
The Other Side of the Story:  
Using Psychological Contracts to 

Intensify Outsourcing Relationships 
 

Zardini Alessandro, Cecilia Rossignoli  
University of Verona 

Dept of Business Administration, Verona (Italy) 
 

Franca Cantoni 
University Cattolica del Sacro Cuore 

Dept of Business and Economic Science, Piacenza (Italy) 
 



The context of the research 
 

  
o  The SEC Service Consortium 

o  High quality services and the reduction of the the price list 

o  Trust-based relationship with the customer (banking houses) 
 

o  The Psychological Contract as an integration of the legal contract 

o  Perception of implicit and mutual obbligations 

o  Equivalence in the value of psychological and contractual obligations  

o  The importance of individual (not organizational) level of analysis 

o  each worker is involved and participates  actively in the  

psychological contract. 
 

 
 
 



The research questions 
	
  

RQ1: What mutual obligations constitute a psychological 
contract in an outsourcing relationship? 
 
RQ2:  What effects do these obligation have on success and 
therefore on improved relationships with clients? 
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Literature Review and 
questionnaire 



Literature Review and 
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Semi-structured interviews 

o  We analyzed 2 banks and SEC: 
o   1 large bank is on the board of directors of SEC 
o   1 large bank is only a customer of SEC 

o  We interviewed (6 interviews): 
o   2 CIO (banks) 
o   2 Organizational Development Manager (banks) 
o  CEO and  Deputy Manager (SEC) 

o  Each interview lasted more than an hour  

o  Almost 40 pages 

 
 
 
 



Coding 

•  To	
  analyze	
  the	
  collected	
  interview	
  data,	
  we	
  proceeded	
  with	
  the	
  defini5on	
  of	
  
codes,	
  that	
  is,	
  the	
  keywords	
  selected	
  to	
  execute	
  the	
  analysis	
  through	
  Atlas.5	
  

	
  



Memos 



Quantitative Analysis 

•  Model with 2 variables + moderator variables 
–  Variable Y (dependent variable): Measure of the improvement of SEC 

services 
–  Variable X (independent variable): Levers that can improve the trust-

based relationship. In this case, we investigate how the relationships of 
behaviors by SEC and the banking houses and by SEC and providers 
might encourage improvements in the partnership relationship and 
eventually the psychological contract  

–  Variable M (Moderator): Variable that potentially moderates the 
obtained results, including  

•  M1: User involvement during the initial phase of the project, which 
should facilitate knowledge sharing among partners 

•  M2: The presence of users in the initial phase of the project, which 
should increase the chances of project success 

•  M3: A flexible contract, which is fundamental if the market evolves 
or clients’ needs change. 



Research Hypothesis to be tested 



Conclusions 

•  The case study reiterates the results obtained 
through literature review and also provides new 
research cues 
–  Isolation of some new elements on which SEC should intervene 

•  New conceptualization of the relationship 
between outsourcer and outsourcee 
–  Wider outsourcing concept based on mutual obbligations, the 

importance of communication, close connection with clients, 
efforts to anticipate bank’s need 



Next steps 

•  We will deliver a pilot survey 
•  Pilot survey analysis à  Clarity of the questions, Reliability, Validity, 

etc. 

•   Final Survey à Reliability, Validity, FA, … 

•  Final scale 
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