility department depends on the company sector and therefore on the 
end-user’s needs. In the insurance and bank companies the facility 
management is often associated with activities concerning the asset or property
management; thereby they become part of the structure in charge of the Real
Estate. In the manufacturing sector, the facility management is strictly 
connected to the area producing and maintaining the productive plants. Here
the facility department is often enclosed in the operations department. 
Moreover the fact that a company can own or not the buildings where its
activities are carried out influence the facility department tasks and
therefore its organization.

• Economical context. We are nowadays witnessing (and IFMA Italia members are
confirming it everyday) that companies, during the current economical-financial
crisis, in order to rationalize and improve their efficiency, are highlighting the 
facility management role, trying therefore to reorganize the facility department.
However they have to be aware of extreme decisions not supported by a 
careful analysis of its specific context. In this period, due to a scarce knowledge
of the facility management and of its consequences, company are carrying out
internal reorganization based on a extreme outsourcing process, where all the 
reference people are outsourced and the control and the know-how are 
consequently dropped off.

4.3.2 FM organizational models defined by IFMA Italia 
These are therefore the principal elements influencing the facility department
organization. We have already mentioned that a unique organizational model does
not exist. We mentioned moreover that the company has to analyze every different
element in order to define the organizational model that better fit with its own context.
We want to highlight now that, in order to build the correct model, the facility
department has to become more effective and efficient, since a correct organization
enables to routinely solve most of the problems and to focus on value creation. 
A possible classification of the company structures can be based on the activities
integration level and on the facilities management outsourcing level. The different
cases can also be intended as an evolution: organizations have their own life-cycle
as well and many facility departments, initially traditional staff functions, have then
become business unit.
Three macro cases can be identified:
• CASE A. It is the case in which neither a unique subject, in charge of the

facilities, nor a facility department, independent from other company functions,
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exists. The service management is divided into different structures (for example
treasury, administration, human resources, general services, etc.). This is 
especially the case of the “old style” companies and of public companies that
have not understood yet the advantages of the service integrated 
management and have still to modify their internal organization.

• CASE B. It is the case in which a person in charge of the facilities (who, to simplify,
is herein called facility manager, even if we will see that his/her role does not 
correspond to the one defined in the previous paragraph) heads the facility 
department. The services are internally managed and provided through internal
and/or external employees. There is therefore an integration of the originally 
separated responsibilities.

• CASE C. It is the case in which a facility manager heads a facility department 
that is operated by external resources (the middle management of the facility 
department works for an external contractor). This is the typical organization of
the multinational company that reproduces the headquarters structure in every
country it operates.

The abovementioned three cases are shown in the Figure 4.1 diagram where the
horizontal axis represents the integration level and the vertical axis the facilities
outsourcing level. In the emerging or pre-emerging countries the current trend is the
responsibility integration and therefore the transition from case A (low integration
level and internal management of the facilities) to case B (high integration level
and internal management of the facilities). The developed and advanced countries
usually adopt models corresponding to the case B or C according to some of the
considered elements (sector of origin, prevailing function, company organization).

Figure 4.1 - Integration and outsourcing level (source: IFMA Italia, 2008a)
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So far we have presented a first macro subdivision. Next we will better analyze the
cases B and C showing how a facility department can be organized.
In order to determine the outsourcing level and modalities, it is necessary to analyze
the management structure (facility department) in terms of competences, roles and
responsibilities.
Figure 4.2, 4.3 and 4.4 represent different options to organize the facility department
with regard to the companies belonging to the case B. 
Figure 4.2 shows the internal facility department in case the subject who heads the
structure has mostly technical-engineering competences. Beside the management
figures, other internal operators can be found: some maintenance operators,
receptionists, messengers, etc.
This type of structure increases the risk that among the activities of the person in
charge of the facilities (who often is not a conventional facility manager) those
connected to the managerial-operational area prevail on those of the strategic-
analytical one. In fact in this case technical-engineering competences are
frequently favored with respect to the managerial ones. 

Figure 4.2 - Internal facility department; facility manager with technical-engineering competence 
(source: IFMA Italia, 2008a)
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The structure illustrated in Figure 4.3 is similar to the abovementioned one. In this
case instead all the operational activities are outsourced and the internal resources
remain in charge of the management activities.

Figure 4.3 - Internal facility department; facility manager with managerial competences 
(source: IFMA Italia, 2008a)

The abovementioned two structures depend on company functions like human
resources, administration or procurements and often they are not called facility
department, but still maintain the old names such as General Services, Technical
Services, Infrastructure management, etc. From the accountability point of view these
structures are considered a cost center, whose total expenditures are distributed
among the company functions on the basis of different criteria: sales, employees,
occupied spaces, etc.
The structure represented by Figure 4.4 is different than the previous ones, particularly
regarding the organization and the accountability. In fact in this case the facility
department is a business unit with its own budget. The services managed by the facility
department are “sold” to the other departments which pay for these services
according to criteria defined by the managers of the different business units. This
structure is frequently present in banks and represents the first step toward the spin-off.

Interno:Layout 1  26-10-2009  17:29  Pagina 91



Figure 4.4 - Facility Management as business unit (source: IFMA Italia, 2008a)

Companies characterized by a higher outsourcing level fall instead into case C.
They do not possess internal resources with technical-engineering competences
and the facility department is mostly outside the company (Figure 4.5 and Figure
4.6). The facility manager (i.e. the person who heads the management structure)
and usually his/her assistant remain inside the company due to their strategic role
and the importance to keep the core competences internally, as mentioned in the
previous paragraph.
In case of so highly organized structures, as confirmed by empirical evidence, the
facility manager must possess managerial competences, most of all. In this case the
managerial-operational area of the facility management is outsourced, while the
strategic-analytical one is kept in-house and plays a more important role when
compared to the previous cases (Figure 4.5).
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Figure 4.5 - External facility department (source: IFMA Italia, 2008a)

A particular case is the one showed in Figure 4.6. The external FM firm belongs to a
group of companies and manages the facilities of all of them.

Figure 4.6 - FM firm belonging to a group of company (source: IFMA Italia, 2008a)
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4.3.3 FM organizational models defined by Cotts 
The abovementioned classification is based on IFMA Italia experience and research
activities. Obviously, depending on all the elements that may influence a facility
department structure, several classifications can be obtained. One of the most cited
classification is the one presented by David G. Cotts in his “Facility Management
Handbook”. He considers the facility department structure of the headquarters and
uses the offices and sites numerousness as well as the company international level
as principal reference elements. According to this method five models are derived
(please refer to Cotts’ Handbook for their full explanation):
1. Office Manager model. It is applicable to companies that reside primary in one

building. Many activities are outsourced. The functions performed by company
employee usually are organization management, lease administration, 
budgeting, accountability and procurement (Figure 4.7).

2. One-location, one-site model. It is the model for companies that are sufficiently
large to have a facility department which is located at one major site in another
building. Here it is preferred to internally carry out the services instead of out
source their delivery. This model simply shows the setup of a facility department
(figure 4.8). 

3. One-location, multiple-sites model. It is usually the case of headquarters carrying
out the main operational functions (laboratories and plants) located in the same
country or metropolitan area. This model is between the previous two in terms of
outsourcing level. The more decentralized the organization is, the more 
probable activities will be outsourced (Figure 4.9).

4. Multiple-locations, strong-regional, or divisional-headquarters model. It is the 
case of large organizations operating in highly separated geographic areas 
(probably on national scale), where facility department are similar to the one of
case 2 or 3, with internal staff. Many activities are outsourced (Figure 4.10).

5. Fully international model. It is a model that can be used to reorganize a very 
large facility department (Figure 4.11).
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Figure 4.7 - Office manager model (source: Cotts, 1999)
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Figure 4.8 - One location, one-site model (source: Cotts, 1999)
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Figure 4.9 - One location, multi-sites model (source: Cotts, 1999)
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Figure 4.10 - Multiple-locations, strong-regional, or divisional-headquarters model
(source: Cotts, 1999)
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Figure 4.11 - Multiple-locations, strong-regional, or divisional-headquarters model
(source: Cotts, 1999)
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4.3.4 Steps to structure a FM organizational model 
In conclusion, how can we determine the correct organizational model for our
facility department? Once the key elements and the possible organizational model
are identified, what will we do next? 
The first step, in every case, is the analysis. It is in fact necessary to collect all the
information regarding the working context, the current organization and the
company future strategy. Then, among the abovementioned elements, those
influencing the facility department have to be analyzed. 
The second step is the assessment of possible alternatives. Different organizational
models are evaluated on the basis of the analysis results in order to decide which
option best fits with the specific context.
Finally, once the model is identified, roles and tasks have to be specified and
connected with the available resources.
Besides, if necessary, an outsourcing plan has to be defined. In this phase it is also
particularly important to establish the relationships with the other company
functions.

4.4   FACILITY MANAGEMENT: MAKE, BUY OR PARTNERSHIP?
In the previous paragraphs we described the facility manager role and the most
common facilities management structures. We now focus on the outsourcing of the
company facilities, particularly as concerns its management.

The outsourcing level and modality depend on:
• status quo of the FM internal structure;
• strategic role of the services;
• contractor’s required competences.

4.4.1 Strategic role of the services
We have already explained the managing structures. The service strategic role and
the contractor’s required competences are now discussed.
In order to evaluate the services’ strategic role, the company, considering the three
FM aspects (strategic, analytical and managerial-operational), has to determine
which competences look for on the market.
Not all the FM aspects can be outsourced. The activities belonging to the strategic
and analytical aspects contribute directly to value creation; therefore they have
to remain inside the company.
Differently the services’ delivery (managerial-operational aspect), on the basis of
the company and contractor’s market features, can be produced in-house,
completely outsourced or a combination of both.
In order to better explain this concept it is useful to illustrate the Kralijc matrix (figure
4.12), which relates the outsourcing strategic role with the difficulty, due to a scarce
offer, to select the appropriate contractors (contractors’ market complexity).
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Figure 4.12 - Kralijc matrix (source: Kraljic, 1983)

Kralijc classified the outsourced item (product, service or process) into four
categories, analyzing its strategic role and market availability.
1. Strategic Items. They are strategic for the company, but hardly to be found on 

the market. In this case it is necessary to carefully analyze the company internal
needs and the market as well as to evaluate whether the “make” option is more
convenient than the “buy” one. The strategic decisions regarding this item are 
particularly delicate and can lead to serious consequences; therefore they 
should be made by the highest ranking executives. In case the item is bought, 
the client should develop a long term relationship with the contractor.

2. Bottleneck Items: They are not strategic for the company, because their low 
value, and are anyway not easily found on the market. Also in this case it is 
necessary to carefully analyze the market and the relative decisions should be 
made by the highest ranking executives. The client should develop with the 
contractor a mid-long term relationship.

3. Leverage Items: They are strategic but can also be easily found on the market.
Their high availability enables the client to negotiate with the contractors in order
to obtain advantageous conditions. Nevertheless due to their strategic role, the
company will firstly look for a continuous and constant delivery and only 
secondly for the most convenient price.

4. Non critical Items. Their strategic role is low and their availability is high. In this 
case a market standard analysis is sufficient and the company primary goal is to
buy at the most convenient price.

It can be noticed that all the four items can be outsourced; instead what changes
is the way the company carries out the outsourcing process and the relationship it
develops with the contractor. In case of low contractors’ competition (area 3 and
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area 4) the client builds a stable relationship with the contractor and the contract
has usually a long lifespan. Differently in case of high competition, client and
contractor tend to continuously renegotiate and the contract has a shorter (usually
yearly) lifespan. In case of strategic item (area 1 and area 3) the client prefers to
develop a partnership with the contractor. Area 3 shows the situation in which
although the high contractor’s availability, due to the strategic role of the item, the
company has to control results and to systematically analyze data in order to
evaluate the opportunity to select new contractors and to facilitate the eventual
change. 
Following the Kralijc analysis we have classified the activities concerning the
management of buildings and services.  
Usually activities like cleaning, catering, reception and switchboard are easily
outsourced and regulated by short term contract (Non critical item - area 4). In the
European countries, where the facility management has achieved a good level of
development (advanced, developed or emerging), almost all the companies do
not have internal staff for these activities.
Activities requiring specific technical competences or strongly influencing the
company business are maintenance, fleet management, printing center, archives
management and, generally, all those that vary significantly according to the
company typology and sector.
Inside the area 1 (strategic item) there are the managing services, i.e. the FM
managerial-operational area. These are complex services, since they cover
activities ranging from design to control. In the countries where the discipline is
largely present (developed countries) the number of FM companies is limited and
the service offer is not complete yet. Companies that opt for an internal or mixed
management of the facilities must develop with the contractor a partnership
through a transparent and mid-long term (3-5 years) contract. The company that
decides to outsource the facilities has to face the difficulty to identify on the market
a contractor that possesses the desired managerial, technical and engineering
competences as well as the necessary technologies.

4.4.2 Contractors’ competences
As illustrated in chapter 2, in Europe, the FM companies have different origin and
can be diversely classified. Regardless of the origin, a service provider in order to
be called “facility management company” must possess at least the following
qualities:
• Management ability. The contractor’s management competence must be 

proved by its employee composition (managers, technicians, white-collar 
workers) and by the presence of managerial workers at its own clients’ sites (Site
Manager, Building Coordinator, Workplace Manager, etc.)

• Service offer. It is not intended as the contractor’s capacity to provide the 
services through its own employees, but as the necessary know-how to design, 
manage and control all the services belonging to the three discipline 
macro-areas.
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• Contractual typology. The contractor must fulfill the contracts on which the 
partnership is based (with SLA, KPI, bonus and penalty clauses, open book) and
through which commits itself to achieve the defined goals.

• Information management. The contractor must be able to manage the 
information and develop with the client a relationship, in which information is 
shared, granting, this way, a correct service delivery.

• Monitoring and control. The contractor must have implemented a procedure to
pre-select the sub-suppliers and a system to analyze the results. A system to 
control and to communicate the results has to be agreed with the client as well.

Searching for a FM company requires that a new organizational model, with which
the FM strategic and analytical area is preserved while the managerial-operational
area is contracted out, has been studied in advance.
Searching for a contractor partner characterized by the abovementioned features
passes therefore through the analysis of the internal organization and is almost
always linked to events resulting in meaningful changes.
In Europe the company effort to be more focused on the activities, through which
excellence can be expressed, started some decades ago. Globalization, new
technologies and new communication instruments led to new business models and
to the renewal of the internal organizational structure. This innovation process has
been sustained by intense outsourcing processes, where the supporting activities
have been assigned to external companies.
The current economical context, characterized by the strong competition of the
emerging countries, will lead to another step in the development of the discipline
and the market. The internal structure will be further streamlined and more attention
will be paid on the analysis and the research of new strategies. 
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