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CHAPTER 6 

EMPIRICAL FINDINGS (WITHIN -CASE ANALYSIS)  

6.1 Within -Case Analysis 

This chapter aims to provide insights into the different cases that were examined by 

this research. This chapter will draw the whole picture through in-depth analysis of 

the different examined cases. The within-case analysis process started when the 

researcher wrote a detailed case study report for each interviewed decision-maker. 

The case study reports were used as the raw data for the data analysis phase of this 

research.   

 

The within-case analysis starts with the narrative discussion to compile each and 

every case study into two types of supply chain: service and manufacturing. The 

narrative discussion was then used to draw the key learning point tables which 

identify the impact of E-Collaboration Technologies on efficiency, effectiveness and 

trust development of collaborative decision-making involved in each case study. The 

narrative analysis and key learning point tables led to the development of the 

interrelationship table as in Table 6.10. The following graph, Figure 6.1, illustrates 

the flow of analysis undertaken in each case.  
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Figure 6.1 The flow of within-case analysis 
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6.2 Case Studies Background 

Several authors argue the definition between manufacturing and service firms. Most 

visibly, the main defining characteristic between a manufacturing and service firm is 

that human labour is the primary component of the latter, while a physical product is 

that of the former. The characteristics that define each of these then, also differ. 

There are several characteristics that underpin the service and manufacturing 

industry. For example, Fisk et al. (1996) argues that the four major defining 

characteristics of a service industry from a goods industry are intangibility, 

inseparability of production and consumption, heterogeneity and perishability. 

Others, such as Pride and Ferrel (Pride & Ferrel, 2003) argue that there are six main 

defining characteristics: the previously-mentioned four and client-based relationships 

and customer contact. While some may argue that goods industries also incorporate 

these last two, it is the service industry, which relies on these characteristics as an 

inherent part of their service. In addition to intangibility, heterogeneity and 

perishability, Baltacioglu et al. (2007) also argues that simultaneity is another 

significant piece of a service system.  

This research consists of eight case studies based on the two types of supply chains: 

service supply chain and manufacturing supply chain. The case studies comprise 

five cases for service supply chain and three cases for manufacturing supply chain. 

The unit of analysis for this research is óa collaborative decisionô which adopt E-

Collaboration Technologies during the decision-making process. Table 6.1 below 

represents the list of units of analysis for every case. 

 
Table 6.1 The Unit of Analysis 

Number of 

Case Study 

Types of Collaborative Decision 

(Unit of Analysis) 

 

Service Supply Chain 

 

CS 1 Decision on a non-performing partner 

CS 2 Decision on development of óAdaptive Capability Modelô 

CS 3 Decision on choosing the óSitefinityô software as a portal platform 

CS 4 Decision on development of logo and design 

CS 5 Decision on development of portal óWheelô design 
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Manufacturing Supply Chain 

 

CS 6 Decision on investment on production plant  

(Factory & warehouse) 

CS 7 Decision on product distribution 

CS 8 Decision on managing order request and processing 

 

Case studies number one to five involved Service Supply Chain activities where each 

decision in the cases related to discussion on supplying expertise, consultations and 

information from different organizations towards the same collaborative project. 

Basically, the term Service Supply Chain creates more intangible offerings does not 

include managing tangible goods as what has been offered by manufacturing supply 

chain process (Boyer & Verma, 2009). Whereas, in case study number six to eight 

involved Manufacturing Supply Chain activities. These include activities on 

producing tangible goods at operational level, financial and budgeting at a strategic 

level as well as customers and supplier relationship. 

The primary aim of the service supply chain (SSC) collaborative project was to 

develop a new model and a set of tools and methodologies for manufacturing SMEs 

in Europe, which will enable them to adapt to the changing economic environment 

and will lead them towards a sustainable business model. This project was a 

collaboration project with various companies and institutions across Europe, where 

every partner has their own respective tasks to deliver and supply knowledge and 

expertise to achieve a common goal. The collaborative project is known as the Future 

SME Project; it involves 26 companies across Europe and consists of consultants 

from various fields such as education organisations, SMEs, public organisations etc. 

The researcher managed to interview key decision-makers from Strathclyde 

University (UK), Technical University of Ostrava (Czech Republic), Simply 

Collaboration (UK), and Tsunami (Ireland), as has been presented in detail in 

Chapter 5.  

 

The primary aim for the manufacturing supply chain (MSC) project was about 

implementing the information technology tools such as ERP and EDI as the 

manufacturersô main systems to control the operations and communication with 
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customer and suppliers. It is also to manage the challenges of the business, including 

managing a wide range of productions every day. The organisation involved in cases 

in the manufacturing supply chain is a Scottish one, the Highland Spring Company, 

which is a privately owned company which produces still and sparkling bottled 

water. The company is based in a small rural community in Blackford, Perthshire, 

Scotland and currently employing more than 300 employees. Their customers and 

suppliers consist of various types of retail companies, organisations, hypermarkets, 

etc. around the UK and Europe. The researcher had an opportunity to interview the 

Customer Service and Logistics Manager in Highland Spring. He represented the 

company and was involved in every aspect of the companyôs operations and 

collaboration. The researcher did not interview any of the Highland Springôs 

customers and suppliers due to the time constraint and considered the capability of 

the Customer Service and Logistics Manager to provide enough accurate information 

about their collaborative partners. All information provided by the Customer Service 

and Logistics Manager at Highland Spring was considerably enough for the case 

studies since he was importantly involved in customers and suppliersô collaboration 

engagements. 

6.2.1 E-Collaboration Technologies involved in Case Studies. 

 

The justification of selecting specific E-Collaboration Technologies for each cases 

are as follows: 

There are three main E-Collaboration Technologies involved in the process of 

decision-making in the case studies. They are GoToMeeting which is specifically 

used in Service Supply Chain and ERP and EDI in Manufacturing Supply Chain. 

¶ GoToMeeting characteristics: 

GoToMeeting was developed by Citrix, it is a software that makes it simple and cost-

effective to do online meeting with customers and colleagues all over the world. The 

meeting participants can share their webcams in high definition with simple setup. 

Besides that, GoToMeeting offers audio and video capabilities and it provides 

complete collaboration experience in a single interface. People can attend online 
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meeting from anywhere using their PC, Mac, iPad, iPhone or Android tablet. By 

eliminating unnecessary meeting travel, GoToMeeting helps enterprises cut costs and 

save time.  

In Service Supply Chain case studies, GoToMeeting become the main method to get 

all the collaborated partners together in online meeting. It offers face-to-face with 

high definition video conferencing and it also able to do screen sharing, record the 

meeting sessions and share keyboard and mouse control to cooperatively edit files on 

screen. Those features offered by GoToMeeting makes the collaborative decision-

making process easier just as same as face-to-face meeting.  

¶ ERP and EDI characteristics: 

ERP - Enterprise Resource Planning is a business management software that a 

company can use to store and managing data from every stage of business including 

product planning, cost and development, manufacturing, marketing and sales, 

inventory, shipping and payment etc. ERP provides an integrated real time view of 

core business processed and it able to track business resources such as cash, raw 

materials, production capacity as well as order, purchase and payroll. The application 

able to share data across the various departments such as manufacturing, purchasing, 

sales, accounting, warehouse etc. as long as they entered the data into the software. 

The collaboration works when the information flow between all business functions 

and manages connections to outside stakeholders. Organizations consider the ERP 

system as a vital organizational tool because of its capabilities to integrate varied 

organizational systems and facilitates error-free transactions and production. 

EDI ï Electronic Data Interchange is an electronic communication system that 

provide standards for exchanging data via any electronic means. By adhering to the 

same standard, two different companies even in two different countries able to 

electronically exchange documents such as purchase orders, invoices, shipping 

notices and others.  

In this research, ERP and EDI become the main tools for collaborative decision-

making between different departments in the same or different organizations since it 

able to share documentations. 
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6.2.2 The Circumplex Model of Group Task Types: Re-visited  

In Chapter 3 section 3.3.6, the researcher discussed the Group Task Types as 

discussed by McGrath (1984). Variation between the channel of communication in 

group process and outcome is dependent on or interacts with task types. Figure 6.1 

below shows the Task Types represented by each case discussed in this chapter. The 

decision to classify each case with suitable task types was based on their 

characteristics where the researcher decided which was the most accurate task type 

characteristic with types of collaborative decisions. 

 

Figure 6.2 Circumplex Model of Group Task Types: Relationship to each case 

as in this research 
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CS 4 CS 5 

CS 2, 6 

CS 3,7,8 
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Service Supply Chain  

6.3 Case Study 1 

6.3.1 Case Study Overview 

 

Case Study 1 involved two collaborative partners from the UK and Ireland. Tsunami 

is a company based in Ireland. It is a leading company in setting up and delivering 

collaboration projects throughout the EU. Tsunami specializes in R&D projects, 

company transformation, environmental sustainability and audio-visual technology. 

The University of Strathclyde, Glasgow, was involved in the research part of this 

project, including developing engagement with all of the projectôs partners. CS 1 

involved the Project Manager from Tsunami and the Project Director from the  

University of Strathclyde as the key decision-makers.  

 

Collaborative decision-making involved in CS 1 was about issues to eliminate a non-

performance partner who was not able to deliver the outcome that had been agreed in 

the contract earlier. There were several processes involved before the final decision 

was made and E-Collaboration Technology became the method of communication 

between the group members across Europe. At an earlier stage of this problem, the 

strategic group members were discussing the issue in face-to-face meetings to collect 

all the evidence and then conducted the follow-up meeting via online tools. Finally, 

after several discussions, they took the decision to stop working with the non-

performing partner, and the final decision was made via GoToMeeting. All of the 

participants in this decision process agreed that using E-Collaboration Technology 

enables them to speed up the decision-making process and had the ability to help 

them achieve the best decision. The reason was because using online tools was the 

quickest way to get them together, gave more focus and the discussion process went 

through smoothly without other people talking about other matters. Trust factors 

built up quickly after there were face-to-face meetings beforehand and a face-to-face 

meeting was able to support the final decision eventually. 
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6.3.2 Nature and Category of Decision 

 

CS 1 is a strategic level, non-routine decision and it is under Conceptual style 

decision-making and is categorized under Cognitive Conflict task types. A non-

routine decision is nonprogrammable and unique, based on the certain circumstances 

and issues that arrive and need special attention from the decision-maker. Decision-

making in CS 1 involved all members of the steering committee, participating in 

giving an opinion and feedback regarding the issue of the non-performing partner in 

the collaborative initiative.  

6.3.3 Contextual Factors 

 

With respect to level of risk, CS 1 is a high-risk type of decision where all committee 

members who participated in making the decision need to consider feedback and 

opinion from each and every team member working in the collaborative project in 

order to make sure they make the right decision. The process of making the decision 

was made through GoToMeeting as well as having a face-to-face discussion, since 

the committee members were remotely located across Europe.  

 

The level of urgency of CS 1 is a high level of urgency type of decision. This is 

because they need to find a replacement for the eliminated partner in order to ensure 

the task can be completed on time and, moreover, it also involved budget allocation 

and funding issues.  

 

Location is one of the important contextual factors in the nature of the collaborative 

project involved in CS 1. It is geographically dispersed across Europe and the team 

members are remotely located.  

 

Attitudes towards technology adoption: since the steering committee members were 

remotely located, most of the discussion involved in making the decision in CS 1 

was done through online meetings. The acceptance towards using communication 

technology to make important decisions are more open and this helps them to have a 

faster and more efficient discussion about the issue.  The Project Manager and 

Project Director agreed that using E-Collaboration Technology meant that they were 

able to expedite the decision-making process. 
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ñé I think no doubt, E-technology helped us make a faster decision because the 

nature of this project is geographically dispersed, so several people had to fly 

somewhere to have a meetingéò 

     - Project Director (Strathclyde University) 

 

ñé Definitely made a faster decision with E-Collaboration Technology; I mean 

traditional methods such as email and phone calls, I donôt think they will give the 

same level of understanding to everybody because with E-Collaboration Technology 

we are able to display documents we want to show to the partnership and everybody 

has the same level of understanding of what needs to be doneéò 

       - Project Manager (Tsunami) 

 

6.3.4 Social Factors 

 

With regard to the preferences for medium of communication, according to the 

opinion given by the Project Director and Project Manager, who became the most 

important members in the steering committee group, the preference for using E-

Collaboration Technology and face-to-face methods in making important and high-

risk decisions has its own needs. Since the nature of the project is geographically 

separated, E-Collaboration Technology has given enormous impact in making the 

process of decision-making quicker and more effective. However, the face-to-face 

method is preferable in terms of interaction of the committee members in serious 

discussions, as was pointed out by the Project Manager. 

 

ñé I think ultimately face-to-face is ideally what you want to do because in face-to-

face interactions, there is interaction with body language, there is a much better way 

to communicate with face-to-face.    

- Project Manager (Tsunami) 

 

This project started in 2009 and, under the collaborative initiative, the team members 

had met each other beforehand and they had already established a relationship. This 
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factor also contributed to the willingness and openness of using communication 

technology as a medium of communication even in the serious discussion and 

making a high-risk decision as in CS 1.  

 

ñé The steering committee meeting was in April 2011 and the project started in 

2009, so all the partners knew each other reasonably well, they met each other face-

to-face, so when we had this steering committee meeting online, it was just a matter 

of looking at fact, looking at the recommendation and making a decisionéò 

     - Project Director (Strathclyde University) 

 

In conjunction with collaborative initiatives, trust attributes are vital to ensure the 

trust development between organisations and the people inside the organisations are 

established. As in CS 1, the representatives Project Director and Project Manager 

come out with some points that helped in trust development along the process of 

making a decision. According to the Project Manager, a certain amount of knowing 

the past performance of the team member is one of the most important elements in 

building trust. 

 

ñé Well, trust is very personalized, you tend to trust somebody rather than an 

organisation. Trust is largely to do with individualé behaviour and experience with 

the person are the elements that are important to trustéò  

       - Project Manager (Tsunami) 

6.3.5 Impact of Technology 

 

With respect to the technology adoption towards efficiency of collaborative decision-

making, the usage of E-Collaboration Technology gave a Positive impact in the 

collaborative decision-making process. Technologyôs role helps the team to manage 

information and at the same time making faster decisions.  As agreed by the Project 

Manager, to achieve the result of technology adoption efficiency, in this case it still 

relates to the factors of trust where the trust background is somehow needed in order 

to develop further bonding in the collaboration. 
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ñé I think technology is helpful in making efficient collaborative decisions, but trust 

is a very important element of that because all the participants in that meeting know 

each other and have met beforehandéò   

       - Project Manager (Tsunami) 

 

The impact of technology towards effectiveness in collaborative decision-making 

was also being observed and the result is it gives a Positive impact in the decision-

making process. This condition resulted from the geographical and temporal distance 

between the main decision-makers that made them prefer to use E-Collaboration 

Technology as a medium of making a fast, yet correct decision. 

 

ñé So the decision is the right decision irrespective of what kind of technology that 

we used, but the e-meeting technology that we used allows everybody to participate 

to discuss the decision and contribute their own input into that decisionéò 

       - Project Manager (Tsunami) 

 

ñé I think we made a right decision, and I think the decision was compromised 

because of the technology. In the group discussion, people who shout the loudest, 

speak the most and who dominate the conversation can stir discussioné I think e-

meeting technology helps us to make a decision quicker; online is the quickest way to 

make it togetheréò 

     - Project Director (Strathclyde University) 

 

With regard to the impact of technology towards trust development, it gives a 

Positive impact where this result means the adoption of E-Collaboration Technology 

was able to help them make collaborative decisions. Most of the decision-makers in 

this specific decision agreed that the nature of the geographical dispersal among the 

project members is the main reason why they opted to use E-Collaboration 

Technology as a medium of communication. However, trust had been built 

beforehand in the face-to-face meeting before the project started; this condition 

supported the trust development during the process of making the decision 

electronically. 
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ñé So I think when we came to make a decision and we actually had discussed 

about the partnerôs performance in the previous face-to-face meeting, we had a 

general understanding about the issueé I think if this will be, say, one of the first 

decisions that the steering committee had to make without having met each other 

before, I think it will be difficulté I think because we know each other, we knew a 

little bit more about the project and we knew about the partnerôs past performance, 

it helps build trust among the groupéò   

       - Project Manager (Tsunami) 

 

ñé I would prefer sitting face-to-face to make a decision with a stranger, but 

because we had built trust within the team members beforehand, the decision-making 

process for this specific issue was able to be made electronically using GoToMeeting 

softwareé ò 

     - Project Director (Strathclyde University) 

 

6.3.6 Concluding remarks 

 

CS 1 can be seen as one of the success stories of using E-Collaboration Technology 

as a method of communication, specifically in making a strategic decision. The key 

decision-makers in CS 1 are mainly working in the high technology environment, 

which affects their acceptance of using E-Collaboration Technology as a 

communication method with regard to their geographical remoteness. The 

preferences of using both conventional and E-Collaboration Technology as a way of 

communication resulted from the types of specific issues on which they would like to 

decide. Knowing the partnerôs performance in other projects and knowing the 

collaborated partners beforehand were some of the important points before 

performing collaborative decision-making in CS 1. E-Collaboration Technology 

gives a Positive impact on the efficiency and effectiveness of collaborative decision-

making. E-Collaboration Technology is able to help key decision-makers in CS 1 

achieve collaborative decision-making as it gives a Positive impact in terms of trust 

development.  
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6.3.7 Key Learning Points 

 

The following table, Table 6.2, aims to highlight the key learning points from this 

case study. 

Table 6.2 Key learning points (CS 1) 

This case identifies the impact of E-Collaboration Technologies towardsé 

¶ Efficiency: Positive impact. 

The impact of E-Collaboration Technologies on the efficiency of collaborative 

decision-making in CS 1 was a Positive impact. This is because of the technologyôs 

role helps the team to manage information and at the same time making a fast decision 

since they were remotely located across Europe. 

¶ Effectiveness: Positive impact. 

The impact of E-Collaboration Technologies on effectiveness of collaborative 

decision-making in CS 1 was a Positive impact. This condition resulted from the 

geographical and temporal distance between the main decision-makers that made them 

prefer to use E-Collaboration Technologies as a medium of making fast, yet right 

decision. Adopting E-Collaboration Technologies in the decision-making process were 

the quickest and easiest way to get them to stay together and making decision 

collaboratively. If face-to-face were to arrange, it might be one or more partners will be 

missing due to other commitment and time constraints.  

¶ Trust development: Positive impact. 

E-Collaboration Technologies give Positive impact towards trust development between 

the decision-makers during the collaborative decision-making process. This is because 

of the factors that they adopted both conventional and online methods of 

communication. Besides that, they had the history of knowing other collaborated 

partners beforehand and identified the partnerôs performance before the collaborative 

initiative take place. These factors contribute to the confidence of using E-

Collaboration Technologies as their method of communication as they already 

developed the initial trust beforehand. 
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6.4 Case Study 2 

6.4.1 Case Study Overview 

Case Study 2 involved two collaborative partners from the UK and Ireland. Tsunami 

is a company based in Ireland. It is a leading company in setting up and delivering 

collaboration projects throughout the EU. Tsunami specializes in R&D projects, 

company transformation, environmental sustainability and audio-visual technology. 

The University of Strathclyde, Glasgow was involved in the research part of this 

project, including developing engagement with all of the projectôs partners. CS 2 

involved Content Project Manager II from Tsunami and Content Project Manager I 

from the University of Strathclyde as the key decision-makers and members of the   

Technology Board. 

 

The Technology Board is responsible for the contents of the portal and business 

model development and it includes most project partners across Europe. This group 

only had face-to-face meetings every three months and other communications were 

via online tools. There was collaborative decision-making in developing the content 

for the portal and one of the decision was about where the content was best placed in 

which category. The communication about this decision was mainly using E-

Collaboration Technology while most of the project members involved in this task 

were located across Europe. However, in the process of discussion and making a 

collaborative decision, issues about different languages and misinterpretation became 

the problem in the situation of having online meetings involving a large group of 

members. The participants in this group agreed that making collective decisions were 

effective using E-Collaboration Technology but it should be done in a small group of 

people. This will result in trust development among the partners on what they should 

deliver for the specific task.  

6.4.2 Nature and Category of Decision 

 

CS 2 is an operational level, routine decision and it is Behavioural style decision-

making and is categorized under Intellective task types. This decision was discussing 

about the development of the óAdaptive Capability Modelô for the portal where it 

includes the application development and to decide on where the contents were best 




