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ABSTRACT

The purpose of this research was to study the influence of relationship
quality between IT Outsourcing providers and their customers on customers’
satisfaction and their repurchase intention to use [T outsourcing from existing
partners by applying Commitment-Trust Theory and the results of previous studies
related to relationship quality between service providers and their customers.

Online questionnaires were used to collect data from the sample of 250
people, aged from 25 years and above, who had used IT outsourcing. The
questionnaires were distributed to the samples by sending URL via e-mail, social
networks; Facebook and Line Application. The returned questionnaires were verified
for their reliability using the Cronbach’s alpha coefficient. Exploratory Factor Analysis
was conducted to decrease variables, and also to recheck the reliability of the
questions in the questionnaire whether they were good measurement of each
construct. Then, Confirmation Factor Analysis and Structural Equation Modeling with

Path Analysis were used to test the research hypothesis.
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The result from Confirmation Factor Analysis showed that the
measurement of the variables used in the research was consistent with the theory
and related researches. The variables of factor loading were between 0.50 to 0.99
and the reliability was between 0.794 to 0.947. The structural causal relationship
model fit with the empirical data. The fit indices were Chi-square = 443.211, Df = 304,
Chi-square. / df = 1.458, P-value = 0.318, RMR = 0.032, GFl = 0.918, RMSEA = 0.043,
CFl = 0.987, AGFI = 0.81. Therefore, the result indicated that the relationship quality
affects customers’ satisfaction and their intention to repurchase IT outsourcing from
existing partners. It also showed that the 3 most influential elements of relationship
quality on customers’ satisfaction were consensus, knowledge sharing and
communication quality respectively, whereas the least influential element of
relationship quality on customers’ satisfaction is the cultural similarity. So, if IT
outsourcing entrepreneurs would like to maintain their customers to repurchase their
services. They should emphasize on consensus, knowledge sharing and
communication quality between them and their customers, in order to smoothly
process, decrease problems and understand the process with each other. These will

lead to customers’ satisfaction and their repurchasing the service.

Keywords: Commitment-Trust Theory, Communication Quality, Cultural Similarity,

Interdependence, Flexibility, Consensus, Knowledge Sharing



