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Combinations of Relationship Management in Information
Systems Outsourcing : Trust Perspective

Jong Man Lee* * Ki Chan Nam™

Abstract

In recent years, increasing attention has been paid on how to manage a successful relationships
between the receiver and provider of the Information Systems(IS) outsourcing Services.

This study explores the sources of influence for successful outsourcing relationships. Based on the
Jaworski’s control combination model for marketing, we (1) propose a management combination model
of outsourcing relationships where trust is introduced as an intervening variable and outsourcing
complexity as a moderating variable, (2) test this model using a sample of 94 outsourcing projects in
36 organizations that have outsourced there IS functions to external service providers.

The results indicated several significant findings. First, the deployment of management mechanism
such as contract mechanism and trust building has a significant effect on the outsourcing success
through trust only. Second, complexity of outsourcing activities has a moderating effect on relationship
management combinations.

Keywords : Relationship Management, Contract, Trust, Complexily, Relationship Management Combin-
ations, IS Outsourcing
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