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Abstract: Outsourcing IS services has been on the rise in developed as well as developing countries in the world. Despite 
the IS outsourcing trends seen over the past several years, some outsourcing experiences are failing. One frequently cited 
reason is the lack of previous research to address the effect of the client firms’ IT capabilities on the IS outsourcing success. In 
order to achieve the IS outsourcing success, firms hope also to have a flexible relationship with their external providers. The 
quality of the relationship between the client firm and the external provider may therefore be a key element of successful 
outsourcing. The objective of this research is firstly to identify the impact of the client firm’s IT capability on IS outsourcing 
success and secondly to clarify the role of the relationship quality between the client firm and the service providers in IS 
outsourcing success. To achieve this objective, a model is developed based on the literature review. Quantitative method based 
on a questionnaire survey is adopted for this research. We are interesting in the Tunisian banking sector characterized by a 
growing demand for the IS outsourcing. Data collected are analyzed by Structural Equation Modelling using PLS (Partial Least 
Squares) technique to test the research hypotheses. The results indicate that IT capability has no effect on IS outsourcing 
success and among the dimensions of the relationship quality, only the communication quality has a direct effect on 
outsourcing success. 
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1. Introduction 

In recent years, the growth of IS outsourcing has been 
phenomenal [1-3], concerning mainly the European and 
American markets. The growth of the outsourcing practice 
concerns also Tunisian firms. Indeed, with the opening of 
Tunisia on the external market and in order to be competitive, 
Tunisian firms are called to refocus on their core business 
and to outsource certain activities including information 
systems. Tunisia has been committed for nearly two decades 
in a policy of valorization of information technologies (IT). 
The dynamics of the Tunisian market is also evidenced by 
the classification of the report of the World Economic Forum 
on information and communication technologies (ICT) which 
ranks Tunisia in 2010 in first place in the Arab world and in 

Africa in the field of ICT and in first position in 2014 in the 
Maghreb region [4]. Currently, the ministry launches the new 
strategy "Digital Tunisia 2020" which aims to "make Tunisia 
an international reference in the field and make ICT an 
important lever for socio-economic development" [5]. This 
strategy is structured around a number of areas including 
infrastructure (4G, cloud computing), e-business (health, 
tourism, education,...), e-gov (e-government) and Smart 
Tunisia (offshoring and co-production). The IS outsourcing 
practice presents for professionals a major opportunity. 
However, despite the spread of this practice, some 
outsourcing experiences fail [6-7]. Indeed, the expected 
benefits are not always achieved after outsourcing [8-9]. A 
plausible explanation for this failure is that, to date, 
researchers have not been able to model all the factors that 
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could influence IS outsourcing success [9-10]. In the context 
of IS outsourcing, the client firms need specific capabilities 
to engage successfully with service providers [11]. Each 
organization has a fundamentally different predisposition to 
exploit resources, evaluate their value, assimilate them, and 
apply them to final goods. This is termed the firm’s 
“capabilities” [12]. Among these capabilities, the client 
firm’s IT capability deserves to be studied. Having IT 
capability not only allows organizations to outpace their 
competitors, but also becomes one of the critical resources 
for 21st century [3]. IT capability is seen as an assembly of 
hardware, software, services, management practices, 
technologies, and management skills [13]. In addition to the 
ability of the client firm to outsource its IS activities 
successfully, the relationship quality is also an important 
factor as it can influence the success or the failure of such 
practice. Indeed, in order to achieve the outsourcing success, 
organizations also hope to have a flexible relationship with 
their external providers [8, 14, 15]. The relationship quality 
between the client firm and the external provider can 
therefore be a key element of successful outsourcing [16-17]. 
The purpose of this paper is to study the impact of the client 
firm’s IT capability on IS outsourcing success insofar as 
client’s capabilities have an impact on the relationship quality 
between the client and the service provider and thus on IS 
outsourcing success. 

2. Theoretical Framework 

The theoretical framework of this paper has been 
organized into three sections: the following section presents 
IS outsourcing and IS outsourcing success, the second 
section reviews IT capability and the third section focuses on 
the relationship quality between client firms and service 
providers as a mediating variable between IT capability and 
IS outsourcing success. 

2.1. IS Outsourcing and IS Outsourcing Success 

IS outsourcing is defined as a strategic decision that 
requires external IS activities needed to produce goods or 
services. This decision requires the use of agreements or 
contracts, a client firm’s capability to undertake these 
activities and a close relationship with the service provider 
[18, 10, 19]. IS outsourcing activities that have been of 
considerable interest in recent years are software 
development [20-21]. Outsourcing of software development 
activities is defined as a situation where a client firm entrusts 
all or part of its software development activities to another 
company (a service provider), which provides agreed 
services for a fee [22]. IS outsourcing success is defined in 
terms of project completion over time within budget, 
improved IS quality and knowledge transfer [23]. The 

success of the project is focused on the criteria of the 
software development process "on time", "budget 
compliance" and "response to needs" of the client firm. A 
project could succeed totally or partially or fail completely. 
Total success refers to the achievement of all the intended 

objectives of a project. Partial success on the other hand is 
characterized by project completion with certain objectives 
being unachieved. If a project fails to meet all or the majority 
of its intended purposes, then it can be considered as total 
failure [23]. 

User satisfaction is often used as an overall measure of 
outsourcing success [16]. It allows respondents to express 
their appreciation of the outsourcing of their IS activities on 
the basis of the criteria perceived to be the most relevant. 
Satisfaction can be considered as a positive state resulting 
from all aspects of IS outsourcing [24]. It is defined as the 
level of adjustment between the expectations of the client 
firm and the results of outsourcing [25]. 

2.2. IT Capability 

The IT capability literature has its origins in resource-
based theory. According to this theory, the relationship 
between competitive advantage and firm resources is 
considered business-specific, rare and difficult to be 
emulated by competitors [12]. IT capability can be viewed 
from two perspectives. According to the first perspective, it 
refers to managerial capabilities [26]. According to the 
second perspective, it refers to technical capabilities [27, 28, 
29]. In the context of IS outsourcing, Mata et al.’s finding 
[30] indicated that managerial IT capability was only one 
influential factor that providing sustained competitive 
advantage. In addition, [31] emphasize that only technical 
and managerial IT capabilities are important for IS 
outsourcing success [8]. In the same sense, [31] indicate that 
IT-related human capability is important in the context of IS 
outsourcing. The two IT capabilities identified in the 
literature consulted [25, 8, 31], in this case technical 
capability and IT managerial capability are taken into 
account in the context of this research. 

2.2.1. Technical Capability 

Technical capability is a combination of technical skills 
and know-how developed over time that enables a company 
to acquire, deploy and leverage IT investments in search for 
business strategies [32]. According to [8], technical 
capabilities refer to technical knowledge and skills needed to 
develop applications. Technical skill is a heterogeneous 
enterprise capability, developed over time, composed of 
interdependent routines [12]. Technical skills can range from 
a simple understanding of IS functionality to the ability to 
improve and modify the content of a specific application 
[33]. The ways of apprehending and exploiting a new IS 
application are therefore conditioned by the technical skills 
that IT managers are able to develop. 

2.2.2. IT Managerial Capability 

In addition to technical capabilities, the client firm needs 
the ability to plan, organize, lead and control the activities 
necessary for it to succeed. In other words, it needs to 
possess certain managerial skills in order to successfully 
outsource its IS activities [24]. In the case of IT, managerial 
skills include management's ability to conceive of, develop, 
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and exploit IT applications to support and enhance other 
business functions [30]. According to [30], IT managerial 
capability refers to: 

- The ability of IT managers to understand and appreciate 
the business needs of other functional managers 

- The ability to work with these functional managers to 
develop appropriate IT applications 

- The ability to coordinate IT activities in ways that 
support other functional managers 

- The ability to anticipate the future IT needs of functional 
managers 

Managerial IT skills enable firms to manage the market 
risks associated with investing in IT. Firms can acquire 
technical IT skills by hiring programmers and analysts. They 
then use their managerial IT skills to help programmers and 
analysts fit into an organization's culture, understand its 
policies and procedures, and learn to work with other 
business functional areas on IT-related projects. 

2.3. Relationship Quality Between Client Firm and Service 

Providers 

The relationship quality refers to the client's perception of 
how the relationship fulfills its expectations, predictions, 
goals, and desires [34]. It gives the client a global impression 
of the entire relationship, including the different transactions. 
The relationship quality affects positively both the 
development and the maintenance of the relationship 
between the client and the service providers [35]. The 
process of developing the relationship quality is based on 
face-to-face interaction between the managers of the service 
provider and that of the client firms. IS research identifies 
several dimensions of the relationship quality in the context 
of IS outsourcing as well as the link between the relationship 
quality and IS outsourcing success [16, 1, 36, 14]. The 
literature [8-36] indicates that communication quality and 
knowledge transfer are the dimensions of the relationship 
quality that most influence the IS outsourcing success. 

2.3.1. Communication Quality 

Communication is the formal and informal sharing of relevant 
and periodic information between partners [37]. Communication 
plays an important role in an inter-organizational relationship. 
The communication quality is apprehended by the punctuality, 
relevance, accuracy and credibility of communication [38]. 
According to the theory of social exchange, effective 
communication is essential in achieving the desired goals. 
Intensive communication keeps partners better informed and 
makes them more willing to maintain the relationship [39]. IS 
outsourcing partners are expected to have a flexible project team 
that can communicate project objectives and costs. For this 
condition to be met, the team conducts periodic meetings to 
meet the needs of each stage of the project. The service provider 
and the client firm need to communicate clearly the threshold of 
goals in advance of the project and throughout its duration. 

2.3.2. Knowledge Transfer 

Knowledge-based theory views the firm as a dynamic, 

evolving, and quasi-autonomous system of production and 
application of knowledge [40]. This perspective argues that 
knowledge is the main resource of firms and that production 
requires the integration of a wide range of knowledge [41]. 
This knowledge is a crucial factor in the context of IS 
outsourcing. Firms outsource activities outside their core 
competencies [11]. As a result, they acquire external 
knowledge that is integrated into their routines and processes. 
This transfer of knowledge between the client firms and their 
service providers is two-way: on the one hand, the 
knowledge is transferred from the provider to the client firm 
and on the other hand, from the client firm to the provider. In 
both cases, the goal is to increase knowledge sharing through 
these knowledge transfer processes. The literature qualifies 
differently the moment of the transfer of knowledge. Indeed, 
some researchers adopt the simple approach of an exchange 
by defining the transfer of knowledge as explicit or tacit 
knowledge exchange activities between two agents, in which 
one agent receives and applies knowledge provided by 
another. Agents can be an individual, a team/department or 
an organization [42]. Other researchers focus on the resulting 
changes to the container. 

3. Research Model and Hypotheses 

The research model is based on determinism of relations 
between the dependent variables and the independent 
variables to reinforce the theoretical foundations developed 
in the previous section. These relations reflect the research 
hypotheses that validate the causal structure of the model. 

3.1. Impact of IT Capability on IS Outsourcing Success 

The study of the impact of IT capability on IS outsourcing 
success is inspired by the work of [24] and [8] who, through 
empirical studies, show the indirect link between this 
capability and IS outsourcing success. However, the study of 
technical capability reveals a possible direct impact. Two 
dimensions relate to IT capability: technical capability and IT 
managerial capability. 

3.1.1. Indirect Impact of Technical Capability on the IS 

Outsourcing Success 

The rapid evolution of the environment forces firms to 
develop various technical skills. Although by outsourcing its 
IS, the client firm could reduce the burden of maintaining 
such IT capability, the technical capability of IT managers 
could actually be a lever of competence for the provider [11]. 
The technical expertise of IT managers can contribute to the 
performance of the service provider in four ways: clients are 
able to identify competent providers, monitor providers' 
activities more clearly, provide increased assistance to 
service providers and attract the best providers [33]. First, 
clients who understand the basics of the development and 
production process will be better able to identify the most 
appropriate providers. Clients with technical skills are able to 
screen and select providers because they can interpret their 
offers, comparing them according to both technical 
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characteristics and price [43]. Secondly, clients with high 
technical expertise can understand the activities of their 
providers so that they can track their performance more 
effectively to ensure that they meet their needs. Third, clients 
with high technical skills can more easily communicate 
technical details with providers. Expertise gives clients an 
evaluation capability by which they are better able to 
designate metrics and quality levels that are stringent and 
achievable. Thus, they can contribute to improving the skills 
of their providers. Fourth, the technical expertise of clients 
can attract more providers. 

H1: The technical capability of IT managers influences 
positively IS outsourcing success through the relationship 
quality with the service provider. 

The relationship quality has two dimensions: 
communication quality and knowledge transfer. The impact 
of technical capability on the outsourcing success is carried 
out through each of these dimensions. 

1. In their study of the impact of a firm’s capability on 
outsourcing success, [8] state that the technical 
knowledge of IT personnel makes it easier for the client 
firm to communicate technical details with the service 
providers. Expertise provides clients an ability to define 
and to evaluate strict and achievable metrics and quality 
levels [44]. 

H1.1: The technical capability of IT managers influences 
positively IS outsourcing success through communication 
quality with the service provider. 

2. The knowledge and technical skills of IT managers can 
motivate providers to share information with client firm 
[45]. Technical skills allows IT managers to participate 
and to be involved in IS projects. In particular, 
knowledge transfer is the most important knowledge 
process in an IT outsourcing relationship [46]. The 
more capabilities and technical skills clients have, the 
more involved they become by participating with the 
project team, leading to a more efficient knowledge 
transfer [47]. The knowledge and information transfer 
between client firms and their service providers leads to 
learning new routines on how to manage IT [31]. 

H1.2: The technical capability of IT managers influences 
positively IS outsourcing success through the knowledge 
transfer of the service provider to the client firm. 

3.1.2. Direct Impact of Technical Capability on the IS 

Outsourcing Success 

The technical skills of the service provider are the most 
important factor in the outsourcing success [48]. [48] also 
claim that the technical capability of the client firm has also a 
positive impact on IS outsourcing success. Similarly, IT 
managers’ technical understanding mitigates the risks 
associated with IS applications outsourcing and thus ensures 
its success [49]. This understanding is necessary for the client 
firm to use its applications effectively in order to achieve the 
expected objectives. 

H2: The technical capability of IT managers influences 
positively and directly IS outsourcing success. 

3.1.3. Indirect Impact of IT Managerial Capability on the 

IS Outsourcing Success 

The managerial capability of the IT managers is necessary 
to understand and solve business problems that may appear 
in the client firm. IT managers are not able to be business 
experts, but to a certain extent they are required to 
understand the company's goals, language, and processes 
[11]. In the IS outsourcing context, the managerial capability 
of IT managers is associated with a high level of the 
interaction process between the client firm and the service 
providers [45]. This ability can guide the service provider's 
effort toward the performance of several business processes 
[8]. 

H3: The managerial capability of IT managers influences 
positively IS outsourcing success through the relationship 
quality with the service provider. 

IT managerial capability depends on other interpersonal 
relationships [30]. The impact of IT managerial capability is 
carried out through each of the dimensions of the relationship 
quality: 

1. The managerial capability of IT managers helps service 
providers to integrate into the corporate culture, 
understand its policies and procedures, and learn how to 
work on IT related projects. This can be achieved by 
facilitating communication within the firm and 
improving problem-solving capabilities [8]. 

H3.1: The managerial capability of IT managers influences 
positively IS outsourcing success through communication 
quality with the service provider. 

2. A thorough understanding of business needs and 
requirements by IT managers can encourage the service 
provider to engage actively in communication and 
knowledge-sharing activities with the client firm [8] 
and thus ensure IS outsourcing success. 

H3.2: The managerial capability of IT managers influences 
positively IS outsourcing success by transferring knowledge 
from the service provider to the client firm. 

3.2. Impact of the Relationship Quality on the IS 

Outsourcing Success 

The relationship quality is an important factor for client 
firm [50]. Indeed, the difficulties that some client firms may 
encounter with their service providers require taking into 
account the relationship between these two parties. Many 
outsourcing operations fail and fall short of the expectations 
of client firms [51]. This is due to a failure in the relationship 
between the two parties. This shows that establishing reliable 
relationships can help ensure the success of outsourcing 
projects and foster long-term relationships between clients 
and service providers [16]. Many studies highlight the 
importance of the relationship quality for IS outsourcing 
success [8, 14, 15]. 

H4: The relationship quality influences directly and 
positively IS outsourcing success. 

The relationship quality has two dimensions: 
communication quality and knowledge transfer. 

1. The literature on the outsourcing risks indicates the 
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importance of the communication quality between the 
client firm and the service provider and considers it as 
an essential requirement for outsourcing success in 
terms of meeting the expectations of time, cost and 
quality [52]. 

H4.1: Communication quality influences directly and 
positively IS outsourcing success. 

2. Recently, IS outsourcing research focuses on the 
transfer of knowledge between service providers and 
client firms and postulates that effective knowledge 
transfer is essential to meet the perceived needs of 

client firms and to achieve IS outsourcing success [17, 
36, 53]. 

H4.2: Knowledge transfer from the service provider to the 
client firm influences directly and positively IS outsourcing 
success. 

The research model is presented based on the previous 
developments. This model has three levels and incorporates 
concepts related to IT capability, the relationship quality 
between the client firm and the service provider and IS 
outsourcing success (Figure 1). 

 
Figure 1. Research model. 

4. Research Methodology 

This research was carried out within the Tunisian banking 
sector. The choice of the banking sector is justified by the 
banking sector's demand for IS outsourcing, which is 
growing steadily around the world [54]. This is also the case 
for Tunisian banks which, faced with an increasingly clients 
demanding, are obliged to offer information on time and with 
regular access. Recently, new advances in IT allow banks to 
use outsourcing as a way to reduce costs and focus on core 
skills. Indeed, the increasing pressure for banks to provide 
high quality services to satisfy their clients requires them to 
use a complex and diversified set of technologies to manage 
their business. IS outsourcing allows banks to support their 
strategic initiatives through rapid and cost-effective access to 
new technologies. 

4.1. Measures 

The survey instrument is developed by considering prior 
studies with similar concepts to ours. Each of the multi-items 
was measured using a six-point Likert scale with items 
ranging from ‘‘strongly disagree’’ to “strongly agree”. The 
even number of positions (6) is chosen "to prevent 

respondents from falling back on the average position". The 
questionnaire is constructed in three stages: the development 
of the initial version, the pre-test and the elaboration of the 
final version of the questionnaire. However, modifications 
are made to adapt the existing items to the needs of our 
investigation (Table 1). Two variables are introduced to 
investigate a firm’s IS outsourcing success: IT capability 
(technical and IT managerial) and relationship quality. 

Table 1. Summary table of measurement scales of research variables. 

Latent variables Sources of measurement scales 

Technical capability [55] 
IT managerial capability [8] 
Communication quality [56] 
Knowledge transfer [31] 
User satisfaction [24] 
Project success [57] 

4.2. Data Collection 

The survey took place in Tunis at the headquarters of the 
banks where the IT departments reside. The mother 
population is the list of banks developed by the Tunisian 
Professional Association of Banks and Financial Institutions 
(A. P. T. B. E. F). According to the website of the 
association, the banking sector has 22 banks. In line with the 
objectives of this research, the study population consists of 
banks that outsource their software development activities. 
Of the 22 banks contacted, 14 accepted to participate in the 
survey, a rate of 63.63%. The sample was made through a 
reasoned choice. In a first step, we contacted the directors in 
charge of the IS department of 14 bank offices to answer the 
questionnaire. Then, these managers guided us to the IT 
managers (IS directors, outsourcing project team leader, 
outsourcing project team member) involved in the software 
development outsourcing project. In a second step, the 
questionnaire was sent to IS managers involved in the 
software development outsourcing project. These are 
considered as key informants of aspects that affect 
information systems of firms. Of the approximately 120 IT 
managers solicited for the study, only 85 responded, 
representing a return rate of around 70.83%. Out of the 
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returned questionnaires, 5 were discarded due to 
incompleteness. Thus, 80 questionnaires could be used in our 
final analysis. 

5. Data Analysis and Results 

5.1. Analysis of the Psychometric Properties of 

Measurement Scales 

The analysis of psychometric properties is generally based 
on two stages, the first is exploratory (EAF), the second is 
confirmatory (CFA) to assess the reliability and validity of 
measurement scales. Table 2 summarizes the results of the 
exploratory factor analysis: 

Table 2. Results of the exploratory factor analysis. 

Constructs Dimensions Cronbach's Alpha 

Technical capability 
IT knowledge 0,852 
IT Experience 0,762 

IT managerial capability - 0,771 
Knowledge transfer - 0,658 
Communication quality - 0,875 
User satisfaction - 0,928 

Project success 
Product success 0,849 
Project management 
success 

0,885 

5.2. Confirmation and Validation of Measurement Scales: 

Confirmatory Factorial Analysis (CFA) 

Confirmatory factor analysis (CFA) makes it possible to 
assess the reliability and the validity of the different 
constructs. The composite reliability indices (CR) obtained 
vary between 0.80 and 0.924, while the average variance 
extracted (AVE) oscillate between 0.528 and 0.709, which 
exceeds for the first the required threshold of 0.7 [58] and for 
the latter the required threshold of 0.5 [59]. The convergent 
validity of the model is thus ensured. Discriminant validity is 
appreciated by examining the factorial contributions 
(loadings) of the items to their respective theoretical 
constructs. For each construct, the factorial contributions are 
greater than the factorial contributions crossed between each 
item and the other constructs. The discriminant validity is 
verified. 

6. Evaluation of the Structural Model 

The structural relations is estimated between the constructs by 
carrying out bootstrapping analyzes on the sample. However, a 
fundamental step to make before interpreting model estimation 
results is to check the overall quality of the model. The structural 
model is evaluated on the basis of the predictive relevance of the 
latent variables. The R² determination coefficient determined by 
the SmartPLS software is greater than 0.1 and the Stone-Geisser 
Q² redundancy coefficient is positive for each of the dependent 
variables [60]. The model therefore has predictive validity. 

6.1. Direct Effects Between the Research Variables 

The significance of the relations between the variables in 

the model is estimated by examining the coefficients β (path 
coefficients) and the T values (T-values) obtained after the 
Bootstrapping analyzes (n= 80, 500 iterations). The test of 
the structural links between the variables is based on the 
Student t-test. According to the recommendations of [61], the 
value of t must respect a minimum threshold of 1.96. 

Table 3. Verification of direct links between variables. 

 

Coefficients β  

(Pah coefficients) 

Test T  

(T- values) 
Results 

ITKNO -> OUTSUC 0,179 1,371 Reject 
ITEXP -> OUTSUC 0,063 0,421 Reject 
COMQUAL -> OUTSUC 0,365 2,909 Support 
KNOTRA -> OUTSUC 0,090 0,657 Reject 

Test t: significant if t> 1.96 in absolute value 

According to this table, no direct effect between technical 
capability and “IS outsourcing success” is confirmed. The 
effects of “IT Knowledge” (β = 0.179, t = 1.371) and “IT 
Experience” (β = 0.063, t= 0.421) are rejected (t < 1.96). 
Among the effects of the dimensions of the relationship 
quality exerted on IS outsourcing success, only the effect of 
communication quality (β = 0.365, t = 2.909) is verified. The 
effect of knowledge transfer is not verified (t = 0.657). 

6.2. The Indirect Effects Between the Research Variables 

In addition to the direct effects produced by the variables 
studied, the model reveals indirect links between these 
variables. The relationship quality is a mediating variable 
that transmitst totally or partially, the impact of IT capability 
on IS outsourcing success. 

Table 4. Verification of mediation links. 

 
Path coefficient (β) T- values Results 

ITKNO -> OUTSUC -0,023 0,213 Reject 
ITEXP -> OUTSUC 0,002 0,020 Reject 
CAPMG -> OUTSUC 0,046 0,499 Reject 

Test t: significant if t> 1.96 in absolute value 

From this table, we note that there is not significant 
mediating relationship between IT capability and IS 
outsourcing success through the relationship quality. 

7. Discussion and Implications 

Field data don’t confirm the direct effect of technical 
capability on IS outsourcing success. This result contradicts a 
large body of literature [62-63]. Many firms are motivated to 
outsource their IS services in order to access higher 
capabilities of the service provider but the result of 
outsourcing will be better when both parties, the client firm 
and the service provider have a high level of technical 
capabilities [63]. Other researchers report that the client 
firm’s technical capability is essential to evaluate the IS 
outsourcing process [62]. On the other hand, [64] argues that 
IS outsourcing allows client firms to focus on the core of 
their business as they obtain the necessary IT skills from the 
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provider. The IT expertise of the service provider appears to 
be a critical factor in the success of the partnership. Similarly, 
other researches confirm the existence of a non-significant 
link between technical capabilities and Information systems 
outsourcing success [45, 8]. The plausible reason for 
rejecting this assumption is that in most IT projects, the 
competence of the service providers and more specifically 
their technical experience and IT knowledge, may be 
sufficient. Therefore, less attention is paid to the client firm’s 
technical capability since in the long term the service 
provider could ensure roles that should have returned to the 
client firm. This substitution of the provider to the client firm 
is not risk-free because it leaves the doors open to 
opportunistic behaviors of the service provider. Similarly, no 
significant indirect link is found either for IT knowledge or 
IT experience and IS outsourcing success via relationship 
quality (respectively t = 0.213 and t = 0.020). This result can 
be explained by the fact that if IT managers have technical 
knowledge and experience, they have difficulties in 
communicating and coordinating technical issues with the 
service provider since the latter has more information than 
the IT managers of the client firm. The tacit knowledge 
transfer is the more intense as the partners are in strong 
interaction [31]. Thus, an active cooperative learning process 
facilitates the acquisition and transfer of knowledge. In 
addition, another explanation for this result may be due to the 
fact that this research is conducted with the IT managers of 
the bank, it would be more important to integrate the point of 
view of service providers to provide a better understanding of 
the knowledge transfer in a dyadic relationship. Regarding 
the IT managerial capability, the results show that there is not 
a significant indirect link between the IT managerial 
capability and IS outsourcing success via the relationship 
quality of (t =0.499). By adopting the perspective of the 
service provider, it is important that the IT skills of service 
providers are a prerequisite for engaging with the client firm, 
but it is their managerial skills that distinguish them from 
their competitors and allow them to succeed in both the short 
and the long term [65]. In the same way, [24] states that the 
capabilities of the service provider, including their 
managerial capability, are important and have an effect on the 
IS outsourcing success through the relationship between the 
parties. On the other hand, the capabilities of the client firm 
have no significant effect on the relationship. Therefore, we 
can deduce that it is rather the service providers that must 
have managerial capability in order to engage actively with 
the client firm and thus ensure IS outsourcing success. This 
result can be explained by the fact that, from the point of 
view of bank, it is rather the service provider who is able to 
carry out an IT plan in line with the bank's strategy and to 
constantly update the IT strategy depending on changes in 
the environment. Since the bank pays the service provider for 
its expertise in these areas, this capability allows the provider 
to easily communicate details of the bank's policy and 
procedures and thus ensure IS outsourcing success. The 
results also indicate that among the effects of the dimensions 
of the relationship quality exerted on IS outsourcing success, 

only the effect of communication quality (β=0.365, t=2.909) 
is verified. This result confirms several works [16, 24, 66] 
according to which the communication quality leads to IS 
outsourcing success. Indeed, frequent and effective 
communication can contribute firstly to a better planning of 
the works. More specifically, by communicating frequently 
and effectively with IT managers, the service provider can 
get a clear idea of the needs of banks and the nature and 
timing of the resources that will be needed. Secondly, 
frequent and effective communication can help the service 
provider to keep up with the changing priorities of banks and 
help align the development of resources to meet their short-
term needs. This is particularly important in the context of 
software development, where the need to "fight" day-to-day 
to fix software bugs and unexpected implementation 
problems are able to be coordinated through work 
improvement. Thirdly, frequent and effective communication 
can help the service provider to narrow the gap between the 
current state of the project and the desired project trajectory 
of banks, which, constantly informed of the progress of the 
software development process, can provide quick feedback 
and helpful contributions in later stages of development. 

8. Conclusion 

As IS outsourcing becomes a commonly accepted and 
growing practice, its scope and extent are continuously 
expanding. While the literature on outsourcing reveals the 
social and psychological aspects of an outsourcing 
relationship, the managerial need to exploit these relationship 
attributes has been little explored. The relationship quality is 
identified as a key intervening variable that affects IT 
capability. The results indicate that the IT capability of the IT 
managers of banks (technical capability and IT managerial 
capability) doesn’t affect IS outsourcing success. This result 
can be explained by the fact that this IT capability generally 
evolves over long periods through the accumulation of 
experience. Also, for a long-term prior commitment of a 
service provider with a client firm could let the provider 
takes over the roles of the client related to its technical 
capability. Similarly, the results indicate that the relationship 
quality is not a mediator between IT capability and IS 
outsourcing success. One way of interpreting this is that the 
IT managers of banks consider that the service provider must 
bear the main burden of providing both the agreed IT 
services and managing the relationship. While the main 
concern of IT managers is to focus on the core business of 
the bank. This is not surprising, since the banks consider that 
they pay the service provider for its expertise in these areas. 
The results also show that among the dimensions of 
relationship quality, only the communication quality has a 
direct effect on IS outsourcing success. Through frequent and 
effective communication, the service provider can have a 
clear idea of the bank's needs and the nature and timing of 
the resources that will be needed. Concerning the theoretical 
contributions, this research proposes a research model 
following a systemic approach of the evaluation of IS 
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outsourcing success. The designed model postulates the 
examination of direct and indirect relationships between 
three interdependent levels of analysis (IT capability, the 
relationship quality and IS outsourcing success). At the 
managerial level, this research has revealed the importance 
of the relationship quality to enhance the communication 
quality between the bank's IT managers and service 
providers. Indeed, the communication quality is essential to 
IS outsourcing success. Two committees ensure the proper 
conduct of the project. On the one hand, a monitoring 
committee, whose members are the IT managers, is held on 
a regular basis. The purpose of this committee is to detect 
problems if they exist and to monitor the progress of the 
project. On the other hand, a steering committee takes place 
periodically. The goal of the steering committee is to make 
strategic decisions about the project. Therefore, the service 
provider and the bank need to communicate clearly the 
threshold of goals in advance of the project and throughout 
its duration. As a result, a flexible and responsible project 
team is required to conduct periodic meetings to satisfy the 
needs of each stage of the project. This research has certain 
limitations. Firstly, the size of the sample of 80 IT managers 
in 14 Tunisian bank offices doesn’t allow generalization of 
the research results and thus limits the external validity of 
the research. Secondly, this research is of an instant nature 
that doesn’t consider the feedback effect between the 
relationship quality and IS outsourcing success over time. 
Future research could include other organizational 
capabilities in the research model such as the service 
provider management capability. 
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