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Absiract

Purpeas — The purpass of i dudy & o exphirn the role of he inkrpensoral rleorships (IPRs) on
softmars supply chain nlegration (SECIL In particular, our sludy ireestigalis T ok of the T
dimersions of inter-personal reationships IPR} on stralegic allances, information sharing, and prooess
oo ination,

Methodologyiapprossh — Tha research emfloys an asploratonginvestgational aporcach o mulipks
cass siudies and emplrically Irrsesiigales the glecis ol IPRs in solteans suppdy chain indegealion in ey
fanland The dala wem manky colecisd theough semi-struchrsd niewvisss Wil moaragesan siaf
[k yaliniianios sanagana) om rdivan! soltmirs ppliecs (divelopen) and thar oastomans
dechraad data Trom the nlemet and company dooumantations wing s &pddad.

Finifings = We deferming that i SC1, the RiEmel sdronment facifiabes EErsore] Commn oo sdle
smullsnemesly sienalng personal afecion. and plays 8 meulal roe i pesonal credbilly, Ao
imporiacily, Feass the diransions of IPRA infueece S0 in dileren] ways, aoan thoush B allect of
IFR=s an 30 & indirecl: parscnal affackion aois as an intiaiorn, and parscnal credibdivy works &5 a “galn-
keaper” and stenglhens the conldence of interacive pariners, whils porsonad commenicadon. a
facialor, plays a mors impoiant role in SC1Fan persoral sffechion and cresibibty

Originaliyvalus — This resaarch coninfuioes oo A befer understanding of the relationahips bedwaan IFR
and SECI. Advocating the resowce eohestration fheory in SC1, the extemal resources of e Ifermel and
riamal, iact IRPs mecumces nesd o b concerded fo achievs capabibbies of IPHEE in ordier o cagfure
alfcant and alfesiras SC1 Our ghady davalopa the mdesdosl Byel recsasrch m S0 k& Tusies dapls

Manageriad Implicathors - Owe research provides managers 0 supply chan relodonshps awareness of
the mporisnce of PRe n sofwam cheins, as sl 5 the cramcenistics of PRe n orer o best uhime
Hw awaialia remsouroae I e g of e il mansosn atoukd sprrgim Al liea dnsneoes of
IPAS resdursais (1] make alkrt b culleate pecioral allscion & meoad e indlncive isclation e
Imberraat bringg=: {2} ateempl 1o sooumul e posd e persomal ored bdiy profies; (2) fooss mone on e mie
ol persorel communication and retain physical congact in e 551 proosss in spie o or eyen bocauss of,
thes Injermed

Kiywornds Imerpersonal eatonships, supply chain inlegration, softwane supply chain, casa siudy

Paper type Aessamh paper

| i b 3

Momsdays more and more products Je.g smariphones, sulomoblles. ard compulers) and services (og
biling hanking. informaton systams) am increasingly softears-tassd mlher than aedusively relant on
traddicnal pirpsical dinicis o Pumens (Frickarn, 2012) The man reason @ that the inbaned hin gremn
mecsplicnaly guickly ovar the last o decades and spread nlo naardy all amas o busifass, inchading
suppty chaim management (S0 |Lancon o 8, Z2000). The Inlens s dramasticaly nfuenced S50
by prosemding an unprescedenisd web-basad phtom e the dessiopment of relsSorstips (Graham &
Hasdaker, 200} spesding up communcation betyesn bading pafners, mpoving seracs lmvels, aod
iherely rechacEng catls (Brajue-Chsam ol &, 3015; Lancan el &, 2000 Yae, 20150 Sugply chan
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imiEgralon (=07) & reganded as an efficien and effectée approach o mproving e pedomanoe of 505
(Hua, 20123 o=t extant SC1 shudes, Foweresr, foms on physical products al the fm el 5o ecamine
vanng supply Fain relasorbepe (083} al e aeganicabons Bval, auch B busl, powar, Badecshig,
commilmel, jsios, and recprociy (Huo, 2012 Yeung ot al, J009). Ths mesaarch tandency is
undersiandatde and kqgica, given thal 550 B rominaly the imegraton Deteessn companies of suppleses
and customens. (Fyen et al, 20700 Howewer, thess fem-evel sudies lerd o overiook those critical S0
andllers @ tha indvidual-losl (Ghgor sl Holoomi, 20130, because in grachce. gmaciialena
integraton is planned, mpamenied, and conircdied By individuals themsabeas Mang & al, 209EL
LimEad ressanch has been conducied o nvestigals the ke of inlerpersomal meabonshis 1IPRs) in =00,
mepacially m softesrs supply chan integraton (SSCI1L wth the sxception of o dew sudies $al facused on
hursan fascunce management, genaml el iminieg and awannes of SCM (Fawisll sl &, 2014), and
ihe oS of SalEspeopds (Jia ol al., 2014].

Kors recandy, (Sigor and Holomb (2015 feghlighl roles aned bansfils. of peresnal relsBorstips in upee-
suppisr misracion:, and call for mors research o dewelop o deapsr undersianding of bshavioesl
complaniiag. Barnes o 8 (2015) Fave gone deaper inlo IPRE conoepluslization and saggested thal IPR
hawa tiee primary divansions, which ane personal aflecton, parsonal credibiily, and porsonal
oommanicadon. Furthes on, Wang el & (2076) hess appled IFR ooncep inge the Beld of suppdy chain
ringraten (5G9 and corcepluaized the mbbonship batesen (PAs. I0Az and S0 Folowng this
ranrsssark, thes riks of personsd kel alribubes can b apaled 1o urdarpin SC1 hrough & mediing
e onganizatioral leval relatenships. Sthough valuabie leniee has asploned the rola of tha Ingamal in
supply chain ranagement (508 (Brogue-Cdman el al.. 2015 Lanckni ot al, 2000; Yao, 2006), Fere s
sl himijest mmpirical mvidence on fow [PAE ars developed o improve 5501 wSich s dosely relalsd o e
Iiereesl, & mn-digdh stady of IPRS in B0 needy ko somiedar dilsmn chamodansles of thies drmascaaing
of IFAs affecied Dy the nleme? and Inbemal-naleied seohnokogy and applcadions. For instanca, when
personal commuricalion becomes mons and more oonyvenkenl, sloent and elecive with hand-hakd
derdices. (Megron & Hayes, 3006], the inlemet affects persomal s¥fecion immanzaly, by isobling perecnal
rrpsisal ineracion (Mahmeudi el al, 2014) Masnwtele, parsonal cadbdiy can b amly pansnod ros
tha profies of both companias and parscnal blogs publoally avalable in Sa vifual wodd {Greanbsang
2013y Bot tha posilive and regatve influenoes o parsomal cradibiiey cannct Be noned in tha ECI
process. Thaereloes, s necessany 1o siudy e spnthesisirg efeat of e Imernet on IPRS in 20

Risourcn crifmsration Feory suggest thel dmganing can snckns snd bundhs o 16 iuild
capabilties, Ten lovemde Tose capabiiies o gan on he compaflion and lo achikwe Supenor
periormanoe (Simon Bl al. 20T, Skmon of gl A0 ), insiesd of simpdy ombdining the resurces
Ingather |Ly i al., A6 merpasonal and imer-pegenizaional reiationships sre bolh resources,
Iecancsn Ihiry am valustla tam, Firmilese, aod fen-sebalittabi (Bamay, 1901], Tha Indersl car ala:
ba regardesd o & Rird of mesouwca (Oohkoy at al., 2015 Trom the perspeciise ol rescunce archasiralion
theory while the inlemet. as part ol a 4rm's resowce portioio. may nol necessarly mesl the resource-
based view crimns when acing alone Oy e al, 20081 However. only misd conlemporary 50504

Facptore locusas on Fe archaslmion and synergy of all Ihese mecune in SC1 rokead, most sludias
fociis on axamining e indapendan offecds of the ndiadual nesounsds [Brugque-Camana af al, 2015

Lamacioni el o, 2000; ¥WWu gl o, J006) Then = a need o ampdncally geplore b 50 Infemelake resources
of PRz bewesn supplems and cuslomems §o achiews a supsricor SCI1 (Lo =t al, 2018) Rescwoe
orchasiration theory sepioms breadth (across e seope of the e, s cecle (8l vanous siages of frm
maturityl, atd degth (Rerces lavabs of Iha fem| (Sirmen al al, 2011) Cur sludy manly foossss on B
dhorm i ol Gha i b desed i O nasada reh ramssaik.

This shudy mms 1o sxplom e ok of 1IPRE on S5C1 In pastcular, it focuses on e folowing beo rezaarch
(uesbond. Firslly, whad am the chaseclarabe ol IPRg in selbesrs SCIT Sacondy, Fow da Bees
dimarcns of PR infuanca SCIT This sudy contribuies o SCIenaing and practices.

Thacredizal hacaground

Saftware aupply chain inegrabon (S5C1)

B0 can Da defingd as "M akignsant Mkage and coohinedon of 0N, EIOOESSEs, NnAmaios,
Rooskdpe, and slraleges aoross the zupnly chavn hefwesy al ponts of condsc! and fwance ko Mool
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e efoioer o affecive Dows of malena), monsy, Wormalon, oo Aecedsdge M resoonse o cuskmor
nesss” (Stavens and Jobnesn, A6, g 220

Sinca SC| asplores frmdeval integraion, SC1 would invoka integration of al parners across e Supply
chaim (SlEsers and Johnson, 20165 BuE in real practics, e imegration ol e anive supply chain s
atremsly dificul and wery roes (Chlderbouss & al., 3001) More ofien. SC1 mainly ssplores nismal
irtsgrabon (Hiom e al, 2014 Wil o s, 2013) or axleenal inegration, Inlemal inlegration sl &
Thi degres b which & S can siciun s oganizaional pracioes, procedunes and Eghawions into
poaborative, syncheonized and manageabds rocosses 0 oroer 1o il ustomes requiremenis” [Zhao ot
al, 20171, p19) Exiernal misgeaion inchades imtegraton with suppler and infegratcn with customer (Fleon
al @, AN M, 20920 Howawar, compiale SC1 & reguired b achiave tha dlimate goa ol SCA e
creala mraximum vala Teough sandoas and producis provided 10 end-customers [Wisrar at al., 2016

This popuar cassifcation darfiss e scope of 53 and focuzes on improweng the pedomearscs of e
supply chaim, noludng infemal umls of 3 docal fmoand = suppliers and cuslomens (Slevens s
Jehiaan, AFE]L N emphasesss B Smgedanos of fondapbmbinng SC1ea e sadiirmscanngs’ condnag &
andimae 15 effecrs an 6o pedormoandd” (Liu af al, 20168, p18) Howavar, mong weight s placed on e
= momenls regandess ol shether fa inlegration = inlema o eetemal Lo 8 &l 20146] conduds Tal
53 roipdes dur key comporents: mimmaton nisgration,  sycheonimed plaonicg,  opamicnal
ieanliralen, and lmlegc parranbip. Prajogs and Olhagar {2017 addrass mliomasion nlegealion anal
logislics imegration whie emprasizing long-term efacts. Our siudy addeesses sinalegic alances,
Ffomaion Regralion. and procEss egralion gs res kEy S0 dimensions oomesponding o sialegc
flos, minemation oy and pocess. fow, respeciresdy (dine 2015 Zhao el sl 3001} Siralegc aliances are
chamcanzad By comeirsd Finkicg and dadsion-making (Pagell J0{H) &5 well &5 yricsronise:d placning
(Lia @t al. 2018) focusing o ong-lemn symbiodc ofec? (Prajego and Cihagar, 2093%  Infoemakion
irtegraton refers bo the shanng ol key inkemabion in the course ol supply chan processes o achave
makims Farsmizson s processicg of indcmaton vilal for supply chain decson makng (Prapgo o
Chdagar, J013], Prodess niegraion s S P axiand B wheh supply cham gamiam sirsamios aed
smodd the supply chan processas (L et al, 2016)

& =ipply dhain an be @ peoduct chain of a serslcE ofenin (Seviarkds and Momeran, 2094, Wiang et al,
20151 Howadays. mons and mors producs and serdices ans becoming softeare-bassd (Frcker. 20120
Hirwssotr, thiw is iniledd resssarch en sugply chiing v e soltwaes indusry, Uslke plysical products,
soffeore ran B Sasly oopsad, shardd, resold, oF renied (YWanioant 2000}, reprodiond and destribarked
guickly of meeglgble oosl, s poienialy aohieding fanfasSc proff margies (Cusumang 20080
Furhermors, solfwars suppliers. con provide seolushe service for iocksd customers (Fricker, 20120
Soltwinrn supply chaing facus monm on the dnec! dyadic relifomtips bitwien soppie-diemiopers
their customers (Kel and Camad, 1905]. On tha ohar fand, in companison s38 The Endilonal physcal
prochist Dasiness, moftesne business has a ealvee of a high vroeriaingy hoth jor = sofvane prodocts and
busnaes markel: shorl product bs opcles (Weng and Bollueg, 3803 in sddian fo kighly unprediciable
and fisky produd-devalopment processes (Xu and Brinkkesper, J007), TRus i arder e allain
competiive advaniages lor companas [Namnjo-Valencia of al., 2011), soffware supply ohaing must
respand guicky B dranging sredranmenls st greal Newdbiily and sensiiedly regarding the market (Basy
& Wright, 3004} Az & resull, companes are mons ks I ol a siralegy of agiiy 5o achiess S5C1
Theewlors. ecftesrs supply chains prowide & mors maaningful s=thng fo esplons 501 betwesn sobwvam
El.qil-llﬁr:u:li‘:ilﬂhvﬁ'lﬁ] Al Gaiomack in e of aleakegie alanoe, infcrmalon shaticg and process

intar-persceal relaionships |IPRs)

501 in acsrmicad prissarily i an organizalionsl kel consine (Stavens and Johraon, J016) with various
studis empiically ksing the mfuance of a mnge of iner-organizasonal ralationshio {I0R) factors, such
a5 rusl, povesr, Eadership, communication, reciproally, and commiment |Hoo, 2012; Cao el al., 20188
Hirwesser, SC1 pracices am pamred, implemenisd, and mnbolesi by rdecdusls, sspecally o with
ki Buredary- i nsing recpsnsd oblea, auch & parchiaing aFioam, spae peoghe, Gudlorsar secacn alal,
e and recipl cherks, as well as relalonship marages (Jia at al, 2014). Tra akgnmant. linkage armd
poordiralicn ol these ndkidua’s bebween suppdors ond cusiomars o8 emphasized n 501 [Sesens anid
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dohnson, 300G} highlighting the imporiancs of IPRS in SC1. Thus, 501 iz regarded a5 the slole-of-Sha-art
of this. feld (Pagedl 2004

Barras &f al [2015) propasa that IPRs hava thiee main dimensions, ramaly. parsonal affection, parsonal
reditdbty, oned porsonal oomieunication, Among them, personal sHecion. as an imermal and sefaliona
azpecl of IPRe, s a miechon of ndredusls feslngs and sertiments. &3 personal afecion s human
el iryis o0 likingzs ralkaling b dn anduring and smabonal commitsant b ol individuabs |Lis and Dawes,
2008, an ndriduals personal afiecion can a¥ect and be affecied By e parsonalty, charactar,
enosiedgs, |Festde, and Rings of e olher mdbedua) dunng 501 niepcions. S deseloping poersong
atecion. ndredusls i a business inferaciion can hess 8 mutualy empatheic undeetandng of 8
alecion ke asch oFar (Leung & &, 2008 providing the Saitklly reeded 1o hasdle changicg
dircumstances as wal & crealing a sirong e (Leung at al, 2008) Thus, personal afection can affecl Ta
affitude and bahaqior of T represenimiveg of suppiors of [USIMERS, COMSEUAndy Daing oondunve i
ths progresson of 8 mom compreherssys sralegs alissce. greater indomalon shaeng, and profound
procaes cocriration, sspecaly &t e fomatye slage of 501, Aller the formafive siage, the funclion of
irfinnal IPRS may ba gradually mplassd By mon el RS (Ekarysks ol @, 2015,

Personal oredibibty = aklso an nininsic slemend of IPR=. bE conlsirs fulhes measningiul nlormation.
Personal cresfitibty is the rust and confdence an mdesdusl can inspre in the business oyver bms. based
o @ Alrdng Esrsancs and achmvamenl moend, miparabiity, ad Beally e Businsss [Barsss el al,
201E; Wang & al, ZME). I is gredeal and ong prooess for the building-up of persoral credibiliny.
Bescaime frust can be craracker-hased ond rellabdity-based (Bossersos &F o, 0}, personal oreditdity
Ino can cormepancingly be cheescler-bessd (sg relsind o persoral Fonesshy and phéoeopig, or
rakatilly-tamed (9.9, wiling 1o paform), Therelom, & can g conlidencs 1o B counier-iariners
reprasamatives, who ana hen apen io imrsesling ima and &%ons, o proapane for 7 agnmend of siraloedies
i sodh femes, 1o share i nol yolniessing Ffomaion. and o ooondinale the lormalive processss. Ths i
becouss pemsoral credbify can genamals shong desiess 10 coninus the mbbonskip (Les, 207
Compand b tha momn subpcive peesonal a¥action, which is hand 1 pin doesn and B Besad on Baonslcs
ared fnskircts (Dianer o al., 2003}, parsonal cradibiiey B more objeciie of i B based mone on facts and
.

Perspral communcabion s the man vehcle 1o sxchange nipmabion and ideas with busness pariners, n
o L achissn Eeiianly and mulusl undecilecdicg (Pasns and Robmesn, 20000 s comganssn sith
personal affection and personal creditilty, parsonal communication has mone of thae astamal atribuee of
IFRs (diang & al. 20168%L Fersonal communicaion anfanoes the fesling fal promises and ofligaions
can e deiresred] ae soresd, thue achimsing heemeny im PR and I08s (Bing and Yoo de WVem, 1851050
Whan communicalion B mons cpen and parsnal, lhe refrais of e communicalion widld noresiss,
rasuling n enFantameni ol © inler-onganizaioral mlalonshy (Cousing af o), 2008) A3 o rasul a
highes lewpl of persorell ocommonicaion il ead o grealer ongessy of 0SS (Bames o al, 2018
becouss persons communcalion can enousgs usness pariners o uncerstand the injenlions. plans
and petantialy aven thi slraliegis of the olher Business gatnen, o shane the dght isfomasion of e
process, and 10 Taciiale T procass by reducing risks and conflics in Fa proass

Rusource orchestration theory

We now draw upon resoumcs orchesiaton theory, an sxienson of resourcs-bassd wew, o provids a
ihearslical b i ous redaands, Folrsng a rassuns-Easd vies, i waluaila, rare ifemilaida, and mon-
substitdablo assels and possessions can be regarded as s¥awgic resourcas (Bamey, 1991). Tre
hefercgenecusty dsbuied "sicky” rescurces tan "bo shuck with™ other resources ond capabibties amorg
companiss, realing compedicn (Tesce ot al., 1957) Thess resowrcas can bs langbls 8 squipmert
afpkpiin ) of inlingble (ng services, krowledge) (Liu o &, 2018) Comgansd with clher ypas of
rasodinees, IPAs — the nangiba ralationships batvaan supdliers and cusiomans af & parsonal leval — ang
dearer betauss IPRs ane mons dMcult o obtadn and ae more inmiable fan moe physcally angible
rescumces. Moreover, as a8 typs of resourcs, IPRE aes hill of dyrame, a5 they am assembied wthin
difarant liste heredna (Ralshan al &, Ak4],
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Horsssper, possassion of abundant rescurces by isel does not “indicate how esowtes can be deployed
In gererals syergishc afscis” (Lo el al. 3006 p 4] Besourcs orchasiration theory sistes fal a
iy s mEcues el b0 be sucuned and bundled 1o bild capebiibis, then be leaeged ©
achieve supancr pafomanes (Sermen «f al, 2007, Simon el al, I 1) eadhar than o B menedy
pombingd fogelher (Lo 2l al. 20180 How 10 manage e resources o make S0l use of e palendal
may b st as mpordant as which mecumes a mompany possesses |Kelchen o al, 2004} bore
imparantly, the [t o aigement of nlecdepanden| scunces should be considered (Liv wl al, J0716), For
irslanoa, tha Intamal Gnd related 1T 5 widaly regarded as o type of resooncs [Oofkos o al., 2018)
Horssper, the ntemet. a5 padd ol a s resowte portlolo. may nol mest e resounce-basod wisw
mrilEna o crealing compediive advaniage when acling alone (YW ot al., 006, becauss of 17 relafively
kxayy hweriers. b0 imelmion and anogasnon by clhers,

This woakiness can ba afecively addressed by making an anakddc larg ol ihe esowoe ororasiation
theory, & This theory 15 pariculorly ol for ndersfanding e 1R and deplegeen of rescdnces and
capatibties. such =z IPHs, I0As. the Infemal, and S0, Basad on this theory, when the infemal =
siruchred, Dundied wih oFer mecunces such ek company-based inkrealion Wchnokgy e
managemant syslems, e Nieme? can be lavaraged 10 gain compaltivness for ha compary. Bacauss
the supplker-cusiomesr bndary indesdusls Faye dual dendtes o both e personal and Sm esss e
relstionships betwean Fem am more comples when abecied by the Infermel Thus, owr shudy [oouses on
herd compacie varsge and crcheakats hiir micunes in e lrsa of amal and PR i e &5
achizve SCI &b canizaticnal ksl Mong spacifoally, following T conodpiuslizatkorm of e dimaraicna
IFR= a= persong a*ecion. porsonal credibify, and personal oomeranication (Bornes of ., 201 5|, our
shudy examnes Fow thesse thees dmensiors of 1IPRE Fovss played e role of SC1 ansblers. &= 3 g of
massurces, IPRS inchala thise dimaricns sfich are ram, ol oslsk, ard eary Tl & B omnilaled aeed
pushiditaad when amgliged n a e (Bamey, 1801 & Gan e eegandad ms reecunces ol Bslh e el
imidrekiuals. Each dimersion has BB s charackensios ond funclions in diffeet ways, Gl the s
dimersans: are shemndy reloled o saoh olher ond cannot be separafed [Bamsees of al, 2015 A= a
resull. e thres sab-resources. of IPAs can be inhamndy orchestalesd in differsn manners conirelied by
i malieanl rdraduals The rescate chifaaraion Feery o e apglsd n saficus mesans saillngs,
such o Breadih (aorcas tha scope of the e, e cpcke (ol varfous siagas of fen malunsy ), and dapth
(zn ek lerspis of the 8m) CSemmon F al., 2011]. This shuedy maiely Incuses on e domain of degth, in
lmrms. of threa dimensions gl |PHz aflscisd by the inpsmel, o aciend resourcs grehasiration heory s
chirenliz casr rasssmanch frarminmcrk |Figurs 1)

il il kl}/

. mm ] .
Figurm 1. Resaarch Framewark

Regsarch mathadology

Thitugh an sxpkorsliny cams shady, our rariech aima 1o sxplore e mole by IPRS in arabling SCI in e
Imierraat ensdronmeanl. Most prior resaarch of 203 focusas an the fmn Beel {Ghigor and Hodcomi, 2093
ared siudies diferend resources Oor insance, e rolofonships. the Inkemaly in 50 rdependondy
(Brugue-Camars s al, 20015 Lancom o al, JAHK: Wo =t 8, 26 Mehodologoaly. maost pror
rsarch in SCI appies quistittioe amnkid method, such i questoneaice sunay (g, Flyna el al,
2010 Hua, 20025 mading noa leck of m-dapth underslanding reganding the dynasis nalusa ol e

ik
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derapfoprmenl ond |PRS and ther infusncs on 501 {Eames ot al, 2015 Sigor and Holoomt, 211X Wanig
ol al., 6] Somomr, thers i3 imied ressarch on ths syntheseed mfluence of res dmersons of IPRs
it S alsciad by B Inkerrsl, T addeean thata rssan gaps in e ol reasaanc Depe: aced mads,
wa employed an asplonaton quallaive tase study appeoach (Eisenhandt, 1989} in ordaer 1o davalop an in-
depth undersiarding of the concened gleai ol the thres dimensons of IFAS and the Ingemal in 50 by
oimanving aclual prachces [Voss et &l 20027 The indepth cass shydes sxpiom the Inkages. belwsen
PR changed by the inlamet and SC1n mal-woid sallvam supply chairs

Coge spkactiom

Coase srlechon s a8 cribcal s2ue for o case-based study, Az tes study fecuses on thes role of 1IPRe in S0
if aflwirn chang allscksd by (he Inlemed ansisgmmant. wh Bakcid e cioa cospaniag ol salwam
devalopers and focused on fair supply chains One is Tha supply chain of a casa company namaed NIE,
ponsisling of NIE [a Redng ool sofwang desalopar in Mew Zoofand and based in Wallingion] and s
formgn supplier. UESK {a I.:E-hum world lading softees ard pltform peovidern. KIS proeides business
and goeenmen| chents with web-bared solubons and sevvoee such 3 fnancal and dient relabonshp
managemant cuslos softeirs dewslapmant and slems nlecrations wab and dgital slalegy, B is a
kading soffware devaioper and sanica prosides in Susinalasian, ampkoying 380 peophs in My Zoalaned,
dimiralls, and Morh Ameica. 1L con BE 8 represemiatye of loge softesne company. MES siarked oo
colfaborate with LIS a5 supply chan pariner in 2001, and s supply chain seafeqy focusas more on

spiber nbigralion.

Arither Orar B ARE supply chain, oonsisticg ol SKE (an Sackland-based sofsare deseloper) and (s
mustomers, AKS fomuess on proicing s customerns with [T salulones and serdces nths funclicnal ama of
hursan reciinarcn managamanl (HEM) 1 has B ST only aeed an Ba regandid ag g amall and el
Rriarpdi s (EME], just e 07% of businass in Bew Dealand (Joyoa, I014). AKE sinses for colaboraion
wih s cusiomers, s0 AKE dhain fooises more on cusiomar inlegeaion. 8o MIS and AKE supply chains
arm smbedding © the Inlemet emvironmaent al their operabions and processing, nodudng sobware
prochazt direalopeanl, sereice delery, Galitass rainineeos and Slock keepng, hive been saicly
conduckad of irsolvad in the Ineral envmnmant. Thea fwo companiks have owr Tee years sucossalul
intogration axposune with thaeir suppliens of Cusinmens.

Data cellaclion

Fagairch ircalrumsnts in e sloedy chade [Bea-lo-ce oo Shagss s daund infarares lasling BI-
00 minues per intendea and anchival data from the Inerral and ompany documents. The mulipk
souroes of evidercs shongthened the analyss oy allowing angulation on imporiant Bsues 1o cross.
verify inzighle snd findings Y, 2060 Pelkdwnrk of e resasech spanned for sbout eght months. from
Agril b Dicambar 20183 To conduct thi nlerviews, wi usnd & thne-penl intsrdew protocal [Agpands 1)
(1) compary and IPARS peopla peofk (2) SC1 in @ Imered; [3) Aok of PRS in SCI o e Inigmet
During e niErdess e provided nisrskesees a 1Bl of free main aspects of 20 ond nne roles and
acttviies ol PR= n SC1 in B Inlemel areronment, demsn from Bersture revies. and asked them o
discins dih sapec! s role bom thar aapecancs, knowisdoe and understanding, Wi atso saked them
o kel aEpecls o rokls not Bsled. Each nlendes slaned with & Deal indnoduction abaut the esaarch
purposs. Then e niorvicwoes were asked about their company background, main business, and their
sralegs supple-cusiomer redadomshps 0 jerrs of shalegic alkancs. nfomason shanng, and process
oomralcn. In regasd o eeireciyal chemcls rEialonzhps, 5 respordents wemm aekedl fosy and ety
periins allechon, periosal oredibilly, and garsosal somsuncation &fed the ogeacialcng lreal
relationaip Tecions during difanan Siages of har mialionshiss. Tha inlerviess ol aplored tha atfiede
ared opdriores F IPRs shoubd 2 enoouraged o mol WWe apply mlipke respondends for gach @mse oo
aranca vakdiy (Yino 20K and reliabiley of the collecled dots (Voss el ol , 3002} We popossty selecied
g, micdbe, and opanilione bwel slall such ae manegicg diecions, ot mansgem, markeling
Mmanagers, and saks mpresantatises. Thus we amuired @ range of hiarachical leveks and grealer dapth
and muliple perspecives: the lop management hass mons comprehenshe Wespoints about e role of
IPAR in SCI1 whilke the moddie levsl managens Fave mors diesclly inlsracton scpenence and shils with
pupply chais melwark patcara, The ifersmes were aeSocmonded wih the priod pamesien of
intandosess and subsequandy ranscritad. Urdoar arawers were clanfed and supplamanied through
grrealis of follos: up [Eephore c@is. The dea® repons eore eviewed by e ressarchers., We sakdaied e

ik
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resaslis by pedorming lBss o valdiy and redabdiy. In iEms of consinuct vakdily, = apnly The molipke
mymes o medencs (rienaseas, aechresl dota). mubpe-leesl nisraersses o compement sach other,
Interreal validity has Bsan enhanced accarding 1o the felowing segoestions (Merriam, 1988) (1)
iianguialing 1o confirm tha emarging fndings; [2) dscussing tha fndngs wih research peers; (3}
girangng and communcating wih PlerdEsses on ihe dala and inlespeetaticns. and 4 relining
theorelical onentaton with our study,. Mearwhie, companng acmes the o cass sudes Incresses e
anlamal walEfity 1o aeaming Fee cosmarsbliss ard difaranoe. Rababiiy @ b applicaila o geablaive
resaarch (Mamam, 1998 a5 ee oonoein morm on e nesults’ consisiancy with the dala colkctiad (e
lEndEs noles, eoordirdg, rarscrpis, and niessey quesionsi

Tha rrmasures ussnd e prcorng sabiily and saiabiity ol e merans thmushion e G saly am
ssmmaiized in Tabla 1 (Sibbert af Gl 2008, Yin, 2003)

e THIE Cisean Aboaty Lacdicn

i bkl critavia

Apphying muliphs sounces of avidencs o rangulsts dala (9.9, lce-lo-lece andin
Sy indandires, imFormalicon from tha intamet, comparsd docsmiants] [Becion 3.3}

Corsiruc] sakdly Esiabiishing chain of vidence (e, the niErdes doals, ndicalon ol data
collecion pmumsiancas and cdarficaion of dala anahae approach (Sechion 3.2,
and Sedicn 4 3)
Thaa dealt raon was riteeiwed by thrae mesaathars (Secdion 3.2
Tha saka sludy mich guitked by B clar massanch lramesed (Figum 1)

Imerral wniidity  Appdying patiern matching logic 1o compana the emgrically idanifed pabenrs with
the predicalesd pofems (Seclion £.5)
Ralinale for the case sekeolon C5eckon 3.1

External wakdty Cwuimis of the case shudy contest (Sechion 4.1]
Tha s #ludhy wi guickd by mssuncs ehiasieaion sy |Secion F 3}
Tha nisnasws wers gudsd by a semestucusd protocol (appendes 1)

Rukasbly Wa devaloped a e dudy detabasa, inchalivg Slanses FanEsnpia, roke, Fa
Inierreet efcrmadon, and Som et Socurra s | Seaoion 2.2}
Tab:ke 1. Vakhly and relabdiy et

Analysis s discusaion
Case desoription

Sinca ssiablishng m Welinglon in 201, NS Fas besn relyving bagsdy on b5 suppler. USS, and has
idiraalky nisgrasd with LS o dewvaicp, deribule web-baisd echhckagien and soltwan prshects, 1T
soluliors, and associated consuling services. MBS also works on proects from USM. B has been
regarded as "Cokd” mamber of USKE Fainer Hetsork. HIS Ras Been omong e longoot and Brgest
dedicaled prossders of Morosob-tased soluSors n the soufrem hemizphers and s WMioosot-relaied
pelivity scenunting for arcund S0% of s reveeun, AKS, & hpical SME in the IT indusiry, his dirmioped a
rangs of innavalise wokdorcn managament Syslams since 00, saning the Mew Tealand ard Acsiealian
marEn. bz 3 soffwern dessoper. AKS spechlzes n poedding solulons lor ime and aSendanos,
ompbopss ard feam scheduing. and payroll needs, as wel as mobie solubons. AKS specalzes n
chinadinng-basid lrma and allandanis dals sanegamenl apsamd and agscaliceg in Fe Bukinsss ama with
kading edge of lechnology inovation. it empioyed cnly B people bul tharks o Fe Successiul
acheement of imegralion sith s ousiomens: and oestomes's nework. AKS has atiracied more han 100
musiomers in Ausicalts and Mewr 7esland),

Case anabyais
All T inlerviewaes quickly grasoed the oncepis in oo essanch Yamaeork, such as IPRs, and EC1, at

l=ast in termes ol pracibioner pompeetansior The Py cases wil noay be explored In an atlempd b el up a
ronaphol modsl,

Tha Inlerned, IPRs. and S5CI
Bodh MIE and AKE are sebedded in e inlemet sradronment 3 prosdde softesne products and sendos.
HI% was ipcaled n the scuthem Femepham whils LIS was located in e northern bemisphens wit 19
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hours' ime diferences between Fam. AKS and s oustomers dossnl hase 50 much spatisl and femporal
dscreparcy bt SKS needs 1o colaborals with s Bns of cuslomens m AusTalasian ama s e inkemet
ralhir than kaditons prrsical and inksmmaton Sow cinologng and approachis Fal make S0 possbb.
From incaplion, KIS convibues tha inlegragion achisseman o siratgic alianos and through joint acions

“Pem work closedy walt USM - bofh locally and ginbaty — on de lalest lechocioqnes. offen well balore
Mss sre urivadad i U wadhar wodkd " [NIS)

“One $hing aboid @il had Mamelned CONELEnT Cwer 00 (W9 (0 DDGTEN0GE’ O LUIMAIAGTTE] COTTITMaDT A2
LS. Technodogy map e ovodved rochoaby over the poars, Gl cur oome LEEA andsons Save noy
i el nogl

Tha ganasshis Batssan MIS and LUSM @ 50 aucchsaiul thal

“LLUEM oparales, a fal af Me prodecis Mal an dang oovaloped, dhal wa fake dham deenian”, W
omoboddy ke oone abocf wheds comisg o of S & Me o v paars mao USW Mow Zooknd
one=g.. "

A5 has smlsr sxpenencs:
“Wilo work wil oo CLSFETS 0 undevsiand (i iedl raeds.. fhan we daseye Me dghl solions for Moo, ™

in terme of irlormalon sharng and infegration of procass. the Inlernet works as a Amely and sfecive
eciivaler, To achios intagralcn with LEM, NIS manisns high sandands of infemation sharng! ety
and process coondinalion with LIER. 8 coult’ &g informsation confrol confnandol®y, koeed & Soh ke o
Mings. Sovause wi Save vy hedvy noe disclosore sgreomenis with Mososo¥ HO Boh case
companies of softesrs chain dewmbopessuppiers tansfe srd sechange mal tma miemation &
kriadgs 1o i cuslomens, mach as compiry dalh, sraegic plie, updaled mgunemests, quision
and answe's, and sohtions by using oning communication appicalions (o.g. amails, Skyoe, video
ponirenes].

In Bol case, the focl companies fave been greally Banallied fom the madem infarmalion e
oommun icaion echnologies ICT) i achiave SO with ther supply chain painears. Horsessr, our ampinical
dafa suggesls thal IPFAS Fave plagssd avan mone significant ok o erabk achisssman of 301 Thane ang
al less] el reasans. Ong = thal IPEs bulk up in 15 supply chains by ihe Mol companies herss faobiated
their access bo the blest lschnology and pace Ingether wih softwam partrems [whic® il be seplaired n
4.3 3 Tha athar reasen @ e side alfects of B inkerssl and ICT on IPRE Fed axamle, slifoggh smaks
improve commuritalion aficency, all he panicipants ol inbanderes infioaied Fal amalls ane oo fama®
ared “roo frosty” and that ose relance on amal oould affect her “Sandships” compared @ radiong
Isinphons calis. The grine chaliing makes mare onvenenl “sommuacalion st sics sed avpressicn’
b “AF gt wanil T o s Dt pour sy e Fusirabed s May am far sy, Aes, "W il
makas yoor persons and heaness MivTnaton avatable, 50, & il be Qood F pou heve good’ reputaiion,
good gRpenenng, surcessill cEsos, ofF pouTsE, Gihovass, K Moy maks WOt GISS worss "

IP#s and 85CI1

Eoih s shadies affribute their SCI sucoess 1o hair peophs, especially PR HIE addmssaes °.. ihae
pEEona connicicn of owr dyechons o S fas Soan M man basis of the mfalionship” =, & sindesg
cif relairasy small Mrcuph @ perscna! assocaicn il cur dveclor [of Srafegy and noaadoa)l. s’ over
fvrre ¥ awpandsd’ o be » fnvpe sofware usvess © The dimcior is recognced inlemationalty as 3 leader
ie hid feas of wal chndkgy, Aol hi mok i 1 grenada g link Bsbwaer LIS and 8IS, WIS heo dersalogeed
and maintaned good IPRS with UER not only &1 % 10D managamenl but also af the e Rsels. “e've
now gof Mo pecpds on e oeoend o theee 1 the U5, ehaveas i the pas! we wang gong the worg oy
of Maw Fapland ° Ty working clossly wath U5 pevsonast o o dady Sass, we siay coneeclen™. The man
PRGN i K Mk e e e Bringng this mel up-lo-dats in thicking of USM. & global mrkel keade®
and 1o gel The cadest poasitlo access 1o new Rchnolodies”, Biss 10 "awdd the echnicsd and firancial
risks az=ocaled wih depEending on a hol iodey, gone [Dmoroy iechnsdogy [HIE ofiolsl websiel = . the
guye &haf mm that pan of e bunsess. they say 15 nol 5o much dong meok for LS, s dong sock for
alnd fan boamessas wikhn LIS aod a koff ol ¥ iz deiid’ 00 parsorml dedalionefipss Sor seatmle, now wa
a9 M meyaddy af e by nond damorarsbioss al Mar Mo cosfanances ... the oias thal wa'vo oong
work for cher e peans.” Becouss ol the good IPRs bul on numercus yvears ol trust and mutual
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pooperation, the relgiorship Cebssen MES sth USK Nz mone than jus] a nice-io-have credential™
Furthermore, HIS ssdends the unigus phioesphy lo other sppply chain parmens. for sampe, e
Inmarags m Auslraba; “hy dleeeng parsinnsl connechal, wi ESap yeo conneded”, A b sl BIS dalai
that *jour) cuie is based of our paopia’ they am the ko fo our Dusineas. W amgpioy peoio who ane
gomines, homes, sanously commiTed io wh Moy 4o and, aboee a6, imankea.”

Thi AKS s absa provides & caee demarabalion for the imgodancs of IPRa in inlegration with
pustomers. BKS has naihar ha tisra nor budget 5 invast imo markedng. ° .o we hewo i§ our parsona)
connectons wilth pofandal cusioemars. AR ooy cuman! cusiomeys are indadooed’ Gy oo Inands. or fonds'
fnsads ¥ 15 vans comymon and dmnockan foe s bo ceveine oue marked m My Faaland 25 8 050 v small
coumby and dr cotlors s 0 AdYe special ® The |PHE were criical for 8355 o dersslop il businaes, especally
if e il slages, © AR Me asiaddahed pacaoniad redalnoghng, our cukkiers Same 89 Aoy our
Aroducls aed' Senvcas ke ihe hogioving. Than, wia fan favl @ ofanda fo aam Mo coskomers’ Ame and
alisnoance spshem: A mas! o Mer SpEams ag Mme-ocnsumng and Abompg-iansive " AKS drseiops
new cusiomans Frough personal connecions; then gans an apprecibion of uslomers’ requirsTents
thegugh inksrsalon sfanng beficr olfansg & cuslomissd salulon, Bading 0 the daltery o Lkl
products ored assoscEaled seniia coordinalion “aocdvding i 0Ra-Sef COMoEny mses”. Throwgh parscnal
ponnechon ard network, AKS undersiand customers’ stuaton ond real nesds, Fen convinoes cushomens.
In colatorate fo design customized solubons, Becagss sach usiomer fas s cen requirsTents. wih
difarant hackgeucad, parmenal relabenships Becoma necassary and complsantacy durnicg complas aead
sansitve dala o infomaton exchanga protass. DuSIOMers can save data in AKE doud-hased dalabase
Io srswe nlormation securty. Also, ushomens can retriewe their dala Pom anywhene al ary me via e
imerrel. &= & resul, SRS procuct ard sereics has changed e cusiomer's managemenl approsch and
iyl P gsaal alicecsy, AKS hai albacded cver 10H) cuplimers pens Austrsla and Maw Jaslansi

Thes were alsn some inferesting diferenoes balssen (he o cases. Whilke IS Fas commibied s efors
I ireesl m IPRe Froughout e wtols pommes of suppler nilsgreafion. the AXS cass sugpesis Fal e
ik of IPRE ik mem impedant n the mikal slege of SCIL A e the argoing mlaiaesbig, a0 sceculive of
AME staled that “our prodacts nd’ Sendca waill o the b “OF cousa, we wi kaad 8 mguler paraonal
foueh with #am A widarstand CUSTAMETS' Now MYUVBHAs. o &0 sofva the prabams foo iTAner sysioam

anRCElnn .

Firnfiraga frars tha WIS and AKS i alaa auggasd thinl differenl dimaniions of IFRE i difaant ralas
in facililading ECL In e of stratagic alianoa, the ol ol personal aflecion & mporiant, because Lol
of costomers siwd from Asiking and pocd feohng. aspaoiofy for smal companes. ™ As for inlormation
ehanng perecnal aflscion seems fo fal shoit "Pareonal afiscion i aof pgniicas, bul ¥ censn) makes
i Mg e coicosaiion sl wiial oSrrmbon wl de dhaed aaar.” [NIS] GRS dsagieasd mih Fa
reke of personal affedion in information shafng and simply Sad “Wo©. Parsoral affection works a btk
befer on EooEss coordinalion as "oocess CoorIVAHC inDNEs move cngoing parsona! ierachion, " (RIS )
Tmmsrmmmﬂmmluh:nnm'mwdwmmflnrm'l:ll-l:lmh:rnnl:l:l'h
HE 1

Personal credbiiy 'was sesn more imgortant than personal abection segarcing o nformation sharing.
Firdings fom the o cases companies ako demonstated mporiance of personal communcation,
Comparsd with pamonal affechion and pascnal credbify, personal commuricalon is the mors exdemal
atrbule. Parscnal communazalion is B man appoech 10 sacfangs the opintion aed ahare e
informadon o dimddly inkeract with busirgss aines In this way, peesonal Communcation an hale n
undersianding the imeniion, plan ond o8 simaiegy of he Dusiness: parirars, i obiaining the nght
irfommation of the prooaes, and m iscliaing fe 501 process by recducing neks and salving confics

Evidanca from our Cass inmersaws sujasts that communicalions ane mon afident and convenian! with
the help ol seEb-based communicalion o= such as Ekyps meslngs: and emal 0 the Imbermet
araronment G the ofter kand. cur infermants emphasiced tal Fadtionsl face-o-face onlacls st
wivka o afactivg acd et prafamed ioguile 305 GO,
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Table T guoles e infuence of persoral atechon, personal credbdiy, and persanal communicalion on
graleges alisrce imformaton shanng. and process oomdinaton,

Strategic alliances. rdnrmakicm degraticn Process integragicn

cradibslivy

e typically collabonaie bafer with “Persomal  affeckon s nol ‘proocsss  coordina@on

pariEs W have some [king of. " (650 signficam., E & corlainky mples mons ongoing
Ve hmie sharsd many poeona makes e Feving the peesonal nleachion”

aparmncak and in doing 8o have disosmion  aBoul  what (NIS),
mached @ bater mulual underslanding imlonmalion will be shared Gusl  kind @ of
of each other, We am now developing easior.” [NIS). gatekeepor [AKS]
owr ideas dor the benefls of both “Ho® (AKS)

sk ” {MIS)

We as prousd of and sland by our Clowd  escepboral  echrical Tour]  expers ans
mptalion, We amploy soma ol e communily laeders shan thar islemikonally
preatast Microsoll aepans around ™ “Our kigh  oualty, mal wodd oognised  Tor  our
paporience reduces e risk o pou ord expertise i offine and onlne inowledge and
helps increazs the mlumn on your fechnicel communibes arcund esperience in
Wachrckagy mvasimant”. Wi am nal Be e world™, “more informaton disignicg,  crailing,
chaopast buf they (UEM] must Think w4l ba Formcoming T A parnes implemanting ared
they gel good walue for money, and we I Seen as oreditle  and supporing  Microsolt
procuce qualty . We'ss never kst them capable for 8 kng-lem besed scalubons.”

derem,” [MIS) relabenshg” (MIS) “We it ekl el
Dafnitaly wa lke 10 00 bhusiness with i rola of personal credibilly work with peopde wa
someone who we beleve are oreditie”. IS limbed - nlomation shanng find parsoraly

Toond parsonal creditibly, means, e 5 somalhing we agme cesdinle k0 find
auably of Fusteertty; ko acimplhs, § you Bateesn padae — wa sakiom sohiors and sujipler
alwarys keap pour promie, | wil Yusl associate of think abowt an -cusiomar [ ORiES
you, Tan | woukd ke b decuss T individual's personal crediblily coondicalion s an

usnees © in amangng or faciiabng ssample of nesding o
“For keng mm  reabonship, e inkematicon shasng®. [AKS) wirk fogeier 4o find
jersnnal  cadiblly B tha maosl pchutisrs”
mporiand.” (&KS)
Sralage alianoes: nebds o b ked, and Simpec ol peersnral 1 hEpticl Mo & more
o lesd that regquiarny communitalon on nformaion e od s
P lm{mmm are shanng ss=m= sven moes riegraton of procese
Ppp—— rezica iy MG agnifisant fwmian bwis uariae”
‘prscnal CTen will

aliom

sirengiran ha relationship and kkely
eyl noa mutualy mpemeed outcome.”

[ARS]
Tabls 2. Ubenresi sgriicancs ol PR n 500
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Figura 2 shows ¥ obssmvad infusncs lavel of IFRES in 5C1

Suppl shsin inmpraies

Emige Ridrass M=
ll..l—.-'ul-.di—luit—

b || e .u...g.
Figena 2. Ohsansad inflanca of IFRS on B0

Rresmarch penpassibnsn

Tha anslysie indilns i) IPAR can nlano solleno mipply chien ragmaken (S50, afhoough ik
inflaanng on EC1 & morn lkely 10 be indined ecauss IFRS el saark thoegh nleeorgaedzaion s
relatiorsips (Wang ol a., 206 In sofwarne Indusiry, seery business ousiomos nssds 3 ungus sofware
sohuion becauss ol dfferences @ production procsfum, organcsbional srociore, and slso avaibable
Irockginl {Frivkoir, 20021, Thus, soltwers divalopnis or supgien sadd tead 1o gronade leke-saide sania
e It bochngd cusloisers. Oue dala gl migmasl That thies Ersnaacs of IPRa sl infuesss S5C)
diffasardy in tha dyadic imagration betwaan ha dnect supplandoaioper and cushomen rellionships (Kai
aned Camme, 1985,

S501 shark Mreat dlralags allances o Evei-up kg, dessmsn-nkng, sl syadronieed placniog
bartvain A Supplar and s cielomar (L o al, 2016, Faped], 20045 i offars Tast and Meodhbs maans of
achieving markst access. stabks eoonomies, and compoienos development (Larsson ot al. 15498) and
caplres cross-busress synemges 0 secure compatine advanisge Frough coltsborabon (Marssmhban
andd Mur, 2051 Hiwver, i long-tann collabonlion slalecic alancas bebwian (he suppber aed
cusmomer Prajops ond OFage, 3112 et fom e istamchons of relevam indvidoals. Prrscno
aftecion. e imangbds subiecihe resoums, oo afledl the ndkadus’s” silingness and atbbale (Leung =l
o, M) of whether o not o slor e interaction: aHer saleciing and confaciing a p-mm:ulla-l.lnirln-u-
padier' s apreacialien. Moreover, peracal aflicton can prosads e Dbty 4 nenags

mariai condlions and creae sbiong Se balesen parsonnel of Ta supply chan pariear (Leung al al,

2003 This feshily iz ghty imporont o managhss] sofware cupply chan ocisles. Becaase ol kigh
unpredfictotle snd sishy process ms well as shori e opcle ofackvare producisystem development (fieng
and Meliem. AH3: Xu and Brckkemper 2007 sofware sopply chan mhegraion asc has high
urenilanly, whidh intreais e uncaitnty ol subpdin pescni allechen, Thes, solaes aopel cian
mual feEpota quickly with graal Baeibilly o odapl 1o e changing market [Ren Basw and Wirkghi, 2008
Becames ol i i enduring ond Feolons omerdimen] e ofhers (lee gl Dawes, 3000 perscnnd
atbeszton, the mvsitle oman feslings or Bkings. can o) e wiingness and aftkede fo dathar milkence
irfeimaton shaticeg bavel srbnls, fregueccy, amnd Biicy, A wall & the noefsdss el amd
aichange, softearn peodudt dovalopmen!, delmery, and cervicts dwing Ta poOomss niegration
Themiore. based on e aboss discussion, we proposo thal in the solteare supply chain:

Mla Persione a¥ection flusnias SCI1as at inibalie

Personal oresifd by pefars 0 A poreon's qualiy o be rusied e business (Bomes gl al. 2040) H can
ba inbnsicly characier-hased crecdibilty or relabdiby-boased coecibty, comespond g 10 tha clesstication
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ol characier-based rust or reliabd By-based drusl (Bowersod 2l al, 2010). Becaise sofsan producis ane
Ischnclogy-miansrs and knowiadge-based (Lytras & de Pablos. 20115 only supples wih professonal
and il wapeis can divalkop e reguisits producd snd servics systeme. As i reull, pelibiliy-tosed
parsona credibiliy is he lundamental reguiremant n srategee alianoe, nfemadon sharing, ard process
miEgration. Furitamore, s highly unpred clabde and nsky 1o dessiop sofsam products or sysiems na
hgh competires macket (Xu and Bnckkempar, 20075 and i resds longlemm mvestiment and %ok
Thisssbors, withcul naliatility-based persoral cradibiity, e repnssenlalivis of busisses. parkean would b
difficiilt to dessedop trusl and confdance durirg e 301 procass (Lued, 2007 That & ihe raasen our b
softears chain memters convinoe ousiomerns o are corsenced by suppliers by showing their successiul
maparences Thos, pereonal credbiiy inflesnces S01e o two ways: good histoncal credibiity resources
it iR rddlny dan cpas e desr ke Tuiher istaractiors, eivke imlanior crasilibly msGunssa can inshasd
hindesr SCI. Therefon, wa propias hal in e soflfears supply chain:

B b Perzonal credibiily nivencas 58 as a gatekeaper

Bscass supphar-cetome bondery ndiidunk Fove dual danliiss @ Bolh parsoral and m ey,
apen and frequent personal commenicaion can lead 1o lamiiaty, muial undersianding (Pearca and
Ronson, 2000, and hamany (Bing and van de S, 19590 bebesen individus’=s 25 well as supply chain
pariners. The dusl dengtes of ndedusls can maks the teo kel elabionships o imeract with sach othar,
lEmding & greales Bogesdy of inecorganicatonsl mblenshigs |Bares & oal, 2015 Passcos
CoMTUnicadan, as a ol resourss, an @wchange imomalion resourcas bebwoen supphers and
usomers during nipgration process (Pearce ond Robinson, 20000, Since softeare supply cham
ringrabon is uncedaken moa highly rsky. compstibes. and cosy smeromment (Fon Basu and Wight
2006 My oand Bankkamper, JHIT), peraoral cosmunicalisn can  impiove siralege sliasces by
iveestigating indusiry rends, understanding of dewsloping simiegy, seecing managemant niwmaton
gystem. producton and marketing plan. In s of inkoemation Inegration, personal commuricalion can
mcangs suppier s capabobly. cusiomer’s requirements,. and softwam solutones procesting RBegarding
I piodass inegralisn, pemssnal cemsuncEion an Inck e prooess, dikiuss guastiors, aduel
devnioping schedulis, and solve problams. Inler-organizational communicalion can oMo Sirakgic
oolaboration Batsadan fms (Padra) & al, 2008} Compsaned saih formal blresaornde, oompias, [ima-
ponsumng, and working dme-condned organizadonal communkcalon (hshora®, 2006, Desrer of al,
2058, perzonal communicabion can ke more sficient aod sfeche jo faciiale SC1 becayss R i3 more
Masbb, dhract, and dmpla wathcad sl ma-cenined, Thus wa proposs o eolleam augely chan;

Ao, Persoral commurdcalion influences =01 as a tacliolor

Cur ¢k arakpss ndicatas hat e ok of IPRS in S0 hes Baan allecied in e inlamed arranmand.
Personal afkeciicn & regarded as &n impotant par ol socsal e (Marikas ard ik, 19240 ard closaly
relaied (o the personal imkerscions (Yaquers ond Koo, 20080 The Inemal, howveser, has acdended
rifommasoral and interacise capabifies, and ssrved as furcional aberralies In the face-o-face
Flamdieng (Prgackanss and Rubn, 2000, Sus e Intemal bag enliBgled 1o the incmakicg
minparsanad BolElnn Hamplon & al, 2011) which aflecis ihe manienants ol personal aifection.
Persoral affection accompanying with physcal confact becomes lusury when individuals o alkenakesd
from sach other |[Hamplon = al, 2001 | when they rety on #5 Inlsnet and mialed Fandssi appications o
achieve sHlicent ard sfecihm communication (Wanl el &, 2015 Mesnehils, the infemal prowdes
atcund pansonal profle informalion indhuding personsl Backgeound, goslion, resporsibiitie, snd athr
histcrical aspanenod and aohicvamanis ard ha reliked souoe cradibdity in the companies (Park & al,
201431 Beauss the personal prolie Rfomaion @an be set-geckossd or deciosed in the Indemel by e
ompanies o supply cham notwork pariners (Beg cuslomaens] or sven people Femsshes, e
aassssarment ol ful gersosal cradiblily miy ke longar larm (Greecberg o sl 2013) Futherson, B
disciosad parsonal credibdiy in the Inbemed can be Both benalicial and fsky: B a Qiven entity's naputaion
b5 Tourd o be gsoeienl, & ot relaforshp s more Kty 0 be loemeed tham i1 that enlify's reputation s
found o ba lacking, Oin the cther hard, 5 Indermet has proeded res digital commuoricaten fools such as
areil, audo, snd vicko eelteirs applcalon m o cospulers arl asaiphonas o il e pardnal
CodTifTas icaian mons STeanik and efactsnl (OWam of al, 20150
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Therskore. we proposa Fal in the software supply chain
Pda. The Inksrmet has & negattes milpence on perzonal a¥ecton in SCI
it Tha inlamet incraaias hi wsbiliy of peesonsl cradiity n 501
P2z The Inlermiet hias o posibyse nfluenos on parsonal commanicatan in SC1.

Thaoretical and practcal implcations

This rassanch conlritntes b Hatkes in teo ways. Firsl, prioe nassanch of supply chiin nlageasian saicly
focisas on Tim level relationafip in lerma of simdegic aliamos, informakion mlegraton, and process
miEgraion. resuing n oo eprloak ol 200 srablers al the indvidial kel relalionships (Segor and
Holcomb, 38100 and applcation-cnented ressarch s ram, In addidon. goor SC1 mesamch has manly
armphaticed Fe popular pRical supply chans, resullng in radedeeila allenion b soBwvam dupply
charg [Hua, 20131 Frdings ko o sudy coniibule 1 the 301 liecalure By axlanding 501 o
physical supply chaing 1o softmare supply chains and nvessgating tha mecharism of ndasdual lewed
relaionsfips in SC1 Becauss sobware chans docus more on the drect dvads supplier (developer) ard
ecked musiome: Inkages |Fricker. 20125 e indsvidusl el miationships ply mors signifcant roles n
e of glralegic aland, inkrmsalen ahanng and prosaes cosnfinalion, Also, cul Sludy cormdpaied Fa
diffemnt rokes of thres dimensens of Pdedual Bvals elbonaaes, whch complamsnls s mole of
softesrs producl ord sergios in S0 CFicker. 20120

Sacorudly, Wik shady appiks masouncs oresration theory e SO amiuss i despar indtaadual il
Mos! rassanchars apply rsouron-hased wiew o shady “what resouces” a e can wse ralher Than Tos”
Io depdoyed oenilabds resowrTes o genermls syrengisin sfects (Uu e al, 2015). Cur shudy geplores e
characanshcs of indwidual s reladorshp rescurces and the inbemel escums smbsdded o sobyvam
pupply chara. Wa find Fal parssnal a¥fecion, gscsoral credifbilly, and pesscnidl cosmusilnn am
inharanty relanad 1o each other, bul tan be orohesratod paposey. In addiion, the Inlemet resounce also
atecis persona gleciion. credbidiy, and ommuncadon in dieend wavs. Therefore, ol hess ressrces
can be stnechurest, bundied. and kreeraged (Sirmon el al, 200F: Semon el al . 301) 1o achiess supsnor
parkrsmni i S501, Our sludy, Bk, coninfadas e s onFaeralion ey n S0 6 degth,

Cur resaarch ako providas guidaknes for managars in sobwan supgly chairs 10 devise and apply inler-
persanal relationshigs practicss 0 Impross S5 with cusiomers onland supgliers. i particular, s suggest
managers senoushy owars the sigrifcance and chamaclersbics of IPRE in softesrs chaing rather than rely

o pchearced Rchnekegy ard sollwaee piriducts cnky, In this Istamal limag Sanegan should undecslacd
the imeracions and orohesration of &l available resounces then 1o make ful of Fesowoes. Managers
nessd B proddde regular iralning 0 ol dechmadogy arad Il oenoe of mesy imiormalion and communicaion
Inchnology on people. biom abention, affone ard Hme shogld bes nyvested indo deyveloping s nuriurnieg
Ihissi ralalionshiges, Foous ahould B pleced on indivichabi that snabia hese milslionshigs, beondary
spanners, ratrar than simply focusing on agoregale organcational level rdadorships Also, managers
should sncourage mone preskcal contact rather than cnling cortact only with supplers or ousiomor, fence;
wn con cullisie perecnal a¥ecion o menid the ischbion efect from the Inlernet Becayss ol e
pasksnper b of persaral cradiblity, sanigan shoud puiposely sakec St with good chanacker-tadsd
parsona credibilty, aleo train sia¥ o mprove heir rebabify-Dased parsonal oreditiity based on their
succEsshul working EEperenies of cases, ond carefuly prepars and cumulate posiive personal oresditd bty
profiss cnine. Comsdenng e oritcal role of pemoral communicatnn in SCI. personal communcation
pkis showlkd ba cuBivaled bassd on lraining in order o keap fressuent dresl, closes parscnal
cEmirnEakan in e S0 managemant piooe,

Furthermone, owr Sndings also sugges! Thal information and communicaton technology (ICT) ools are
able o cragle more meporsye usness approachas n the inlemet and mohde emarommaent, bl thess
ICT ok ans secendary 1 parsonsl cortacs frem a melalionship perapectse. Views from sanagsiment
mEndiiliees and Boundary spanne's regaeding the nodes of IDT fools Sifler, depsnding on hai posifions
within a comgany.

Conclusiane implicstions ard fulure research
Wi have highkghiad the rola ol IPRS on SECL Tha Tndings resead that SC1 acliaies parscna

communicaion, simukansously aliengies poesonal abschon, and ploys @ neudlral ol on pessonal
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redidbly it he Imerrel ereinonment More impoianiy. altough PRs indireclly afeci 501, fnee
dmersnns of IPRs infusnce 501 difersniy: pamonal aflsciion aci=s as an mibaloe, ard perscnal
erecditilily works ak @ “gale-kenper” 10 slrengifen e confidence of ineracie parnen, whils perscna
communcaion, & Tecditalon in 8O, plays mon mporiant rok in 3G than parsonal aflecion ard creditdlity.

Although e research makes signiicant theomtical and pracical contrbubons, | has limitstions Fal wt
For haturi sluchiss, Firsl, this aludy uses axplorslony cise shaly appeasch and dats wees collscind from
D sofbvane sopply chains in Naw Zaakand. This cannot redect the full pickune of the role of IPRS in SECH
i e Jealand, o Even oitar pant of the soeid, Cn the ofter Fand, e soffsam indusing has Bs opaeoisl
characanstics and backgrounds and cannct refdect the geremal 500 stuaton. in sddibon. 15e analkysis iz
manly Bassd cn Guallative dala, in k2l the relasonshy Belween IPRE and S50C1 & complex &0 e
Scola SUMsERE any needed to quandly the resaarch resdis. Second, IPRE ndrecly luance SCI
madiatad by inier-organizational krsol relaiionaips (Wang ef al. 201E8]), thafekong, thi imenaeion Datesan
iPAR s inter-organestioral sefalonships in S0 has o b imesbigaied. Searwhiles, mesumce
orchasiration theory sludies the bmadh (scmss the stops of the frml deplh (acress eels of e dm),
aned i cpchs (i wivicus stagas of fem malurly) (Sirman et al, 3011), Sus, il @ recissany 16 sxplors Fa
intaraciion betvaan tha e el relalionships aooas the soops and keas of T supply ofain during
both formaless siage and opsra@oral sage of S0 Fulue sudes mey apply ressnce orohasiration
theory o quantfatiaely scamire the model in mom genenl comparies noa sonety of ndusines,

v Ashorafl, K L [200E) Femndbl-Bursauiralic conleal and Gliver sivercinrl alias: axlocdicg
ofganezed dissonanc 1o the pracioe of “ney” iomme Comsunoetion Morogranta, TI1), G5,
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