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A pathway through customer values  
towards loyal customer relationships 

in IT outsourcing

Technological innovations resulted in a growing role of information technology (IT) 
within organizations. The alignment of IT with their business strategies and goals 
became important to sustain competitive advantage. 
This changed the role of IT -outsourcers, from secondary activities into core, stra-
tegic business functions. IT outsourcers became more involved in the business of 
their customers and the importance of the relationship between the outsourcer and 
the customers grew.
The goal of this master thesis is to help Schuberg Philis (SBP), an IT outsourcer to 
transition from IT-driven relationships towards business outcome-driven partner-
ships by establishing loyal customer relationships. 
Literature research into the evolution of IT, IT outsourcing, and B2B relationship 
values created the foundation for this project. 
Three interview rounds were conducted to identify the steps towards  B2B rela-
tionships between SBP and their customers. A value framework based on the re-
lationship values involved in this process guided the design of a pathway through 
customer values. 

The project  
•	A context-driven B2B value framework, showing the key values influencing loyal 

B2B relationships between SBP and their customers.
•	An overview of events and interactions affecting the establishment of loyal B2B 

relationships. 
•	The correlation between B2B values, events, and interactions 
•	A shared future vision enables SBP to transition from loyal B2B relationships to 

business outcome-driven partnerships.

Key findings:

The design
The playbook guides its users through the establishment of business outcome-driv-
en partnerships. the playbook provides insights and knowledge on the values influ-
encing the establishment of loyal relationships and guides the creation of a shared 
future vision. This shared future vision functions as the bridge between a loyal cus-
tomer relationship and a business outcome-driven partnership.


