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 Abstract—

 

Business process transformation (BPT) is one of 

the most useful methods for companies or other types of 

organizations to survive in the turbulent business environment. 

Numbers of studies have contributed to improving the 

effectiveness of BPT from the perspectives of such as project 

management of BPT, and analysis of the critical success 

factors of BPT. As for cases in Japan, there are some unique 

issues relevant to changing overall business processes, 

including operations of the back offices which throughout all 

industries are not always efficient [1.2]. Therefore, in addition 

to the BPT methodologies used in Western countries, it is 

necessary to seek for the counterpart for the unique issues of 

BPT in Japan. In this paper, the authors focus on the 

correlation between psychological contracts and BPT effect as 

one of the success factors for BPT.

 

 Index Terms—Business process transformation (BPT), 

psychological contract, success factor.

 

 

I.

 

INTRODUCTION

 The word “KAIZEN (continuous improvement)” has 

become popular all over the world. It has been said for some 

decades that overall quality and efficiency of production 

lines in Japan are superior to those in other countries. 

However, overall business processes, especially operation in 

the back offices are not always efficient [1], [2], and labor 

productivity in Japan ranks 22nd out of 34 countries 

according to the OECD [3]. Companies in Japan are trying 

to make their business processes more efficient by using 

Information Technology (IT). Business process 

transformation (BPT) is one of the most useful methods for 

companies or other types of organizations to sustain 

themselves as they adapt to business environmental

 

changes. 

Higano mentioned that Japanese companies tend to spend 

much more, in percentage terms, on improving operational 

efficiency of their businesses compared to companies in 

Western countries, but the results do not seem to be 

satisfactory because the contribution of IT investment to 

value added growth in Japan is lower than that in Western 

countries [4]. There are many methodologies for BPT such 

as business process re-engineering (BPR) and business 

process integration (BPI) [5]. However, it is difficult to 
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achieve the objectives only by applying ideal or 

picture-perfect models. Thus, the authors focused on trust in 

the organizations; trust between managers and employees, 

and trust between the different sections of companies. To do 

as such, the authors focus on the correlations between the 

psychological contracts and BPT effect as one of the 

success factors for BPT from a perspective of trust.

 

 

II.

 

RELATED WORK

 The concept of psychological contract was developed by 

Rousseau. It was defined as employees’ beliefs concerning 

their exchange agreement with their employer and the 

organization [6], [7]. Psychological contract develops 

within a dynamic environment in which the individual is 

often interacting with multiple organizational agents who 

may be sending messages each other, on both verbal and 

non-verbal manner [8]. It is impossible for employees to 

have official contracts

 

with their employer or the 

organization for every possible cases. Therefore, 

considering the influence of psychological contracts is 

important for managing organizations, not only for 

managing ordinary working organizations, but for ad hoc 

organizations such occurs in projects. The use of project 

management (PM) technology is a competence that 

organizations must develop, understanding that PM is the 

capability to attend to the results that are needed to maintain 

organizations’ sustainability,

 

aligning the mission and 

vision and optimizing the resource allocation to maintain its 

competitive advantages [9]. BPT is one of the most 

important project activities for companies or other types of 

organizations, and is conducted in order to realize change in 

their business processes and IT to survive in the business 

environment that is rapidly changing. Numbers of studies 

have contributed to improving the effectiveness of BPT, for 

example through business process re-engineering (BPR) and 

business process

 

modeling. Hammer and Champy defined 

BPR as a fundamental rethinking and radical redesign of 

business processes to achieve dramatic improvements in 

critical, and contemporary measures of performance, such 

as cost, quality, service and speed [10].

 

Grover et

 

al. 

focused on the implementation problem [11]. Earl et al. 

analyzed the relationship between BPR and strategic 

planning [12]. Attaran explored the relationship between IT 

and BPR based on the capabilities and barriers to effective 

implementation [13]. There are many studies dealing with 

BPR success and failure factors [14], [15]. However, the 

success factors of BPT sometimes vary from country to 

country [16], and, it is significant to seek for the counterpart 

Kayo Iizuka

 

and

 

Chihiro Suematsu

 

Analysis of Psychological Contract Effectiveness in 

Business Process Transformation 
 

International Journal of Social Science and Humanity, Vol. 9, No. 4, November 2019

103
doi: 10.18178/ijssh.2019.9.4.999



of methodologies used in Western countries, taking the 

consideration for the unique issues of BPT in Japan. 

Therefore, to focus on the correlation between 

psychological contract and BPT effect as one of the success 

factors for BPT would be relevant to improving BPT 

effectiveness. 

 

III. RESEARCH MODEL 

The purpose of this study is to clarify the correlation 

between the psychological contracts and the BPT effect. 

The research model is shown in Fig. 1. 

 

 
Fig. 1. Conceptual research model. 

 
The hypotheses created for this survey are as follows: 

H1: BPT psychology contract has positive impact on 

BPT effectiveness. 

Since BPT effect is considered to be related to trust, and 

the psychological contract seems to be an important factor 

in forming trust, we formed the hypothesis that the BPT 

psychology contract has a positive impact on BPT 

effectiveness. 

H2: Psychology contract of ordinary work 

environment (Work Psychology Contract) has positive 

impact on BPT psychology contract. 

Since the BPT psychological contracts are considered to 

have a relationship with the psychological contracts of 

everyday working, the authors formed this hypothesis. 

H3: Work psychology contract has a positive impact 

on BPT effectiveness. 

Hypotheses 1 and 2 are concerned with the indirect 

relationship between work psychological contracts and BPT 

effect. However, it can be considered that there will be a 

direct relationship between work psychological contracts 

and BPT effect. 

The authors planned to use the internet survey system to 

conduct a survey on who had engaged in BPT projects in a 

company or organization. Some of the survey questions are 

listed as follows: 

(Psychology contract of usual working environment) 

[Work_Phy_Con] 

1) I believe that my employer pays me an appropriate 

amount of salary deserves my job. [Q5S1] 

2) I believe that my employer gives me appropriate 

performance feedback for my work. [Q5S2] 

3) I believe that my employer assigns me suitable jobs 

for me. [Q5S3] 

4) I believe that my employer supports me for my job 

when necessary. [Q5S4] 

5) I believe I can engage in work that I feel it is 

intriguing. [Q5S5] 

6) I believe that there are appropriate career options for 

me in my company. [Q5S6] 

7) I believe that I can improve my skills and knowledge 

through my job. [Q5S7] 

8) I believe that I can develop human networks through 

my job. [Q5S8] 

(Psychology contract of BPT) [BPT_Psy_Con] 

9) I believe that I can accomplish BPT effectively. 

[Q7S1] 

10) I believe that I can obtain feedbacks regarding the 

total BPT effect on the company. [Q7S2] 

11) I believe that my division can gain feedback about 

the total BPT effect on the company. [Q7S3] 

12) I believe that I can obtain feedback regarding to my 

contribution. [Q7S4] 

13) I think that the BPT support system is well arranged 

in my company. [Q7S5] 

(BPT effect) [BPT_Effect] 

14) The BPT projects had succeeded in my company. 

[Q10S1] 

Question items regarding psychological contracts of 

ordinary working environment are determined by reference 

to the studies of the psychological contract for the usual 

working environment [17], [18]. Question items of BPT 

psychological contracts and BPT effect are determined 

regarding the interview to the people who has experience 

about BPT. 

 

IV. RESEARCH RESULT 

A. Summary of Survey 

The data were collected in February 2019 through the 

internet survey system. The respondents were those who 

work for the companies or other types of organizations. 

There were 182 valid responses, and for the number of 

respondents who answered that they had experience of 

engaging more than one BPT project excluding on-going 

project were 32. 

B. Analysis 

The analysis results based on our hypotheses are shown 

in Fig. 2 and Table I. 

 
Fig. 2. The path coefficient map of psychological contract and BPT effect 

(1). 
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TABLE I: REGRESSION WEIGHT AND STANDARDIZED REGRESSION OF 

BPT EFFECT (1) 
Regression Weight 

   
Estimat

e 
S.E. C.R. P 

BPT_PsyCon <--- Work_PsyCon .767 .164 4.662 *** 

Q5S2 <--- Work_PsyCon 1.022 .177 5.774 *** 

Q5S6 <--- Work_PsyCon .805 .182 4.426 *** 

Q5S5 <--- Work_PsyCon .697 .197 3.533 *** 

BPT_Effect <--- Work PsyCon  -.295 .464 -.635 .525 

BPT_Effect <--- BPT PsyCon 1.039 .525 1.980 .048 

Q7Q2 <--- BPT PsyCon 1.000    

Q7Q4 <--- BPT PsyCon 1.179 .184 6.418 *** 

Standardized Regression 

   Estimate 

BPT_PsyCon <--- Work_PsyCon .863 

Q5S2 <--- Work_PsyCon .870 

Q5S6 <--- Work_PsyCon .712 

Q5S5 <--- Work_PsyCon .596 

BPT_Effect <--- Work PsyCon  -.293 

BPT_Effect <--- BPT PsyCon .919 

Q7Q2 <--- BPT PsyCon .855 

Q7Q4 <--- BPT PsyCon .905 

 

The direct correlation between work psychological 

contracts and the BPT effect was not significant. Thus, we 

tried to improve our model as in Fig. 3 and Table II. 

 

  
Fig. 3. The path coefficient map of psychological contract and BPT effect. 

(2). 

 

The latent variable, the work psychological contracts 

formed by the observed variables, [Q5S2](I believe that my 

employer gives me appropriate performance feedback on 

my work), [Q5S5] ( I believe I can engage in work that I 

feel it is interesting) and [Q5S6] (I believe that there are 

appropriate career options for me in my company) has 

positive impacts on the latent variable, the BPT 

psychological contracts formed by the observed variables, 

[Q7S2] (I believe that I can gain feedback about the total 

BPT effect of the company)and [Q7S4](I believe that I can 

gain feedback corresponding to my contribution). A positive 

impact was seen between latent variable BPT psychological 

contract and BPT effect. 

 
TABLE II: REGRESSION WEIGHT AND STANDARDIZED REGRESSION OF BPT 

EFFECT (2) 

Regression Weight 

   Estimate S.E. C.R. P 

BPT_PsyCon <--- Work_PsyCon .748 .165 4.527 *** 

Q5S2 <--- Work_PsyCon 1.037 .176 5.885 *** 

Q5S6 <--- Work_PsyCon .810 .182 4.463 *** 

Q5S5 <--- Work_PsyCon .675 .198 3.407 *** 

BPT_Effect <--- BPT PsyCon .738 .180 4.097 *** 

Q7Q2 <--- BPT PsyCon 1.000   *** 

Q7Q4 <--- BPT PsyCon 1.186 .188 6.315 *** 

Standardized Regression 

   Estimate 

BPT_PsyCon <--- Work_PsyCon .842 

Q5S2 <--- Work_PsyCon .882 

Q5S6 <--- Work_PsyCon .716 

Q5S5 <--- Work_PsyCon .578 

BPT_Effect <--- BPT PsyCon  .652 

Q7Q2 <--- BPT PsyCon .855 

Q7Q4 <--- BPT PsyCon .911 

 
To evaluate the fitness of our research model, we used 

the indexes such as, the normed-fit-index (NFI), the 

relative-fit-index (RFI), and the respective root mean square 

of approximation (RMSEA). The recommended fit values 

for NFI and RFI are upper than 0.90 [19], and a lower 

RMSEA indicates a better model with the suggested 

maximum being 0.08 [20] or 0.06 [21]. Based on these 

indexes, our research result can be regarded as acceptable. 

 

V. CONCLUSION 

The purpose of this paper was to examine the correlation 

between psychological contracts and BPT effect which 

should be one of the success factors of BPT focusing on 

trust in BPT. There was a positive relationship between the 

latent variable, work psychological contracts and the BPT 

psychological contracts, and the latent variable, BPT 

psychological contracts has a positive impact on the 

observed variable, BPT effect. However, there was no 

significant relationship between work psychological 

contracts and BPT effect. This means the methodology to 

 NFI=.933   RFI=.874

RMSEA=.000
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make BPT psychological contracts is significant to 

accomplish BPTs effectively. This means methodologies to 

establish BPT psychological contracts is significant to 

accomplish BPT effectively. Possible options are such as 

sending messages that the company is seriously and 

vigorously making efforts to accomplish BPT, providing 

supporting arrangements and necessary resources for BPT, 

and involving the CEO, the equivalents, and 

champions/elites in the project.    

An illustrative example of establishing BPT 

psychological contracts is Cross-Functional Teams (CFT). 

The purpose of CFT is to plan, implement, and 

promote/enforce necessary cooperate-wide large-scale BPT 

that go beyond individual functional departments. More 

specifically, rules such as the followings are implemented 

so that the team members feel secured and concentrate on 

the project easily; the RPT project is prioritized to ordinary 

business routines and the most suitable members from each 

functional department are assigned to the project; various 

and affluent supports for managing projects such as project 

management guidelines and advisors/consultants are 

provided; evaluation procedures of the project outcome is 

clearly specified and it is evaluated fairly; the BPT proposal 

is promoted and enforced by the CEO or the equivalents 

when once it is officially accepted so that political 

sabotages are eliminated. Active involvement of the CEO or 

the equivalents in respective steps is seen, which becomes a 

clear message to convey that the company is serious about 

the accomplishment of the BPT.   

For our future studies, multiple case studies focusing on 

the detailed processes of establishing BPT psychological 

contracts including above issues will be examined. 
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