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Abstract

The current literature gives a strongutline to conceptualise the characteristics the design
of a digital platform. Thisncludesthe design strategydesign features and value creatioss
the primary considerations Thesenterconnecteddomains provide a powerful lesto design
choices that a contemporary organisation would need tmntemplate However, there is
limited attention to conceptualsing the mechanismsa explain how a digital platform's layers
integrate. Adopting a critical realist philosophy, researctvas conductedinto how HPE
Financial Services (HPEFS) desigaredi deployed a digital platformio grow the businessThe
in-depth study was conducted as a sevgmar longitudinal study and applied the theoretical

generative mechanism model from Henfridss@nd Bygstad2 @013) seminal paper.

The study contributes to thaligital platform literature in a number ofways The results othe

study provide a detailed description of thre@latform integration mechanismsto explain
integration at the architectural level between layers (1) Capability Appropriation, (2) Layer
Complementarity and (3) Value HybridisatiorDigital platform integration mechanisms can
explain the inherent properties of design choices that, in turn, influence the digital design and
the subsequent value creation outcome3he study has proven that causal structures exist
that can act in context, on design choices an organisation may make on its digital platform
(Pawson & Tilley, 1997). These causal mechanisms, when actualised, will explain the
observable outcomes or events to demonstrate their alignment to the seminal work of

Henfridsson and Bygad (2013).

From here, they are embedded into aonceptual framework and digital platform design
model that outlines the causeand-effect relationship b explain and theorise what an

organisation will experience when designing a digifdatform.

These are accompanied kaythird contribution, the concept ofCorrective Mechanisms They
ensure digital platform stability during changedy keeping the underlying deep structure

intact and drivingincremental improvement withoutreconfiguration.

As a firal contribution, astracted from thegenerative mechanismsa set of design principles
are formulated to guide a firm's efforts in digital transformation. Building on the digital
platform design modelthey areestablished based on (Linkages, (2 Complements and (3)

Synergies between the layers and components of a digital platform
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Chapterl ¢ Introduction

1 Introduction

1.1 Introduction and focus of enquiry

Whendigitali NI yaF2NXIF A2y A& R2yS NAIKGZT A0Qa f A7
done wrong, all you have is a really fast caterpélar.

George WestermanPrincipal Research Scientist (MIT Sloan Initiative)

aOYAyasSeQa | Wy (Dhsdrathyetali ROR ljoSoranisation§ClOs and other
Clevel executives, n=487)eports that the digitalisation of a business has become more
AYLISNI GABS XOKIYyARYVEQD2 FOIS KM (i A @ Stan@bjebaishd&sy Y Sy (i
valueQt K S  (@i§itifranskormatiorfis nowvery common in everyday vernacular as firms
strive to maintainrelevarce. It canbe definedas the processf enhancingan organsation's
business model, and its value, by embedding digital technologies that change the fgraddc
services it provides (Hess al.,, 2016;Matt et al, 2015; Sebastiaet al., 2017 Vial, 2019. It
generally involves structural change and how value is created where strategic responses are
made based otthe firm's positionin the sector or indusy (Krauset al., 2022) The application

of digital technologies and understanding of user behaviour and expectationgtatéo the
decision orthe choice of these strategic responsas defined in their framework from rmore
recentliterature review IDCestimatesthe economic value of these transformationgica. $19

trillion or 20 percent of the global GP and is continuing to grow at a similar pace to the last
decade (Parker & Fitzgerald, 20197 key component to enable digital transformations is

0 & LIA QligitaffplatfolmQ Wi K & dzy RSNLIA y a {RR |layeRapmganids y R &
such as Google, Microsoft, Amazon, Uber, Airbnb among others (Rarkkr2016). A digital
platform can be defined as axtensible codebase (i 2 cOrdlBrictiorfalit@at integrates
Whared) & 2 Pased-shbBystems. The integration is facilitated by various interfaces to allow
interoperation of the subsystems that in combination provide a pradurcservice solution
(Tiwanaet al., 2010; Ghazawneh & Henfridsson, 2013¢e Reuveet al., 2017; Wulf & Blohm,
2020). Another more recent definitiorfocuses on thedigital platform aslayered modular
architecture (i K Iallow @articipants to create valuthrough data, complementarities and

transactions taking placen the platfornt (Grover& Lyytinen 2021 xi)

However, a large number afrganisationsstruggleto digitally transform with less than 30 per
centsucceedingDe la Boutetiéret al., 2018).The literature provides little direction on how to

properly execute a digital transformation and the phenomenon is regarded to still be in its
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infancy (Vial, 2019)Sotoet al. (2021)support this viewand goes further by proposinipat
research fonsesmainly onthe formation and executionf strategies Consequentlythere is a
limit to the theoretical or practical guidance to explain how choices around digital platforms
influence digital transformations. The motivation for my research emerged from these
challengeghat firms face where embedding digital technologies into their digital pauth do

not result in the expected level of enharaentto the organsation@ performance.

My research indicates that design choices for digital platforms directly influence the evolution
of the digital transformation and ultimately its success or failufer the study, | define design
choice, within the context of a socinSOKY A O f & @& & S YizS GKay piseiT & DS f
changes to deliver on a specific purpose or outcome (Lyytinen & Newman, 2@08xplore

this, | present a longitudinal perspege (20132019) on how HewletPackard Enterprise
Financial ServiceHPEFSunderwent a successful digital transformation. Telp in the
explanation of the events observed, | haagopted Henerative mechanisni¥Henfridsson &
Bygstad, 2013asmy theoretical lensto explore the design choices of its digital platform and
the resulting outcomes. The focus of the research is to examine at the architeleuehwhy

the action of design choice results in the outcomes observed. In turn, this will helptlioeou
howto make design choices abdut R A 3 A (i I donfiguifatiod Thia Wddl@enable a deeper
understanding of the mechanisms that underpin these choices and how they can positively
influence a firm's digital transformation antherefore, provide additional insights to guiding

change.

The remainder of this introductory chapter is structured as follows: after a short introduction to
the case, HPEFS in Section 1.2, | present a summary of the research opportunities by reviewing
the literature pertaining to digital platforms and highlighting what | see as underexplored
(Section 1.3). From here, | introduce the main theoretical perspective about generative
mechanisms, which have grounded the solutions gathered from the empirical enafythe

case (Section 1.4). | restate the study opportunity as a set of research objectives and research
questions (Section 1.5) that lead to the resulting contribution of the study (Section 1.6). | outline
the structure of this thesis (Section 1.7) teljp orientate the reader within the study and then |

conclude with a summary of the chapter.

1.2 HPEFS§ In-depth and longitudinal single case study

The case study of a digital transformatiogpanningover seven years (201319) is HPEFS

With its focus ordigital transformation and digital platform design choicé® bongitudinal case
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generated unique insightsto identify causal mechanisms that would explain the realised
outcomes.HPEF$ a division of Hewlett Packard Enterprise (NHBE) that provideinancial
solutionsto the customers of HPE anidat works with business partners and distributosgel{ing
Wartnerg). The core objective of the orgaation isto inform customers of suitable financial
products. The products present options for the @amer to the Information Technology (IT)
investment strategythat best suits their need tacquie equipment such aservers storage
networking, desktops, laptopstc. In 2012, the organsation began a shift towards providing
these solutionsthrough a digal platform as an alternative to the longtanding persofio-
person selling approachThis supported incremental revenue and operating profit while
enhancing the customers and partners experieritike digising of experience @as one ofthe
keytransform G A2yl f RAYSyaairzya oRigidl Bulings® Bidoe A1), It § 2
represents the journey from bottom left to top right and the strategic outcomes required. With
the external focus, the digital platform would play its part in dégitj the customers' experience
YR SylrofS (KS YdyaSustomenTraniaiming $é products andservices

was the second element of the strategy. This was realised by embedding digital technology to

change what could be offered as well as how it was offered, through the digital plafamaily,
the internal focus was t@nable the digital experiencgroducts, and servicesTherefore,

changes in this dimension focused on the digit of the operational aspects of the business.

I

Digital Customer

Digitize
Customer
Experience

External (Outside in focus)

Digital organization

Digitize
Operations

Internal (enabling focus)

Figure 1.1Becoming a Digital Busine@slaptedfrom Accenturg2016)

M
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Irv Rothman,Presidem, and CEO of HPE Finan@aivices,provided thecentral theme to the
digital transformationwhich was based on value creation and outperforming the competition.
The key essence of this philosophy, in 20&38s
GThe creation of and execution onganuine value proposition is the true
source of sustainable competitive advantage and the best chance of retaining
I O0dza 12 YSNI F2NJ £ A FSXoMel@K2088K2dz2f R 6S 'y A

The case choice to study HPEFS was additionally influenced by the lageks$ afforded by

my role asSenior Director of Global Digital Transformation, Business Pramedd)ser
Experienceand as thdead of a digital transformation teanwithin HPEFS during the period of

the study. It supported my involvement asilly engage®@ O2 Y LI SGS LI &Belh OA LI
2007; Creswell & Poth 2018 |, Ay X HAamMy OrEhQi K gz A BIKB @A BEcisA OP =
descriptiosQ 6 D S S NJitdkg, 2006 framnTthe {detailed reflections, observations, and
assembled data. This loigSNY |y R RSSLI I 0O0S&aa LINBegseRSR i
observatio®? 6 Cf @ @06 2SNHX HnncoO FyR 2FFSNBR | dzyAljdz
evolved over theseven years (Yin, 2018), thus strengthening the durability of the theoretical

and practical insights enabled by this study.

1.3 Problem Statement

| find that the digital platform literature has an extensive treatment of the impact of such
platforms upon orgaisations, their strategy, and goals. Yet the design choices associated with
digital platforms are pivotable for firms that use the digital platform as a key element of their
business model to deliver value (eitherd 2 (irkexchang® | i (G KS o deadEuSIad €
the user leve(Gronroos& Voima, 2013) Looking more closely at the literatuasit relates to

guiding and providing insights on digital platform design, we can group the research into three
primary domains:

(1) Digital design that embodiethe strategic intent for the firm (following Hameind
Prahalad, 2005) to guide higével direction.

(2) Research on functionalityr features of a digital platform and the resulting outcomes
and subsequent impact on the soetathnical systemLiytinenet al., 1998;Lyytinen &
Newman, 2008; McLeod & Doolin, 2012)

(3) Value creatior studies that have focused on value and how it can be created, cocreated

and facilitated through valui-use actions with customers solutionsrf@roos &
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Voima, 2013) Additionally some studies explore different types of decision modelling

to help with IT investments that in turn will realise value.

| propose a challenge to extant research on digital platforms to suggest it should expand beyond
the what (of design outcomes from these three domains. There is limited research that
examines and extends tbe architectural levehbouthow to make design choicés configuiing

the digital platform that would realise these design outcomes. As discussed in Chapter 2, this
limitation in the literature presented the opportunity to further explore how a more substantial
understanding of these choices can positively influence a firm's digital transformation and
provide additional insights to guiding change. | demonstrate that some of thdenbabk
associated with digital transformation could be traced to the choices made surrounding the
digital platform at the architectural level thus leading to the questiomhat differentiatesone

designchoiceoveranother?

1.4 A Generative mechanismerspective

¢KS NBASINOK ljdzSadAazy GKI G SYSNHtBdesinBioR (0 KA a
that leads to the result observed? | adopted a critical realist approach as the research philosophy

to frame the answer to this question. Obsernalaind measurable facts relating to changes to

the digital platform designs over time lend themselves to a critical realist perspective,
2y 02t 23A0IftedeaRKRYy NEABSFAWBRIIOK WwWa GKS | oA
(il K Sausal structre and mechanisms with enduring properfiéSaunderset al., 2019:148)

With this perspective brought to the forefront, a literature search yielded the seminal work on
WYenerative mechanisnts  dedfridssonand Bygstad(2013). This theoretical construct was
adopted as the best way to enable new theoretical insights and a strive for originality (Corley &
Gioia, 2011), given its limited application in the digital platform literature. As a result, it provided

a theoreticallens to challenge and expand the academic research on digital platforms.

Generative mechanisms adefined "as causal structures that generate observable events
(Henfridsson & Bygstad, 2013:918s a primary theoretical framework (or lens) to explore

digital platform design outcomes, it uncovers plausible explanations surrounding choice. A
generative mechanism escribed as an inherent property or characteristic of an object or

I OGA2Y GKI Gpowd®a & 23 DE &za BK & NW Sayidodcbnge(SayerQBIR Yy 3S S
Thepower exiss whether itisactivated (actuased) or not i.e, there is internal potential within

the action to generate the ever{Pawson & Tilley, 1997; Archet al., 1998).The search for

generativemechanisms is a search foretimost plausible explanatioms causality (i.e., why we
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observe what we observe) amongst the indicators, correlationsincidental or spurious
associations wdind in the empirical dataSearching for plausible patterns behind observable
events(Mingers 2004) changes or outcomes, is how wientifyi KS Y S OK | gxplainy a & K|
and¥ndurgMingers & Standing, 2014} is further strengthened as an approach because t
contextual conditions in which the mechanism worksuld impact the effecivenessof the

mechanism(Sayer, 1992; Pawson & Tyld.997)¢ Figurel.2.

Context -

Mechanism

An action == is causal only if . ..

Outcome

... iIts gutcome is triggered by a mechanism acting in context

Figurel.2 Context, Mechanisrand Outcome(referencePawson & Tilley,1997:58)

Applying thidens to digitaplatforms has led to theontributionof identifying and categasing

impactful generative mechanisnfslaskampet al.,, 2021) This, in turn, enabled me to extend

my hypothesis such thdhe evolution of a digitaplatform, when successful (or failed), can be

related to the relevant design choices. By identifying the mechanisms at play, inherent in the
choices, can provide the insights and explanation being soughtto explaik @ ¢S 20 4 SNIJ.

we observ@ @

1.5 Research objectes and research questions

Overall, the following research question emerged central to the study:

For a digital transformation within financial services, how do enabling mechanisms influence

the design choices of a digital platform?

Thepurpose therefore of this qualitative case study is tevelop a deepeunderstandng of
the design choices within the transformation of a digital platfoiithin the single case of
It 9C{Qa RAIAGIE NI yaT2 Ndleral ke ObjedtiGed webeSagreed n M o

upon to reflect the phases of the study and to address the research question:
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Objective RO1) To examineand contribute to thedigital platform literature its design
and design choice treatment

Objective RO2) To complete a detailed investigation of the context, actions, events,
andoutcomes for the digital platform design (the phenomenon) within
the setting of a Financial Services organisation {neald context).

Objective RO3) To explore and understand the underlying complexities of the critical
events of the digital platform design outcomes bdn a generative
mechanismbased theoretical framework.

Objective RO4) To propose a novel set of integration strategiestteg architectural
levelthat wouldrealise the optimal design outcomes.

Objective RO5) To provide afocused conceptual WtameworkQand & S (i degign W
principlesXhat guide the integration of the digital platform layers to
generate value within the context in which it sits.

The research objectives were translated into specific sub research questions, (Table 1.1), and
were subsequently operationalised as part of tiesearch design (detailed in Chapter 3). These

were chosen to enable answers to the main underlying elements of the main research question.

why selciad

Sub RQL How do generative mechanisn Toexplore the key theoretical
explain Information Systems (I element to apply to the study
change?

Sub R@ How does context impact the type To explain the organisational driver
design choices? reasons for the design changes.

Sub R@B What conditions are importantto ~ To report the situations that enable

enabling arimpactful technology different outcomes from change.
driven change?

Table 1.1 Research sghbestions

1.6 Overview of contribution

The study contributes to providingarity to the key elements of theligital transformation
processas it centres on digital platform$o improve the understanding of digital transformation
I have developed aonfigurationalist perspectivdPawson & Tilley, 199#denfridsson &
Bygstad2013) to daracteisethe enablingnechanisms in a digital platform deemed to be core

and proprietary to an organisaticio:
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(1) Extendthe work of Henfridssomnd Bygstad (2013) by identifying contingefitt Oi A 2 y
F 2 NJY I ndedhgnysfishat underpinthe designchoices at the architectural level of a
digital platform and the outcomes they influence.

(2) Contributing to the digital platform literature by increasing the application of generative
mechanisms to provide a deeper understanding of different activities mvithdigital
transformation.

(3) Propose a model for integrative mechanisms in a digital platform.

(4) Cutline a set of digital platform design principles theanguidel FANXY Q3o ST ¥2

digital transformation.

GENERATIVE
=~ « MECHANISMS
\

|

]
/

RESEARCH DOMAIN

Figure 1.3. Researétocus

Figure 1.3positions the research domain of the study (Jenkins, 2003) as highlighted by the
application of generative mechanisms into the digital platform domain and within the design

perspective.

The findings of the study identify integration mechanisms linkingadligiatform design choices
to digital platform outcomes. | havalentified four contingent digital datform integration
mechanisms that underpin the design choices in the HPEFS platform and teedreatcomes
(value creation) of its digital transfornian. In addition to adopting the main theoretical lens of
Yenerative mechanisnis 6 | Sy & Bygseadl,&2@1%) | also utilised the insights from the
punctuated socigechnical change modéLyytinen & Newman, 2008) to assess the unfolding

events. Moreover, | was able to translate these mechanisms into a proposed set of design
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principles to guide practitioners to drive and sustain a digital transformation through its digital

platform.

1.7 Thess structure

The thesis structure is guided the processes outlinebly Eisenhardt's (1989nd Stake (2006),
wherein Ibuilt theory from case study researchablel.2. provides a summary of the structure

of each chapter and the main outputs.

Chapter Coneent summary

Chapter 1- Introduction I An overview of the research and identification of th:
focus of the study.

Chapter 2¢ Literature Review  An account of the processes and protocols followet
the structured literature review and the findings of
how extant literature addresses research on digital
platforms.

1 Development of and introduction to the research
problem and question identified.

=

Chapter 3¢ Research Design The methodology designed for this research and th
and methodology strategic decisionfllowed is based on the principle
of Saunder<t al. (2019) research onion
I The rationale thaguided decisionthat lead to an
appropriately constructed, entb-end, research
designapproach.

Chapter 4¢ HPEFS Case Stuc f A comprehensive summary thfe HPEFS case and it
digital transformation journey from 2013 to 2019.
1 Case data and analysis applied.

Chapter & Findings and 1 The findings from the HPEFS case.

discussion 1 The proposed integration mechanisms outlined anc
design principles for digitalgtforms.

Chapter 6¢ Conclusions 1 Closing out on the dissertation with a focus on

9 Theoretical contribution the core
contributionsfor theory and practice

9 Implications to Practice viewson the
potential application by practitioners

9 Research limitationg reflections on the
limitations in the study

9 Further researclt proposals for potential
leverage of the findings of the study, to expar
beyond the single case of HPEFS and other
unexpbred areas in the literature.

Table 1.2 Thesis structure
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A highlevel flow for this thesis and the key elements from the chapteipresented in Figure

1.4 to provide araphical description of the study as a whdtegoes across the chapters and is

intended to provide the reader with both flow and the main findings in the study.
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Figure 1.4 Hievel methodabgical flow for the study
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1.8 Chapter summary

Chapter 1 provides an overview of the researcil @inpoints the focus of the studyAfter a

short introduction to the case, HPE Financial Services (HPEFS), | presented a summary of the
research opportunity by reflecting on the literature on digital platforms highlighting what | see

as underexplored (Section 1.3)\n initial definition of the main theoretical perspective of
generative mechanisms (Section 1.4), provides a preliminary understanding of the structure of
the proposed integration mechanisms outlined in Chapter 6. The study opportunity summarised
by the se& of research objectives and research questions (Section 1.5) leads to the resulting
contribution from the study (Section 1.6). | concluded the chapter by outlining the structure of
this thesis (Section 1.7) to orientate the reader within the flow of thelg and the subsequent

chapters from this point.

11
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2 Literature Review

Chapter 2 accounts for the process and protocols followed in a structured approadntiy

the research problem and the subsequent research question. The aim of a literature review is
oto enable the researcher both to map and to assess the existing intellectual territory, and to
specify a research question to develop the existing bbligawledge furthe¢ 6 ¢ NétglF A St R
2009:208). To achieve this goalleiveraged the structured approach of lermeneutic
framework (Boell & CeceKecmanovic, 2014). Thimethod proved helpfulas it integrate
interpretationand analysisf the literature whilesearching iteratively. Selecting this framework

was based on two main characteristics of the process:

(1) One of the mairiocusesof this structured approach a inelectill engagemendd.e.,
interpretation and critical assessment (Boell & Caldecmanovic, 2014). Other
approachessuch as the systematic literature revigWranfieldet al., 2003; Denyer &
Tranfield, 20090koli & Schabram, 201re seen to be potentigt too formulaicas
they emphasise rigour, replicability, and objectivity. As a result, theydommplay the
intellectual and critical nature of the procetsidentify gaps in the literature (Webster
& Watson 2002 Boell & CecekKecmanovic, 20tRowe, 2014).

(2) It also facilitates the iterative aspect of the literature review process. As digital
transformation and digital platform research are still regarded to be in their infancy
(Vial, 2019)] deemed this critical to my selection. As new research continues to come
on-stream and articles emerge from multiple sources (i.e., not just academic database

searches), appropriate adjustments can be made throughout.

Integrating insights and definitions from other vital sources were employed to augment the
approach, i.e., mblematisation (Alvesson & Sandberg, 2011), the coneegntric approach

from Websterand Watson (2002) and others such as Roussstaal. (2008) on synthesis and
w2gS oHamnO 2y ¢KlshoQd (5ASEIIIGEIZNR INB A2 40 AY 3
review (Tranfieldet al., 2003; Denyer & Tranfield, 2009koli & Schabram, 2010) selected
aspects that | felt would improve the overall output. The protocols, as a result, became centred
around improving reproducibility (and repeatability), which | deemedessary when following

an iterative approach. It also improved the comprehensive identification of all relevant material.

Researchmotivation and chapter flow (Figure 2.1} tK S (i gNa¥ trangformatiorfis now
widespreadn everyday vernacular as firms striveni@intainrelevarce. It canbe definedas the

processof enhancing an organisation's business model and its value by embedding digital

12
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technologies that change the products and services it proviliftizdt et al., 2015; Hesset al.,
2016 Sebastianet al, 2017 Vial, 2019. IDC estimates the economic value of these
transformations igirca$19 trillion or 20 pecent of the globaGOP andcontinues to grow at a
similar pace to the last decad@arker & Fitzgerald, 29). However, many organisations
struggleto digitally transform with less than 30 parentsucceeding, according to McKing®e

la Boutetiereet al., 2018) Research to understand how to improve success motivates this study,

especially as the phenomenamstill in its early stages of understanding (Vial, 2019).

iqital I OEAx 1 &£ OEA 0ODPOI
Digita e - R oD
: $ECEOA] D|AOﬁE|O|zr(mA§s\E|c§5A°§ :
Transformation OE | B Iiwk nedddo bBcome digitdl searcn and

aCC{UISItIOﬂ

: Section 2.4.2
Where the solution can be located Conceptual

PIDI?ItaI the importance of Digital Platforms to | categories
~ Platiorms Digital Transformation .
(incl Ecosystems & Digital Platform as the central building block _| S€ction 2.4.3
Digital (Vial, 2019) and key element to successful s,
Infrastructure) transformation (Sebastianet al., 2017) e ent

PROBLEM STATEMENT
The current research does not provide all
the answers on successfully embedding
OAAETT1T CEAO ET O |A EEOI 6
Platform platform and business model Section

- 2.4.4
Design RESEARCH PROBLEM
Gap in the research onow best to make
design choices on a digital platform and
why they impact outcomes

HYPOTHESIS (leading to Solution)
Some of the challenges of digital transformation
could theoretically come about due to architectural
choices in the digital platform.

Section

QUESTIONwWhat differentiates one choice to 245

another?

For a digital transformation within financial
RQ services, how do enabling mechanisms influence
the design choices of a digital platform ?

Figure 2.10verview of Chapter A iterature Review
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I 1Se O02YLRyYySyld (2 Syl ot S HigitdplaiforrtQ TN yGa T3/ NNSIN
the growth and success daf 2 R <R rominent companies such as Google, Microsoft,
Amazon, Uber, Airbnb, among others (Par&eal., 2016). A digital platform can be defined as

an Wxtensible codebase (i 2 dOrdBimciioBalit@hl G A y (shaad) (325tased: NS
subsystems. Various interfaces facilitate the integration to allow interoperation of the
subsystems that, in combination, provide a product or service solufitmapaet al., 2010;
Ghazawneh & Henfridsson, 20I3¢ Reveret al,, 2017; Wulf & Blohm, 2020). Looking closely

Fd GKS fAGSNI GdzNBZ ¢S &S S buldihy tlockdi KS+ ARATIA (H £ m b
critical digital transformation element (Sebastiahal,, 2017). Therefore, a transfer of focus

from digital transformation to designing more impactful digital platforms can be considered. In
other words, it could provide potential sources of improving success by understanding the

connections of how one can affect the other.

With the importance of digal platforms as a potential solutionSection 2.2 providean

overview of Platform and Digital Platform Literatumesupport the searching procedsoutline

0KS f A0SNI (dzNE Ndedarch 8nd achoisBdh 2 IORIf & S Bt MaBBk 20y H ¢
domain to be mapped, classified, and critically assessed (SectiprTBe critical assessment
provides the source for discussion to outline the research problem (Secta}) as it connects

to digital platforms supporting the digital transfér- (i A fegl WerldQW LINHV@r d@ Yen,

2007) This leads tohe research question (SectioZ) to address the gap, and | conclude by

discussing the proposed theoretical contribution (Sectid).2.

As stated, the literature review followetie hermereutic frameworkapproach (Boell & Cecez
Kecmanovic, 2014 Prior to presenting the results, an outline of the framework next explains

the method adopted.

2.1 Structured Literature Review

Usinga hermeneutic understanding processeans that the literature review ismherently
interpretative 'where the reader engages in ex@manding and deepening understanding of a
relevant body of literaturé (Boell & CecezZKecmanovic, 2014:259)t effectively develops

iterative insights (Figure 2.rom relevant material to help solvéne research problem.

14
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Selecting

Search &
Acquisition

Sorting

Expand & Data extraction
Refining

Section 2.4.1

_ Analysis &
Initial idea Interpretation

Identify Mapping and
Section 2.4.4 Research Classification
Problem Section 2.4.1
&
Research

) Critical
guestions

Assessment Section 2.4.3

Figure 22 A hermeneutic framework for the literature review procgstapted from Boell &
CeceZKecmanovic, 2014)

Thiscritical examimtion identifies potential weaknesses and phenomena that may be poorly
understood (Boell & Cecdzecmanovic, 2014) or enables a problematisation approach to
assumptions (Alvesson & Sandberg, 2011). It aligns with WebstEwWatson (2002), where
high-quality research is conceqplriven instead of publicatiobhased. Moreover, as a review
LINE OS & a G asummharsing/§stresiiné tawardsthe goal oftthe identification of new
research directioh Rave, 201243) My proposal in this study isdha hermeneutic approach

would achieve this aim.

The process comprises two majagrmeneutic circlethat aremutually intertwined(Figure 2.2).

¢ K Searth and acquisitidd  OA NDf S F20dzaSa 2y GKS adasSLa o6¢l
attainmoreA Y F2 N I G A2y | 062dzi G K Probedy | Sa/i 1I25F Ay KSRBAY
Success involves identifying relevant sources of information and reading to develop

understanding.
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Step Description ‘

1 Searching for relevant articldéxy applyingsearch operatrs
within academic sources ambing beyond the database searct

Searching when necessary

9 Focus on search techniques to quickly drill down into highly

relevant material (precision)

Sorting

Selecting

1 Applyingdifferent methods to sortthe articles found in the
search(e.g., dates, citations, and relevance).

91 Defining and applyinelevant criteria, determining which
papers tocarry out orientationbased reading

1 Developing an initial understanding throufrientationaQ

readingto position the study.

1 Review the paper's title and key paragraphs (i.e., abstract,
Reading introduction and conclusion) for a preliminary but brief
(Orientational) assessment to gain an overall impression of¢hatent (Wallace

& Wray, 2016).

AL eAy3a aStSOGA2yYy ONanahdicam |
reading(part of the search and acquisition circle).

f Based omeadingandNB F f S Ol A 2ayidysisfah Y (i
interpretatiorQ & U tedid®, ifinétessary, to
o0 Expanl the search approagh.e., different journalor

Expandand sources.

Refining 0 Refinell KS a@iterid®dKi 200 F2 O0dza 2y

interest

1 Identify improvements in the search strategies to achieve
greater precision isubsequent searches.

Table 2.1 Search and Acquisitiadapted fromBoell & CeceKecmanovic, 2034

¢ K 8nalyis and interpretatigixirclel O & | & I Geah dng atduiSithd® yo KRSINBY

the focus is to go delving deeper into the literature. the researcher strives for a better

understanding, the goal involves creating a welS F A y SR

LIS NE LISiddgicad S F N

engagement and the fusion of horizons among researcher and numerous(Botdl & Cecez

Kecmanovic, 201264). In other wordscritically assessing the context of the target domain

allows for creating new links among concepts and theories. The research moves from an

Wrientational) G Analytigd WBF RAy 3 2F GKS
fAGSNY GdzZNB A& aeadSylrdiAaoltfe

f AGSNY GdzNB 6 SF2
Witicallasfssmey RA & 8 Y

undertaken. The research problem is determined from here and reformulated into research

questions. Table 2.2 gives a summary of the steps. | have defined dedatiext as a step of its

own before mapping, highlighting the elements that would subsequently organise in a concept

16



matrix (Webster & Watson2002) | feel it is essential to have a step to carefully consider which

Chapter2 ¢ Literature Review

elements are most important to the studyefore building the map of the data.

Step Description

Reading 1
(Analytical) q
1
1
Data extraction
1
Mappi T
ppingand
Classification q
1
1
Critical Assessmen 3
1
Identify Research T
Problem
1
1
1
Identify Research q
Question
1

In-R S LJarfélftical®@ NBIF RAy3I G2 KSt LI A
To interpret and become immersed to achieve understanding

'y 2 dzii Gpataleddingy
al {Ay3 SEGSyetdnshbOyadESal NERA @
elements, e.g.,
0 Understanding of the paper.
¢CKS LI LISNEQ LJzN1J2asS 2N Tz
Research questions being addressed.
Findings and proposals.
Key concepts and theories adopted.
Methodologies and approach.

O OO 0o

¢2 aeadaSYFdAaorfte 2NBI icénst
formQ A PSPPI NBLINBEASYdGAy3d 3INI L
assessment.

Mapping and classifying relevant idefisdings links,and
contributions within the literature.

Synthesising logical groupings of patterns to reflect the key
concepts.

A creative process that may lead to new questions and drive
identify new relevant material.

Focus oranalysis and evaluation.

Identify weaknesses and areas of limited research.

To provide the opportunity to problematise current knowledge
by challenging assumptions.

Developar’ NHdzYSy i F20) 6 &NER S2 Y2
assessment.

5SY2yai NI { rodiemdic aB8durnpticl®NJIFW R (i
importance to be solved.

WPormulatio? fadihg® Ay G2 | NBASIE NOK
The revision of theesearch problem may trigger a NEW round
of search and acquisition

Transforming the research problem into a specific research
guestion.

2 KSNB FyagSNAYy3I (KS [ dzblad ARF
problem.

Outlining the research question(s) to be empirically tested.

Table 22 Analysisand Interpretation (adapted fronBoell & CeceKecmanovic, 2034
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2.2 Overview of Platform and Digital Platform Literature

2.2.1 The importance of digital platforms

CNRBY aOYAyaSeQa | yydz f L ¢satianioNd dusngss hag BecodedNH | vy
more and more of an imperative iin 2 R leve@@anging competitive environment, to create
4angible businessval@e 6 5 K | efidl.3NJ Hinkeem 0 dligithliréhsfarmaNdthasthbecome

very common in everyday vernaculaia FANXY a4 aA0NAGS (2 OKlFy3IS |FyR
view Bthat it is broad and fareaching in a firm and goes beyond just thinking about technology
YR Y2 N&ofeidingthing? 051 NJY SNJ 3 oS fecémtlyas a farsachipg)
Proces®2 0 + A | If cantherefaneda) described as the process to enhance an osgdioins

business model, and its value, by embedding digital technologies that change the products and
services it providesMatt et al., 2015;Hesset al., 2016;Sebastiaret al.,, 2017 Vial, 2019. In

effect its focus is toalso enrich the core business by changing its activities, processes,
organst G A2y I f a0 NHZOG dzNB a sz IHastBQ alishRred ©2 NY QREY
performance (Schallmet al, 2017), to provide a different experience both internally and

externally.

To illustrate the importance of this effort, ID&Stimatesthe economic value of these digital
transformations iscirca. $19 trillion or 20 perent of the global GP and is contining to grow

at a similar pace to the lastdecadet I NJ SNJ 3 CAGT ASNI ft RY Hamdpo ® L
CEO and senior business executives (n=115) show that 82% of them will again put the highest
investment into digital capabilities, a trend thiaéis continued since 2012. We find that platferm

based business is dominating this transformation and are some of the most valued companies
e.g.,  BAFAMD- Google (Alphabet), Amazon, Facebook (Meta) and Apple and Microsoft
(Constantinideset al,, 2018) that can alsonow include others like Alibabdn 2020, these
companies, as digital platform ecosystems, occupy the top five positions of brands (Forbes,
2020).Digital platforms such as iOS, Android, Facebook, PayPal, Apple Pay, Square, AirBnB, Uber
to namebut a few is an evegrowing listandare increasingly important compévelyto deliver

on the transformed products and services (De Reetexl., 2017;Rollandet al., 2018) Recent

figures illustrate the growth of these digital platform companiessresulted ina combined

market cap of $4.3 trillion and over 1.3 million direct employees and millions indirectly
employed (Yablonsky, 2018). Digital platforms have risen as they fadlitagans to realise an
economy of scale and have become syrmopusg A (i K R A & Matirdh drdérf thingss W
(Lowryet al., 2017).
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A more interesting fact, however, is that a large humbebafanisationsstruggleto digitally
transform, with less than 30 perent viewed as successful (De la Boutetiétral.,, 2018).From

alL¢ { 202G ofildésurvey (1793 participants) conducted in partnership with McKinsey,

T 2 dzy RdigitaKttarisforHations are even more diffic@an organisational transformations

! AA YL S dwifltrhdSfermatich Milurdyields a wide range of reports, blogs, and
industry-based studies, thus indicating the size of this problem and possible reasons for its
occurrence. In 2013, Guperative Bank cost themselves £300m by cancelling their legacy system
replacement (Toesland028). In 2013, the BBC shdgwn its Digital Media Initiative (DMI), with

an overhaul of its data management system as central to the planned transformation. This
resulted in £98.3m being written off (Toesland, 2018). Google Health was launched witf a lot
fanfare to hold consumers information but failed as the health providers were not willing to use
the platform (Van Alstyneet al, 2016; Brunswickeret al, 2019. It was subsequently
discontinued in 2011. eBay pushed the Billpoint platform for digigiments but was replaced

by PayPal in 2003 (Van Alstyeteal.,, 2016). Other examples of higinofile struggles, such as

GE, Lego, Nike, Proctor and Gamble, Ford, Sony, PlayStgidhS @ DI NXYAY Q& b dz
Johnsod 2 Y (i NRf &Q t | y2 L &t Burb2rNdarBoyigodh&r (Vas Alsydtedd A Sy O &
2016; Davenport & Westerman, 201B;unswickeet al., 2019, thus showingthe complexity of

achieving this shift towards digital transformation.

Digital platformbased transformation presents more challesg®ith the evefincreasing
demands from customers in terms of experience to raise the bar on what they must deliver in
value and competitive advantage (Ehrlathal.,, 2017). According to McKinsey, a digital platform
becomes a more difficult undertaking tvithe presence of legacy infrastructure, with the key
challengeor Hidden periof technical debt (Daladt al., 2020)- | define this as the cost to
moderrisetheorganst G A2y Qa 2dziRIF 4GSR (SOKy2f238 |yR GKS
a result d these issues, | summisel Kr@alWorldld LINRP o6t SY oxly RS xSys
is being one wherembedding digital technologies into their platform does not result in the
expected level of enhancing the organisations business model. VWhisrean be evaluated by

value capture (revenue and profitey the value creaéd for their customers(Zott et al.,, 2011;

Massaet al, 2016). Being able to provide some insights to help osg#ions on how to

approach these challenges, with more confidenosgtivates my research. To help with
identifying potential ways t@olve | looked first to the research in the area of platforms and

digital platforms A summary of thesstudies is outlinedo provide a lead in to help illustrate

wherethe A 0 SNI G dzNBE R2Say Qi Fdzf t & LINROYARS GKS 3Fdza
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2.2.2 Product Platforms, the precursor for Digital platforms

The platform literature provides characteristics to help in developing a deeper understanding of
RAGAGEE LI FGF2NXVad 2SS FA gridud HatfoimeNS 'R NINR A yRAS
early basis for understanding the topic. Examples such as the Sony Walkman with over two
hundred models based on three underlying platforms gave an illisiraof the impact of
platforms on the product development process (Wheelwright & Clark, 1992). Other examples
adzOK | a Y 2uBel chrieda (WhaeywAdghtSS. Clark, 1992), Scania Trucks (Meyer &
Lehnerd, 2003) and Volkswagen (Simpson42@0rther explcate the research into platforms

and their impact on product design.

| propose that we assume that a product platform is made up of is a set of (1) components or
subsystems and (2) interfaces to connect them such that it allows them to be shared among
derivatives of the product (Meyer & Seliger, 1998; Robertson & Ulrich, 1998; Mbate 1999,

Meyer & Lehnerd, 2003). The components or subsystems are broken into those that are core,
stable, generally lontived and fixed with others that are more on thenphery and variable
(Baldwin & Woodward, 2009). Organisations that adopt a platform approach will leverage
ocommon subsystems not only within product lines, but across ¢éhévieyer & Lehnerd
2003:658) Figure2.3.

Product Line A Product Line B Product Line C
INTERFACE

DIFFERENTIATI
SUBSYSTEM

INTERFACE

INTERFACE

Figure2.3 Sharedsubsystems in a product platforfadapted from Meyer & Lehner003

This allows a firm to make strategic choices on the combination to address specific offerings to
customer segments. There can also be a further gradation (or scalability) in the pemfroa
functionality with the subsystems to aid in targeting within a given market, achieved through
HluginsgQ &Mdn® 6aSeSNJ g [ SKYSNRE Hnno0® ¢KS& OFy
flexible and responsive while also being very efficientrégucing the incremental costs to
address market needs to further represent the benefits of a platform approach (Robertson &

Ulrich, 1998)The emergence of platforntan therefore be seen dmiilding blockand engines
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for innovation They have helpetedefine industry structures of produstind servicesakey

trend that defines the modern economy (Gawer02Q

2.2.3 Digital Platforms(Research Objective)l

The research on digital platforms reflects a n#kaveQ & K SNB § K StéchnblogiBal 4 SSy
systens(istinct from a product (Baldwin & Woodward, 2009). Tiwana (2010) builds on this idea

and provides a definition that forms the basis throughout the subsequent literaGinafawneh

& Henfridsson, 2013Fiwana, 2015; De Reuwveral., 2017; Wulf & Blohm, 2020), to outline the

core characteristics of a digital platform:

osoftware based platform as the extensible codebase of a software

based system that provides core functionality shared by the modules

that interoperate with it and theinterfaces through which they

AYUGSNRLISNI S 6So3ods | LILX S€Q&a Ah{ IyR a2lAft

(Tiwanaet al., 2010:675)

wS Tt SO Adigilal platiorm@ KESA WSNI G dzNBEZ 4SS Oly 4SS K2g A
the product platform. First, thelzda S 2ektengileSoddbase (i 2  cOrNFihctipality®
builds on Meyerand[ SKY SNRQ& oOoHnno0 ¢2N] 2y akKlkNBR 4&d:
GASBSR |0 (KS &hfréds 3 B doassd/sNiByFtems & in Wombination
provide a produtor service solution to the firm stakeholders (internal employeestomers,
or suppliers). Tiwana (2010) went on to defimedulesl & akid/on sBftware subsystefd (0 K I {
Ffft26a FTRRAGAZ2Y T TFTdzyOlA2y Ll t Ade iitetopemtBQ |OZAlIyA f |
terms of the exchange of data and information) they facilitate the creatiordarivative
products and servics (Ghazawneh & Henfridsson, 2Q18arhuet al, 2018 Wulf & Blohm,
HANHNO® ¢ K Sxtend2He dahcBanalityr of thesoftware produadt Ded Reuveret al,
2017:126)6 & f S @S NEommoyi Fesolird€®S 2UNJ RAIAGHE O2NB (K
platform (Ghazawneh & Henfridsson, 2013)his reflects a second commonality with the
LINBE @A 2dza NB &SI NOK irgegratinghieétfiddaiures INtRiRpdaduit platforis &
to target market applications.(Meyer & Lehnerd2003:661)
Research during this period has progressed to study digital platforms as a central element of an
Wcosystere 6 ¢ Rtal, YOHO0; Tiwana, @L5; De Reuveet al, 2017;Parkeret al, 2017;
Tiwana, 2018). The combination of the digital platform and those modules that it integrates

GAGKE GKNRAZAK & LIS Opladmdecdsysier®@ NG ¢ @ $ & GFig@e2 WX & n b K S
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/Modules, \

Applications
or Extensions

Interfaces
(Boundary Resourd

_ " y

Ecosystem Competing Ecosystem

Figure2 .4 Digital platformcentric Ecosysterfadapted fromTiwanaet al., 2010

Thisshift to the platform asa technological systerfBaldwin & Woodward, 2009) is illustrated
by the emergence and importance of theérfacesin the ecosystem. In effect, they areantrol
mechanism (Tiwana, 2010) and are designated in the platform literature@sdary resources
(Ghazawneh & HenfridsspB013 Gawer, 2014; De Reuver al., 2017; Wulf & Blohm, 2020).

¢ KS2 &SNS todlf) Rr&GRAIGHEGHbFaBneME ehfridsson2013 that manage

the level and type of integration and interaction between the digital platform and those
developing the modules. Examples of these resources include the application programming
interface (API) protocol and software developmdits (SDK) that provide access for the users
to new features and functionalityGhazawneh & Henfridssp2013. This has facilitated a
transition, to allow thirdparty developers, external to the firm, to also develop solutions that
are known aspplications(Ghazawneh & Henfridssp2013 De Reuveet al., 2017) extensiors
(Tiwana, 2015) ocomplements (Kahruet al., 2018). They allow access to the core digital
LI I G F 2 N)Y dena&ivit) diBr timeSvithdew and somewhat unprompted innovations
due to this access (Ya al, 2010). Some everyday examples include payment facileigs, (
PayPal, Stripe), locatidmased service(g.,Google Maps, Waze), messaging (WhatsApp, Viber
etc.), accessing digital content (YouTube, Disney + etc.)sdittracking and management

(Garmin, Fithit, Strava etc.) to name but a few.

This approach has facilitated the ability of the platform ownexg.(iOS, Android, Windows,

ClL 080221 8GO0 G2 dGFL Ayid2 +FyR 15 dweR@l yil :
outsider O6¢A Gl YyLFE HamMpO G2 GKS FANYo® LG faz LN
owner can become the dominant digital platform in a given spage Apple iOS application

with 1.8 million applications available worldwide (apple.co®RP) or Google Play at 2.9 million
(statista.com, 2021) are some of theell-known, everyday examplesBoninaet al. (2021)

described these as innovation platforms with their abilityattow complementary solutions and

technologiego build on the platfom's foundation Consideration for the platform owner in how
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open to make the platform and its resources, especially for third party development (i&arhu

al., 2018). This decision impacts the platfofms y SilNdleitual property rights (IPR) but is
aSSy Fa ONBIFGAYy3I Ay yhaudd comprifentat JLI22NIQINGAFGIASS aF dzN
(Karhuet al., 2018). The research focuses on the interdependency of the platform and the
applicationi.e., the level ofimpact of a design change in one element on another, defined as
Woupling) O . NUzgtiaZA QiSO @ 2 AGKAY RAIAGIH € Idakel G F2 N
couplin 2 RSAONARO6S (GKS &Aldz A2y 2F GKS8g,AYy(GSN
ALO YR y2G SY06SRRSR Ayid2 (KS I décdupin@ BKSWD |
changes in the application do not harm its interoperability with the platform (Tiwana, 2015;
¢CAGL Yyl ZTight ooMpin@® | @ SELISOG SR 4 affa tharySiratet eflementy’ G K
of the platform impacting on the functioning of the other (Brunswickeral, 2019). Digital

platforms with boundary resources in @atosystem bring forward some specific differences

from aproduct platform.In a product platfo¥ = G KS Y2 Rdzf Sa KSt LJSR RNX
productoffering. Digital platforms reflect this but are shiftitige business model to being built

on access to the platform as this gives the application access to the user. This provides the means
forthelLJt  GF2NY 26y SNJ 12 3ISYSNIGS NBGSyYygesducy R LIN

(i.e.,application or extension).

Providing accesto complementors leads the organisation to considiee digital platform
boundaryas adesign decisioto complement Eatonet al.(2015) focused on the perspective of
control to set thefirms' digital platform thresholdThe use of boundary resourdes means by
which the organisation establishes the boundary of the digital platform. Tiwana (2018) put it in
relatively simple terms as that whicémarcates its exterior from its interlofp.831). In effect,

it is the point that separates the internal architecture and the core capability of the platform
from that of the external architecture that the platformvill interact. It also reflects where the
external resources will require the means to join with and acdessthe design to connect
through the boundary (Eatoet al., 2015). Gawer (2021) explored this topic and established that
the 2 NH I y A & Itél platigren DouritldryisAbased on strategic decisiomsound three
interrelated boundaries. Drawing from other research, the digital interfgdbeundary
resourceswas identified as well as thecope of the platform (based on the firnisore focus,
busiress model, assets and resources) and the platf@ide£]the target users or customers).
Gawers' (2021) proposition is that a digital platforms' boundary is an interplay between these
three interdependent areas where the firm must make strategic decssibme output from this
LINEOS&aa NBadzZ G6a Ay GKS FTANYAQ RAIAGEE LI GF2
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Anfurther expansion of how a digital platform fits into an ecosystem is how it can impact as part
2 ¥ okgghisationl fvi€w (Selandeet al., 2013; De Reuvet al,, 2017)as it helps to link firms
as they deliver products and services as a collective group.ofgasisational formhas two
aspectdn the literature(Saadatmancbt al.,, 2019):

1) Technology comprising of the core modules, interfaces, and extensions to bridge with

the complementors (Baldwin & Woodard, 2009; Kaetal., 2018),
2) Social processesnvolving the governance mechanisms to coordinate the actors and
interactions between them in @ ecosystem (Adner, 2017; Nambisaral.,, 2017).

Integrated supply chain management is a good example of taking advantage of a shared digital
platform, such as SAP, to integrate into emd-to-end organisational ecosystenMarkus &
Loebbecke, 2013 It dlows companies to customise their business process while taking
advantage ofAPIsto integrate and coordinate with their supply chain partners or to access the
digital platform directly through a portal.
Another primary area of research into digital ptaths is that of architecture. Tiwana (2010)
defined thedigital platform architectureas aonceptual bluepri® G2 2 dzif Ay S GKS
2F GKS LI I G7F 2 N)Y ZdesipiKrBleQY A1RKdzf(S & NRYWR ai KK SW (12 3 S|
of the digital platform provides two functions, (1) Partitioning the platform into its subsystems
and (2) How the system integrates through the interfaces internally and externally (Wulf &
Bloom, 2020). Architectural design provides the research on the logigahisation of the
RAIAGEE LhowdF 28 BOKSESAS (GKS RSAANBR &a2f dziA
SO2aeaidSvwatQo PKe§ a2 v nmn 0 LINPdyiRed SuRhitedtuteS of digital
technolog@that conceptualised fluidity at the product Vel by reaking different design
hierarchies through the embedding and use of software. More recent research comes at the
same question but in the opposite directiare., expanding the digital platform by adding
ophysical resources (such as a new dewi¢Kprhu et al, 2018:479) Examples such as
smartwatches with heart rate monitors and global positioning system (GPS) capabilities provide
users, through applications on the iOS or Android platforms to a host of health solutions. Other
examples such asd¢rscanning of documents (receipts, credit cards, driving license, QR code for
Wi-Fi router access) on a mobile device are becoming more commonplace that demonstrates

this evolution.

With the background set out on digital platforms, the following is a oéthe protocols in the
Wearch and acquisitidd & carfiddiaut. This culminated determining the research questions

central to the study.
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2.3 Search and acquisition of the literature

As the first of thehermeneutic circle® C A 3 dzN&rchahdcquisitio? T2 OdzaSa 2y &
the literature, identifying relevant sources oinformation, and reading to develop
understanding. The following section summarises the steps, with a more detailed outline in

Appendix 1.

Sourcesg Selecting a bibliographidatabase was the initial decision before searching. From
reviews of the various available sources, it came down to one of the primary indexing databases,
Web of Science or Scopu@P ! A largest Sbstiact and citation database of paeviewed

literatureé 0 9 f & S A S NBas setested O0FFom fhefe? l&ddidy IS journals provided the
F2dzy RFGA2Y 2F GKS fAGSNY GdzNBE NB JArBundor® Seokasi S
LINA Y NB a2 dz2NOS QI8 BasketRoBgRE(RIS, 802)% withii Ks®cord iterative

round of otherhighly ranked. { 22 dzZN}/ I £t 8 2 KA S AIPBaskdt dghtQA I K A
NI GAy 3T (KSaSwel2edadd) I NS & Blz0lDKAK ¢ $f {3QNRBE NRIR
justify their inclusion (Rartered Association oBusinessshools 2021) Another expansion of

the sources in this second round included the proceedings from AIS conferences

(https://aisnet.org/page/Conferences As the primary conferensefor IS academics and

researchoriented practitioners, they provide an additional valuable source of literature. The
third iterative literature round came about from the reading step and attending various online
webinars, esearchseminais within the cokkge, conferences, and many other interactions. The
third grouping captures literature identified with potential interest and, if promising, was put
forward for analysis and interpretation. While not large in quantity, the final two sources were
academicaB LJdzo f A & K SIRTiem?2 FF btedkuné Rdatset al., 2016) Although not
peerreviewed, tierone grey literature generally has greater editorial control and confidence
about the author's expertise. Examples include industry sources such as the International Data

Corporation (IDC), ForbeSartner,and McKinsey.

Searchingg the initial step was to identify protocolto find literature that would provide
guidance from a digital platform or digital transformation perspectivachieve an outcomeA
dSI NOK scholaK 2 X$ (¥ IspeBalisi€S S\yy rrhlrdsdaibhfagd highly regarded

in the field (Figure 3) provided vital sources in this round.
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Key Search Terms

m “Platform Design”
Ola Henfridsson “Platform”
Kalle Lyytinen “Ecosystem”
Eric Monteiro “Transformation” AND “Digital” AND “Platform”
Amrit Tiwana “User” AND “Acceptance” AND “Platform”
Annabelle Gawer “Transformation” AND “Acceptance” and “Platform”
Michael Cusumano “Acceptance” and “Platform”
Peter Evans “Transformation” AND “Ecosystem”

“Platform” AND “Emergent” or “progression” OR “Innovation” OR

Marshall Van Alstyne
“Unfold” OR “Gradual development”

M. C. Boudreau “Platform” AND “Reuse” OR “Redesign” OR “Reusable”
Youngjin Yoo “Intraplatform” OR “Intra-platform”
Geoffrey Parker “Intraplatform” OR “Intra-platform” AND “Design”

“Architecture” AND “Mechanism” OR “Generative”

Figure2 5 Key AuthoraindSearch Terms
LGX Ay STTSOG SconvdrsatiodE 02 A RAFAYEKADKS LY g2dzf R 0
the study (Huff,2009). Next, the search terms were also broad in selecting those articles to
explain choices or relationshipwithin a digital platform This was to provide insights on its
impact across a broad spectrum, i.imternalto the organisationexternalto the firm and the

outcomesobserved

Sortingand Selectingg Searching resulted in a total 886unique articles (Table 2.3).itN such

a large number practil scree@ T2 NJ Ay Of dzaA 2y | ywRedifgEo(ff dza A 2
(Tranfieldet al., 2003;Denyer & Tranfield, 2009;k0li & Schabram 2010). The title's relevance

and the source's academic rating primarily drove the desgtection. More recent papers from

the identified key authors in digital platforms provided additional material for inclusion

complete the lineup for reading and data extraction.

Initial search Exclude Include
Round 1 604 468 366 102
Round 2 307 296 260 36
Round 3 72 72 45 27
TOTAL 983 836 671 165

QX
(0p))

Table2.3{ dzYYF NB 2F (GKS Wa2NIAy3Q IyR W

Readingand Data extractiong This set of stepwas to position the literature within platforms

and, more specifically, digital platforms. The critical part of this step was to provide the highly
NBft SOFyd LI LISNE FyR ahalyicdNEINRIENS oF 20NEHazalsi Silj dzS,
NEFRAY3I aGSLI TNRY inBAESNBYIOSHBS Oh b a®FTHBRI | 8E
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included: (1)Key focus of the paper(2) Contextand the (3)Reaiworld problem being
addressed. From here, r@levance assessment gave rise to rating levels, and the criteria for

digital platform design are summarised in Table @tealdown of the 165 documents

Rating Level Criteria Quantity

1 Provides clear insights in multiple ways to leverage

explain.
R:II?ET/IAYNT 9 lllustrates very good examples of connecting to the how 83
and why for digital platform design.
1 Applicability is high at the architectural level.
MEDIUM 1 Provides some good insights 38
RELEVANCE 1 Applicability is present at a general level.
SOME 1 Provides limited insights. 44
RELEVANCE 1 Applicability is possible but low.

Table 2.4 Relevance Ratings

The level assessment was against the following characteristics or factors of the papers,

considered within the lens of a digital platform, infrastructure, or ecosystem:

(1) Examining and investigating a particular aspect within a digital platform,
infrastructure, or ecosystentg, looking at and understanding its impact, influence, key
drivers or reqired conditions. Presenting insights on specific elements, components, or
attributes of a digital platform,infrastructure, or ecosystem. Defining the digital
platform, organisational structure, or development processes to achieve a specific
outcome.

(2) Proposing design principldsased on a research endeavour.

(3) Establishing a newor augmented theoretical modelconceptualsation, emergence of
fundamental conceptsor framework ¢ from analysis and proposals about design in a
digital platform,infrastructure or ecosystem.

(4) Demonstratinga relevant Qthat causesBQ2 K S NBB  &ieads,such asachieving
valuebasedoutcomes, how specifics in digital stratey influencedesign, interactions

from stakeholdersn a digital platformcustomers, developers, other companies) etc.

Comprehensive data extracted from the literature classified as high or medium provided the
material to map and classify. This requireeR S Lladalytica®?  NJ ank the/gdal wasat
interpret and become imersed to achievanunderstandingthe details of which are outlined

in the next section.
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2.4 Literature analysis and interpretation

2.4.1 Analytical reading, data extractiormapping,and classification

Mapping and classification aimed 2 synéhesie the relevant literature into a compact
classification that describes major views/approaches, contributions, authors and souraes 2 S f f
& CeceXKecmanovic, 2014:266).K S 2 dz(i Lidzihalyfich® YNEIIKFBA y3 & (G SLI LINE
material for the mapping proasand presentedthe topography andcritical aspects of the
literature. The recurring objective was expanding understanding of the field and highlighting the
approaches taken in each study, their motivation, theories, findings, and contributions. A
conceptYF i NAE 41+ a RS@St 2 LISR gitodpinglandf peeseitidy- the kéy LILINE
concepts 02 S0 & S,18002vvid. It systengttically organises the data and presents it in

| sub¢inct forr@(Boell & CeceKecmanovic, 2014) ! & S| OK anhliticallgNI N&S- | 3R =W
determining a set of patterns proved to be a highly iterative and reflective progesse
Appendix 2 for detailed categorising of each reference and summarised focus. | made
adjustments throughout the process as | allocated papers to theiigdased definition.

Applying the KJ Method (Scupin, 1997) created a refined and expanded set of conceptual
ANRdzLIAY3& FTNRY (K2aS drigntaiiohaf NS BN E I ERP2 OK NA d
(also known as the affinity diagram approa@ntailed leveraging the four steps of the method:

(1) capturing the core concept(s); (2) grouping based on patterns; (3) presenting the groups.

Step (4) analyses and interprets the groups outlined in the next section (Seetign 2.

The first step wasaptuingthe LJF LJS N & Maseddd y syr8hesisdrom the data extracted

(Table 25), described as the principal proposition(s) by the authors. While generally captured in

the abstract, the paper's components helped form a more robust interpretation ttie

4dz0 ASljdzSyd 3INRPdzZLIAY I & andlytided ! NBIF RKYI R SNE FiNR o
comprehensive table (in excel). It allowed for various forms of filtering and adding new columns

when necessary.

Components Definition \

Key focus of thepaper Domain and main output or article goal.
Context Type _of study, timeframes, organisations involved or general
situation
Realworld problem Challenges or questions that are addressed by the study
Theory / theoretical lens / Theoretical concepts applied in the paper
concepts

How the theories are appliedframeworks or models to help in

Proposals / statements :
explanation

Key findings Output from the study
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Components Definition \

Contribution Stated contribution from the study
Research questions Stated research question
Relevance to HPEFS Potential connection to case study

Relevance High or Medium

Table 25 Data extraction from analytical reading

The second step wasaupingd | & S Proadyondeptual categories 6 { OdzLJA yThe M T
analysisleveragedRousseatlet al.Q §008) integrative approach to search fopatterns and
connectiors between the studiedDenyerand Tranfield(2009 suggested that synthesis makes
WssociationSbetween the parts identified in the studiésy FecadingCthe information in rew

or different ways. Triangulation (Stake, 2006) and convergence provided the techniques used to
RSOSt 213 | aaz2 O keleitive? igterpretatikiNP oz@ B dztiial, S200823) of the

literature groupings as they relate to:

(1) Offering guidanceo the reader about making deliberate choices to transfamigital
platform to achieve an outcome.
(2) Explaining choices or relationships on/within a digital platform and their subsequent

impactthrough outcomesnternal to theorganisationor externalto the firm.

It is also connecting the literature review to digital transformation by the focus on how the
outcomes of the research connected tioe processof enhancing an organisation's business
model and its value by embedding digital technologies that change thdupts and services it
provides(Matt et al., 2015;Hesset al., 2016;Sebastiaret al., 2017 Vial, 2019.

A total of eight broad conceptual categories were established through the grouping step, heavily
influenced by the perspectives of designing a digilatform. The positioning of each paper in
one or more of the categories was dependent on the proposition(s) determined in step one. As
an iterative process, the quantity and definition of the categories evolved and updated the
concept matrixXWebster &Watson 2002). Adding three additional data sets captured the core

information on the allocation to one or more categories (Table 2.6).

Table 2.7 provides a breakdown of the categories and their descriggtiep 8 of the KJ methad
They can be summarideas either influence within an organisation's activities to design,
develop, and deploy a digital platform or considerations to achieve outcomes (e.g., value

creation or competitiveness).
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Heading Description

Concept matrix category 1 Assignedoncept(s) for the paper

1 Howthe core focus of the paper as it connects to the

Concept matrix sub selected concept(s).

catego "
gory 1 The central proposition(s) by the authors
Comments on the 1 Providing text of the basis of trselection of the
selection of category category in the concept matrix.

Table 26 Concept classification for a given paper

2.4.2 Analysis and overview fathe categories in thedigital platform literature

The literature to date is broad and, in the main, informs the choicegganisation should make

when designing a digital platform. In other words, it advises the design choices that could or
aK2dzZ R 0SS (I NBSG WRatd & yi &S RriftikAivaERidkad Bahdate ind S W
the core design requirements that ght to deliver the desired business outcomes. This section

provides an overview of the literature contribution and aligns with the conceptual categories.

[A] Value creation- Grénroosand \WbimaQ 2018 definition of value creation focuses on the
Odza G 2 YSNJ | ¥ R vaudin-dza. Hidked diewdit-isf nfore tHan products and services;

it is the endto-end journey and experience that the customer accumulates over time. It also
0 dzA f R avaldeifi-exchérg® Wo S G ¢ EBIP gk RS Ndher® yIRY BE-OiHadh of W
valuQ FNRBY { K SluddbaridWaimBidai( 2015 ) cénfifrded this proposition by showing
value coecreation as a critical element of a framework for service innovation within an ecosystem

with a digital platform that déVvers the services.

Ceccagnolet al. (2012) looked at value from the ecreation perspective by small independent
32F061 NB OSYR2NE LI NIAOALIFGAYI Ay GKS LXEFGTF2
servicesSusenaet al.Q @018) studyfocused further on the interactions between the users in a
d20AFf YSRALF RAIAGET LI I G Wauddfeating LINF OD&§AOHSE P
argument was built on a proposal of the hybridisation, or merging, of value categories
(functional, sotl, emotional, epistemic, and conditioal (i 2 R btity?oSthelfikaSgood

or service to end userg§Susencet al., 2018:335.

Similarly KyomuhangManyindoet alQ&d O HAHMO LINRPLR ASR &dddzRe F20
and environmental conditios in their study of learning management digital platform. They
outlined several hypotheses to test in their study of the impact on usability by specifics such as

the interaction between users and the platform's physical conditions (surroundings and space).

30



Chapter2 ¢ Literature Review

The ease and duration of a task, control of the task by the user and the frequency, among others,
provide additional consideration to create value. Research figallinikoset al. (2013)
approached the topic differently as they looked at the impact onuhderlying value and utility
2T RAHABIN YK SANI LINRPLRAAGARZ2Y f221SR (2 Y2RAT
OK I y Jt@nsfyNatioll 2F (GKS | NISTI Ol (etkal (A021) Wendifi€d i & O
YSOKFyAaYa FT2N) RS&AAIYyAy3d RA I MwéHbdngQLIGI20 TRYNBYTaY |
interaction, communication, user experience and motivation. They identified autonomy (need
for free will), competence (having confidence in abtlitgomplete a task) and relatedness (need
G2 FSSt LINIL 2F | O2YYdzyAdeée Ay GKS LI FGF2NY
well-being through the lens of seffetermination theory (SDT).

Conceptual Group description

Category

[A] ValueCreation What drives Value treatiorl outcomes as an input to strategic decisspat
value that will (1) Overall business leveValuein-Exchange

influence (2) Userfocusedc Valuein-Use acceptanceg

design choice (Grénroos& Voima 2013)
[B] Competitive Reacting to Business choices that are competitidriven as an input tc
moves competitionor = strategic decisions.

competitive

moves
[C] Digital design How to getto Present astrategic intent to outline a higlevel direction.
strategyand the future tFLISNJ 6AGK St SYSnfat |ingd® (@ ¥
options vision of the  selected strategy as steps to the future vision. Set at |

organgation. levels:

I Level 0= Represent a higlevel strategy with a more
generic and broad apigiation, e.g.,digital innovation.

I Level 1= Strategic choices that focus on the approa
technique,playbook,or process as they apply to speci
dimensions or elements that underlie and defines t
action to be takene.g.,service innovation.

(Hamel & Prahaladl995)

[D] Design (a) Making Business choices on the platforgriower level as focused ol

selection functional = more specific choice$unctionalityor capabilities) that will be
ity based platform-based to meet a businesbjectiveand highlighting
'strategi¢ = their importance to theplatform's outcomesincludes:

decisions 1 Boundaryresourcesand complementors

(b) Design 1 Platform ownership andantrol.
principles 1 Reconfiguratiorandinterdependencies
(lower 1 Designing for bsinessprocessesand internal and
level) to external to the firm tasks within a sociotechnical
guide system(Lyytinenet al, 1998 Lyytinen & Newman
decisions 2008)
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Conceptual Group description
Category
[E]Architectural Design at the = The technicalconfigurationchoices for the digital platform at
design architectural  the architectural levellncludes:
levelof a 1 Layered ModulaArchitecture(Yooet al., 2010)
platform. 1 Couplingg tight or loose

I Modularity ¢ coarse or granular
1 Accesg; direct, indirect, or open

[F]IT Governance The Execution in the IT development process, research into spe

and Execution of = development | IT activities and step#ncludes:

the Software process i.e., 1 IT Governance

Development getting it 1 Software Lifecycle Development Lifecycle (SDLC)

Lifecycle done

[G] Sociatechnical People and 'Peoplé aspects within platforms, digitaplatforms, and

effectiveness structure ecosystems i.e., developing the skills, structure, shar
focus within values, beliefs, knowledge managemaegit. to improve the
the Socie effectivenesof the firm's system development
Technical (Lyytinenet al., 1998; McLeod & Doolji2012)
System

[H] Digitisation Automation Encoding of analogue information into digital format
anddigital (Yooet al., 2010; Lyytineset al., 2016)
embodiment

Table 27 Conceptual categories for Concept Matrix
Another stream of research focused on valuation techniques to make optimal IT investment
RSOA&aA2ya YR GKSNBF2NBE AYLI OG GKS @It dzS FNR
0 KS I LILI reaOdptibi€? yY 22RFS W Ay 3 o6y Si LINBaSyid oIt dzS
involved assessing the financial impactrafoducing the option oklectronic data interchange
(ED) as an adebn to an SAPR3 migration where the benefivas not clear and was used to
illustrate his proposal. Fichman (2004) built on these ideas by proposing a model for IT changes
Fa | FAYlyOGptbrl KRyR&Saay®yad¥® ol aSR 2y (oSt @S
organisational innovation. Khaat al. (2013) added the dimension of time to assess the impact
onli Kalisedvalu@ o6& GKS A YA opion? @he BetafuneIinithiisisyedam | Y 4
reflects a focus on & A NuBIUe &apturen revenue and profitgZottet al,, 2011; Massat al,
2016) from making better investments and witlaluein-exchang® 6 S (i ¢ $révidei K S/ RY
WustomefGronroos & Voimg2013).

A final perspective on value falls into the literature on technology and user acceptance. The
Unified Theory of Acceptance and Use of Technology model for technology acceptance
established by Venkatest al. (2003) represents the seminal work in this ar¥aluein-use is
shown in two of the four core determinants of acceptance in the model, i.e., to see some

performance gains as a user and with a reduced effort. Abragiaah (2013) presented the
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O 2 y OS evolutiehdry péychology G 2 | dz3 Y S yfiiVenlakeShet M. A2REBE The

| dz{i K 2 NBEfourldgvas® RO o (i 2 0 2 y R JearR, 8nifl SoffuRe) that Qrdjvidied M *
enhanced understanding of technology acceptance. Polil (2004) examineda different

aspect by measuring user satisfactiohey proposed an improved measure by applying four

key dimensions (users, application type, platform, and modes of development) into the process.
Clausseret al. (2013) looked at how platform owners (Facebook) can improve the value of the
applications to uers. The authors could show they controlled the level of notifications to reward
RSAA3Iya efgadiRy 2 NBJX WOl GA2ya GKFIG 3IF @S NRaAS G2
0Kdzaz 3IAQGAY3A 'y AYyarakKa raugigus®Dg || RAIAGEE L

In summary, value as a research domain is broad, reflected irbtbad range of literature
presented in the review. We find that design choices on a digital platfoemd careful
consideration of the typeof value categoryto which they relate i.e., functional, social,
emotional, epistemic, and condition§Busenoet al., 2018). Generally, it will be coreated
through the interaction on the digital platform where measures such as user acceptance and
satisfaction can help act as a measure of valuethi@rfirm side, value also derives from the

outcomes that deliver the maximum return in revenue and profits.

[B] Competitive movesa A OK I St t 2 NI S NJef3ehgebSsifaiegy foinfGlation isi K S
coping with competitiod o0t 2 NIi SNE  mapinap papen, helpdposey oné ¢t theifived
GKNBFGa G2 LINBGSOG thredtloffsybstiiiite products br ervRkboking R K ¢
Y2NBE ONRIRt& | 0dzaAyS asdlatingechanisn®y §f2 OYE A8y XY X
difficult for competitors and, therefore, a differentiated architecture (Teece, 201@ra&egic

position built ondifferentiation and hardto-imitate products and servicesill likelylead to a
osustainable competitive advantagdPorter, 19%:74) With the right degn choices, the

literature reveals that digital platforms can provide a basis for a competitive strategy that is hard

G2 AYAGFGS | yR O lsglafing inkcBaNi&eE e2, ohBraus fbr @ ompeting firng’ W

to recreate. Gnyawakt al. (2010) in their study of social networking services (SNS) firms, put
forward the strategy for calevelopment and alliances that result in the-ceation of digital

platform solutions to maintain competitive advantagéazanet al. (2018) proposed that the
RAIAGEE  dufferiofl Brenketdral comfiguratios OF Yy RNAGS O2YLISGA
Architectures from their study on the UK mobile payments platform were valeating (by the
openness of the platform to eoreating partners, i.e., integrative dntegratable) and also

deliver value (by the type of access for-@eating partners, i.e., direcindirect, or open).

Foerdereret al. (2019) focus on digital platform development and@dNE | stakehdder®
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within the enterprise software industry. €ir findings concluded that it is theffectiveness in
integrating knowledge across the ecosystem participaans, therefore,across knowledge
boundariesthat distinguistes a firmfrom its competitors Andersoret al. (2014)in their study
ofthegaming.Jt  § F2N¥& 062 AA | YR - 02 E Wiining ¥r@&gBR ¢ K S & K
found that platforms with more content and a lower core performance created a competitive

edge to demonstrate the importance of an organisation's design choices.

Jimenezand Arenag)2021)study highlightsa differentchallenge facing some organisations to
balancecollaboration and competitiomwhenco-creating value in their digital platforms digital
platforms become more complex, not alatforms' modules maye developed by a single
organisation This hasnecessitagéd establishingalliances some of which may balirect
competitors The authors provide insightstinmechanisms and practiseto manage these
relationshipsand critical processconsideationswhen designing the platforrand making the

appropriate competitive move.

In summary, striving for differentiation amdaking itdifficult ¥ 2 NJ 2 cKp§ChiBm Qiiigital W
platform capabilifesgives rise testrategicchoices These includepenness and access for third

party developers to the digital platform, information sharing between stakeholders as it
develops,and balancing content and performance, among otreeas. Therefore, the key
takeaway from the literature shows that strategic design choicasdrive competitiveness
2dzi02YSa Ay GKS RA3IAGI fresullingcdnfigaratisnQaimakeNtldedh G S O
to imitate and become a source of the fidi RAFFSNBY GALF GA2y ®

[C]Digital design strateggndoptions¢ the literature inthis conceptual grouping denotes those

papers that present atrategc LIS NE LIS O i A 0 Sligita@ 1ISONR RdzA¥y&A Wy R as
provide the insights andonsiderations for positioning potential design choices where the digital
platform can be an enableStrategy is another broad domain withxtensiveresearch with

YIye (1Se& (K2dAKG € SFRSNA (GKFG LINRPGARS BdzZARI Y
with competitors and sets out actions to establish its position in the industry Mintzberg (1987).

LG Ffaz2 SyOFLladzZ I §Sa & @édéncedBndQl vV Syidigigdo ey DI
cryQ F2NJ 0KS SYLX 28SSasx InywrtiRe\NRNathe R Pran@lady 20055 G Sy
The study presented by Woodwaedl al. (2013) proposed a conceptual model to formulate and

S E S O ddiglal businéds strategy® ¢ KSe& LINBa Sy (i S RlesigkKrBove® S&2 St ¢
describe the strategi¢t QU A2y a 2T 3 NBsigh gafitad (i Kk § R T Xomyiady-(0 Wy 3
enabled products or servicesWoodard et al, 2013:538). The authors depict this as a

OdzY dzt btack @ 8esigld G KIF G OlFy 6S NBIFfAASR | dgighal LI2 G Sy
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debtQd L RS Hhd o6 to inédardethle argansk G A 2y Q& 2dzi RIF §SR G SOK
reduce the inherent complexit Rollandand Mathiassen (2018) built on this work by studying a

digital platform in a Scandinavian media organisation. They expldredstrategic choices
betweenWigital option® 2y i K S A NJ(rRv tBchnical &nd ibSbrmafich&rdtsnality

GKFG Attt AYyONBFaS GKS YXy i Iyjamieb® ¢ JIL §/ dz&J INKR
they considered the choicbetween an internal legacy digital platform and several external,

competing digital platforms with a recommendation to go with the latter.

Soto et al. (2021) looked more broadly and focused on those factors that have
interdependenciesaind will influencesuccess. They defined the strategic choices basettien
configuration of(1)the level of outsourcing being employed, (@w development is structuk
(3) the threat of disruptin the firm faces and how imminerand (4)decision makingSawyet
a.LoHnmMc O LINRPGARS || RAFFSNBYy G LIS NIohditsatigrS T NP
22dNySed ¢KSe& LINBaSyidSR AdigiahlchéeishiQ AGAl@és ank S 6 d.
enterprise platform (to manage transactions) and a complimentary engagement digital platform
(to support digitalbased interactions between Lego and the customer). The case presents how
technologies such as the digital platform can change ra'ditbusiness model and generate
avalueproducing opportunities (Sawyet al., 2016:142) Sebastiaret al. (2017) build on this
g2N) G2 adigigasenickslplatioi? Wl y Syl ofS GKS TFTANY (2

(@]

quickly on new potential soluins. Therefore, the right platform provides the means to execute

digital strategies centred around customer engagement and digitised products and services

Guptaand Bose (2022putlined the importance of the digital platfornas itrepresens a core
element of the delivey of the digital business modellhey developed adigital business
transformation (DBT) frameworky studying two entrepreneurial firmsin the crowdfunding
market(Wishberry in India and HaekJoe Labs in the USheDBT frameworkvasbuilt onthe
basis that information would flow from thiusiness or operatioenvironment This influences
the digital business architectureomprised of a digital strategy and business modaihin

which the digital platform would stb drive the deged transformation.

Another subset within this grouping narrows the focus to the strategiproach or procesthat

appliesto specific technologyased domains defined in the studies. They provide insighds
considerations that can influence design choices for the firm and the potential for application.
KathuriaetalQa o6Hnmy 0 &aiddzReé 2F waoud apgopiittian moded Ly &RA |
outlining the macréé S@St & ( S Lddud intkgBation Capabili@S Ri 2W NS f A4S gl
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Henfridssorand. @ 3a i} RQ& 6 H n mgeberalivd Mechahishts RN LISR/ SHE LI |
digital platforms and infrastructure evolve. Theypdied the influential studies ofédistromand
Svedberg(1996)i 2 O2 y OSLJidzl f A &S | corfigursitidr@liperdpdain@ 2 FNRIYK NJ
PawsorandTilley (1997) to build a process view that explains the evolution. Hetalg(2017)

leveraged this work to analyse the rapid growth of the Chinese digital venture, WeCash. They
were able to identify three mechanisms that could be broadly applied to &dlpm to scale

their digital platform: 1) having a dta-drivenoperation; (2) the ability to make quick changes

0 K NP dstit N'A S | & @ppewer td-cifaRge the core focus based on technology shifts
quickly. Térmer (2018)followed a similar patto investigate the digitalisation journey of the

LEGO GroupHe identified threegenerative mechanismotshow how a digital platfornsan

drive innovation speed ahefficiency (1) modular upgrdability of individual suksystems (2)
economics of substitutiothrough reuseand recombinatiorand (3) reproductiorthrough the
integration of external solutionsKovacevi€pacicand Marjanovic (2020) outline a digital

platform strategy as an ongoing process in their study of an ialelearning management

system. The authors also followed thpplication ofgenerative mechanismé&p to the point of

their study, they identifiedwo key mechanismg1) grassroots data collection an@2) cross
organisational fast feedback loopehey caitend that these helpo explain the ceevolution of

the digital platform strategy in patlelwith the digital platform.

Gregoryet al. (2018)looked at the importance of Idonsumersation andits transformation of

digital platformgovernane (focusscope,and patterns). They found that everyday life changes

in expectations and practices have implications for an organisation's platform design and IT
activities. Gombeet al. (2018) developed a new framewof&r mapping Fintech innovation.
Such a framework provides a means to assess the functionality of the effects of the technology
across the dimensions of customer experience (complementary or disruptive). This gives the

firm a supporting tool to gauge theogential for digital platform design choices.

In summarypapersin this groupingoresent aset ofstrategic perspectivethatS y I @ifitdlQ W
products and services by providing insights for a firm to consider and outline strategic
approacles and procesgs. Generally, they sit within specific technoldzased domains that
allow the reader to position potential design choices within the firm's strategy, where a digital

platform can enable these products and services to succeed.

[D] Design selectiorg this grouping presents insights at a more tactical level as they focus on a
digital platform's specific functionality and capability to demonstrate the connection to a

business outcome. The outcomes vary from the very speeific,#acilitating communiationQ >
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Wriving network effec@> (2 G KS 0 i@ pefornfantc@l @upkrimingWhe
competitiorQ @ [ A Gighhghtiigdiyit®l infrastructures or ecosystems was included in this
conceptual grouping because (1) digital platforms were named2) the proposals or findings
apply to choices on a digital platform. Finally, some of the literature in this conceptual grouping

presents design principles based on their studies' findings that could guide decisions.

I £ AYS 2 FbobhBaiy®dolNdOK E@FOWDT | LILIK A OF ( AcABs) thaNP I NI
sit between the digital platform and thirdarty developers provides a view of this literature that
focuses on functionality and capabilitghazawnehand Henfridssof @013) highly impactfu

g2N) FylfteaSR RAZIAGI fbountaly ieFoardddd ¢ KSR | (dKiISK 2RNGEa A
two processes of resourcing (enhancing the scope and diversity of the digital platform) and
securing ihanaging and increasingpntrol) to explain the actions #t occur because of the

platform owners and the thirgbarty developers. Eatoet al. (2015) built on this work to
RSAONROGS adl 1 SK2f{ R&btammodatidhans their impaotDa theldEsigiias 2 y & =
0 K @striduted tuning) 2 Touidir$ resdurcedidarhuet al. (2018)added further by looking

Fd GK2aS RSOSE2LISNE (KI G 08 lbhuadarsrBsouickdS O 3 X &
forking and the effect of more open access as a set of competitive strat&gigsrtet al. (2022)

looked at theplatform boundary resources and complementargagement in their study @&
commercecontent management digital platforsiAs withGhazawnelandHenfridsso® @013)

work, they identified five types of complementor engagement aridtroduced the concepts of
complementor securing and resourcinthey also outlined different types piatform boundary

resources (PBRs) (1) Standardised PBRs allow the barrier for entry for complementors to
provide solutons to a platform to remain lownd (2)individual PBRhat are focused on specific
capabilities or isues for given complementors. dlauthors content that thiprovides a source

of differentiationof the platforms ands an essential set of design ches for an organisation

to consider,whether acting as the platform owner or complementdralckenhduRReret al.
(2020)investigatal the challengeof complementors competition with platform owners when
leveraging PBR3heydevelopedfour hypotheses tmutline the characteristics of a market that

will increase the likelihood ofnore significantcompetition between complementor and

platform owner.Theyinclude areas such as demand for a given niche, competitive intensity
within that niche,the quality of the complementors and the innovation raténally,Sohand

Grover (2022)lens to study PBR#cusd on the role Wistributed sensemakirigin the
development of PBR®riven by a large set of application innovatiptisey found thatit is

important to drive competitive performandey the shared understanding of the PBfittween
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app developersWhen looking for the integration of new solutisrinto the digital platform,
appreciation therefore of the workings and design of a PBR are essential for more effective

development outcomes.

Thesecondresearch categorjocuses on how the modules (or sapstems) combinecanbe
reconfigured,and have interdependencies tonpacta digital platform.Um et al. (2015)found
that the changing combination of digital components and interactidrises changes in the
LI | { TtapdgEal W a { NIH@ristiztylSd WordPress plugns fom 2004 to 2014
illustrates how the digital platform rearrangements anahanges to the interrelations of the
Wigital product® 6 A (0 KA Yy Wystersmmive the @ufionModule nterdependencie's
impact on evolutiorwasalsofocusedon in the short study byHukal (2017pn GitHub data His
findings showthat the impact of the introduction of new functionalitys contingent on what
exists already in thelatform in the form & resources and capabilitieSandberget al. (2020)
present there-programmabilityconcept tocreatea new orgarsing logidrom their study of ABB
product platfam evolution over 40 years Theiranalysisdemonstratedhow product platform
digitisation leads tostructural or compositionakhanges in thesystem orproduct (denoted as
phasetransitiong. Thedigital platform changewere further characterised byhe evolution of
the interfaces, the architecturand coupling control, and design decisions rights atitbse

involved (internal ad external)in the development process.

Business processransformation formsa stream in theliterature that makes it another
consideration in the design procesiathuriaet al (2018) highlighted the importance of
businessprocess alignmentwithin a digital platformas part of thé cloud computing
appropriation model. This alignmens an underpinning component to the technological
capability outlinel in their study that directly impasa® A N Q& LISiiHagyNanet @.0 S
(2019) identified amodelwherethe need to consider thdusiness processes throughdigital
retailing platform to achieve speedaccuracy and coss vital to achievwng operational agility
Lekovskyiet al. (2021)comeat this, however, in the oppositedirection, i.e., from the digital
platform perspectiveto illustratein their studythat global companies target digitsblutionsto
allow centralsation and standardisation of their processd$ie relevant business processes

therefore,are an importanelementin the designof the digital platform.

TiwanaetalQa O H N mn U gideSaYfranyewdrk fos fuilying platform evolution based on
(1) architecture, (2) governance and (3) environmental dynamics. The presented
conceptualisation provides several areas to consider when designing a digital platform, i.e.,

decision rights between plaifm owner and developers, control mechanisms and whether the
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platform is proprietary or shared. Yarg al. (2012) studied the digital platform designed to
enable the emergency system at the 2008 Beijing Olympics. It informed a set of design principles
for an integrated information platform based ¢a)capturing data(b) comprehension ofritical
eventsand (c) projection of what will happen to allow actionftdlow. Luschand Nambisan
(2015) conceptualised service innovation and established a frametwoikform the design
elements of a service ecosysteand service platform and ceoreate value.Markus and
Loebbecke (2013presented several conceptual developments to realise a digital business
strategy. In particular, they outline the design choices lesw
(1) A Wustomisable digital platfor@ & K NER 0 @ whefd sotecoddd SeNE
competitors of eactother, e.g.,platform such asSalesforce.com accessed by many
firms and can be configured to suit a given set of needs.
(2) A digital platformi I NB S (i $uRinesscommuni@all of whom use it for similar
means The New England Healthcare Exchange Network (NEHEN) provides an example
of design based on users. In this case, health care providers, insurance companies and

patients join and partipatein a comprehensive digital platform to manage payments.

In summary, this grouping focuses on specific digital platform functionality and capability and
demonstrates the impact of critical choices atigkir connection to a business outcome. It
provides considerations for the firnon digital platform-based selectiors linked to specific

business choices.

[E] Architectural designg this next groupingocuses on architectural level characteristics and
t221a G NBaSkNOK It A #ebi§nrhierarahi (Clark, K985). Rravdrig o L
several highly impactful studies has guided the lens of this conceptual grouping in assigning
G NA2dza LI LISNBE ® ! (O (K @xteRsibla dodebases LI KA DKNIKSE LA 2
set of central fundbnalities (Tiwanaet al, 2010). The application of modules as ‘Hdd-on

software subsyste@ LINE GARS& (GKS OdzZNNBy(d FdzyOQuA2yl € Alea
RSaANBR® ! dEinteippefiteYepsRiiztie &xch#nge of data and information), the
products and services are delivered. By leveraging the digital core (as a set of shared resources),
the firm can extend the functionality through interfaces, such as APIs, to new or enhanced

modules(Songet al., 2017).

Several examples of papers that fit this grouping beginwiteRdiQa oHnnc O NB A S NX
OKIAyad ¢KSe Sunuhdinth 2SR yFRING I TRE YW I yR RE G
products resulted in more significant and sustainpdrformance. They determined that

achieving an integratedhformation flow from the IT infrastructureresults in‘higherorder
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process capabilitieghat leads to the observed impacKallinikoset al. (2013) found that
changingli K inctinal relationship§between digital artefacts impacts appearance, form,
value, and utility. While context is also an influence, the study stresses the importance of

relationships between the components in a digital platform when making design choices.

YooetalQ&H nmn O Ay T ldgdrgdinddlldrarchitediile 272 N G KS | LILIX A OF
technologies provide an additional foundation for this conceptual grouping as we look for
insights on key design consideratioifieydescribed this aa continuum that does not have a

product boundary Itis built onlayers of devices, networks, services, and contémas embed

vital digital technolodesto deliver a product or servic&he impact of this research arbe
establishment of this new architture changedhow organisations should organise their
innovation.Um et al. (2015) also put forward the impact of layered modular architecture as a
RSaA3dy OK2AO0Se® ¢KSe& aSS GKA&A | NOKAGSOUGdzNT €
solutions canco-exist in a platform based on an agnostic design due to théxaa design
02dzyRENASa AdG FrFrOAtfAGlFGSad ¢ Kdiglal protiutt® 6 82 G B 5 S &\
new outcomes, as outlined earlighnother recent definition focuses dhe impact this design
approach can have asiiill éallow participants to create value through data, complementarities

and transactions taking place on the platfarrtGrover & Lyytinen2021:xi) Similarly the

concept of@®nterprise architecture (EAlyiven dynamic capabiliti€has been shown tarive
Wompelling digital platform@Van De Wgtering & Dijkman, 2021) Data from 414espondents

from a web questionnaire (LimeSurvey) in the Nethndsallowed the creation of a research

model byto confirm their typothesisand, therefore, its importance in the design process.

Within this context, digital platform design can be viewed as an importanterprise
architecture resourceas it reflects arEA deployment practi¢ehat requires knowledge to allow
the organisation to gain the desired benefit (Van de Wetering, 2019). Additiprihlly
contribution of the dynamic capability view (DCV) provides a theoretical perspective on
modularity (Mikalefet al., 2021). Firms with this capability generally have strategic options to
reconfigure their business model as the business environment changes. Ashmichgital
platform design provides the opportunity to take advantage of modularity in the choices the

firm considers.

Brunswickeret alQ& oOoHAM®pL &addzReé LINRLR&ASR I Y2RSt G2
between components in a twsided digital platformKallinikoset al. (2013)concluded that the
relationship defined as the coupling level (tigtpderate,or loose) would have varyingipacts

depending on the design choiddukal (2017describedcoupling from the perspective of the
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type ofmodularity, i.e., the degree by which digital platform components can be separated and
recombined He wsesthe term Woars€lo denote theredudion inmodule dependencymaking
them loose)and YranulaityQthat drives greater structural complexity (and tightnesBhese
lead to a tradeoff for the organisationas the specific synergistic desigim a granular
configurationrequires a high degree of effort compared to coarseodularity. In the coarse
approach thdimited dependencypetween modulesneans thainnovaion will be a muctower
effort as the focus is more on the moduM/ith granular mdularity design considerations will
be looking at the modulehe overall digital platfornrand how each element integrates together

thus making it a larger task for the organisation.

As a final exampldsazaret al. (2018) investigated the functionality of making the firms' digital
platform open to cecreation with partners. Configuring the ditecture to this capability with
different access levels (diredtdirect, or open) proved to drive a competitive strategy in
studying the UK mobile payments platforms. In summary, grouping based on studies that
provide insights into configuring decismfor the digital platform at an architectural level gives

an organisation an essential criterion to consider.

[F] IT GovernancdlTG)and execution of the ®ftware Development Lifecycl¢SDLCY, the
common theme in this grouping was oversight andexecuton of the development process

and applicatiorto digital platforms.This aligns with Tiwanet alQa oHAmMn 0 aSYAY
previously highlighted governance as one of thiticalaspects of platforms evolution.They

defined governanceé awhamakes what decisions about a platfer(iiwanaet al,, 2010679).

They broke this into three key components (1) decision rights how authority iglivvied up,

(2) formal andinformal control mechanisns to drive good development decisisrand (3)
whetherto retain praprietary ownership or allow shared and opensesPacheccet al. (2020)

also focused om better understandingf ITGF Y R A (1 & LJ2 i SYAmbitlekteritR Y U2 O G
make an organisation more agiléo allow exploitation and exploration concurrdntin their
developmentactivity. They highlight the influence dfix archetypeof organisationabased
decision structuresn the success factors of ITiat generate a predictablesturn. Mulyanaet

al.Q 2021) more recentliterature review highlighted the impact of IG through several
mechanisms consisting of structurgmocessesand relationships to drive participation and
collaboration. They conclude that they are antecedents and precede the development of a

digital platform @s4echnology asse@0 @A GKAY | RAIAGEET GNI yaT2N

Fischeret alQa o6 H AN H N0 &0 dzR 8 alighell govekndie abblisinkds YrocBss

management (BPMgmt) as afternativefor digital transformation and execution. The BPMgmt
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FNIYSH2N] LINB JSR vibkis peforme®@ o F ¥ RALINRBR RA RSB W ol &
a digital transformation. Tése ranged from strategic alignment, governance, methods,
information technologypeople,and culture. They found that all companies constantly cited

the importance and impact of ensuring their processes drove strategic alignment and managed

governance vth clear rules and responsibilities.

The software development lifecycle (Mantei, 1989), in its simplest form, is broken into the three
essential steps wherthe dapplication is conceived, developed, and implemenhfsthhmood
1987:294) The studies touched on two significant decisions a firm makes to execute within
these steps, i.e., the process to follow and who will carry out the work. While not a central focus
of the study, Fichmamt al. (2014) provided a broader definition of digitinnovation and the
development lifecycle. They defined it with a festep process of (1) Discovery, (2)
Development, (3) Diffusion and (4) Impact to influence the papers allocated to this grouping. As
a first example, Kednd Tiwana (2006) loosely §itinto the discovery phase with their study to
evaluateenterprise packaged softwam@nd determine the key attributes. They established the
most important attributes agl) functionality (2) ease of usg(3) cost (4)reliability, and(5) ease

of customigtion. They also found that the firm must manage thade-off between cost,
quality,and functionalityto be competitiveYangetalQa o6 HnAaMH O &G dzReé 2F (0 KS
at the 2008 Beijing Olympics established design principles to apply within tredogevent
phase of an integrated information platform. The authors identified participatory design (PD),
software prototyping and compone#iased development as critical to the success of this digital
platform. Berenteet al. (2019) through an analysis of twentsix case studies, provided a
framework and theoretical explanationf employe&l fesponses to largscale @terprise
system (ES) implementationThe authors presented a comprehensive understanding and
recommendations to overcome resistam congruentor institutional) in the diffusion of new
technologies. Jiangt alQad oéHnmy 0 &d0GdzReé t221SR | RAFTFdAzAA 2
social behaviour, i.e., whether users will follow predecessors' actions when selecting a digital
platform. Their findings also focus on how moderators increase, e.g., through a digital platform's
market share or decrease through regulation, among others, to influence adoption within peer

to-peer lending platforms.

This grouping includes studies that lookla structure in the Software Development Lifecycle
6{5[/0 LINRBOS&& | yilwQ 2FE $ @dzS DHtdal Ok ND Gdyi Myt WL a S|
1210 Independent Software Vendors (ISVs) determined they will see an increase in sales and

potential of an litial Public Offering (IPO) by joining a digital platform ecosystem wreate
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value with the platform owner. Parket al. (2017) looked at the decisions by firms on the level

2F 2L8yySaazr a | RSaixday OKLI NpuQidnBvddord dHeyd 2 F
RSY2Yy&aGNI §SR UKL G inverk thafirnE QILINBDISOE QXKAZFR A WI (K
externally generated innovation and value creation. Agaegic choiceit facilitatesaccesgo
knowledge, skills and innovation froexternal developmenand dlows potential spillover from

one developer to anotherover time. YeandY |l Y1 I YKI f ft AQ&a o6nnmy0 &add
platforms highlights the importance of the user's perspective to help with the innovation
challenges that firm&ce. They established thaserdriven innovations positively affected by

Yéadusers on a platfornand proviakd the technology (toolkits) and policies/rules to enable it.

In summary, the literature captures critical insights into important aspetthedevelopment
LINE OSaa | yRwhdKSSBSQazidsia ® FLyY LI NI A Odzf  NE 65 &

development into the SDL&hd the governanc&® managethroughout.

[G] SociatTechnical effectivenessthe penultimate grougprovides insights into impacts on the

efficacy of stakeholders participating in digital platform and ecosystem development. The lens

2 Tacti = | LJLJ & AtgtHnical iidBlel & ByStdn? developme(ityytinen & Newman,

2008, provides the common focuy'i G KS 3ANR dzLJA Yy I lagoQi FORD SAE & $
stakeholders that design, develop or use the digital platfdmy{inenet al., 199§. These papers

I RRNBaa I OoNBFR NIYy:h8rFiKBLWSDOVOI @R Y yBIEiE SRNB
shared valuesheliefs knowledgecreation and sharing. AnderssehalQa owHAnny 0 &G dzR
Swedish transport industry developed a theoretical model illustrating the importance of
Wollectiveeffor® I yR Ay GSNI OGA2Yy 0 GrihdeSt@&afknenbedps. Tigdnis NBE
(2010) looking into outsourcing projects, found that both formal control @speecification of

the clients' needs and outcomes) and informal (sharing of values and beliefs) mechanisms
influence the interaction between cli¢and IT vendor. Lyytinegt al. (2016) build on this work

by distinguishing four types of innovation networks, supported by digitisation, each with
different ways to identify, shareand assimilate knowledgbased on interactions between

Wiverse actor@ TwanaandYAY OHAamc O & { dzR kofddrrent K Sourdi®y @ & LJi
understand what gives rise to improved performance of the IT output. They identified a bi
directional mechanism that creates knowledglearing through interaction to understand the
MARA2AYONI GAO ydzr yOSa 2ZT 0KS | A Sy, IMIAESAA yHINSUNG]
etalQd oHnmyO aidzReé 2F RAAGNAOdzi SR LINRBRdzOG RS@
strategies that include decisiemaking ownership, colocation ofsources, and systems to help

with coordination.
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In summary, the studies in this conceptual grouping provide another view of digital platform
RSOSt2LIYSYy (i THBOOIKESASNYAYyDPI BSYSYyd YR AyiS
on the «ills, shared valuesheliefs knowledgecreation and sharing to improve the effectiveness

of development activity.

[H] Digitisation ¢ the lastconceptualgroupingidentifies those studies that in some way explain

0KS SYo2RnMQy OF BPIFo Nt AGe& Ay G Pooet N@IOiHInfldentialy R & S
paper on digital innovatiorprovides a broad definition of digitisation éhe encoding of
analogue information into digital format. Digitization makes physical products programmable,
addressable, sensible, communicable, memorabi;eable, and associablke (Yoo et al.,

2010:725) Despite not being the main focus of the papers in the group, it gives insights into
gKIFG AG A& YR K2g Al YIre AYyF2N¥ GKS adGNIGS:
computing and the examples of the iPhone and Kindle highlight the poteatinbed digital

capability that facilitates price and performance improvements. Lyyteteal. (2016) highlight

GKFG RAIAGAALF GAZ2Y LaNiBafyxreRo@figurdl KIS TRALBLI2ZONG deyNRIREdzQ
Their example of the City Car as part gf atélligent trarsportation servic@ @A SsSR
transformative potential of embedding digital capability into many aspects of the traditional car
design. Finally, Fichmatalo H nmMmn 0 0 N I RS ydigilaks&iorR S X y & € 8§ 2 MJ  [1Jk
platform governance. This expansion encompasses the impact of digitising processes that
LINE gmale&bilitt? |y R GF At 2NRAyYy3I OF LI oAftAdGE & | RRAGA

The following suisections capture the final step of the KJ Method (Scupin, 199esent the
analysis andnterpretation of the conceptuaroups. The critical assessment determines the
gaps,limitations, and opportunities in the current research to derive the research problem

(Section 24.4) that leads to the research question (Sectioh®).

2.4.3 Critical assessment

Mapping and classification provide an extensive view of the current knowledge in digital
plattorms. The literature, as expected, is extensive in many aspects of its impact on
organisations, their strategy, and goals. The assessment process utilised two steps to complete
the critical evaluation of the literature to support identifying the reseaprhblem (Section

24.4). The assessment process was iterative for each literature round until each was complete

(Boell & CeceKecmanovic, 2014jollowing these steps:
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(1) Identifying the value and strengihc capturing a description (or narrative) and
evaluaing the themes and groups from the mapping and classification step. It also
assesses the applicability to the research.

(2) Identifying the literature limitationsg looking beyond the value and strength of
literature in step (1) to outline the gaps, what thathors overlook, and questions that
emerge that create the research opportunity. Highlighting tie between what is
known and what is needed to know in the form of critical knowledge gaps is the key

output from this step (Webster & Watson, 2002).

Identifying the value and strengths an extensive integrativeanalysisyielded eight broad
conceptual categories heavily influenced by the perspectives of designing a digital platform
(Rousseat al., 2008; Denyer & Tranfield, 200®poking more closelgt the literature about
digital platform design, we can further reduce the groups into three primary design domains

throughinterpretative synthesis (Rousseatial.,, 2008; Denyer & Tranfield, 2009Figure 26.

To aid in the explanation, definition of each follows with a description of its value and
importance to realising outcomes. A few illustrating examples from the literature support these

three thematic groups to complete the identification step.

(1) Digital Design Strategythe first cdegory groups the literature whose central theme
presents research into busineklssel outcomes connected t@igital-basedXstrategy
I OGABAGASEAET LINPOSaasSa IyR OFLIoOoAfAGASEA GF
(Hamel & Prahalad, 2005). Thalue of this literature is providing varioyserspectives
G2 SylrotS RAIAGAdgitalDA DY I 0 A3 & X &S Ko/ Ze LINE RY
can form thecentral tenet of thefirm's strategic direction. Woodarekt al. (2013)
illustrated thiswithi KS LINP L2 ASR 02y OSLJidzr t YdgRaSt G2
business strategy® C2NJ 'y 2NHIyAal iA2y> GKS | dziK?2
Wesign moveQ & &0NF GS3IAO I Gldaskyy éapitddand cBM@ ¢ (0 K
adigitally-enabled products or servicé$Woodardet al., 2013:538).
In addition, the literature presentghe importance of the strategic focus on
competitiveness outcomeNA Sy o6& adNI §S3IA0 RSaAITy OK:
architecture and condjurations to make itHard to imitateQ >~ e a source of

(i KS Tifeddntator) azanet al, 2018).
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Literature Review - Mapping and classification

Digital design strategy

and options (1) DIGITALDESIGN

STRATEGY
Competitive moves Digital design that embodies
e the strategic intent for the firm
Digitisation
(2) DIGITALPLATFORM
DESIGN

] : Research on functionality
Des'Qn selection and/or features of a digital

c . platform and the resulting
Architectural design outcomes and subsequent

impact on the sociattechnical
system

(3) VALUECREATION
OUTCOMES

Studies that have focused on
value and how it can be
created, cocreated and

facilitated through value-in-use
actions with customers
solutions

Value Creation

IT
Governance

and Socio- . -
Execution of | technical 3 X dlgltal platforms

the Software | effectiveness design domains

Development [current literature grouped in relation
Lifecycle to how it guides and provides insights]

Execution

8 x Conceptual Categories

Figure2.6 Consolidation of Conceptual Categories on Digital Platform Design

(2) Digital Platform Design the second research domain revolves around functionality,
features, the architecture of digital platform,resulting outcomes and the subsequent
impact on the socigechnical systemlLyytinenet al., 1998;Lyytinen & Newman, 2008;
McLeod & Doolin, 20321t providesvalued direction by demonstratinghe effect of
critical digital platformrabased choices anttheir connection to business outcoraeThe
architectural dimensiofin this collection of papers alqwovidesessential insightsnto
aligningthe canponents within the digital platformslesign hierarchy (Clark, 1983}
highlighted earlier, tie highly impactful work of GhazawnahdHenfridsson (2013) on
Woundary resourc€® I YR etdl®@d you nmno aSYAYyLFf g2N]
provides food for thought about digital platform design choices when considering

functionality or features.
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(3) Value creation Outcomes studies in the third domain focus on value creation; co
creation and facilitd A WalleittuseQ A G KAY Odza i 2 Y $Nbosi& f dzi A 2
Voima, 2013) While the value literature itself is extensive, several specific and
important areas to consider for digital platform design are examin&e. driticality of
designing interactin and involvement of stakeholders to generate value shows the
f A i S NimpbdaNds @ &hat adigital platformwould need to deliver for the firm
The second important theme is measuring value and its application to the design
process. The research highB K (1 & {1 K Salu&nvehdur€sisuct? a6 usét acceptance
and satisfactioras essential design requirements or outcomes
Similarly,design choicesn a digital platform alsmeedto considerthe soughtvalue
type, i.e., functional, social, emotional, epistemic, or conditional (Sustiab, 2018).
Another critical streamexamined in the literature imakingfinanciatbased decisions
and modelling IT investments to realise value. Examples Trandes (1998)Fichman
(2004) and Khaetal,6 H A Mo 0 LINBASYGSR (KS LIoftdngdi A |- f

modelling to help a firm in their decisienakingprocessrom a financial perspective.

In summary, we see that thigdrature caninform an organisation'sledgnfor a digital platform

A firm looking to transform its business will require, first, a strategic direction and second, a view
of the functionality and features of its platform. Understanding and delivering value then
presents the third key componentd target desired outcomes. The large body of research within
these three important domains illustrates a concentration and strength in the literature on the
WhatQt 2 NJ | dighal platféera design In other words, from the perspective of digital

platform design, the research informs very solidly what needs to be done by the firm.

However, when we pasition this in the broader context of digital transformation, we findathat
large number oforganisationsstruggle to digitally transform with less han 30 percent
succeedingDe la Boutetiereet al., 2018) Digital platformbased transformation presents more
challenges with the evancreasing demands from customeegardingexperience to raise the

bar on what they must deliver in value and compeé&tadvantage (Ehrlict al,, 2017).So, why

is this the case, given the strength of the literature in digital platforms? The second assessment
step reflects on potential limitations and gaps that would allow this study to explore answers to

help in the dallenge of digital transformation.

Identifying literature limitations (building on step (1) understanding thegapbetween what
is known and what is not known, seen as critical knowledge gaps, is the key output from this

step (Webster & Watson, 2002)ppalying a process model approach to digital platform design
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allowed a deeper look into literature from the perspective of events and outcomes to identify
gaps(Langley, 1999; Van de Ven, 2007). As an edgwen approach, the current research is
sparse orhow to makethe bestdesign choices about the configuration of the digital platform
to realisetargeteddesign outcomesThis was confirmed imore recent stuéeson the lack of
clarity onhow to design platforms from service perspective (Heat al., 2018) andthers, such
asthe underresearch in the process of digital transformat&trategisingn the public secton
Sweden (Khriso, 2021).

We also find few studiesxtendng to the architectural levebf the digitd platform to help

explain how design choisé@mpactoutcomes.By way of examplefooet al.Q @010) influential

g2 NJ) 2 Myerédm8dulawarchitectursd A RSYGAFASR F2dzNJ f 2238S¢
contended that their designs are somewhat independent of each other. What is unaddressed in

this study is how to achieve integration, which then presents an opportunity to assess if
dependency impacts perfornmae. Rakt al. (2006) created a similar predicament when they

R A a O daabarfslRy iBiYmation and data from the physical flow of products to achieve a
higher order of capability in supply chain integration. What is missing from their insidia is

tol OKABIBAIN® G KNRdzZZK RAIAGEE LI FGF2NY RSaAdy

significant and sustained performance?

Similarly, this weakness applies how to design choices on a digital platform ¢hang the
Yunctional relationshipSbetween digital artefacts that impact appearance, form, value, and
utility (Kallinikoset al., 2013). Final examples of gaps show whagsigningcoupling levels
(Brunswickeet al., 2019) and making a digital platform open toareation (Kazanet al., 2018).
Both provide the impact of the design decisions but no insights @ to choose.

Consequently, several questions begin to emerge:

(1) What A an th# choic® t8chlinologybased change in a digital platforta causean
outcome?

(2) Why does aparticulardesign choice lead to an outcome for a digital platform?
Therefore, providing insights intoow a firm should go about a digital platform design.

Thegapsin theliterature presented an opportunity texplorea deeperunderstanding of these
choicesin a digital platform context. In the broader context answering these questions could
positively influence a firm's digital transformation and provide additional insights to guide

change a phenomenon still in its infancy (Vial, 2019). This indichepotential importance of
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the study if it can provide insights to increase the likelihood of success in these digital

transformations, something explored in the next sectiod ). on the research problem.

2.4.4 Research problem

Positioning the proposed prohie and the motivation for the study requires looking first at

g KSNBE A lealfwhridd aASK alS @ F R A FVai detVen(i200®y L2 NM I (2 2
Hamy 2YEAYS ada2NBSe omTdo LI NIAOALI digitalo 02y
transformationsare even more difficulthan organisational transformationg\ simple search

T 2 digitattransformation failur@ @A Sf Ra | 6ARS NI y3S -based NB LR
studies, thus indicating the size of this problem and possible reasons for itsermoe Recent
high-profile strugglesncludeGE, Lego, Nike, Proctor and Gamble, Ford, Sony, Play $tatie)

DI NYAYyQa , botmgok/t Ky2(yNSR £ 4 Q t |y 2 LJG Adnd Buthdwdy angn§ NH & ¢
others, all showing the complexity of achieving this ishtowards digital transformatior(Van

Alstyne et al, 2016; Davenport & Westerman, 201Byunswickeret al, 2019® ! TANKXA
expectation for a digital transformation would typically be enhancing either or lvathe

capture (revenue and profits) anlde value creaédfor their customergZottet al., 2011; Massa

etal, 2016).b S@S NI KSf S & dvie néed ty hdbnde digited® ARZIS AW y 20 | f g1 &
the expected level of digital transformation enhancing the organisation's business model.
[221Ay3 Ot2a8t8 Id GKS AdSNI O diuliEgbbde »&G Ik
2019) and a criticaligital transformation element (Sebastiah al., 2017 Bogea Gomest al.,

2021) Therefore, we could consider a transfer of focus from digital transformation to designing
more impactful digital platforms. In other words, it could provide potential sesiaf improving

success by understanding the connections of how one can affect the other. The motivation for

the research is to provide some additional insights from digital platforms as it centres around

this $eal world)  LINJVart d8 Yen, 2007)

Thess core argument¢ Based on the challenges faced by firms executing on digital
transformations, the current research does not provide all the answers on successfully
embedding technologies into a firm's digital platform and business model (as th@iiem
statement). However, from the critical assessment, there is both a concentration and strength
in the research informing the firm's design direction for the digital platform and overall
transformation. At first glance, this seems at odds with the preseof challenges in various
digital transformation efforts. However, with a gap in the research albaut to makedesign
choiceson crafting a digital platform anghy they impact outcomes (as thesearch problem

we can infer that answering these questions could improve the potential for a successful digital
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transformation. Ahypothesis therefore, emergeshat some of the challenges of digital
transformation couldtheoretically come about dudo architectural choicesin the digital
platform. This leads us to the simple questiddhat differentiatesone choicdo another?This
question's insights and answers could help organisations approach these challenges more

confidently, thus motivating theesearch.

With the research problem set, the development of a research question and set of objectives
was next in the process. A theoretical lens (or framework) provided a basis for the digital
LI I 0 F2N)XY RSA&AHYQ OKRANISA i al S/ 2zl Ggh 6 Sormuldte G K S

a research question fully.

2.4.5 Research question and theoretical framework

Before crafting the research guestion, selecting an appropriate theoretical lens to help study the
research problem is essential. With many potential choices, choasthgoretical framework
determines how the study will look at the research problem and offer explanations as we try to
solve it. Consequently, it also influences the research design and data collection and analysis to
reinforce its importanceWith these rspectives, a literature search yielded the seminal work

2 ygenérative mechanisnis Hegfridssorand Bygstad(2013). While somewhat limited in its
application in the literature, it provided a means to challenge and expand academic research on
digital patforms. With this in mind, it presented the best way to enable new theoretical insights
on digital platforms and why one design choice on a digital platfodiffexent to another in its

outcome toanother whilealsostriving for originality (Corley & @a, 2011).

Generative mechanisms adefined "as causal structures that generate observable events
(Henfridsson & Bygstad, 2013:918s a primary theoretical framework (or lens) to explore
digital platform design outcomes, it uncovers plausiblglanations surrounding choice. A
generative mechanism ian inherent property or characteristic of an object or action that
Ll 44523 po@0 (KeS O dza & 2 NJ Sayidoudcbrie(Shyer(189R Thapbwes @ S v (i
exisswhether itisactivated (actulised) or not i.e., there is internal potential withirthe action

to generate the even{Pawson & Tilley, 1997; Archet al., 1998).The search fogenerative
mechanisms is the most plausible explanatiohcausality (i.e., why we observe what we
observg amongst the indicators, correlations,-gwidental or spurious associations fed in
the empirical dataSearching for plausible patterns behind observable ev@viiagers, 2004)
changes or outcomes, is how vdentify(i KS Y S OK I ¢xplairihad CadkireMingers

& Standing, 2017}t is further strengthened as an approach because ¢ontextual conditions
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in which the mechanism worksould impactits effectivenesgSayer, 1992; Pawson & Tylle

1997)¢ Figure2.7.

Applying this lens taligital platforms has led to thgotential contributionof identifying and
categorsing impactful generative mechanismklentifying the mechanisms inherent in the
choices can provide insights aedplanationsto explanWg K& ¢S 20 aSNIBQ O KI

Overall, the following research question emerged addressed through the study:

For a digital transformation within financial services, how do enabling

mechanisms influencéhe design choices of a digital platform?

Adopting a‘Ponfigurational perspectie i R&vsonand Tilley (1997)means using their
contextmechanismoutcome (CMO) schenes the basis for analygiBigure 1.2)They applied

the influential studies of edstrémand Svedberg(1996)to conceptualisghe casual paths and

to illustrate that in specific contexts that outcomes can be traced lbaz a specific (or
combination) of mechanismdiénfridsson & Bygstad, 2013yhe purpose therefore, of this
qualitative case study is tdevelop a deepeunderstandng ofthe design choices within the
transformation of a digital platformwii KAy GKS &aiAy3tsS OFrasS 2F 1t9
between 2013 and 2019 set several critical objectives to reflect the phases of the studyand t

achieve the purpose set :

Objective RO1) To examinand contribute tathe digital platform literatureits design
and design choice treatment.

Objective RO2) To complete a detailed investigation of the context, actions, events,
and outcomes for the digital platform design (heenomenon) within
the setting of a Financial Services organisation {neald context).

Objective RO3) To explore and understand the underlying complexities of the critical
events of the digital platform design outcomes based on a generative
mechanismbased theoreticaframework.

Objective RO4) To propose a novel set of integration strategiestteg architectural
levelthat wouldrealise the optimal design outcomes.

Objective RO5) To provide a¥ 2 Odza SR OfeayleWw& K dzlyiR déskyd 2 F
principle GKI G 3JdzA RS GKS A tloinSl@&dta A2y
generate value within the context in which it sits.

| translated the research objectives into specific sub research questions, Table 2.8, and
subsequently operationalised them as part of the research design (detailed in chapi¢e8).

establishment answered the main underlying elements of the leading research question.
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SubQuestion ‘ Why selected

Sub RQL How do generative mechanisn To gain a deeper understanding of
explain Information System (I the criticaltheoretical element to
change? apply to the study

Sub R@ How does context impact the type To understand the organisational
design choices? driven reasons for the design

changes.

Sub RG What conditions are essential to To gain better insights into the
enabling an impactfuéchnology situations that enable more
driven change? impactful change.

Table 28 Research sufjuestions

2.5 Theoretical Contribution

The study's contribution aims to improve theoretical understanding address the knowledge

gap identified in the literaturéWebster & Watson, 2002). This study clarified critical elements

of the digital transformation procesas it centres on digital platforms. Figur&/ Bummarises

0KS aiGdzReQa F LIX AOF A2y 2 plafdsnydsridinard #&dedig OK | y
perspective. An expanded and more detailed outline of the contributions in Chéevides

a basis for the implications for practice.

GENERATIVE

=~  MECHANISMS
DIGITAL \
PLATFORMS \

o FOCUS of
CONTRIBUTION

Figure2.7 Focus of Contribution
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In summary, the contribution demonstratescanfigurationalist perspective charactsingthe
enablingmechanisms in a digital platforrdeemed to be core and proprietary to an organisation

to:

(1) Extend the work of Henfridssonand Bygstad (2013) by identifyg contingent
mechanismghat underpinthe design choices at the architectural level of a digital
platform and the outcomes they influenc&he mechanisms form the basis of the
I vy & ¢ S NWhatdiffefegtiatés one choice tanotherz

(2) Contribute to the digital platform literature by increasing the application of generative
mechanisms to provide a deeper understanding of different activities within a digital
transformation. In other words, to address the knowledge @dgout why a design
choice leads to an outcome for a digital platform.

(3) Propose a conceptual framework and model for integrative mechanisms in a digital
LI FGF2NY 4G G§KS I NOgdctics @iityddotel & Gidaged®Ilyby ¢ 2 L
identifying a method ohow to make design choices, built on the contributions (1) and
(2) above.The modelprovides a challenge to extant research on digital platforms to
suggest it should expand beyond thnat of design outcomegAlvesson & Sandberg,

2011)

(4) To further contributeto (3) by outlining a set of digital platform design principlesttha

canguidel FANNQa STF2NIa Ay RAIAGEE GNI yaT2Nd

2.6 Chapter Summary

This chapter presented the hermeneutic framework (Boell & CEeEmanovic, 2014)
undertaken to complete a structurediterature review. The process is built on mutually
AYUSNIGAYSR YI 22 NberéndidaofbsdithA ©2 OR HDE 5% 2R FF Y¥NY
literature and'search and acquisitidd G 2 &G NAGS T2 N dFIRIGHNRI | Y RA
medium relevantpapers more detailed analysis and subsequent critical assessment of digital
platforms allowed for formulating research problem and subsequent research questions.

The shortcoming in the digital platform literature centrestbe process of formulating design

choices. In effectthe research is to determinand understand thecritical characteristicof

these choiceshrough a generative mechanism lettgt can explain how design inputs connect

to their realised outcomesThis will povide valuable insights given the importance of digital
platformsand theirinfluenceondigital transformationgSebastiaret al,, 2017; Vial, 2019; Bogea
Gomest al, 2021) The next chapter builds from heto outline thecriticalchoices in the design

of the research
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3 Research approachnd methodology

3.1 Introduction

The goalfor anyresearcler is to produceoriginal knowledgeto help explain what we doot
understand and to generate insights that are useful in a practical way (Céri@joia, 2011).
Conducting an empirical study within an existing body of knowledge can facilitate addressing
problems in practice and provide solutions and insights to design approgaaigons (Denyer

& Tranfield, 2009). Tdoretically this requires a rigorous methodology with a high degree of
practical relevance, whicdl y 0 S R Séagnidiic scRe | &1 2VR& §.A2004)dry
Wragmatic management researth 0 ¢ N&tyaf 2083). Rhe research design strategic
decisions followed | dzy RSNBA Q NB &SI NOK ZASadndeyet dAlJRO1LY30).LX Sa& >
This was chosen as it provides a framework for discussiongaittéd decisions in a logical

sequence going through eadhykr.

i Philosophy

I
Positiviim ———=—_————— I

Approach to
theory development

Mono method
quantitative

Methodological
choice

Deduction
Mono

method
qualitative

Survey

Archival
Research

Experiment

Cross-sectional Multi-

method
quantitative

Data
collection
and data

Case Study

Abduction

analysis Multi-
Ethnograph
grepny method
Action Research qualitative

Grounded Mixed method

Mixed method
complex

Induction Postmod-

Strategy(ies)

————————————————————————————————————— Time horizon

Pragmatism
Techniques and
procedures

Figure 3.1 Multf I @ SNB R Ww SefefehchEatndezsf dl., 291 D1306)

The chapter is structured (Figure 3.2) to explore an understanding of the optionsblaiagrer
with justification for selection at each point. Considerations at each stage are based on the

decision at the preceding layer to allow consistency of logiouyhout. This reflects the
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interdependence and interconnectedness between the layers to ensure an effective research
design. From the research question, appropriate choices are made to facilitate the generation
of an answerand to align theproceduresaccadingly (Bono & McNamara, 2011The initial
decisions are around the critical areas of research philosophy and theory development (Section
3.2). The methodological choice proceeds by exploring the research strategies (Section 3.3). The
final part of the bapter outlines the activities taken for data collection awhlysigSection 3.4

and Section 3.pand concludes with a summary of the research design strategy (Sed@)jon 3.

Introduction

A An outline of the researchphilosphiesand the
Key research decisionsResearch selection of Critical Realism

philosophy & Theory development A Review of the theory development and selection
of Abductive-Retroductive Theorising

A Review of methodological choices and research
Methodological Choice, Research strategies
strategies & Time Horizon A Outline of selection of Qualitative, in-depth case
study on a single case

. A Explanation and outline of the protocols for
Data CO"ectlon collection of data from Interviews, Observation,
and documentation

' A Application of coding (Gioia methodology) &
Data AnalySIS Retroduction to identify generative mechanisms

Figure3.2 Overview ofChapter &, Research approach and methodology

To help navigate the chapter, Table 3.1 reflects #pecificchoices made, staying true to

Saunder®t al.Q @019) research onion.

Section Level Approach

Interpretative Framework

3.2.1 (Philosophy) CriticalRealism

3.2.2 Theory Development Abductive-RetroductiveTheorising
331 Methodological Choice Multi-method Qualitative

3.3.2 Strategy In-depth CASE STUDY on Single Case

Time Horizon Longitudinal data from 2013 to 2019 (7 yrs)

3.4Data COLLECTI@Nhterviews, Observation,
and documentation
3.5Data ANALYSISGrounded analysis through
Coding(Gioia methodology)

3.4¢3.5 Techniques and procedures

Table 3.1Research Design summary
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3.2 Research philosophgnd Theory development

3.2.1 Research Philosophy and adapg a Critical Realisnperspective

As with many research students, the first step to looking at research philosophy proved difficult
with so many choices, each with its own merits. The philosophy will chitber where the
researcher believes the truth lies in terms of reality and the existence of knowledge (Saunders
et al,, 2019. Making a considered selection on one or more positions will have implications for
research design and areas such as direction, purpose, goals, and outcomes (Huff, 2009;
Creswell & Poth, 2018). It will also provide the means to interpret, determine relationships, and
understand the consequences of what it found (Van de Ven 2007). To better explore the
personal assumptiomand beliefs that we bring to our research question requires looking more
Of 2 a St &varlous théofet®al and interpretive frameworks that enact these bdiefs.
(Creswell & Poth, 2018:15).

The research philosophies can be interpreted and understoaskt on their ontology and
epistemology beliefs as central components of these framewd®stology considers "what

exists™' (Huff, 20®:108p Ly 20GKSNJ ¢g2NRaz 2yG2t23& NBTFfT S
I & & dzY LJG A 2 ¥ §pe Bfytruthsdgibt€i(Satdlers et al, H N M p O BaNide Ofkiie W
phenomenofibeing studied (Van de Ven, 2007). Ontological beliefs can range from being only a

single reality or truth to multiple realities constantly interpreted.

9LIAAGSY2f 238 dhdviwk Gah Enovdelge i BIB | FyY R8 =n&¥fiddsfarn nt Yoo
understandig it¢ (Van de Ven, 20076%> | Y R  gcérl kilow @®ut what exists o 1 dzf F X
2009:108). In other words, our beliefs, and assumptions about knowledge, i.e., what is seen as
acceptable, is legitimate, valid in each situation, and in the best form to be coicatad
(Saunder=t al., 2019). Therefore, measuring knowledge, the proper tools that can be applied,
YR K2g 0Sad (2 AYyGSNLINBG YSFyAy3 GKNRdAAK
epistemological beliefsThe ontological and epistemological positionsill also guide the

methodologies selection, as explored later in the report (Huff, 2009).

Theset ofontological and epistemologral beliefscombine to give @aesearch paradigm as they

provide a holistic view ofi KS & (G dzRe& Q& LINA y The kébulisiof @figrenf y 2 & f
combinations of ontological and epistemological choices are generally classified across research
paradigms. AvaradigmA Aclusterdfbeliel@ 6. NBYlLYy 3 . Sttt uwmsoft0o (K
WhatCand#HowQ Ay ONBI GAy3 (y2é6f SRIS Ay I LI NIAOdz
EAYAGSR FINBSYSy (i pdradignixi | pi@sopfas ( € 8 A O 8 NI BILIYI NJ
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interchangeably(Saunder®t al., 2019).This is particularlyrtie as both appear to have beliefs

as a common component of their definitions. Comparing the statementdhilosophy means

the use of abstract ideas and beliefs that inform our reséarcho / NSa g St ® t 2 (K
Brymanand. St f Qa oO0wHnnT0 RSTAYA UKo tfe chapterZafd tdhavdiddza G NJ
F dzNJ K SNJ O2 y ¥F dza intérpfeative fradzewdriQ itk $e assddilhed pHilosophical

beliefs and approaches within each to illustrate the decisions taken (EHle&Woth, 2018). This
ff26a GKS RAA&AOdzaaAzy (G2 F20dza 2y phiokoph® 3 dziA R
Paradign@ setWf beliefS thewretical orientatiof? NBedk Y Creswell & Poth, 2018). As the

list of possibilities is evexpanding,l focus on what could be deemed to be tfiee more

popular frameworksn the social sciences, namghpsitivism, interpretivismpostmodernism
pragmatism,and finally,Critical Realism(Saunderset al., 2019:13(Q. Critical Realisnis the
Yhterpretative frameworkadopted in my studiesl outline the logic behinthis selection as

suitableresearchframework (and philosophy) and how others do not appear to fit fully.

3.2.1.1 Positivism

I LR2AaAGAGAAG LISNBRLISOGA IS nawdl] Esgaly Wa KISI REd aQ 1Ay
observed within a set dawsexplored and set through empirical inquiygundert al., 2019).

It sees social entities, such as peoplad structures objectively studied using the natural
sciences (Bryman & Bell, 200 @ ¢ KA & A& RNAGSY 0 &aQLI2250A20SAQAIAS
(Saundert al., 2019).Realism is theritical ontological perspectivé K I G | Llisifiekc®a = |
helps paint the researcher an accurate picture of the world (Gray, 2014). At the extreme of
realism, within a positivist perspective, there is generally one true (or unique) reality to be
considered about the phenomenon. Objectivism provides the foundation within a positivist
framework when considering epistemology and the acquisition of knoyd€Qrotty, 1998).

This leads to one of theundamentalbeliefs thatthe researcher and reality are separaiee.,

being external and independent y R kallefreeQ W g($adnderset al, 2019). Positivist

inquiry rests firmly on scientific observation that gathers measurable facts, a central tenet to
provide insight for the researcher (Gray, 2014). This demonstrates the alignment to a more

guantitative methodological choice whemlaptinga positivist perspective

Theories have a very interesting place within a positivésted study. Careful consideration is

Ay (St Gy 200425 éObservatiogsh f theoty$de®® RdzNA Yy 3 | &addzRé s |
y 2 0 blank skit® ICKSANR Sa Lidzi LIKSy2YSy!l (Vanydé Zen,YS | y;

2007:104). This may infer that theory creation is more difficult with a positivist strategy. One
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way to overcomef A & thidk ofiits ofie of erasing, inserting, revising, andaenecting

ideas scattered on many papers that are scribbled full of experiences, insights, and musings of
oursandothels 6y RS +SyS wnantYmnno ® ertairktothéofy. | a LIS
As one observation could contradict a targeted theory, the positivist view can only prove them
false. Therefore, verifying theories as accurate is not objective in positivist research due to this
uncertainty about truth (Gray, 2014). Rily, to illustrate an IS research example, the
ocharacteristics of strategy and a portfolio of systems that can be directly observed and

measured (Henfridsson & Bygstad, 2013:91@uld meet a positivist direction.

3.2.1.2 Interpretivism

Thisperspective emerged in the early and ntidentieth century as a critique of the positivist

| LILINE I O Ktermt gfvBn td a abntrasting epistemology to positivis(Bryman & Bell,
2007:16). Interpretivistgontendthat the physical andhe socialworlds welive in cannot be
studiedsimilarly (Bryman & Bell, 2007; Saundetsal., 2019). Thefundamentalprinciple isthat

¢humans are different from physical phenomena because they create meénings{ | dzy’ R S N&
al., 2019:148) and studieswithin this view will apture this difference More specifically, tis

type of research aims tok for an individual or group's interpretations of the social world

(Gray 2014; Saunderst al.,, 2019).

Oy (2 f 2 Bhaekitsl &0 IWzF ¥ Han O adirdividual dr graugives 1 Beiry ST y A
SELISNASYyOSa 06SAy3 &idzRASR® ¢KAA NAOK&BY dzy RS
constructedby those being studiedSaunderset al., 2019). Interpretivists musttherefore

manage multiple socially constructed realities, each of which can be deemed correct. Thus,
driving the complexity that existgnowing that each person has their own realityhichmay;,

in fact, all be different is one of thechallenges of this approachttaining (i K tButh@ orfi thid

research means focigon i KAy 34 adzOK a | LISNE2yQa yI NNI
interpretationsof the reality theyhave experiencedSaundert al., 2019:145) Lastly, to give

an ISview, Henfridssorand Bygstad (2013)ffered up how interpretivism could be applied to

studies on digital platform design and evolution. They suggested it could focus on areas such as
LIS 2 L¥esamakin@ | YR K2g GKS& AYydSNI Ol 6AGK G4SOKY

meaning.

3.2.1.3 Post Mockrnism

The Post Modernism#hovemenfemergedin the midto-late twentieth century and is a

rejection or attack on modernism. The pesbdernist views lead us to accept that certainty and
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longd G F YRAY 3 NBI f A G Achaps, tommexitiyIEheItnkvih Sifcomplatenéss, d
diversity, plurality, fragmentation and multiple realitie$O'Leary, 2007:2)2It assumes there

are no absolute truths, and the social structures that we create as a society are not necessarily
true. This is evident in examples buas gender, religion, and diversity, to name but a few of the
changes we have seen in recent times. Technology can play a significant role when you consider
examples such as the switch to a service economy from being prbdised, i.e., Spotify for

musig NetFlix for movies, and how we acquire knowledge with the advent of the internet, i.e.,
YouTube, Google, and the digital currency of Bitcoin among others. All examples show a turning
2T GeftaRtie® 2y GKSANI KSIR YR RS&MILEaryiid007)i S G KI

Researchers adopting this approach lookioS O 2 y ZXishidig€sialilished, and dominant

realities to highlightand expose potentiallf€oncealed hierarchi€¥Creswell & Poth, 2018).
Moreover, they look to make what may be left out or excluded within the more prominent
F6&adNI OG G KS 2aidmative nhagfiRaliseédavieidsNID { & dtyaR 2008 149).
hyd2t23A0ltf &tuthtai 3 E aib aidgeheralyings nekirmsed set of

multiple realities (Saundeetal, H nMpO @ [ A1 S GKS Ay i SNLBoSaly G ASBS
constructe® o6 dzi SAGK AYLRNIIFYOS 2y I y3dadresvkl& L2 ¢S
Poth, 2018 Saunderst al.,, 2019). The epistemological beliefs of the pogidernist centre on

iKS LINPOSaasSa 27T dzy O2aaS3 \h2/OH RIBRINE SR Eneadidgs a SSy
about the truth. This is achieved by challenging the norm and exposing the power relations

within these dominant realities (Saundessal., 2019).

3.2.1.4 Pragmatism

Pragmatism g a#chool of thoughH®that emergedfrom American philosophers in the late
nineteenth to the early twentieth centuryVan De ¥n, 2007 Gray, 2013 It "assertsthat
concepts are only relevant where they support actigBaunderset al, 2019:151) More
specifically, the focus is on practical outcomes and consequences of the researchGtagty.

2014; Creswell & Poth, 2018; Saundetrsl., 2019). A pragmatist would not see the insights as

an actual reality if the insights do not have a practiddity. As a research framework, it also is
viewed as one that should lead to positive results for society, thus enmgingsvhere the value

lies (Van de Ven, 2007; Gray, 201@ptologically, truth or reality is based on what guides
successful actiond LINBSRAOGA2Y 6+xIy RS +Sy3s Hpractical ® L
consequences of ideas 6 { | ezl REISIEIS).

Van de Ven (2007) outlined that meaning will arise from e profound understanding of

the connection betweenrileag<and HctionQIn turn, the researcher will need to be cognisant of
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the temporal nature of realitywithin a pragmatist approach,e., "Truth is what works at the

0 A Y(Géswell & Poth, 2018:27¢ areful thought is required as the research knows what drives
NBadzZ Ga Attt AydFNRFofe ORI At iLd@etbd trieifrind @ ¢ K
one period to another, which governs that reality will also be both complex andSainges
etal,201p0 @ t dzi |y 2 ( K SidthQy FARES | KFSdzyQQaNENBSyy (2 TW G KS O«
best answers the questiori-rom the epistemological standpoint, a pragmatist will see the
research problem as the mostiticaldeterminant of the research desigpproach(Saundert

al., 2019) Therefore, they have the freedom to select methods and techniques that best suit

the gudy's needs and purpose. A pragmatist is not locked into any philosophy or methodological

strategy as it is about solving the problem (Creswell & Poth, 2018).

3.2.1.5 Critical Realism

l'a 2dzif AYSR SI NI ASNJ Mntgrpraiakive fradeworkia ®atBf CrilicdlS | R 2
Realism | will start with a comprehensive explanation Gfitical Realisnio build a solid
foundation for the theory development approach and methodological choice. To complete the
narrative, | conclude with an outline of its selecticoupled with a commentary on the exclusion

reasons for the others.

Critical Realisnoriginatesfrom the 1975 launch oiv2 € . K I a 1YW Rdal&t Tieary d§f
Scienc@Bhaskay2008yp LG | OGa Fa | YRRRISYRBBOINRDD S W Q ¢
de Ven, 2007; Saundees al,, 2019). It was claimed thalritical Realisncould combine what

I NBE 2L aAy3a LISNELISOGA JS antologicR! redlidad) épStaniolbgical f & 0
relativism and judgmental rationality (Archeret al, 1998x)® L (i S Ydxjfainiaghiwh& &

we see and experience, in terms of the underlying structures of reality that shape the observable
eventg Sadbinderset al,, 2019:147) More precisely, the@ONRA G A OF f NXB I €ahsald A &
structure€) Zaus explanatior® echanism@> YR Ay aA3IKda G2 LINRPOJAR
(Wynn & Williams, 203,2Henfridsson & Bygstad, 201\&/illiams & Karahanna, 2013aunders

et al, 2019.

From theontological perspective, the critical realist views assume the world is real and that this

is separate from how people experience, see, and perceiwiitigms & Karahanna, 2013
Zachariadi®t al, 2013. In more basic terms, reality does exist, butlaes not depend on

people's perception of it, i.e., it is external and independent. Dinéologcal beliefs are
represented bycthree domains: the real, the actual, and the empiticg@achariadiset al.,
2013:857% ¢ KSaSnebtelB AN BRAYY I &a0NF GAFASR f I @SN &l

how eachfit and aligns. Theempirical inner layer is what the researcher seefserves,or
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SELISNASYyOSad ¢KSaS 206aSNBEhaQevBrsShatihave bebliBed | & d:
(Williams & Karahanna, 201Saundert al., 2019) The outer layer is the complete picture of

Yealth & Sidciides alphy&ical and social entities (i.e., structures) that independently exist and

their inherent causal powers (i.generative mechanisms) which may be activated in a specific
contex€ (Williams & Karahanna, 2013:93&3 such reality is not directly accessible through
observation. A good example to illustrate these concepts are the printed advertisements on a
rugby fietl. On the television, the advertisements look correct to the eye due to the angle and
position of the camera (i.e., what you observe). The reality, however, of what is painted on the
rugby pitch is very different. Saundesal. (2019) show that what weeg are representations

(the empirical) of what is real and that our senses can deceive us.

The Empirical: Events that are
actually observed or experienced

The Actual: Events and non-events generated
by the Real; may or may not be
observed

The Real: Causal structures and mechanisms
with enduring properties

Figure 3.3 ThE€ritical Realismstratified ontology(referenceSaunder®t al,, 2019148

Critical Realis® epistemologicabeliefs are Yhterpretivist in natureQthat will be inherently

4dz0 2S00 A @8mpRacES NBLINEBSSWIAY 3T | LIR2NIA2Yan@T GKS
Ven, 2007 Williams & Karahanna, 2013peveloping understanding is seen as a -tep

process for thecritical realist. Initially, it requires a deep focus on the events experienced to
SyadaNBE Fdzf t FI OGa I NBredsanbackwiis®R ®2¢ KESFIDFER G K
Ol dzZaS® ¢KAA Aa 27FaGSy NEBSAND Ry DR eilifdspauNdeEs NNB R
al, 2019:147) CdzNII KSNY 2 NB S (G KS NB &SI NOKS Nlinfarked ByS NB |
explicitly identifying the means by which structural entities and contextual conditions interact to
generate a given set @vents."(Wynn & Williams, 2012:787Note: discussion ifection3.2.3

will outline the ofterinterchangeablaheorising2 ¥ WNB G NR RdzOG A2y Q | YR Wi

3.2.2 Critical Realisnas a selected framework

Similar to the aspirations of all researstudies | set the goal oproducing knowledge that is
original and useful in a practical way (Corley & Gioia, PHdving spent time delving into some

of the more popular interpretative framework€§ritical Realisns the best match to my own
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beliefs a assumptions for defining reality. That is not to say it is better than the others, as each

has its merits. It came down to where | felt it best aligned with the research question

For a digital transformation within financial services, how do enabling chanisms influence

the design choices of a digital platform?

My consideration starts with a digital platform and, more specifically, with the design choices
the organisation must consider to transform. This can be viewé&al) lobjeBtively sudied

as an outcomdgSaunderset al.,, 2019). Observable and measutabfacts on these designs and
changes over time lend themselves to a positivistic, pragmatiCritical Realisrfontologically)
LISNR LISOGA DS T2 NJdésigbchaic@ dzR¥ o KESNB 2 SREDOK [j dzS & i
part in the framework selectioriThe esulting dgital platform designsvould seem a good fit

with the ability to apply both realism and objectivism interpretations readigtologically the

WuthQ A a d eddapleKwherg/the researcher can be separate and external to the sty

the added desire to ensure a practical utility to the knowledge created in the study. This could
potentially lend itself to a pragmatic view where the focus on relevant firdprgnarily drives

useful actiongCreswell & Poth, 2018Saunderset al.,, 2019). This is particularly true as the
design choicgare the main observable evenlf we now consider an interpretivist view, there

are shortcomings to their beliefs for this part of the research goal, i.e., a lack of a realist
perspective. Interpretivists would struggle to capture the true and full nature of the events and
design choifad reall ®o02S0O0Gaz 3IAPBSY GKSANg #220H 2y

Consequently, this led to its exclusion as a candidate framework in the study.

One of the study's goals is to determine the events (design choices) that helge ridasi
evolution as step one (above). From here, | subsequently work back in a second step (Biygstad
al.,, 2016) to study and explore -tepth the underlying mechanisms that are common,
repeating, or unique. This reflects the central theme of the study, embodied in the research
j dzS a G A 2 y énablhy MesliaBisnBOntologicallythe mechanisms thaguide human
choicefor a designg A f £  yrallor ph@sicalobje¢t (Saunderset al.,, 2019).In this case,
mechanisnsNB T f $n@inal poientisl) Ay  Geihicahisgstei ® generate an outcome

or event (Pawson & Tilley, 1997). From #pmstemologicastandpoint this potentialcannot be

truly observed andit will be challenging to establisheasurable facts that can be gather&dhe
Wausdpower®) A UKAY (GKS YSOKI yA 3Kl dayYR S|NS 332 GANIz{OKALy!
WLINE Rdz0OS 3403 VOIS Y 8 814 D3 @aydr, YRBIDA. \Cxusaynseshenishdiare a

social construd¢ as it denotes the perceptions, interpretation, and maag of those that
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experienced it(Sayer, 1992) Therefore, thepositivist and pragmaticapproactes can be

excluded given the central position of mechanisms in the study

Furthermore, a mechanisean be present butinactualsed (Archeret al., 1998) and potentially

not have perceived utility. This could present an additional issue for pragmatists, primarily
focusing orpractical outcomes andealised action. Critical Realisrfits well with the research
questionwith its interpretivist epistemingy. As previously explored, it is due to the premise

that there is a subjectivg’ S & & ampiricdlK St Y8 SNJ 620 aSNIWSR S@SydGavo
of the actual events\(an de Ven, 200Williams & Karahanna, 2018)Figure 3.3.

Thele isgood potentialin the postmodernist approactas it focuse ontologically on multiple
realities, the complexityandthe richness of truth All of which present a fit with the focus on
mechanismslt feels, howevermore occupiedand suited tosubjects wiere the dominant
realities may have power and contrthat the researcher may want to lessen or challenge
(Creswell & Poth, 2018; Saundetsal., 2019) It seeks to findalternative marginalised views

(Saunderet al, H n MpY Mn v |y Ra A2 ySy2iB@aw

about the truth through deconstruction and expog these suppressiondgExamples include
diversity, gender, race, sexuality, and ethnicity. Based on the literature, mechanishis wit
digital platform design could still be viewed in their infancy compared to some of these domains.
Within digital platform design and evolution, there would not appear to be any major dominant
realities that cause oppression or silence, so the conatusis to exclude this approach. While
not applying postmodernistic thinking, it may be prudent to understand some of the methods

0 2dechstruc® | ghdllengé® U K l-rdodeini8tsi émploy that allow a challenge of

dominant realitiesn the thinking araind digital platforms (Creswell & Poth, 2018).

Critical Realisnfits well with eachpart of the research questionand is the assumed
interpretative framework adopted for the study. A critical realigiproach helps make the
connecton from mechanism toan event (or outcome) is the primary reason to select this

I LILINR F OK® ¢ KAa A& HileRoSonii and fedoncentdodicakréalispm S A y 3
epistemological relativisrand judgmental rationality. (Archeret al., 1998:xi) Haskampet al.

(2021) outlined that Critical Realisncanalsoadvanceresearchin this areawith its ability for
multi-level analysis and how it helps providen understanding ofboth change and
transformation. A final part of the exploration into choice shows consistency with the other
scholars who have ut#td a critical realist perspective for similar typdd® research into areas

such as digital platforms and infrastructure (Henfridsson & Bygstad, 2013; Williams &

Karahanna, 2013; Bygstatal., 2016;dvrelid & Bygstad, 2019)
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To conclude a critical realist perspective allows for an appropriate and comipeasive
explomtion of the mechanisms to drive platform design and evolution. It has subsequently
influenced the suitable research t®dologicalchoices andstrategiesexplored in the following

sections of the chapter.

3.2.3 Approach to Theory Development

Theory development and the reasoning approaches therein la@aéxt stage in theesearch

design strategic decisioprocess. Continuing with theJNR y OA L) S & 2r@seai@K S { |
onion, Figure 3.1(Saunderset al, 2019:130) three logical reasoning approaches underpin
theory development. Van de Ven (2007) contends that thdnmyding involves all three that

are iterative, nodinear, and build on each other towards aposed theory. The first of these
reasoning approaches is abduction, which is creative and focuses on the conception of the new.
0Abduction is an inferential procedure in which we create a conjecture that, if it were correct,
would make the surprising anaty part of our normal understanding of the wodd. 6 + 'y 5§
Ven, 2007:101L G A & dza dzl f f &3 dENLIANGA HRNERRe ctetia dacR nceShatis
observed or experienced (Van de Ven, 208aunderst al, 2012 Mingers & Standing, 2017).
CKA& OFly 0SS @ASgSR2 YA, énkl jAERGSearSHpdaBUdEhSn canEtrucy
reasons to explain why this occursthen requires subsequent testing and retesting through
additional data to build a set of conclusions (Saunégrsl., 2012). It is a method of reasoning

suited when there is a richness of information in one context but much less in the one under

scrutiny, where creativity will help identify possible solutions (Saundésd., 2012).

The next activity is constructing or elaborating on the output of the abduction process. This
requires deductive reasoning to establish a testable hypothesis that can leevebs(Van De

Ven, 2007; Saundegt al., 2012; Gray, 2014). The simple goal is to confirm the hypothesis and,
therefore, the theory regarding its consequences (Van de Ven, 2007). The last step is to justify
and evaluate a theory through induction fraiinK Sonditional consequences of the cléifwan
DeVen, 2007:1023s a followon from the deductive stegnductive reasoning effectively works

in the opposite direction to deduction as the researcher starts with the research question,
collects data, andrrives at the theory. This is generally done by looking for patterns and themes
that can be abstracted into some form of genesation (Gray, 2014). Thus, allowing the
researcher to evaluate the strength of the argument and confirm the conjecture esftelliin

the abductive process (Van De Ven, 2007). This approach also allows the research to remain

more open to all the possibilities that lead from the data and for additional abduction.
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While not called out in thd I dzy RS NE Q NFBigu 3. Eamderdef 4l.2919:130)
ONRGAOFE NBFfAadGa gAff NBEAKMENYOS a0 RY (I INE RAZDGX
can be interchangeable in the literature but can be defined as studying the surprising
phenomenon (or event) and inferring the best explanation and hypothesis through underlying
generative mechanisms that are deemed to haveseabit (Archeet al, 1998; Bygstadt al.,

2016; Mingers & Standing, 201Saundert al., 2019) As mentioned, it is reasoning back from

(i K $xpefiences to the underlying reality that might have caused ¢h¢@aunderset al,

2019147 ¢ reference Figure 3.

The proposed approach can be described as Abdu®emoduction Theorising. First, the
atdzReQa ONBIFIGAGAGE YR AY O Spportindi&s (Seke\&Varkdg 3 (i 2
Ven, 2021) will come from abductive reasoniiifpen second, inferenc® hypothesse and

theorise on mechanisms reflects retroductive reasoning (Sayer, 1992; Henfridsson & Bygstad,
2013).As an iterative approach, it will essentially combine induction and deduction as the

process moves back and fortitninfer conclusions at each poifftaunderst al.,, 2012)

3.2.4 Retroduction to identify the Generative Mechanisms

In chapterl, | identified"generative mechanisms as causal structures that generate observable
events" (Henfridsson & Bygstad013911) as the primary theoretical lens of the studyhis was
further supported byexploiing a range otudies in causal mechaniswithin the broad area

of digital platfornrs and infrastructues Henfridsson and Bygstad (2Q13Williams and
Karahanna (2013), Bygstad al. (2016), and Bygstadet al. (2017) followed a path of a
longitudinal, indepth case study based on a critical realist appro#ulis helpng to reinforce

the validity of the selectionf retroduction.This lelped toreaffirm my critical realist approach

and theuse ofthe retroduction techniqudor theory development

The configurational perspective GontextMechanismOutcome(CMO from Henfridsson and

Bygstad (2013) pwides the basis for the retroduction stef@nce the contextual triggef€]

are established, the focus tusio the digital platform designfO] for the study's final analysis

step. Retroduction of patterns of common characteristics of the digital platfarethe pivotal

step to identifying the mechanisnjsl]. Theyareinferred from thecritical incident events, the
sociotechnical actions, andverlaying the contextual triggerés a result theyprovidea basis

and foundation for the inductive andeductive rigour required and alloior abductive

NE I & 2B NI BiougHo@. Y Bsoalloet o £ I yOS 0 SriewS 2 y@NER b i

and being open to all possibilities while ensuring adherence to the process.
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The contextual triggers, the parns and connections of the mechanisare thenestablished
0KNR BIK KE& A & 0 &Roussgdie® AIN20GIA @odiqy (Section 3.5.1)of the
contextual triggers allow/forteflective interpretatio@andto reason back tgenerate adasible
identificationof the underlying mechanisniil] . The final step apms'8ynthesis by explanatién
(Rousseawet al., 2008 andfocuses on the type and form of generative mechanism that could
answer the research question dbw enabling mechanismsgnectthe design choices of a

digital platform

The proceswvill be further aided by avisual representation of cause and effecusingtwo
techniques from Yin (2018)at will provebeneficidto interrogating the dataj @ Bgiz modél®
|y Bmelkries analysi3 ® willKakwsthe analyis on identifying thecritical chain of events
over an extended periothto whatia O I chuseSri@-effdtt pattern® Thisis built on theidea
of aWausal networkand constructinglauseeffect loopSto do so visuallyMiles & Huberman,
1994)andwill bedocumented in excel tablge help with the analysis procesthe output from

this analysis represents the findings explored in Chapter 5.

3.3 Methodological Choice, Research strategemsd Time Horizon

3.3.1 Methodological Choice

The following fundamental choice in the research design process is to consider qualitative and
quantitative approaches. Thgualitativeapproach positions the researchdirectly into the field

of study andwithin a moreHatural settind? 6/ NB & ¢ St f It imgerterally &sZociated my 0
with interpretative research based on a subjective ontology, méthin the meaningan
individual or groupgives to theirexperiences being studiedsenerally, qualitative research
aligns mainly with inductive reasoning (Saundetrsl., 2012).Norn-numerical data is collected
GAUK (GSOKYyAldzSa adzOK | a Ay S NKete§odaid tadrghg I y I f ¢
others (Saunderst al.,, 2012).

Quantitative research, on thether hand, as a data research approach, focusesunerical
measurements rather than descriptive characteristigatawill be quantifiable, and techniques

such as surveys or questionnaires are used for collection. Data analysis will employ statistics an
graphical representation to present in a numerical form. (Merriam, 2009; Sauatlats2012).

It is usually associated with a positivist or pragmatic interpretative framework and a deductive

approach to test theory (Saundegs al.,, 2012).

The overalbpproach selected is that afulti-method qualitativebased on the key fundamental

characteristics o€ritical RealismAs covered, itombines dontological realism, epistemological
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relativism and judgmental rationality (Archeret al., 1998:xi) Analyss of the design choices in
digital platforms within the financial service context requires different approaches. Firstly,
capturing the data on the events for digital platform design and evolution requires different
qualitative techniques. A follo@ yrea®2 y A Yy Stepid uSed @ determine how the events
came about and lend itself to a qualitative approach due to the expected inference of these
mechanisms. Testing and retesting the data to determine and confirm the underlying
mechanisms extend the qutdtive approaches to explore the research question fullihile
adding complexity with multiple data collection and analysis techniques, the overall advantage
comes from overcoming potential weaknesses in any one afinods(Saundergt al., 2012)
Finally, quantitative methods will play a small part as understanding evolution requires more

numerical information to help quantify key business metrics and demonstrate change over time.

3.3.2 Research Strategies

Before collecting and analyzing data, a researcher must carefully consider the research strategy.
This represents the plan intended to answer the research question and defines the link between
the interpretative framework (or philosophy) and the methodsdollect and analyse data
(Saunderst al., 2012). A similar challenge with a philosophy is presented in terms of choice.
Creswelland Poth (2018) conducted a detailed literature review of the many approaches
available and presented what they felt were tfiee most frequently discussed and applied. To
give due consideration, | looked at each in terms of definition, advantages, disadvantages,
examples, and finally, the direction from a small number of ‘gjghlity IS research studies.
Table 3.2 provides aaverview of the five main approaches consideredrrative research

phenanendogy, grounded theoryethnography andcase study
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Disadvantages or
Challenges

Strategy definition and Example Advantages

Narrative Research

9EIl YA Y A ifd expefieBceQW¥ 1. Can readily see howitical 1. Investment in timeis

i K NP dzdik NS Bp@sbhal  aspects of the studgvolve Intensive as heavy focus
I OO 2 dAyalisari@s of events or  with the stories held in on each individual and
actions of an individuallt will be chronological order. This capturing their stories in
driven by the willingness of the @ allows for an assessment of the required detail.
individual and their availability. @ the temporal nature of

(Merriam, 2009; Saunder®t al., specific events and their 2. There ighe unreliability
2012; Oxford University Press, bearing on the outcomes of LIS 2 LJ S Q awhivhS
2015; Creswell & Poth, 2018). captured. may diminish withthe
reliability and validity of the
The ley is capturing and 2. Caridentify major data. The participant can

maintaining the chronological = impactful eventsasl Wi A also embellish stories
nature and sequence of events to = & (i | Y LIQcaptivédin ©
give a deeper understanding. the story. 3. Establishingonnections
(Saunderst al., 2012) between themeswill

3. The data will be very rich = requireconsiderable
The rarrative inquiry focuses on = with the depth and personal @ validation and some form o
the nature or outcome of the nature. The research process triangulation given the
storytelling as it relates to the @ allows for going deep and personal natureof the

focus of the study i.e. probing into areas ovetime. = accounts.

cexploration of the social, cultural, 4. Confirmation biass a

familial, linguistic, and institutional potential challenge with the

YIENNI GAGPSa gAGKA deep involvement with the

experiences were, and are, participant. Needsto be

constituted, shaped, expressed and able to manage subjective

enacS R(E€reswell & Poth, views andcompkexwhen

2018:68) the focus is very personal.
Depends on the nature of

Example the topic.

The sense a woman makes of the

events through the rearing of a 5.1t Is an approach that car

child. (Creswell, 2007) be difficult to replicate, and

the ability to generatie is a
challenge due to the small
number of participantsn
the study.
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Advantages

Disadvantages or
Challenges

Phenomenology

Examining and focusing on a
socially constructed concept or
phenomenon andts meaningfor
individuals. To create a
description of the persots
awareness or experiences about it
to determine the commonality
within the study. (Saunderset al.,
2012; Gray, 2014)

Phenomenon (Oxford University
Press, 2015)

noun (pluralphenomena
fPhEMMBA )

1. afact or situation that is
observed to exist or
happen, especially one
whose cause or explanation
is in question

Example

Understanding the phenomenon
2 T addwsemént relationshi®
betweenawoman in a doctoral
setting.(Creswell, 2007)

Others :
Co2 LISNI A8 SR
WYt N2 F SRSy LY Sy

1. The need to maintain a
clear sense of the
phenomenon at the centre
of the study allows the
researcher to create a
completepicture based on
both the positive and the
negative eperiences. In
others, the researcher can
keep bringing the focus back
on the phenomenon if they
stray. This enables a
thorough exploration of
potential solutions to the
research problem based on
the clear connection to the
phenomenon.

2. Can establish a clear
understanding ofthe
problemsof the participant
Fa  (SK/Sd withbon

G ELISNRSYy OSQ
phenomenone.g.,
misunderstandings, lack of
awareness. This should help
inform future actions and
support answering the
research problem.

3. Can determia how
participants see andefine
valuefrom the phenomena
and determine differences
0SG6SSYy AYRAD
perspectives.

4. Can look at theemporal
nature of the meaning given
to the phenomenon and
what influences change.

1. Selecting the right
peopleto ensure they have
sufficient experience of the
phenomenon (Creswell,
2007)

2. The researcharanset
aside their own beliefs
about the phenomenon
i.e.,bracketing(Creswell,
2007)

3. Differentiating between
those things argenuindy
connected to the
phenomenon and others
i.e.,other external factors
that have significant
influence

4. Handlingspurious
meanings from participants
may impact the quality of
the study. It may be
chdlengingto spot, e.g.
How the participant
chooses to engage with the
phenomenon. This can
influence the outcomethus
giving potentially
WSNNER y S2dzaQ
phenomenon.
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Advantages

Disadvantages or

Grounded Theory

¢theory that emerges from, or is

G ANR dzy RS R¢ 1 hehge, i
0aSNNRI

grounded theong
2009:29) The bcus is on theory
building from the systematic
analysis of the data gathered.
(Merriam, 2009; Saunderst al.,
2012; Gray, 2014)

Example

Generating theory from the
systematic data collected and
analysed on therocesseghat
link the pressure for changand
the policy decisiors in an

academic settingCreswell, 2007).

Ethnography

To study a group that would be
NB 3 | NRcSltdre-sharingte.g.,
Gen X, Baby boomers. More
specifically study the individuals
as they interact with each other
and the culture they live in
(Merriam, 2009; Saunderst al.,
2012)

Example

Looking at how the work and talk

of baseball franchise employees

create and reinforce meaning for
society and how it also maintains a
WBaseball cultur@(@reswell, 2007)

1. Greater transparency on
the data gathering and
analysisi.e., easy to see and
review, thus leading to
greater validity and
replicability.

2. Less likely to have
researcher bias impact on
the research outcome due to
the systematic approach to
data gathering and analysis.

3. Ensures the researcher
goes into tke study with an
open mind and avoids
creatingpreconceived ideas
about the outcomesi.e., the
data leads the way.

1. Focus orultural impact
and, therefore, on the
complexity of group
behaviours and shared
beliefs in a given situation.

2. Looksat common
characteristics that bind a
group together. This can
inform how we may take
targeted action.

3. Greater understanding is
created onthe influence of
G§KS wOdz G dzNB Q
influence onthe action.

Challenges

1. A challenge for the
researchers is to know
when they have enough
data, i.e., how to determine
0 KI Gcategorg W
identificatioQ I NB
$aturatedandno
additional dataisrequired
(Creswell, 2007)

2. Whileapparent knowing
that you have thecorred
data can be a challenge.
This supports the likelihood
that iteration is more likely
with testing and retesting
from grounded analysis for
validation.

3. Handling Error is time
consuming.

1. Researcher needs to be
very competent in the area
of culture, i.e., cultural
anthropology and the
socialcultural system they
will face (Creswell, 2007). I
is hard to observéhe
culturein action i.e., the
researcher gets told what
they want to hear.

2. Shared patterns through
action are difficult to segso
observation requires a keer
sense of whats going on
and bang Heeply
connecte@Managing bias
becomes a knoekn impact
for the researcher.

3. Time to collect data is
extensive and requires a
significantamount of time
in the field of study
(Creswell, 2007)

4. Possible for the
NB & S I NBKSHMD § 2
(Creswell, 2007)
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Disadvantages or

Strategy definition and Example Advantages Challenges
Case Study
Examining particular instanceof 1. With the probing required = 1. Maybeover-complexity

I LIKSy2YSy xiigles A (i between the literature and in the theory due to the
settingQ @a WPS 02y (i the case(s)reative insights  extensive level of data.
(Eisenhardt, 1989; Eisenhardt & can come from very different (Eisenhardt, 1989)

Graebner, 2007; Saundegt al., sources(Eisenhardt, 1989)

2012)
2. The numerous verifications 2. The ability to generale

ANBaASFNDK &id NI & withinthe case study make may be difficultif the case

on understanding the dynamics any emergent theoryeadily = representsto narrow a
LINBaSyid oAGKAY a testable (Eisenhardt 1989  focus and unique.
(Eisenhardt, 1989) (Eisenhardt, 1989)

3. Adhering to the neetbr
GA case study is an empirical data to theory consistency
method that investigates a drives the case(s) to be 3. Overcoming the
contemporary phenomenon (the empirically valid.(Eisenhardt, challenge of casselection
GO0F&aS¢0 Ay RSLIIK 1989) i.e., pickngthe right one to
real-world context, especially best support the study and
when the boundaries between 4. Can focus on more than = considering if multiple case
phenomenon and context may not ~ One case tdoroaden the may be betterCreswell,

be clearly eviderd 6 , BPE H view and as a mechanism to  2007).Knowing the number
build on previous findings of cases is linked to the ide

LY 20KSNJ g2NRAZ 2T WIASYSNI A

to do a case study because you

want to understand a reaworld

case and assume that such an

understanding idikely to involve

important contextual conditions

pertinent to your case (e.g., Yin &

51 @A az (Yin/o0l8:563 &

Example

Studying the exploitation of
G2YSYy | 0 RaNIIEA y
lawn bowls club by merf{Creswell,
2007)

Table 32 Definition of Research strategies, advantages, and disadvantages

From the comparison between the various methodologies (Table 3.2), and after much
consideration, ain-depth case studyn a single case was the selected research design strategy.
Hewlett-Packard Enterprise Financial Services (HPEFS) was deemed suitable with its focus on
digital transformation and digital platform design choices over seven years (2P0Q389). The

choice was also influenced by the level of access from my r&erasr Direatr of Global Digital
Transformation, Business ProcesslUser Experienc@ndlead of adigitaltransformation team

within HPEFS during the study period. This supported my actingHaltyangage@complete
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participant (Brymar& Bell 2007; Creswell £0th, 2018T | A Y X H A MY GichQ (Ky\ZA LINE
62 SA 01 = thickidescriptioBONJOWSSNIT 2 mdpTtoT {iGF1S8E wHannco

observations, and data assembled during this time.

Generalisability, however, and the ability tmake a theoretical contribution are questions that

often surface when a single case is selected for a study. Flyvbjerg (2006) addresses this in what
KS RSaONMO Srilsuriderstanding@ S yRF LIzia GKS I NBdzYSyd 7
overcome by stratgically selecting a suitable case. Several characteristics provide the basis of
the appropriate case choice to meet his assertiginstly, a single case with both losigrm and

deep access mdvantageousor identifying the underlying generative mechamis Henfridsson

& Bygstad, 2013Villiams & Karahanna, 201L3Combining my position in HPEFS and adopting a
Womplete participar® NBf S Fff2¢6a YS (2 YSSi o62GK GKS
supports the retroductive approach for theorising aim aligned with the critical realist
framework selected (Section 3.2.1). Longitudibased single cases provide the ability to study
020K GKS O2 ynBeklying protasiessi KSARNI K2 ¢ (KS@& OKIy3aS i
(Yin, 2018). This helps strehgn the durability of the generative mechanism proposed in the
researchSecond A G FI OAf A G (iSténselbbs&vatto@ I 32 Nifi KA/ K (& K F 2 IN2
data that can lead to more discoveries from events under scrutiny compared to more general

analysis from large groups (Flyvbjerg, 2006).

Third the approach is appropriate if the single case can be shown to be of strategic importance

to the general problem (Flyvbjerg, 2006). The case selection of HPEFS is a solid fit as it looks to
address the callenges organisations face to make optimal design choices for their digital

LX T GF2NY | yR OFy (KScNtsar eabls (025 30kd (BAATAST A B RN K
(Flyvbjerg, 2006; Yin, 2018). The single case approach is appropriate when iepliogights

YR ONRFRSNI AYTFSNBYyOSa T2N 20 iusblg Blatgfh 3 | § A
(Eisenhardt & Graebng2007 Siggelkow2007; Yin, 2018). As a result, it can be best described

| & specialéas®@ ¢ K SNEB { KirsighBsnpve ® biindast impactful (Siggelkow, 2007).

My conjecture is that the digital platform in HPEFS and the learning for the research apply to

20 Kb 2 NBFyAal GA2ya GKFG KFEGS FyYyR INB T OA

Afourth important support forthe inR S LX&infgle cs®@ A a4 K2 g A isthélead6f3S & 0
the digital transformation teamit is essential to manage any potential bias (e.g., experimenter,
confirmation, or selection) as | capture my reflections on activities during this pehedsifigle

OF aS &l NaisiiyS 3.2 & NS EINRLI2 4 A G A 2y 4-deRttiafata ardl théitesS vy |
of the preconceptions, assumptions, and hypotheses that may be held (Flyvbjerg, 2006). My

72



Chapter3 ¢ Research approach and methodology

role subsequently transitioned to that of thegearcheio Rarticipantas-observe¢ ¢ Bryman &
Bell, 2007:437Creswell & Poth, 2018; Yin, 2018)ate 2019 This created a clear transition to
the different standards and requirements to manage bias through the detailed data collection

and analysis design to gport validity (Rousseagt al., 2008).

Finally in a more general sense of selectioase studies involve specific contextual conditions
grounded in realife situations(Yin, 208). The case studgpproachcaptures and emphases

i K SIN®O S &hbiesps they occur irthe context of adigital platform design (Hartley,
2004).We also find that a more profound understanding can be achieved when researchers
immerse themselves within the context under scrutiny (Flyvbjerg, 2006)le not necessarily

'y 20@0A2dza ONAGSNR2Y S {KSpradtical Gilityd § dzZR2 NI $& 2 9 &
2011). With the application to redife situations, the potential exists for managers and
practitioners to apply the output of the research @iy can relate to organisations that are

similar in activity or the industry in which they operate.

The selection isansistent with the critical realist perspectiaeound a digital platform's events
(design choices). It will be presentéd a practicalsetting, and the underlying phenomenon
(causal mechanisms) would appear to be best testedgijsth, within asingle richsetting. The

next phase in the design process focuses on how the data would be collected and subsequently

analysed in a manner apprdgte to the case study as the research strategy.

3.4 Data Collection

A comparisorof the five key research strategies shows they all employ simétr collection

and analysisechniques and procedures (Table 3.3). The key differences are in the emphasis of
specific techniques within a strategy and the extent of data collection (Creswell & Poth, 2018).
The approach for the case study will generally folltmgumentation(archival sourceginternal

and publicly availablepbservations and interviews to provide an irdepth understanding of

the case (Eisenhardt, 1989; Stake, 2006; Creswell & Poth, 2068R018Yefines thislist of

sources to six interviews documents, archival recorgdphysical afacts, direct observation

or participantobsewnation. This ensures we consider the case's many features and facets, i.e.,
O2y GSEG | YR &y &NERS WSS | FTCRINU G (A B ABIRKG,QuB6y.3 2 G |
With the potential need to use some or all, mastery of different collection ptoces is also
required (Yin, 2018). By overlapping data analysis with data collection, we can also take

I R y (fledb® dafollégtion 6 9AASYKEF NRGZ My pod ¢KAA | €

tweak and adjust the data collection in case studyeegsh. Before delving into the detail
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surrounding the procedures and techniques, it is crucial to understand the impact of the theory
development approaches on data collection and analysis. In the next section, | explore how

these reasoning processes aiekir application impact each stage of the evolving nature of the

output.
Narrative Grounded
Research Phenomenology theory Ethnography  Case Study
DATA Primary Main source of Interviews with | Primarily Multiple
source of interviews with key = a more observations sources of
COLLECTIO interviews individuals significant and interviews. | documents
and ) number observatiors,
documents | Observation and (approx. 20 to and interviews
documents may be g0 candidates)
considered.
DATA Looking for Identifying Applyingthe Focus on Detailed
stories significant Bioia culture and analysis
ANALYSIS | within the statements, methodolog® | themes around| throughthe
data, meaning, and (Gioiaet al., the group description of
identifying identifying the 2013; Creswell | under study. the case to
patternsand | WSaaSy O0SQ &Poth, 2018) identify
themes, and to code the themes
applying data¢ Open,
chronology Axial and
as needed Selective.

Table 33 Data collection and analysis (eeénce Creswell & Poth, 2018:105)

3.4.1 The lterative and nodinear impact of theory development on data collection and
analysis

When applied at each stage of the research process, the theory development approach has a
directimpact and influence on data collection, data analysis, and the unfolding nature of the
output. It can be described as iterative as each step builds on the previous and results in
emerging and evedeveloping ideas and findings. It is therefore consisteith VanDe+ Sy Q &
(2007) viewon the nature of theory development, i.e., the combination of abduction, deduction,
and induction that are part of iterative cycles. Additionally, reasoning baddorth is key to

the retroductive process andonceptuakation of the generative mechanisnigigure 3.4) to
further support the iterative nature of the procesk could be bestharacterisedascollective
theorising within many iterations to establish findings through ongoing data collection and
andysis. As the data collection and analysis are conducted, we find that the relevant theorising

and reasoning influence different needs.
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Research logic & strategy

Events that are observed or

experienced I N D U CT I O N
Data analysis

ABDUCTION

ACTUAL
Events & norevents D E D U CT I O N

generated by the REAL
(observed or not)

REAL Conceptualization(s) RETRODUCTION

Causal structures and
mechanisms

ONTOLOGY DATA & HYPOTHESES THEORYDEVELOPMENT
(Saunderst al.,2019) (Van de Ven, 2007)

Figure 34 The research logend strategy to facilitate the HPEFSdapth case study

Firstly, there is an effect othe specificssurrounding the events, driven by the focus of the
abductive and retroductive steps. This aligns with the critical realist perspective with the drive
2 dzy RSUNG éxisty R 2 §f (1 2 {HAfB200:10B% o0 &SR 2y ef@ieai a 6 S
2 NEtHRQU YR GKS  YS Ok Williadny & Kaiaahna, 2018eBndeitet al.,

2019) As | progress through each study stage, the second characteristic becomes more critical.
Ly ONB I a explahatoly KpfweRW 2 F (G KS  Rantlitb suppart valititgJardJ
generalgability (Yin, 2013)Thelevel ofdepth anddetail (Millset al,, 2010) helps to provide the

WchQ AyaAiakKida othicR deSctipioa® nonDr HS NIYTIREZ WmpTt o T { GF {1 S=
goal. As the process is iterative, there is naturally an ongoing refinement of the testable
hypotheses and what the data explains. This bayhlight potential gapsn ecific areas or
shortcomings that, once identified, need to be resolved by further data collection and modified

data analysisUltimately this leads to aavolutionof the concepts, with the additional data to

make the findings more solid.

Finally, there is a need to manage the potentiallfoth bias and validationTherefore, careful
consideration must be addressedth different data collection and analysis foerPositively,
case studies generally follow multiple sources that ocamnagepotential bias andpromote

strongtriangulation forvalidation (Eisenhardt, 198®ousseaet al., 2008;Yin, 2013).

Going a little deeper illustrates the iterative and rlomear nature of the process. A simplified
view of the stages is outlined in Figa@5and 3.6 The diagramdepict the steps in an overall

logical flow throughout the study. There were two main phases, with the initial activity focused
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on the literature on digital platforms and, more specifically, platform design and design choices
with digital transformation.Theorising at this point was focused dneuristically selecting a
solution that is known to be appropriate for the probkem 6 + Vefi, 260%:82)Data collection

and analysis were utiéd as a part of the initial conceptusdtion of mechanisms.

ABDUCTION
INDUCTION

Data analysis Scientific Theories

Event Observations Identifying and applying
general theoretical premise to
build more specific explanation
v’ Generative Mechanism ()
ABDUCTION v’ Punctuated Equilibrium
Literature v Configuration Perspective

REView ABDUCTION DEDUCTION

Digital Transformation O
Digital Platform design RETRODUCTION

Initial
Conceptualization(s)

Construct potential
Mechanisms and testable
Hypotheses

Phase 1

Figue 35 The iterative nature of the researgtPhase 1

The second phagé&igure 3.6kentred on a more wlepth approach and a broader range of data
collection aligned to adopting the case study strategy (observation, documentation, and
interviews). The theretical lenses of Henfridssamd. & 3 & ( | R Qeheralive macbanisn@

and Lyytinenand NewmarQ & 6 pumciuatéd séidgechnical change moda@l LINE OA RS a
perspectives to explain the design choices for the digital platform under scritlitizin each

step, however, there was a level of going back and forth to a previous step to help confirm the
RSAANBR 321 fd ¢KAA 61 & LI NIAOdz | Ndason hatkR yi2dzy O

the underlying mechanism®&aunderst al., 2019) The following sections give a moredepth
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view of the approaches to the data collecti¢@ection 3.42 ¢ 3.4.5 and data analysis (Section

3.5) and the relevant protocols employed across the two phases outlined.

Observation, Archival
documentation and Semi-
Structured Interviews

INDUCTION
In depth Data analysis

Gioia Coding

ABDUCTION

Refined

Conceptualization(s)
Construct proposed theory

RETRODUCTION & DEDUCTION

Phase 2

Figure 36 The iterative nature of the researgtPhase 2

3.4.2 Data Collection

As summasged earlier, the approach for the case study will generally folltmeumentation

(archival sourcesg, internal and publicly availablepbservations andinterviews. The three
approadieshelp provide an irdepth understanding of the case (Eisenhardt, 1989; Stake, 2006;

I NBagStft g9 t20§KI Hrcky 0AZY aFAdANKG/IAGA KO thitHKESSCTHED #RANBST R)
(Geertz, 1973; Stake, 2006) from the detailed reflections, observations, and data assembled
during this time. Data collection procedures are consistent with the critical realist perspective

on capturing events and behaviour (Yin, 2018). This sectioridhgth the data collection

methods and the protocols employed to ensure the case data could be analysed in a repeatable
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manner and with the right level of rigour and transparency. The design of the collection process
brought documentation (Sectio®4.2.1 and observation (Sectioh4.2.2 through the first part

of the research. In phase 2, a moredepth collection and analysis was completed of these two
sources and then combined with interviewing (Sections 3.4.2.3 to 3.4.2.5). This additionally

supportedvalidation, managing bias, and identifying any potential gaps.

3.4.2.1 Archival documentation (Internaand Public)

Documents and data therein are generally directed to support, complement, and augment the
overall data from interviews and observation (Saundsdral., 2012; Creswell & Poth, 2018). In
any study, internal documents can provide, if available, a significant input. However, the
challenge for a researcher is navigating the commercial sensitivity and potential to diminish
competitive advantage while attepting to extract the data and insights to help answer the
research question. It requires carefully managing and restricting specific data to help make the
organisation comfortable using it. Another critical data source can be documentation that the
organsation and their competition publish publicly to reflect key activity and developments in
capability. While the range of documentary information can be quite broad (e.g., emails,
meeting notes, presentations, reportslogs,and videos), the key considetat is its relevance

to the topic under scrutiny (Yin, 2018). Secondly, data from documentation requires careful
consideration of the conditions by which it was created and its accuracy (Stake, 2006), even
though it is generally more expliciDocumentatiom provides several strengths as a data

collection procedure Table 3.4Yin, 2018)

Strengths WWEEUGESEES Managing weaknesses

Documentation |  Can be reviewed I Selective bias it 1  The key to the protocol is to

repeatedly throughouti.e., the fullrange identify documentation to
is a stable source. of help overcome bias from bott

1 Independently created documentation internaland external sources.
from the case study. is not Normalise the internal data

1  Strong when specific in complete. by creating a descriptive view
terms of exact names, 1 Author bias of the content to avoid
references, and details of | §  Confidentiality presenting competitively
the events. issues may be sensitive data. Included

1 Can cover long periods. challenging to redacting where appropriate.

1 Can provide a strong overcomeg 1 As with observation,
source of validation and verifiability triangulation was the primary
triangulation to other data and integrity of tool to increase the validity of
sources, especially if the findings the findings.
publicly available. (access).

Table 34 Documentatiorstrengths and weaknesses (Yin, 2018)
It can provide astrong validation and triangulation to other data sourcgsimariy when
publicly available Generally, documentation can be immutabletlwireadily identified and

captured changed-dowever, asvith all data collection procedures, there are limitations and
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weaknesses regarding bias, as mentioned earlier, and confidentialitcprisider Managing
these weaknesses is essential to ensure tHilitg and confidence of the studyTable 3.4Yin,

2018)

Document Category Documentation Types

(1) Strategy Annual Strategic plans
Program objectives and goals
Business priorities and key asks

(2) Capabilities Key featuresand functionality
Enhancements

Experiencebased

Fixesandissue management
Roadmaps

Technology Roadmapping

New financial product offerings and
programs
Countryandregionalassessment and
requirements

Policies

Processand procedures

=4 =8 =88 -a-a-a A2

=

(3) Business Processes

(4) Goto-market Goto-market (GTM)research

Customerand selling Partner feedback

(includes surveys, feedback from sales

and operations and direct engagement)

1 Ongoing promotion and selling of the
HPEFS capability

9 Capability Overviewsand Value
propositionsto Customersand Partners

(5) Competitive position 1 Detailed Competitive analysis

= =4 4 =4

(6) Planningand Execution 1 Program structure
1 Deploymentandimplementation
planning
1 Readiness planning
T Status updates

Table3.5 In-depth internaldocumentation gathered in Phase 2

Internal and external documentation was assembled to extract the required detail from the
digital platform events. A wide range of internal documents was collected from 2013 to 2019
(Table 3.5) and externally ampdiblicly available data (Table 3.6). Where necessary, commercial
sensitivity was carefully managed in terms of financial or strategic areas that would be deemed
to provide a competitive advantage through redaction. In particular, to protect against the

Yhreat of substitute products or servie@@s 0t 2 NIl SNE MdT 0 YR AYAGLF (A
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Document Category Documentationfocus

(1) Strategy 9 Public communication of critical change
in the HP, HPE, or HPEFS organisatior

(2) Capability 1 Overview of the key features to
message the benefits to customers and
partners

(3) Business Processes i Training material, videos, and other
collateral help customers and selling
partners.

(4) Goto-Market Key HPEFS statistics

Overviews and value proposition of the

financial products tocustomers or

selling partners

1 Relevant geto-market research from
IDC, Gartner, and others to help

message the value of the products and

= =

services.
1 Current landing pages and offerings (as
of Oct 2019).
(5) Competition 1 Review of the publicly presented data

for the main competitors of HPFS.

(6) Leasing Platforms 1 Overview of current leasing platforms tc
act as core systems and other third
party applications.

(7) HPandHPE Financial 1 Quarterly earnings to provide insight

Earnings into the financial resultyrevenue and
profit) from 2013 to 2019

Table3.6 In-depth Publicly Available documentation gathered in Phase 2

The externally available data providasessential source for the studyhileits role for HPEFS

is to help selits value propositiorto intended customers and partners, it providadevel of
confirmatoryevidence for the critical events under scruting,, what was done anithe timings.

Thus, elpingin terms of reliability andalidityof the data collection realised during observation
Table 36 outlines the seven categories of documentation areas, and the sources include
marketing literature, newsroom or press releases, Twitter posts, LinkedIn posts, demonstration
videos, vigdo webinars, and blogs. The data also provides a view into the internal triggers to
develop the digital platform. The go-market material outlines the intended outcomes for the
HPEFS customer or partner (value proposition) and gives an overview of pghbilitgs,
features, and what they offer. Indicators of the impact of the digital platform are captured in

the form of growth in the business (e.g., countries covered, number of partners or customers on
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the digital platform) and the financial performanf®m the quarterly earnings releases. This

complements the internal information collated for the same timeframes.

The specific protocol followed involved keyword search throagtietailed internetbased
search (see Table 3.7). Where necessary, a combmafi&keywords helped to source more
relevant material. This was key to the competitive information as the specific names of product

offerings or digital platforms appeared in searches.

HPEFS hpefs customer pledge

HPE Financi&8ervices hpefs customer brochures
HPFS hpefs twitter customer portal
Partner Connection hpefs twitter partner connection
IT Consumption hpfs customer portal
DaaSDeviceasa-Service) HPE iQuote

Pay as you Grow HP Financial Services strategy
Customer Portal HPFES strategy 2016

Partner Connection API HPEFS SMB

HPE Technomics Dell Financial Services / DFS
HPE Competition IBM Global Finance / IGF

HPE Quarterly results / Investor relations De Laga Langan / DLL
Leasing Platforms CHG Meridian

HP Split ARROW

Equipment Leasing and Financing
Association (ELFA)

Table3.7 Digital platform capability keyword search (publicly available)

Examples of follovon competitive keyword searches with these names also yielded more
specific detalils e.g.

f 58Sttt CAYIl yMyDAShto§/BnNniyGFScons) v

1 5[ [Epress¥Finante Y 2 0 AhttdS:/wwindtlgréup.com/us/en

us/solutions/dgital-solutions,

T /1D aSNARAIyYyQa ¢ 9 httad/ivwweBgonkridién.de/serivicsi A 2y 0

products/tesma.htm).

3.4.2.2 Observation

As acritical data collection approach, observation involves capturimgl aoting how the
phenomenondzy RS NJ & ONMzi A y & & YRl didasddd@hedBavddestlaly i W
2012; Creswell & Poth, 2018). Understanding the events that lead to a resulting dafitatrp
RSaA3y LINE JA RS dobsérwes @K 2| NifrgBpepriman2datscollection

procedure employed and was influenced by my role within HPEFS. It was also supported through
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my researcher role as#illy engage®@ O2 Y L) $antSBryniankiBell POB7; Creswell &

Poth 2018 Yin, 2018) and by incorporating key documentation. All of which helped provide the

RSaABEBRAWPAAIKG A

02SA01=Z

HANTOZX

a

KAIKfAIKGS

Stake(2006)consideredobservationone of themost meaningful datagathering method, but

limitations and weaknesses as a data collection process need ¢orizderd ¢ see Table 3.8

(Yin, 2018) Overcoming potential bias by the observer througlngulationas a synthesis

method with other data is onefahe main items to managgEisenhardt, 1989; Rousseaual.,

2008; Yin, 2013)

Observation 1
(Directand

participant- 1
observation) 1

Strengths

Capture events and
actions as they occur
Strongin providing
contextual data

It is insightful to
gather interpersonal
motives and
behaviour

WEELGQESSES

Can be time
consuming and
may lead to being
selective

The bias of the
participant
observer
Participant action
may adjust if aware
of being observed.

Managing Weaknesse4

Overcoming bias with data
triangulation with the
other datacollection
sourcegEisenhardt, 1989;
Rousseaet al., 2008; Yin,
2013)

Observation a¥omplete
participanQ &I & NI
and is best described as
Wescriptive observatidn
than direct observabn
(Saunderst al., 2012) and
ONXB | (narsative | W
accounfl 2F S@Sy

Table 38 Observation®f strengths and weaknesses (Yin, 2018)

While the research strategy is andepth case study, the observation was completeith a
S LINE OS aatcureet @018 2019t S SR

HarrativeQ |

LILINR I OK | &

i K

was designed around collecting detailed data to capturedinologcal nature sequence of

events (Saunder®t al., 2012) and key aspects that helped influence the outcomeseraging

from CreswelandPoth (2018), | formulated a set of five steps in the observation protocol as a

Womplete participar®

Iy R

oreizbspective2lgbk Hack over the seven years. With the

iterative nature (Figure 3.5), the structure and depth were expected to evolve through each

cycle, thus requiring a level of flexibility in the process.

The steps were to:

(1) Seekapproval to observandgain acces® use the events from 2013 to 2019.
(2) 5 S T wiyoSr WhatQo observeand the duration.

(3) Consider the data captured within theobservation and the other sources

(documentation and interviewing during both phases).
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(4) Design an observationapturing protocol on the data with the ability to adjust and
facilitate going more idepth through the iterations of data collection.

(5) Produce h NNJ (A @St & righd NPWidROG Wokh (d&sériptive Wsummasing
activities in chronological order) ameflective (reflections and potential themes for

consideration).

3.4.2.3 Qualitative interviews

The interview is a technique where the researclgathersR I G | 6 | @B \ROd®AyS QW
Wzy I Y 0 A guezdiad The questions and subsequent answeggelevant to theresearch
question and objectives. (Saundetsal., 2012; Creswell & Poth, 2018).the second phase of

the case study data collection (Figur&)3.l included qualitative interviews to provide an in
depth understanding of the events and evolution of tHEEFS digital platform. This facilitated

a detailed and comprehensive set of data that could be compiled with the more detailed second

round of observation and archival documentation.

The distinct approach adopted in the study was that of Hsmistructured interview (or
unstructuredinterview) than the structured interviewtypicdly in a fixed and rigidlorm of the
surveyor questionnaire fontana & Frey, 2003This was to allow both validation with the other
data collected and to enable openness and the possibility offirelings(Fontana & Frey, 2003
Myers & Newman, 2007; Saundess al., 2012). More specificall\the design wado have
prepared questions wh the flexibility to improvise (Myers & Newman, 2007). It permitted an
opportunity to investigate specific areas emerging from the observational and documentation
data, subsequently embedded into the questions, and to allow for greater depth as | famused
uncovering the underlying causal mechanisms. This is consistent with the strengths of interviews
by being targeted and giving insightful explanations (Yin, 2018). As with other forms of data
collection, bias and poor recall by the interviewees needeaaarefully considered (Yin, 2018)

¢ the approach to how these are addressed in SecBoh2.5as | outline the pitfalls and

responses.

3.4.2.4 The Semi Structure interview (SSI) apobtocol

The initial step in the process was to outline the main areas of irdion on where the SSI

protocol would be based (see below). Consistent with the approach to defining the protocol

j dzSaGA2ya 6, AYI HAMYOS (KGODABEA IF A&y EH dA WEE dz8
direct questions (described as also as levél | yYYRS VKl S{levéd 24 Igletifyingpotential

generative mechanismsas driven by the mental inquiry that is naerbal. More specifically
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itwasRNA @Sy o6& (KS NBIB gaiisalPdivar®asndiioksN P dafeaperantia2 y W
ofasyster® o { | & BaMdon &Tiley®d7). The areas were conceptusd and are aligned

with the researctobjectives (Section 2.5) asfollows:

1 Details of the platformunctionalities the intended lusinesgyoalsto be fulfilled by
these capabilitiesandthe desiredexperience.

1 The eolution of theplatform over the timeframe of 2013 to 2019.

1 Anunderstanding of theasignproces®s followed and, more specifically, the choices.

1 A deeper look at the businessivers forintroducingthe capabilityand benefit to the
business goals.

1 Understanding success and faildrem 2013 to 2019 provides a balance to the
process and reduces potential confirmation bias.

1 The view of thedarningthat occurred through the seven years of the stutiying, and
improvingcapability based on the learning.

1 How theinformation and insigts changed over time [Note: this was added after the

three pilot interviews].

The interviewees were primarily located in the worldwide headquarters (Berkeley Heights, NJ)
and the EMEA regional headquarters (Kildare, Ireland) within HPEdehtifiad those key
individuak with the most proven knowledge aboudigital platform development aboth a
managerial level and the individual contributor lewel ensure a breadth of the findings. |
conducted nineteen semistructured interviews, and due to the impaobf the Covidl9
pandemic, the interviews were all conducted by skgpfor business, recorded and fully
transcribed than facdo-face. The interviewees were effectively broken into two key groups in
the HPEFS organisatiosleven members of the core busiss design team (Online Business
Process Team and Senior IT membes®e Table 3.9. The interview focus for this group was
more heavily on the functionalities of the digital platform as this group was responsible for
translating the business needs and ocomnes into the solutions deployed. The eight in the
second group were key stakeholders (or subject matter expStES) from the businegsee
Table 3.10. While similar to the initial group, the greateuswason businessirivers how
thesechanged ad evolvedand what was seen assaiccess and unsuccessiam the realised

business outcomes.

Given my role asSenior Director of Global Digital Transformation and lead of a Digital

Transformation teameight interviewees were direct reports. To manage any foreseen power
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issues, | enlistethe support of a noffunded collaboratotto help conduct the interviewand

act as an observer only in the recorded interview amdo participated in the postinterview
analysignote: this was called out in the consent forms signed by each intenjieWgie also
influenced the need to have other stakeholders across the business and three senior members
of the IT organisation. The guestions were also crafted to bditagad and designed not to lead

the interviewee, thus avoiding confirmation bias. As highlighted, the publicly available

information (Sectior8.4.2.] helped validate events and timeframes.

Key informationand Digital platform
focus designs
1 Functionalities, 1 CustomerPortal 7 x Online Business Process Team (mix
Business Goals, and | § Partner Connection US and Irl).
experience Tool 1 x Senior IT Project 1 x Management (I
f Evolution of the tool | T eSignature (DocuSign | 1 X Senior Business Analyst (Irl)
§ Design Process andAdobe) 1 x Senior IT Manager (Irl)
9 Drivers forthe 9 Subscription
introduction of the 1 IT Consumption
capability 1 FICO Credit Scoring

1 Understanding of 9 Partner APIs
success and failure | § Endof-Lease self

1 Learning, fixing, and service for Customers
improving 1 Omnichannel for
M Datac information partners
and insights; post { HPE Flex Capacity ang
pilot Payper-use (Metering)
1 HPE Technomics
I The «periencedesign Mobile App 1 x Senior Experience Design leadnline
approach and {1 Supplier Invoice Business Process Team (US)
evolution Management
1 Experience design (Baswarg

embedded into all the
digital platform
functionalities

Table 39 Design owners

| leveraged thelramaturgicaimodel from Myers and Newman (2007) for qualitative interviews

4 GKS LINPOSaa éddodial infefabibe Creédu@lK& Roth, 208 hedsocial
interactions can be viewed as a drama where individuals (actors) in various settings (the stage)
behave with norms, expectations, and rituals (or script). The interview as a social interaction
fft2ga dza (2 ©@GAS¢e AG | a B ORNIJNIRNe interécBonsiwyfii S NJJ A
each interviewee (actors) while giving the flexibility to probtithe answer and move into

related areasThe questions were tailored to the interviewees to match the specific areas of

85



Chapter3 ¢ Research approach and methodology

involvement (as an examplesee Table 3.15 F 2 Odza <ljhg pakn8D YR NR @Sy a2 f

within the digital platform).

Key infomation and focus Organisatioral responsibilityand Roles
9 Business Drivers Credit Scoring / FICO business owners
The tenefit to the business| 1 x WWHead of Credit (US)
goals 1 x FICO Business Model owner (US)
1 Design choices
1 Successfudnd

Operations

unsuccessfuolutions . .
1 x Customer Delivery manageChannel in EMEA (Irl)

M Datac information and
insightsc post-pilot

Business Development / Go-Market /Sales

1 x Global Business Development Director (US)
1 x EMEA Channel Sales Leader (FRA)

1 xEMEA Business Development Director (Irl)

1 x WW Lead SMB Business Development (US)
1 x Business Development / HPE Ireland MD (Irl)

Table 310 Key business stakeholders

In the first step, the process was introduced, and the focus was on gathering information on the

role(s) of the interviewee as it pertained to the development of the digital platforms (Table

3.11).

Q 1 Background For the purposes of the study, can you explain yguote
or rolesbetween 2013 and 201f the development of
the HPEFS Partnaolutions

X @ukh as Partner Connection, PartnaPls HPE
Technomics MobileApp as part of theSMBgrowth
within HPEF3

Table 311 SSI Questiondntroduce and situate the farviewee

To guide thenext step, the questions focused dunctionality developmentn both what and

how in terms of choice, evolution, and business drivers (Table 3.12).
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Q2 Partner In somewhat of a chronological ordeCan you outline

Connection the main functionalities that was created to providg1) a
benefit to the business goaland/or (2) better
experience toPartnerswith the design of the Partner
Connection tool ?

What drove thedesign choicesuch as Quoting,
Automated Credit Scoring (FICO) and eSignaj@éers,
New contract types etcthat you were involved induring

this time ?
Q3 Partner How did the design of the tootvolvein the period from
Connection 2014 to 20D ?[note: some overlap to 2)

What were the causes from your experience to drive th
evolution i.e. who / what drove the designs to change ?

Partner Can youwoutline, the design process that was followed tc
Connection help create the resulting design ?

Pick an example andutline from Business Need
(STARThrough to WnplementationQYFINSH)

Partner If you can how did the design of the HPEFRfatform
] 2y ySOGA :S@2t S G2 AyOf dRS tIFNIySI
launch in 2015.

Partner t I NI y S-Mhat do yo@seeasto Who(l y Rhat®
I 2yySOGA: drove the changs in its design ?

Q7 HPE Technomics What drove theintroduction of the HPE Technomics
Mobile App Mobile App in 2019 ?

HPE Technomics Howdoes the design in the mobile app reflect a change
Mobile App in how you desigrthis type of solution?

Table 312 SSI QuestionsGaining a deeper understanding @ykfunctionality

Thethird step was providing balance to the data from the interviewees by looking at what was
unsuccadul in addition to succes@able 3.13)The importance of this line of questioning was

to allow a degree of reflective testing of the proposed hypothesiexplain better what drives
success but also failur'om the perspective of the intervieweeThus, strengthening the
research outcome given the level of failure and challenge in making the best choices in digital
platform design.

Partner What changes wersuccessful in terms of what was
Connection / intended ?[include what does success me&om the
t I NI y NI | view of your objectives and the business gpal

Mobile App Why were they successful ?

Partner What changes were NOT successful (or matially) in
Connection / terms of what was intended ?

t I NIy SNJ ! Why were they NOT successful ? What was done to
Mobile App make it successful or fix or improve ?

Table 313 SSI Questiondnterpretation from inteneweesof succestul andfailed changes
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The fourth step in the interview process explored thgpact of design choices by the level of
changes required té¥ ¥ anEWA Y LINEO@B feedback and learning from the capabilities
deployed in the digital platform. | also focused on understanding how learning from

implementation and adoption could influence subsequent design choices to improve outcomes

(Table 3.14).

Qll Learning & fixing How has things changed since 2013 to make HPEFS
your customers and partners ?

How have you fixed things along the way when you
RARY QG 3ISiG Al FdAf £ & NRIKI

Q12 Learning, fixing How have you changed the approach to design and
and improving implementation during ths time ?

Table 314 S$ Questions Learningfixing, andimprovingof the digital platform

The final step in the interview process was introduced after the eleventh interview. Dtheng
precedinginterviews, it became clear that the information and insights available Haebaing
and influence on the potential design choices from a number of the responses. As a result, |

added a specific question for the remaining eight interviews (Table 3.15).

Q13 Data = How has the type and amount information and insights
information & changed over the time ?
insights [Postpilot Q]

Table 315 SSI Question€Exploring bange to the information and insights

As each interview was recorded throu§kypeE for business due to COVID19 restrictiphs
couldleverage otter.a{www.otter.ai, 2021)to transcribe the interview from the mp4 filébat
captured the audio. The resultant text file was imported into MAXQBwW.maxqgda.com
2021) for analysis (Secti@5.2).

3.4.2.5 Accounting for pitfalls and difficulties with qualitative interviews

In qualitative intenilews, several difficulties and pitfalls have to be accounted for in the design
of the process (Fontana & Frey, 2003; My&iidewman, 2007). They are not presented in order
of importance, but all must be considered based on the context and studied arele. I8

describes each and the actions to overcome and accommodate the study.
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Potential difficulty /

pitfall
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Description

How they were approachec
in this study

1. Lack ofentry/

accessing the setting

The dfficulty of getting access to the

right interviewees in the@rganisation

Given my roleas Senior
Director of Digital
Transformation, | worked to
attain full permission and
alignment with the
organisation's senior
leadership

Elite bias locating
an informant

Focus is too heavily weightexh the
senior leaders in therganisation thus
preventing a breadttof the potential
findings.

Theinterviewees' selection
includedsenior leaders
(managers and directors) and
individual contributors all of
whom played different roles in
the design choices of the
digital platform.

Lack of trust

One ofthe mostcriticalchallenges to
overcomeisto prevent the
interviewee's lack of information/data

As withitem 1, Iworked
closely with all the
interviewees over a long
period. Additionally, the
consent process provides an
additional level of security ang
assure appropriate
confidentiality.

The atificiality of
interview /
establishing rapport

A lack of rapport can exacerbate a la
of relationship and be seen as a
WtrangeQ

As withitem 1, Iworked
closely with all the
interviewees over a long
period.

Time constraints

Insufficient time allocated to allow
topics to be explored

The process was designed to
allow for a 45mirg 60min
interview with a followup, if
necessary, on specific areas.

Understanding the
language and
communication

Lack of familiarity with the language,
acronymsand the embedded culture
presentsa difficulty for the researcher
to appreciate fully

This was overcome given my
role as Senior Director of
Digital Transformation in the
organisationwith overten
yearsof experiencen the
business.

Accurate reflection of
the interview

Capturing the full details of the spoke|
word

Due to the impact of the
Covid19 pandemicthe
interviews were all conducted
08 aleLlsSxzI NB
transcribed (through Otter.ai)
All actions were captured in
the consent form, signed by

each interviewee.

Unintentionally
guiding the
interviewee

Interviewees may not havconsidered
the areas highlighted in the interview
They may construct the story during
the interview to not appear poorly

The data from the interviews
were triangulated with the
obsewations and archival
documentation to ensure
validity andaccuracy.
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Potential difficulty /

How they were approachec

. Description o
pitfall P in this study
9. Hawthorne effect The potential for the research proces| The interviews were
itself to influencethe behaviour over | conducted at a time (June
time of the interviewees. 2020) after the research

period (up to November 2019
to ensure there was nonpact
onthe study.

Table 3.8 Qualitative Interviews pitfall and difficulties

Another potential challenge is for the interview to go poorly and unintentionally offend the
interviewee (Myers & Newman, 2007). Fortunately, this did not occur duringritegview
LINEPOS&dad ¢KS 20§KSNJ d8dz00Saa F1I O 2 NJ praduceldB LI NJ
good or a bad performanée 6 a@ SNBE 3 bSHYlIYyS HANTYMPOL D

3.4.3 Phase 1 data collection

As outlined inFgure 3.5 and 3.6, there were two phases of observationThe initial data
collecion set the study in motion against the backdrop of the challengeligital platform
design choices (see Chapter 2)Following the configurational perspective @ontext
MechanismOutcome (CMO from Henfridssorand Bygstad (2013)he key events and design
platform designgO] from 2013 to 2019 was the key focus on data collection as this stage to lay

out the digital platform designs deployed during this time.

Before commencing the process, approval was gained fronsehé@r leaderkip in HPEF&nd
following initial analysisthe observation notes were built on detailed records and journaling

captured in two primary sources :

(1) Annual and midyear performance reviews that captured the details of the digital
platform changes during each period of review (12 sets of detailed journakeg an
examplefor 2019- Figure 37).

(2) The highlevel strategic plans and updates for digitartsformation (from the fiscal year
2013 to fiscal yeaend 2019 62 documentsg for examples, see Figure®93o 3.11 and
Appendix5.2 provides adetailed list of these documents).
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McLafferty, Brian
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xxxxxxxxx YOOQRRRXKKXK I ) X XX XOKRIOSEX XXX XXX
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X; X XXX
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XN % NN XODOXXXXXX
XXKK XXX DO XXX XHIHKEXXXXXX

XXX XXXXXX

XOXXX Q XXX HXHK XXXXXXXXXXXX

OOV

Employee Evaluation

Comment:

OmniChannel for Partners

XOOOBEX X RXKHPEX XXX
XXX RN XXXXD
XXX XXXXXKXKXKKXKXXKXKXK XXKKORKXXKX XXX XKKXXKXXKKX XXXXXXXX
XXX XKD KX TR RN HXER I XK I IO IR IO KIXDERX XX XXX
XXXXKBOXHKXXK

Figure 371 [REDACTERkample (and excerpt) ahnual progress review (October 2019)

The data provided the source for the detailed observation notes for the development of the

HPEFS digital platform designs chronologically from 2013 to 2019. The notes produced a highly

descriptiveview of the application of digital technologies to enhative HPEFS business model.

(SeeFigure 3B as an example of an excerpt of this daganote: a more detailed outline is

presented irChapter 4and Appendix)

[Note: Information has been redacted in certain documents in the thesis text as the data

containsfinancial information that would be considered commercially sensitive].
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Figure3.8 [REDACTED] Example and exert of a detailed description of key events from 2013 to
2019
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The strategic direction for 2013 in HPEFS was reflected in one of itdnitiaitives ¢ Moving
G2 A WS8Eg ¢06 dazsaASySSHCTNiI sNdBt the dverarching business outcomes the
HPEFS digital platform would aspire to reali

Moving to an ‘on-line’ business

Lead change management to drive online service excellence

Becoming an On-Line Business

1/ Brian McLafferty Whatis it ?

To maximize the integration & automation of the HPFS Core systems and Processes
to enable faster decision making through the use of full & complete information.

To link the internal and external data processing systems to perform more
efficiently and flexibly

The ensure the systems will have the ability to adapt to various routes to market &
to better satisfy the needs and expectations of customers and partners

That the Information and actions will automatically be pushed or pulled to
customers, partners and colleagues i.e. sy designed to effectively manage
data.

“Information any place, any time” w

Becoming an On-Line Business
Key context —why ?

Being competitive in the market by the ability to differentiate (not just
parity)

Efficiency and effectiveness
Ease of doing business (speed, simplicity and right flow)
Internal focus “to do more with the same” to enable growth
Using automation to drive improved consistency and quality

Improving the Customer & Partner Experience

FLN

HPFS FY14 Strategic
Initiative:
Become an online business

Brian Mclaflerty, Jonmpddacinamax

FY14 Strategic Initiatives
3. Become an online business (Brian

+  Deploy global operational processes to drive enhanced end to end customer/partner experience (baiiie)

+  Leverage HP sales transformation initiative to establish industry leading tools and capabilities that
accelerate efficient and productive working environment for HPFS GTM and CD (Basiedmay)

+  Lead change management to drive online service excellence (Brian, }xiy)

Strategy Why?

+  Enhance and maximize the automation and + Improving the effectiveness and efficiency of the 13
integration of the core processes in HPFS....to allow process steps will improve ease of doing business
leverage of the HP sales processes... and enhance productivity

+  Enable faster and better decision making through +  Automation will drive improved consistency and
the use of full & complete information through the quality

e2e processes i.e, “information any place, any time”
+ Improve the Customer & Partner Experience
+ Implement system and process designs that better
satisfy the needs and expectations of our customers +  Ensure we continue to be competitive in the market
and partners through differentiation

Figure3.9 Strategic direction talrive digital platform designté S O2 Y S £ Ay SWhoyza A y S
(2013and2014)
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As with a lot of strategic plans, they emerged and changed over the years to become more
focused on the key components of the digital platform and the business outcomes (Fit0re 3
[Note: Hewlett Packard split November 2015 into HP Inc. ar@nit#eprise (Cornell, 201&hd

the subsequent branding change as is reflected in any of the documentation from that goint on

i =
Hewlett Packard )
Enterprise & b ] 3 ] ik Partner Connection (and Medium through the Channel)

— Accelerate Growth in Channel-led/ Medium Business by implementing
redefined Ch |-Led Op ional Pro Structures and Systems
(Partner Connection, FICO Credit Scoring and Decisioning etc.)

- MEASURES / KPls
Incremental Volume in the Channel-Led teams
Mar @ Update " f - Applications made, approved through Auto-Scoring & Decisioning
W Measured Operational efficiency
/CDS
Customer Portal & DocuSign / eSign Tumaround time (TAT) for Deals )
Satisfaction of 7 or Higher for Partners with the Process
No. of Colleagues Trained and Certified
Driving the Customer Portal (and DocuSign) implementation to increase Customer No. of Partners/Distributors certified
Activity and therefore create a positive impact on customer experience.

packand

— To increase the number of globally registered customers.

To drive Customer activity based on key capabilities that satisfying their key needs.

How to build the right solution(s) :

+ Realize Potantial of On-Line Tachnologies by building in Effortless Customer Experience principles
into all the solutions delivered by the Program team

- Aftain influence on what to change from Customer Surveys & Interviews
+ To also focus on the internal Colleague EFFICIENCY driven by use of the Customer Portal

+ Key capabilities implemented in a Quarterly release cycle.

Erproe -

Figure 310 Digital Platform strategic plan@016)

& Hnamdpz GKS S$@2f dafighatdy (iKISA FTRANASIR FLAINRH1OK W 2
02y OSLIi 2 bigitdl RIS (i ¢ ¢ aH dgMBreans®avimprove the design choices of

the platform.

Financial S

s ve

 oigiaona » Digital DNA ===

Update

ENGAGE, DRIVE and

COORDINATE ADOPTION

Design Principles 1) Drive Awareness

2) Influence in specific
project reviews

3) Training &

S Cocreation e el deployment
T User-centered design Journey Maps 4 c icat
ommunicate
Major Deliverables success stories
T N
— e DEFINE IMPLEMENT
w leams in developing easy, intuitive and efficient UX.
£  Doploy User-Cantred design ~ Diesign thinking toolsftemplatas teams can leverage | N R
& approaches more like a customer when problem selving HPE Financial Services
O Create ihe HPEFS a2 E2e Journey maps of customer/partner experience frarm
Joumay Maps sales/cradit application h to end of termirsnewal.
Drive Awareness. Specilic tacties to diva ness of lhe estabished

awarer
principles/guidelines and fools available.

Influsnce in specific project  Provide oversight of adharance to design principlas for
reviews select digital projects for consistency in user experience.

Training & deployment Train ofhers an the principlesiguidelines and lools via
Lunch & Leams or other training sessicns.

Communicate success siories  Reporl oul en projects ifluenced via Digital DNA intiative.

IMPLEMENT

HPE Financial Services

Figure3.11 Strategicshift indigital platform design approact2019)
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The data capturing protocol in phase 1 (Figure 3.5) was designed to provide the year of
deployment within the digital platform and a comprehensive level of information around the

key events. The detail within eachardocused on:

1 The specific digital capability and design characteristics in the HPEFS digital ptatform
its role in the process for HPEFS, customers, or selling partner

1 Integration details within the overall HPEFS digital ecosystem.

I Business outcomes, @, User adoption, Sales volume (quantity and value), Countries

adopted and customer benefits, selling partners, and internal processes in HPEFS.

The initial target was to provide two contemporagxternatfacingportals as keymodules of
capabilityin the overall HPEF8igital platform to facilitate engagement witltcustomers and

partners to create this new experience. The architectural platform vision was realised over the
following yearswith Figure 3.12 providing a chronological evolution of thitigitaf ~ LJt | G F 2 NJY

main component&nd modules

O B S ERVATI 0 N DATA Circular

Deployment summary [2013 — 2019] of Digital Platform designs Economy

HPE Flex

L Capacity HPE

Ll andPPU  Technomics
l (Metering) | Mobile App

1

2013 2014 2015 2016 2017 2018 2019

= |

si| = : Omnichannel
(DocuSign)  FICO Credit End-ofLease for Partners  suppier
[—— S self-service HPE Invoice
Subscription for Customers Technomics  management

Partner
Connection
Tool (PCT)

| i

IT

Customer : _
Consumption

Portal

Financial Services

Figure3.12 Key events from HPEFS Digital Platform (2013 to 2019)

3.4.4 Phase 2 Data Collection

The second phasérigure 3.6)of data collection was driven by the theoretical lenses of (1)
Henfridssonand. & 3 & (i | R Qaénerdtivermeahanis®> (G KIF G YSOKI yAavYa
Lyytinenand NewmarQ & 0 punciuatéd séigechnical change modal® ¢ 2 F I OAf A (
NE G N2 R dzO lréaBoyingBadkS Lil 2 Fi KVS  dzy R S (Sauadergtal, 2080Dilkel y A & Y
events from 2013 to 2019 were dissected and unpacked to allow fdefith analysis. Adopting
tlgaz2y | yR c¢chrtekt@acifaaismautmoime (CMO) configuration perspective
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provides the ovesarching approach to breaking down the data ie tase study. This offers the
ability to construct explanations based on the causal paths that illustrate how specific
mechanisms within a given context can generate outcomes from a digital platftenfridsson

& Bygstad, 2013).

The data collection protad (Figure 3.3) garted with outliningthe details oflA], the doserved

(or observable) andealiseddigital platform desigmrevents business outcomeand effects. The
reasoning and theorising process outlined provided the foundation to identify the likely
ASYSNI GADBS YABAH stnfcluse®a ®RING WYASY SNI G§SR GKS S@S
effects(Henfridsson & Bygsta@013 Bygstadet al., 2016; Mingers & Standing2017) As with

the first phase, it was a combination of my role as a complete participant and a comprehensive
set of documentation (Tables 3.5 and 3.6). Going through each year, events and an extensive
number of documents allowed fdhe data to be extracted first on the situation that drove the
outcome or, more specificallyg], the contextual triggers or conditions (Pawson & Tilley, 1997;
Henfridsson & Bygstad, 201RBputsikouriet al., 2017. By unpacking each event aadtcome,

the goal was to identify at which provided the influence for the underlying generative
mechanism to become activated as there was a contingent relationship between the two (Sayer,
1992; Bygstaet al., 2016; Kutsikouriet al., 2017)

Analysis

[A] EFFECTS &
[A] EVENTS BUSINESS

Digital Platform Designs OUTCOMES

[B] Contextual [C] CRITICAL [D] SocialTechnical
Triggers INCIDENT EVENT Action

Intended Change (HOW .
WHY WAS IT DEPLOYED andlor WHAT) Change implemented

Strategic intent behind the ¢KS S@Syild G2 RNAGS 2NJ STT§Oibheintréentivrn e aGSyY |
changeg at the overall business adrkuSQ o6& 3IASYSNYuaAy3 | W3l 2OEngbNY teithhobgleS R WNH
strategic level and the I f A3y YSydu QtecBnital 0 KS a2 OA 2 3) Detail the Sociechnical
technology / capability level components (Task, Actor and/or Structure) change
through Technology (as thé"4omponent)

Platform integration characteristics

[E] MECHANISM » Potential and Enabling properties

Figure3.13 Data Collection protocal phase 2
As discussed in Chapter 2, design choices are central to the impact of a digital platform that
RNAOSa (GKS LyT2NXYI {ApEnftuate@ sbdiaSchmical informaticd Kylst¢hd S & ¢
chang®dmodel (Lyyty Sy 9 bSégYlFyIZ wnnyo LINEGswrRtBral (KS
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4 A

misalignmen® Ay  (-KS O Kay2AGN- 2 d2a0SY | Yy Rorganigatiolml (KSe
environmen G KNRdzAK RSaiAdy OK2A0Sa YIRS o6& (KS

¢

Using these theoretical lenses, the data cdiilen process focused on the following elements
within each event. The data reflected the aspect of the digital platform design choibeshin
[C] Critical Incident Events and [D] etechnical Action. The following provides a brief outline

of the key taracteristics of the data captured :

9 [C]Critical Incidents and Socidechnical GaDESIGN CHOICE)

o Critical incidentsg based on the socitechnical system, capturing the events
0Kl G Ogapea Seindligien 6 S0 9SSy GKS St SyYSyi
Structure, and Technology).

0 Understanding if the change was intendede., strategically driven, or was a
result of a preiously caused misalignment.

1 [D] Socialtechnical action(DESIGN CHOICENSE T f S O (builging syst&eS MK |
carries out and implement the chandeytinen & Newmar2008)

0 Theactors[D1] are involved and impacted by the design choidgg/(inenet
al., 1998; Lyytinen & Newman, 2008).

o0 The technologcal solution [D2] ¢ outline of the digital platform change
following the Yooet al O H A Mn 0 Yigy&&fmoddaF architecture
identified four loosely connected layers

o The enabling technologyembodied in the digital solutioD3] and other
enabling factors (Jetzek al., 2013) as the key driver of change.

0 Responseg resultant structural realignment[D4] from the societechnical
perspective and is the change seen as incremental or puncty&gH It also
NB Ft SOG 8S ckadge reorfigbiresta work system by embedding into its
new information technology (IT) componetts 6 [ 8@ GAYSY 3 bSgY!

0 Type of outcomgD6] ¢ (1) Event fail$o give rise to a positive chang@®)A
new equilibriumfor the elements that aréncremental, (3) New Deep Structure
f SPSt OKIy3aS (fnctiiateda @R éw/ BdRlignmént W

requiresfurther action

Table 3.17 provides an example of the data collection output for the introduction of automated

credit scoring by integrating capability into the digital platform from FIE®H Financial
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technology :
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Data ‘ Exampleg FICO Credit Scoring

[A] EVENTS 1 PCT integration to FICO Credit Scanmgjch allows <
1min decisioningFICG formerly the Fair Isaac
Corporation)
[A] EFFECTS and OUTCOMES T 'oAftAGe (2 wOoft2aS | RSIHf
Eredit Scoring in seconfs
[B] Contextual Triggers (at the 1 Defined Business strategic goals to grow the SMB
overall strategic level) segment (Businesgpportunity) - expansion
1 The $rategic goal othe growing number of partners
given the importance of the Channel to HPEFS (over 7
comes through this GTM route)
1 The srategic direction of nonlinear growth of sales tean
and operationdo make this growth
[B] Contextual Triggers (at the 1 Enhancing the Partner experience through identifying
sociotechnical level) and implementing automation of the process througho
[CIEVENT / CRITICAL INCIDENT 9 Lowtouch and fastlecisionsi.e., to go from manual
(at the specific event level) credit analyst decisions to automated.
[C]Intended / Planned Change I TASKACTOR: No longer with Credit analyst to apprave
[Strategically driver Previously reject a credit decision.
caused misalignmeht
[D1] ACTORS (and STRUCTURE| T Business Process Managéissigning business solution
1 IT Analysts
1 CreditAnalysts $ubject Matter Exper)s
1 Selling Partners (main external use of the capability)
[D2] TECHNOLOG@Y Artefacy 1 The cedit request procesto fully gperatewithin the
user interface (Ul) of thBartner Connectioffool
[D3] ENABLING TECHNOLOGIEY 1 Externalandsecure credit scoring capability from
ANDother ENABLING FACTORS significantanalytics company (FIG@ormerly the Fair
Isaac Corporation)
[D4 RESPONSEEAILSED 1 TASKITECHNOLOGY: Credit scoring is performeideby
'STRUCTURAL-REGNMEN} FICO Scoring model to provide autonhtiecisions
which is presented in Partner Contiea.
[D5 RESPONSBICREMENTAL /| 9 PUNCTUATED
PUNCTUATED
[D6 TYPE of OUTCOME 1 Deep Structure change

Table 317 Data collection example Phase 2

3.4.5 Validity and reliability in data collection design

As with all research, the goal is to produce reliable and valid findings (Merriam, 2009). In other
words, can we trust the results, are they dependable, accunatgl-founded,and verifiable?
(Merriam, 2009; Creswell & Poth, 2018). During the design t@f dallection, theauthenticity

and accuracywere tabled as ajuestionwith my rolel a cdmpléte participar®and the
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possibility of bias that could weaken the findings. This necessitated a detailed look into the

common forms of bias that a researcher wd need to be managed (Table 3.18) and to build

controls into the protocol where appropriate.

Type of Bias

Researcher bias |
and Observer
bias

Participation Bias|

Observer Error i

Interviewer bias i
(or Hawthorne

effects)

1
Interviewee or i
Response Bias
Non-response i
bias

1
Selection bias 1

1

Sampling bias 1

Definition

A researcher allostheir subjective
views and disposition to influence
their interpretations of data and

responses in the observed setting.

Reference

Denyer & Tranfield (2009)
Saunderset al. (2012)
Creswell & Poth (2018)

Reduction in the level of participani Saunderset al. (2012)

due toextensie time commitment.

Observer error lack of
understanding or overfamiliarity to
unintentionally misinterpret the
findings

The interviewing createabias in
how interviewees respond to the
guestions being asked.

The characteristics of the
interviewer impacting on the
response®f the interviewee

The mpact of the interviewee to nol

reveal and provide the necessary
detail to support the irdepth
exploration.

Havinga poor response that
guestions whether there is a
representative sample.

Those that danot respond may have

different views or perspectisthat
could change the findings.

The sampleselected in the study
does not reflect the targeted
population, i.e., not randomgmaking
some ofthe population more likely
to be selected than others.

An incomplete range of
documentation.

Inaccurate or not comprehensive
outline of theentire population

from which a sample is taken. Leac

to a deficiency in the sample.

Saunderset al. (2012)

Bryman & Bell (2007)
Myers & Newman (2007)
Saunderset al. (2012)

Bryman & Bell (2007)
Saunderset al. (2012)

Bryman & Bell (2007)
Saunderset al. (2012)

Van de Ven (2007)
Bryman & Bell (2007)
Creswell & Poth (2018)
Yin(2018)

Vande Ven(2007)
Bryman & Bell (2007)
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Type of Bias Definition Reference
Experimenter 9 Influencing the research and Van de Ven (2007)
bias or inadvertently communicating their | Bryman & Bell (2007)
Investigator bias preferred outcome and expectation
through their participation.
Confirmation 1 Choosing to ignore potential VanDe Ven(2007)
bias anomalies and focus on those areg

GKIFG O2yFTANY GKE
opinions and views.

Elite bias or 1 Not adopting a broad reach in Bryman & Bell (2007)
managerial bias respondents and overfocused on = Myers & Newman (2007)
manages and those in high
positions.
Socialdesirability = § Answers from respondents are Bryman & Bell (2007)
bias driven by their perception of what
may be socially 'desirable’ for the
focus area.

Table3.18 Common forms of bias in research

With the level of familiaritywith the case,researcher (or observer) biasequired careful
consideration Denyer & Tranfield2009 Saunderst al., 2012) Triangulation of multiple data

42 dz2NDSa coB@hR&idend® (2 G £ A RN & WilBam§ R0fR A y I &
Creswell & Poth, 2018). The publicly available information also provided the platform to match

i KS Ay G S NyebctiptiieobsiriatidiipoRpletdd throughou{Saunderet al., 2012) To
complement, srengthen and reduceaesearcher biasirom data from the observation and
documentation, nineteen senrstructured interviews were conducted (Section 3.4.2Hite (or
managerial bias)was reduced by the split between employees and managers with open,
apolitical questions and full recording to eliminate the potential intferviewer bias An
additional approach in the interviews to reducenfirmation biasg | & { K $Sliscomdir®ingg ¥ W
evidenc®@ (2 221 T2N) dzyadz00SaatdAd OKFy3aSa Ay (K¢
The outline of the serstructured approach as a qualitative interview provided the final step in

the data collection process followed in phase 2.

3.5 Data Analyss

The process of analysis requires organg the data, coding, and identifying themes, insights, or
concepts that can represent the data and allow for interpretati®@aunderset al., 2012

Creswell & Poth, 2018¥in, 2018). Leveraging fro8reswelland Poth (2018)and Miles and
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Huberman (1994}the analysis process followed in the study breaks into three basic steps, all

occurring concurrently and within iterative cycles:

(1) Data reductiong Prepare organse the data, and tanslate(or reduce to key concepts
and themes.
(2) Data displayg To represent the findings and data.

(3) Conclusion drawing and verificatiog deciding what things mean and verifying.

Yin (2018) outlined several analysis strategies that could be combined or singularly used for a
case study. Several of these strategies were employed and performed in a series of iterations.
As previously outlinedhe theory developmentvasproposed as @&wo-staged approach with
induction, deduction,and abductive reasoningsed throughout (sed-igures 3.4 and 3)5A

grounded analysi®f the data from the case appeared twe the most suitable methodor
formulatingconclusions onligitalplatform designsAYroundupQ a G NI} 6S3& o, Ay I H
the identification of concepts, from which patterns emerged that resulted in promising themes

and insights as | repeated the analysis cycles. The patterns and themes were built around the
0§KS2NBGAOI f geidt@ivgdnachanidn® y il SWFNRA Raazy 9 . &3aidl
the causal structures sought. Lyytinendb S ¢ Y | Y Q dpurctuated socidgecinicalinodel

provided the foundation for analysing the events over the sevemsyetthe study. This allowed

for an emerging and evet t NSy 3G KSYy Ay 3 aABR YABKGPEWIR ROIF.A | yF
Once the strategy was selected, relevant techniques were considered to best complete the

analysis process.

The analysis techniques veedesigned to be completed in two phases. The initial analysis phase
focused on identifying contextual triggers. As mechanisms act within a given c¢Glettis
allowed the application of these triggers, once established, in the second step of agadhesin
digital platform designdO]. Identifying mechanismfM] was a retroductive step through
pattern analysis of the elements of the digital platform, made up of the critical incident events,

the socicetechnical actions, andverlaying the associated contextual triggers from phase one.

3.5.1 Codingprotocol for Contextud Triggers

The primary analysis technique for the contextual triggers was through coding, commonly
1Y26Yy IDaz2fKS Y9 (KHaaBtl, 20838cCFigure 3.2. ¢ K SodingR G SOKY A |j d
followed a threestep approach{Gioiaet al., 2013 Creswell & Poth, 2018):

(1) Open coding; wherethe events and outcomes from the case are compared to

each other to identify concepts, patterns, and categories.
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(2) Axial Code; looking for relationships and describing and explaining hidgeszl
themes.
(3) Selective coding; the final step to unify around aet of core or significant

categories and form a larger theoretical scheme.

Throughout coding, | synthesised the data and applied a combination of three methods to
accumulate, scrutinise and reflect on the data collected through the stRdwigseatet al.,

2008) pe WPl KS&aAa doéusell ghiséh@hitly fbripattgr@s and connections that were a
O2NYSNRG2YS 2F (KS 2 dzi teltdtiveanterprététiG@ | Iyl Af ByaS\R ¢ AC
reasoning processes to provide feasible explanations framirtegrative activity. The final step

| LILJE syrhigsis Wy explanati@hRoassealet al, 2008 focused on identifying the core

categories of contextual triggers.

Principal Contextual
) Categories Categories Triggers
Observation Labelled D
phenomenon <> @) <> O DE]] @
(5
Documentation ﬂ @) <> 0 <><> %O
Concepts D 0o @ <> Q<>
interview 86 open codes 23 axial codes 3 Core Categories
DATA COLLECTION DATA ANALYSIS

Figure3.14 Abstraction from Coding to generate contextual triggers

Tosuccessfully code all the data collected, protocols and activity were defined while leveraging
YR aidléeAyd O02yaraldSyliDaRAK IR {GHo&DKPEME 0zS a
pattern matching (Yin, 2018), and pattern codes (Miles & Hubermh@®4). The remainder of

this section outlines the approach to identifying the core categories of contextual triggers.

@The first step in theory building is conceptualizingstrauss & Corbin, 1998:103). To achieve
GKA&ZZ 68 2338yl KoeRHi@halysi® 2 T (Gomet BRI 2013. This

requires the identification of events, objects or interactions that can be subsequently grouped
under common headings or classification (Strauss & Corbin, 1998). This grouping allows these
phenomena to be labelled (Miles & Huberman, 1994), basedianilarity of properties and
dimensions, to a concept. From here, the attention turns to group the concepts or, more
specifically, look at how the properties align across specific dimensions to form patterns (Strauss

& Corbin, 1998) or, as MilesdHubety' I 'y O Mdpdn U  pPaBemIMBFOSKRK A & >t QI
the identification of categories as the critical output at this phase of analygsire 3.5), by

looking at them under more abstract explanatory terms (Strauss & Corbin, 1998)
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‘ )

Concepts Categories
Phenomenon |abe|,edp 9

phenomenon

Observation <> O <> O
B - H - (e¢mm

Documentation ® O <> DO = <>
Common & recognizable

Interview Event characteristics

Objects .
Action / (properties)

interaction Qontext driven

Process of grouping
concepts under more
abstract explanatory term

Canlocateor place
6FasSR 2y WAAVYAfFNRGREQ

Figure3.15 Open Coding (Strauss & Corbin, 1998y'd@er analysis (Giokt al, 2013)

Gioiaetal. (2010 &Gl S G KIF (0 @forimdnttefraQ (MNHzSS &2 S YulkKASH W A
stage. The approadidopted byBygstadet al. (2016) to apply affordances offered guidance on

how to designate the contextual trigger and remain faithful to using more natural language. The
GSN¥Ya OF LJidzZNBR 6SNB oFaSR 2y (KS NBFi&S@®liAzZY
present potentia for actior’ (Bygstadet al., 2016:87) This involved looking at contextual

triggers and what best captures that which stimulated the digital platform design choice
(Bygstadet al., 2016)

Code ‘ Position Tenure
OBPM 1 Online Business Procelsgnager 20
OBDM_2 Online Business Procelsgnager 19
OBDM_3 Online Business Procelsgnager 15
OBDM_4 Online Business Procelsnager 11
OBDM_5 Online Business Procelsnager 17
OBDM_6 Online Business Procesanager 21
OBDM _7 Online Business Procelsnager 17
OBDM_8 Online Business Procesnager 2.25

SITPM Senior IT Project Manager 9

SITBA Senior IT Business Analysts 9

SITM Senior IT Manager 19

HOC WW Head of Credit 22

FICO FICO Business Model Owner 6

GBDR Global Business Development Director 21

ECSL EMEA Channel Sales Leader 21

EBDD EMEA Business Development Director 14

MBDA Director of Marketing and Business Development, Ameri 22

BD BusinesPevelopment 12

CDM Customer Delivery Manager 15

Table 319 Research Informant coding, role, and tenure

As the analysis process began, it became apparent that several simple housekeeping actions

were necessary. First, the coding of the informants in the s#mitured interviews that
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formed the basis of how the data were coded (Table 3.IBis allowed fosubsequent filtering

on specific roles as individuals provided information on the digital platform design choices. The
next step was to outline the codes for the key objects, events and capabilities that were the very
visible digital platform designsithin the HPEF&able 3.20). These formed the basis of design
choices' outcomes (or consequences) and represented the terms used within the observations,
R20dzYSyidldA2yz YR Ay dSNWDA Sdatadeductiod | & 2 AV SR &

analyss subsequentlyMiles & Huberman 1994).

OBJECTS / EVEN - e
[Code] Platform capability Description
Afree, webbased digitaportal andselfservice
asset managemertbol (Westcoast UK, 2014)
CP Customer Portal Designed to povide 24/7 access to the
Odzai2YSNRa aasSid LN
refreshed and ugo-the-minute.
The ability to sign contracts throughtlard-party
eSignature application, DocuSi@PE Financial
ESIGN eSignature through Services, 20J)6and AdobgHPE Financial
DocuSign or Adobe | Services, 20170)sing APIs (application
programninginterface) as the integration
technology.
Partner Connection Allowing selling Par_tners and DI_StI’IbUFOI‘S_tO
PCT Tool present quotes easilynake credit applications
00 and generate documents for investments.
. . Automatedcustomer credit risk scoringithin a
FICO FICO Credit Scoring minute (HPE Financial Services, 2017).
AP Partner Connection | Allowing a Partner or Distributor tibansact a
APIs financial solution within their own platform fully
An endto-end solution in the Customer Portal
EOT Endof-term self allows customers to select options at the end g
service for customers| a leasereceive pricing and select and fully
process their decision.
ITC L¢ / 2y adzaaly
aSNWAOS
SUBS Subscription Various innovative financial products allow
customers to pay for the IT services they
HPE Flexible Capacitf WO2y &adzYySQ NI G KSNJ G KI vy
METERING and Payper-Use PPU
Metered usage
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OBJECTS / EVEN
[Code]

Platform capability Description

A third-party solution for the digital platform
allowsthe automated receipt, review, and
routing of supplier invoices.

BaswargSupplier

BASWARE .
Invoice Management)

Free mobile application (iOS or Android) allows

HPE Technomics | selling Partners and Distributors to easily prese
Mobile application | quotes, make crediapplicationsand generate
documents for investments.

TECHNOMICS_AF

A goto-market strategy to provide a mudti
digitakplatform solution under the marketing
HPE Technomics | umbrella of HPE Technomi@@othman, 2019).
(Omnichannel) The key objective was the ability for these digit
platforms to work seamlessly together and allo
users to movesasilyfrom oneto the other.

TECHNOMICS

It givesthe customer a view fchow theymeet
their sustainability goals while attaining value
from refurbishing and recyclinggtired IT
products.

CIRC_ECON Circular Economy

Table 320 Main nnovationevents and objectwaithin the HPEFS digital platform

¢tKS aSO2yR LKI&aS 2F (GKS I yI f & aaxl cddN@ O&{a & NIF dza
g [/ 2NDAYS Moy T /seoudddcer asalyd®A 20 BtRE220A3). e goalvas) W

to identify relationships between the categories that emerged from the open coding step and
O21t Sa0S Ayid2 o Krindpal tadegoReS S ¥ § R etzill R2SIR)BTheprimary
outcome is to relate and connect the categories at the property and dgios level and their
subcategories (Figure 8 ® ¢ KS & dzo OF (4 S32 NA S & wher, whede, vy, G K S
how and with what consequences, thus giving the concept greater explanatorygp@tiuss

& Corbin, 1998:125). As earlier, the propertiepresent general characteristics or attributes,

while the dimension of a category depicts the location or position of a property on some
continuum. To illustrate, Straussid/ 2 NDAY o6 Mddy 0 fHdquérkyak a/profety Y LI S
2T (KS diugé&perinemiliot® ¢ KSe& 2 dzif Ay S Rocéaslond® Niiglig dza S
regula | ZonfinkB WLz aA A2y a (2 NBLWwSEGWE aFdzx RAFS
ddzo0 OF 6 S3I2NE NBUNBES yHIAFS i #olar@itery BRI 0 @ NS dz&’a
| 2NDAY S W odfistorler CONRPE (i /R YO Isecehdaidthde® YYSNHES
(Corley & Gioia, 2004). This allowed the focus to ask if the emerging fogiarthemes are
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giving concepts that explain what is bgiobserved and those withmited explanation (Gioiat

al., 2013).
* )

Q Category #1 | ¥ Q ] SUBCATEGORIES
Property What
Observation When
Q Category #2 Why
Property How
Documentation
I:l Category #3 Phenomenon
Property CONDITIONS
Interview
|| Ccategory #4 ACTIONS
- Property INTERACTIONS
CONSEQUENCES
@ Category #n v . Q

Property

Define based oiPROPERTaNd
DIMENSIONposition on continuum)

Figure3.16 Axial Coding (Strauss & Corbin, 1998)"62der analysis (Giokt al., 2013)

0 N ytHabretitak S NXB .
oand Ay S:
VA

Gioiaet al (2013) state that second NRSNJ | yI f @ 84 &
realmtas we look for explanations of the observatioApplying4&y ( KS & A &
ASIFNOKAYy3I TF2NJ LI GG S Nigfiective yhtRrpre@of v SidPEeRipel

explanations for the integrative axial codegable 3.21). They are based on a synthesis and

aggregation of suisodes listed in Appendix

CATEGORY

[Label / Code] CATEGORY description

MARKETDRIVEN PLATFORM CHOI
[MARKET]

Digitalplatform choices that originate from the
external market needs

ENABLING SALES GROWTough
DIGITAL PLATFORMS
[SALES_GROWTH]

Digital platform design choices that are driven by
different events and actions to result in increased
sales growth of HPEFS fireéal products

Competitive Landscape drivers
platform design choices
[COMP]

The competition of HPEFS drives design choi

Embedding improvedJSER
EXPERIENG@Ethe digital platform
[UX]

Platform choice is driven by the deliberate focl
onimproving the user experiendeased
2dzi 02YSa yR FTNRY

Conforming to dominanthird-party
applicationsto aid integration to the
platform

[3rd_PARTY]

Choices that are driven by the need to integra
the third-party applications to deliver othe
capability they provide successfully

Meeting REGULATION and
maintaining COMPLIANCE
[REGS_COMP]

External regulation and complianceiven

choices to the digital platform
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Tech enabling transformation in corg
activity through the digital platform
choices
[CORE_TRANS]
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CATEGORY description

Platform choices that improve the internal
efficiency and effectiveness of HPEFS

Global Proces€onsistency choices
for the platform
[GLOBAL_CONSISTENCY]

A choice connected to the HPEFS strategy i
global consistency in thgrocesses employed in
all geographies.

Performancelmprovement cycles
applied to the platform
[IMPROVEMENT]

Improvement in key business metriesd.,cost,
quality, revenue) that influence platform choice

Build vs Buy non-core applications
decisionsfor the platform
[BUILD_BUY]

Making design choices based on the alternatiy
2T om0 (2 o0dAftR AydS
capability externally

Replacing and reting outdated
solutions in the core legacy platform|
[REPLACE_RETIRE]

Managing technidadebt

Improving the potential in cGta
managementand Insightsrom
platform design choice

[DATA_INSIGHJTS

Design choices to improve the availability,
impact, and insights from data to business
decisions and actions.

Platform changes from assessing th
future Technology Lifecycle
(Emerging_Growing_Mature_Decling
[LIFECY(E]

Seeking out and adopting future capability to
improve the digital platform and the impact on
the products, services, and internal processin

improvements that can bachieved.

Policiesand Procedurealignment to
the platform capability
[POLICY_PRES$H

Digital platform choices to drive alignment of th
internal processes and policy of the business

Rectifying Issuesn the platform
[CORRECTIVE]

Design choicethat are required to return the
digital platform to stability or drive incremental
changes.

(Challenges torealising the evolution
of the platform [EVOLUTION_CHAL

The specific design choice to overcome
challenges to drive change and evolution of th
digital platform

Additional driversof the digital
platform design choices
[ADDITIONAL_DRIVERS]

Less prevalent design choices in the digital
platform

Endto-end Software Development
Lifecycle process
[SDLC]

The woverarching process to design, develop,
deploy, and implement the digital platform (incl
structure)

Performance Improvement cycles

and Issue management applied to the
platform

[IMPR_ISSUE]

Improvement in or rectifying issues in key
business metricse(g.,cost, quality, revenue}he
experience of the user or underlying
processelasks- that influence platform choice

Improving the potential in data
management and Insights frorthe
platform design choice

[DATA_INSIGHTS]

Design choices to improve the availy,
impact, and insights from data to business
decisions and actions.

Table 321 Categories; Axial coding
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ThefinalO2 RA Yy 3 gele@itedcalingsd oW (G NI dzia 9 / 2eNd, R012). Theddy T
main categories of contextual triggeiisK I i { dzhidyeS Réeiitdy! Sagegoe® o6 { ( NI dza &
Corbin, 1998; Matthew & Price, 2010) were identified. To be classified this way, they had to be
frequent in the data, and central, i.e., where all significant categories identified can relate to it
Ideally, the phrase selected should be sufficiently abstract to be applicable in other areas and
can explain variation in outcomes. Consistent with the approach, the central category had to be

Of SI NI &intR@sfohitg Frdpertées and dimensiohéStrauss & Corbin, 1998:15Mhese

are summarised in Chapter 4 (Section 4.3.1).

3.5.2 Use of MAXQDA fatodingSemistructured interviews

A tool used in the process wBSAXQDAWwww.maxqgda.cory which provided the capability to

manage the coding process within the transcribed semictured interviews.

‘aa Code System = & p £ M=
(&g Supplier Invoice Management (2019) [BASWARE] 2
(=g Go Transverse [GOTRAMNS] 0

(& Strategic Direction [STRAT] 0
(&g DT vision, Guiding principles, Design for experience [STRAT_1] 2
(&g Strategic Shift in Product Offering [STRAT_2] 4
(=g Business or Financial Value driven [STRAT_3] 4
(&g Business Growth led strategy [STRAT_4] 4

(=g ENABLING SALES GROWTH [SALES_GROWTH] 0
(=g Having new Capability for CONFEREMNCES [SALES_1] 1
(=g DEMO & COMFEREMCE based Feedback [SALES_2] 2
(=g COUNTRY EXPANSION [SALES_3] 18
(g Mew / Enhanced Offers [SALES_4] 13
(=g OFFER Flexibility to Tailor & Target [SALES_S] 2
(=g Partner Business Meeds (indirect feeback) [SALES_6] 15
(=g Technology enabling partners to sell [SALES_T] 16
(@ Increasing the reach of the infrastructure [SALES_8] 6
(=g Marketing & Sales enablement (messaging) [SALES_9] 4
(g Partner Incentives / Channel Assistance [CAF] 0

(&g Competitive Landscape drivers [COMP] 9
(=g Fast Follower [COMP_1] 4
(&g Playing Catchup [COMP_2] 25
(=g Competitive threats [COMP_3] 3
(&g Competitive analysis & insights [COMP_4] 10

(=g Meeting REGULATION and maintaining COMPLIANCE [REGS_COMP] 2

(=g Tech enabling transformation in core activity [CORE_TRANS] 3
(=g Operational scaling [CORE_1] 3
(=g Sales expansion [CORE_2] 2

(=g Global Process Consistency [GLOBAL_COMNSISTENCY] 3
&g Localisation [CONSISTENCY_1] 1
(&g Flexibility [CONSISTENCY 2] 1
(=g Ease of Scaling [CONSISTENCY_3] 1

(=g Replacing and retire outdated solutions [REPLACE_RETIRE] 4

Figure 3.17 Excerpt from MAXQDA coding configuration

The tool's advantage was the ease of allocating and reallocating as thweuagh iterations of
the analysis. Figure 3/Jprovides an excerpt from the platform with both the open and axial
codes applied. The software provides an easy capture of the grouping of the open codes within

the axial codes (Appendd}.
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3.6 Chapter Summarand Conclusion

As outlined at the beginning of the chapter, tfesearch design strategic decisions followed the
LINR Y OA L S& 2(F019rés&arch dnideyFiguBeNREL @ guided decisiondogically

through eachdayelQ (12 f SI R NI andaikdd i TaRIS A 2]lightadjlistinends

were required as data was gathered, with some findings causing a degree of course correction
at times. The information presented in the chapter tries to reflect on the iterative andinear

aspects of this typ of research design. | also try to illustrate the dynamic and, at times,
haphazard nature of research, which aligns with being a critical realist where new information
and events can change the direction of the study and where the researcher, to an,a@stant
O2yaidlyld NBFTESOGA2Y emgrica@ HctuMXzYIgald W 8 5By { {1&KS
development was found to be a deliberate activity were understanding what type of reasoning

was applied proved critical to the process's success.

Level Approach

Interpretative Critical Realism
Framework) oacombines a realist ontology with an interpretive epistemology (Ar
(Philosophy) et al. 1998)' (Henfridsson & Bygstad, 2013:911)

Abductive-RetroductiveTheorising
9 Abduction- Conceiving or creating a theory
o Combiningdeduction(constructing or elaborating the
Theory theory) andinduction (Justifying, evaluatingnd
Development testing the theory)
1 Retroduction- inference of mechanism to explain outcomes

Propositional theory¢ mid-range

Methodological Multi-method Qualitative

Choice
Strategy In-depth CASE STUDY on Single Case (HPE Financial Services)
Time Horizon Longitudinal data from 2013 to 2019 (7 yrs)

Data COLLECTI@Nhterviews, Observation, and documentation
Techniques and
procedures Data ANALYSISGrounded analysis through CODING (Gioia

methodology)and Retroduction

Table 3.2 Summary of the chosen research design strategy

From here, Bapter4 focuses on the detail of the case studyHHEFS, which leads to Chapter

5, where | explore the research findings.

109



Chapterd ¢ HPEF&aseStudy

4 HPEFS Case Study

Chapter 4 providesreoverview of the casalata collection and analyseépproach takenKigure
4.1). Following the configurational perspective d@ontextMechanismiOutcome (CMO
(Pawson& Tilley, 1997 Henfridsson & Bygstad®013) the key eventsand designplatform
designgO] from 2013 to2019(Section 4.1laysout thedigital platform desiga deployed during

this time.

A An outline of the organisation in the Casez

Introduction to Hewlett Packard A= LR

Enterprise Financial Services A Brief introduction of the key events and
digital platform designs that form the basis

of the findings (Chp 5)

4.1

A Overview ofthe Phase 2 datecollection
completed in for each data source internal
documents, external documents and sent
structure interviews.

HPEFS Case Data

A Overview of the Coding and Retroduction as
the key techniques applied to the case data.

Case Analysis

Figure 41 Overview ofChapter 4 HPEFS Case Study

An overview of the irdepth Phase 2 data collected from the case study (Section 4.2) is presented
following the research protocol described@hapter 3. It provides the basis for the contextual
triggers [C] identified (Section 4.3.1)F 2 f t 2 ¢ AGbR métHodlog® T2 Njl TA2 RA Y
retroduction procesqSection 4.3.2jollowed is outlinedand employed to identify the digital
platform integrations mechanisnjM] at the architectural leveldetailedin Chapter 5Findings,

and discussion

4.1 Introduction to Hewlett Packard Enterpse Financial Services

Hewlett Packard Enterprise Financial Services (HE&@yision of Hewlett Packard Enterprise
(NYSEHPE) that provides financial solutiotasthe customers of HPE and works with business
partners and distributorsy S f paktrye&p, herein known as partnerd heorganisation's core
objectiveisto inform customers of and sdfinancial productsThe products present options for
the customer pertaining to theinformation Technology (IT) investment strategifowing them

to choose the best suitabfinancialoption for their need to acquire equipment suchsvers
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storage networking, desktops, and laptopbPEFS customers are B2B (busitednisiness)
looking to secure finance to acquiFEequipment and solutions (lmdware and software). They
range from large globamulti-regionalcompariesto local, small business ¢ based ontheir
employee countaind annual salef®artners represent eoute to sell financial solutions as they

generally providdT equipment and sotionsto Smalto-Medium (SMB) customers.

HPEFS8urrently ha 1,500 employees worldwide and operat®n more than 50 countrie$n
2019, the division generated $3.6 billion in revenp&a¢ingthem within the size range o4
Fortune 600). Approximately $6-256.5 billion of financialproduct sales such adinancial or
operational leasefreferenced aginancing wlumein the financial resulty are madeeach year
to maintain this revenue (Tablkel ¢ SEC Filings represent thfficial and publicly available set

of company financial resultsy quarter and yegr

PRE-SPLIT of HP to HPE (-
Enterprise) and HPI (HP
Incorporated) in 2015

YEAR

2013

2014

2015

2016

2017

2018

2019

g REVENUE $3.626B $3.498 $3.216B $3.19B $3.6B $3.67B $3.60B

Ze

% 51 Growth yly% - 5% - 3.6% - 8% - 1% + 13% + 2% - 2%

20

S Non-GAAP Op $ $399m $389 $349m $336m $304m $290m $305m

S

< % change yly 2.84% -2.51% -10.28% -3.72% -9.52% -4.61% 5.17%
Financing Volume $5.6B $6.425B $6.504B $6.478B $6.085B $6.521B $6.2B

Financing Volume
Growth Y/Y

SEC FILING

-15.0%

14.67%

1.2%

- 0.4%

-6.07%

7.17%

-4.92%

Table4.1HPEFS Financial performance

[Note: SEEilingsc USSecuritieand Exchange Commissigrwww.sec.gov]

In 2012, the organsation begarshiftingtowardsdigitalisingthe long-standing perso#io-person
selling approachThe strategic decision was driven to allow for doufhigit growth without
needingto grow the sales and operations teams by the same amolihe digitalisation

K | E¥éryhihg
Onling as a key strategic initiative fro2013. Overseven yearsHPEFS dro\digital platform

solutions #so supported enhancingcustomer and partneexperienced e

design changes to support this shfom faceto-face engagement to online through a digital
platform both in terms of the service provided and the filtgal products available; this
provides the common theme through the journag outlinel in the next sectionThebusiness
and ITleadershipenvisoned designsthat focused onfour critical components of adigital
platform from an architectural perspectivél) the core system(g)LeasingContract Lifecycle

andAsset Managementind(2) aconnecting infrastructure from the core systefB) externally
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facing portals and (4) the use tfird-party applicatiors to provide certainrequired services.
Table4.2 captures the keywents,the capabilitydeliveredandthe targetedbusinessutcomes
from 2013 to 2019The initial target was tdeploytwo contemporary portal§Customer Portal
and the Partner Connection Tool)the overall HPEFR$gital platform to support customers and
partnersin creatingan onlineexperienceFigure 42 highlights he chronologicakvolution(with
numbering [1] to [13Df the digital platforns key capabilitids The followingsectionprovidesa
brief overview of eaclprimary capabily and the evolution of the digital platfornfsee also

Appendix4 for a more detailed outline of digital platform deploymént

OBSERVATION DATA Circular

[11] .
Deployment summary [2013 — 2019] of Digital Platform designs ECOﬂ.va

HPE Flex
IT o Capacity HPE
Consumption ©artner il and PPU Technomics

Partner
Connection
Tool (PCT)

Customer
Portal

[a] I = [s] I [8] I (Metering) | Mobile App
3 ] 6] I [12] I

2013 2014 2015 2016 2017 2018 2019

eSignl'af.Uﬂ: l l l l

3] HEnH I _ == Omnichannel
(DocuSign) ~ FICO Credit End-of-Lease  for Partners Supplier
- Scoring self-service HPE Invoice:

[4] ' Subscription 7] for Customers = Technomics = management

Financial Services [o] [20] EE]

Figure 4.2 Chronology of Key Evepiiigital PlatformDesigrs

4.1.1 The evolution ofdigital platforms at HPEFS

Following thgourney from 2013 to 2019, the following section gives an overviethetigital

platform designgto position the findings outlined in Chapter Bhel t 9 C{ RA3IA (I f L.
design integrates various capabilities rathigran sening externdly and internally. While
presented as separate, they serve as different components of the overall plattommeet

different needs of the products and serviaefsthe organisationThe following arehirteen of

the capabilities denoted as kéytegration events in the evolution of the HPEFS digital platform.

[1] Customer Portal The CustomePortal released as a free, wetaseddigital platformwithin
the HPEF8igital platform to givecustomers aselfservice asset management toWestcoast
UK, 2014).Designed to provide 24/7 access inK S O dzaa$setYpSriftlihadata was
constantly refreshed angrovided up-to-the-minute customerinformation. The core objective

of the platform wado enablea customer, through online solutions, tiack and manage assets
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through the lifecycle of a contra@nd give completdransparency Each year, features and
functionality enhancementsvere drivenby feedback gathered internally (sales and operation
teams)and externally (customers)As a result, improved retime access to accourdata,
automated notifications and standardised and customisable reporting wereated (HPE

Financial Services, 2016).

2013 [1] Customer Portal  Enabling customers to easily manage their ass¢
portfolios with HPEFS with easspeed,and complete

transparency.
2014  [2] Partner Allowing Partners and Distributors toresent quotes
Connection Tool easily make credit applications and generate docume
(PCT) for investments.
2014  [3] eSignature Integrating DocuSign to allow theSgning of financial
(DocusSign) contracts throughthe customer portal
2014  [4] Subscription Deploying the ability to preserdubscription paymen
structures €.g., monthly payment) from Partne
Connection

2015 [5] IT Consumption  Providing innovative financial products allows custom
topayfori KS aLISOAFAO L¢ &SN

2015  [7] FICO Credit ldzi2YFGSR aO02NRy3a 2F |
scoring minute.
2016  [8] Partner APIs Allowing a Partner or Distributor ttvansact a financia

solution within their own platform fully

2017  [9] Endof-Lease self = Fully automated and sefferve solution in the Custome
service for Customers Portal to allow for pricing and options selection at the
end of the lease.

2018 [10] Omnichannel for Achievingseamless integration between the key
Partners (HPE elements of the digital platforng desktop (Partner
Technomics) Connection Tool), mobile (HPE Technomics App) an

Partner APIs.

2018  [6] HPE Flex Capacity Consumption solution for the larger customers based
andPPU Ketering)  capturing® Y S (i Sisedergcific to thanfrastructure
and bill on a peuse basis.
2018  [11]Circular Gives the customer a view ofieir sustainability goal:
Economy while attaining value fromthe refurbishment and
recycling of retired IT products.

2019 [12] HPE Technomics A mobile app that compliments the Partner Connect
Mobile App tool that allows everything to be seamlessly connecte

2019  [13] Supplier invoice Embedding the Basware as a thpdrty solution to
management automatically process all forms of selling partr
invoices to HPEFS (paper, pdf, electronic transfer)

Table 42. Evolution of HPEFS digital platfokeycapabilities

113



Chapterd ¢ HPEF&aseStudy

By 2017, newunctionality was announced for customers, allowing -selfvice decisions and
possible actions at the end of a lease. This allowed the customer to explore different options in
extending, purchasing, or returning assets at the end of the contract term ERBcial
Services, 2017). Further changes included alerts on progress and logistic choices for packing and

shipping in 2019 (HPE Financial Services, 2019) and were offered in 16 languages.

[2] Partner Connection Tool (PCT)The release of the PCGiito the HPEFS digitalatform
expancded the transformationof HPEF$ 2014. As an additional digital platform solution, it
allowed partners of HPEFS to seamlessly offer all pineducts and promotions in %w-to-no-
touchQway. This was a cruciaolution in growing the Small and Medium Business (SMB)
Odza (2 YSNJ &S 3YSKYiR Askih@thirough she gaftnSridwnWales teams. The
platform helped close deals quickeallowing faster partner payment, an essential business
motivator. It dso presented the opportunity to add a lift in the margin for a given transaction,
giving the partner a higher profit. By late 2015, the platform expanded to 18 countries, with
seven languages supported and the company working with over 1800 parensel|, 2015).

In 2018, thePartner Connection Tod2 Yy G Ay dzSR (2 ¥ 2 Goiedo-n®tglich® y Sy
design with the integration oéSignature by AdobeBy 2019jt continued to growas a key
capability in the HPEFS digital platforon23 countriesand supported 13 languagesacting as

the key enabler of the SMB business growth (HPE Financial Services, 2019).

[3] eSignature(DocuSign} In 204, the digital platform introducedsigningcontracts through a
third-party eSignatureapplication,DocuSignHPE Financial Services, 2018)jngApplication
programme interfacgAPIs)as the integration technologyVhile not all countries recogsad

eSgned contractsit was asignificantchangefor both the customer experience anide internal
efficiencywhere it was allowed. It providedompletevisibility to therouting and progressf

the contract throughout the signing procesg.,who signed andavho is next irthe workflowto

signuntil compkte. It enabled atomated reminders forthe document@ pending signature

> K8y dzaSRs Ad NBRAZOSR G(KS 205 Niint, signlshR &nda a Ay
uploadd & (ir@n_da averageomplete the processf® weeks tccompletion in less thag4

hours) It alsoremoved mailing costdrom the legacy procesthat used paper copiesntsend

andreturn originals

Consequentlyit was both a key benefit internally and to the customBesigned tostore the
eSigned contracts IHPEFS Customer Portal automaticalig customercouldview, download,
or print them anytime. HPE strategically transitioned itttegrate Adobe the leadingprovider

of eSignatureinto the digital platformin 2017 (HPE Financial Services, 208xarding the
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platform capability toinclude the two dominant providerdoy retaining DocuSigngave the
customersfreedom to choose either based dheir preference.Deploying further changes in
2019further enhancedthe experienceby allowing email authentication of the user identity,

further simplifyingthe process and, therefore, the customer experience.

[4] Subscription [5] IT Consumption [6] HPE Flex Capagiand PPU (Meteringy, In 2014 and

2015, ew L ¢ O2yadzYLIiAz2y azfdziAzya 6SNB I dzy OKSF
evolution. As a way to reduce capitataintenanceand upgrade costs, it allowed the customer

to only pay for what they used (Hewlett Packard Enterprise, 2015). This was emphasised in a
2016 IDC report quoted by HPEFS,

G! NBOSyil adzaNBSe FTNRBY L5/ AYRpe@usdi SR GKI
optionsthat bundleequipment, software, services and maintenaace

(HPE Financial Services, 2018)

One of the first of these was the Subscription solution within Partner Connection (Middleton,
Hamc O UKL Gpricefpdr 8eat Sriper TsiNdiné countries.HP marketed the solution

| &Device as a Service, Simplifying PC Lifecycle Managemeatl t LYy O®X HAMCO P
was applied successfully to the print market (HPE Financial Services, &Jh6hstratingthis

shift by customers who paid for a service rather than buying or leasing an asset. By 2018, the
digital platform had to handle different plans to accommodate flexibilities,pagy for useand

an ability to flex up or down, among other functiongl{HfE Financial Service2018). Further
expansion of théTconsumptioroffersfor other HPE solutions, such as Aruba products (wireless
networking), appearedin 2018 (arubanetworks.com, 2018).ekéred usage solutions HPE
GreenlLake Flex Capadiyd Payper-use(PPU) also emerged (HPE Pointnext, 2018). Telemetry
software within the digital platform collects and monitors data on consumption, allowing the
Odza 12 YSNJ (12 LJ usededy f{8LISTCPAND AgCK | YIS | AZ3dzNE ¥ S48i. 32 NB
Gigabyte used per month, the number of users on the netwgnovide the means to assign a

cost per unit and then bilAdditional features require data collection afrther developmens

within the digital platform anchbroader ecosystem to accommodah payper-use approach.

[7] FICO® Credit Scorifigtps://www.fico.com/) ¢ In 2015, the organisation's negvolutionof

the digital platform mtroducedan automated means of generating a credit score introduced to

the partners of HPEFBom FICO(FICO NYSE formally calledFair, Isaac and Company
Leveragng and implemening thisinnovativecredit scoringtechnology¥ I O A fldssithan 8 R W
minuteQ RSOA&AZ2Y 01t 9 C hrgvidsdde dadabilify SnNGg igh& glatforra n M T 0
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as acomplete endto-end for all the process step$p enter the relevant data into the Partner
Connection Tool. The customer is matched based on details entered if existing or entered in the
system, if newCombined with a specific set of configurations for a givamtry, the customer

and the data of the dealeretransferred to FICO to take advantage of their scoring model. The
customer datawasalso combind with datafrom a local country credit bureau and Damd
Bradsheet customer database (https://www.dnb.cort@)generate a credit score from which a
credit line could be offeredhis dramatically reduced the overall decision turnaround time from
the original 24hr 48hr commitment to partners for the countries where it was made available.
By 2019, theautomatedcredit scoringcapability had grown from a single county in 2013.60
countries that used PCT as a key enabler for the dedigii¢ growth of the SMB business (HPE

Financial Services, 2019).

[8] Partner Connection APIsin 2016, HPEFS announcdae ability to allowdirect platformto-
platform integration. The technology behind the integration wagplication Programmable
Integration (AP), which would permitrequests for data and responsé&om one system to
another.Each API reatedthe processes andpecificsteps available in the PC&pability in
the HPEF8igital platform and allowed the partners to mbedtheseWeb serviceQlirectly into
their order management systemBartners with this functionalitprovidedfinancing optiongo
their customersandthe IT solutions they supplyith little need for leasing knowledgeith

straightforwardaccess.

awith the HPEFS Partner Connection API, you case atitiet of pricing ahcredit web services
to streamline and automate your selling activitles.

(HPE Financial Services, 2019)

In 2018, an eSignature ABdmpletedthe suite of solutios to align with the processes of the

PCT platformwhich completed theAPlecosystem.

[9] Endof-Lease selkervice for Customers This was a significantpdate to the Customer
Portalthat allowed customers tgeruse theavailable enebf-lease optionsallowing them to
decide onling(HPE Financial Services, 200THe customecould extend the lease, return the
financed assets, grurchase them. This experience allowed faoapleteendto-end process,
seltserve on the customer portaland complete without the customerinteracting with

operations teams. In addition, internal changes in the core sysfmaded more automation

in completingthe process to drive furthepperational efficiency. The changes allowed the
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operation team to focus on the highealue opportunities where rgpotiation on pricing would

be expected.

[10] HPE Technomics The strategy for providing partner solutions progressed to using an
omnichannel concepat the end 0f2018. The geto-market strategy provided a muifilatform
solution under the marketing umbla of HPE Technomics (Rothman, 2019). The key objective
wasto enablethese platforms to work seamlessly together and allow users to maiely from
oneto the other.

GThe capabilities available across the interconnected platforms inoistint online quote and
pricing, realtime credit decisioning, mobile devices and proprietary system integration APIs,
online billing statements, assétvel invoicing, standard and custaatle reporting, and more.

(Rothman, 2019)

[11] Circular economy The Circular Economy Repashowedthe value of asset recoveryo
customers in 208 (HPE Financial Services, 2018)rdvvided IT and sustainability orgasaitions
within a firmwith a tool to estimate and share the carbon, energy, and landfiite savings
from end-of-use assetslt provided a new capability to the platform with an environmental

perspective that is very mudh vogue.

[12] HPE TechnomicKlobile App - The smartphone applicatiorallowed userdo generate a
credit-approval, finanéngquotations and contracts for customers (Rothman, 2019). All of which
could be completed within the application, in rdahe and finalised through eSignature
Findings from the Business Technology Performance Index Report for 2018/2019
(Capgemini.com2018) drove this need, where online processing and operational execution

occupied the top fiveustomer demand in the selling process.

[13] Supplier Invoice management ! & A Yow-fo-hoNSuchQ) OK I y3IAS AY HAM®D
partnersto better track andquickenpayment through automated invoice submissi¢HPE
Financial Services, 2018)tegratingBasware (https://www.basware.com/) to the HPEFS digital
platform allowed the partner to provide the invoice they create in any form. TlasviBare
applicationautomatically capturd, digitised the content, and transfeedit into the HPEFS core
system Thismakes the processing of invoices more efficient and quicker, which ultimately
allowsthe partners to get paid faster, a key business oate@and benefits their cadtow. Thus
thisimprovedthe firm's accounts payable (AP) structures and processes. Basware also grovide

a dashboard to the partners tmanage and track the submissions to HPEFS.
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The boundary of the HPEFS digital platform aligns withttree strategic decisions outlined by
Gawer (2021). Firsthe scopealigns with the organisation's core purposeprovide financial
solutions to acquirdT infrastructure Second, access to thdagform provides control and
determines the digital platformssides$ (users), which is a businessbusiness (B2B) based
engagement. It is granted throughan internally-driven process to control and ensure the
legitimacy of the firmsFinally, APIs a& boundary resourcellow the platformto connectto
externalthird-party application®r selling partnerso use the capabilities of the digital platform
where access isarefullymanagedhrough internaly-controlled protocols Theinterrelation of

the three aspects led to a definition of the boundary of the digital platform in this case.

Theleadership's foresighio move to a digital presence provdighy beneficial as the overall
business results, througlut the period, remained steady. The doukdait growth in the SMB
segment, powered by the digital platform, provéte HPEFS businegtal (Figure4.3).

HPEFS Financial Performance

6.5

$ Billion

55

2013 2014 2015 2016 2017 2018 2019
Axis Title

Financing Volume (SEC Filing) Linear (Financing Volume (SEC Filing))

Figure4.3HPEFS Financial Performance (Annual Financing VajiBoeyce SEC Filings

[Note: drop of 6.1% in 2017 dueltwer financing volume associated with thjpdrty and HPE
product sales]

Into 2017, the organisation has pivoted and elevated its focus on equsr and, more
specifically, usecentred design. Design thinking, Journey mapping, personas and empathy
mapping are some of the newer techniques in play that drive the next phase of the digital

LX I GF2NY¥Qa S@z2fdziAzy Ay |1t9C{®
4.2 HPEF&aseDatac data colledion

Following theresearch desigmprotocol, the first data collection phaseapturedthe detailed

observatiors (Figure 3 and Appendix4) and highlevel strategic plang62 off internal
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documentg. The more involved and comprehensive data collection (Phase 2)jnvas bythe
theoretical lens ofenerative mechanismand the configurational perspective (Henfridsson &
Bygstad,2013) Eachdata element was captured andcoded based orthe key events and
outcomes of the digital platform desigrs (layeredmodular architecture designs) Twenty-four
events were captured and codedthin each datelement(Table 4.3, 1010codes appliedver
837 documentsand19semistructured interviewy whichrepresensthe micro-to-microoutput
(Hedstrom & Swedberg 1996)of design choiceo digital platform design(Figure4.4). These
designs led to the business outcomes and resuti&croto-macrg enjoyed by HPEFS, its
customers and partners

SITUATIONAL
TRANSFORMATIONAL

MACRO Contextual Business

Triggers
LEV E I- Why the change was triggered OUtcome

MACRO to MICRO MICRO to MACRO

Layered Modular

Design Choice M)y Architecture
lesigns
2013 - 2019
ACTION-FORMATION

MICRO to MICRO

Figure 4.4Causal Mechanisnteveraged fronHedstrom & Swedberg, 1996)

The number of documents wherach eventccurs(internal and external)coupled with the
number of timesmentionedin the semistructured interviews was captured The Customer
Portal and Partner Connection Talmiminate heavily as the main capabilities in the HPEFS digital

platform andare central to the evolution from 2013.

The observationscaptured in phase 1 (Figure 3ahd Appendixd) provided (a) the year of
deployment externally to customers or partners within the digital platform and (b) a
comprehensive level of information around the key eveqthe digital platform's capability,
despn characteristics, how it integrated into HPEFS and the business outcomes it Theve.

chronology of thel3key events from the complete list @ is presented earlier in Figure 4.2.
Section 4.3.1 outlines the contextual triggers built from open andlaading applied to the

data in Table 4.3

Taking full advantage of my position as a complete participant, nrdagnal documents were

collected from 2013 to 2019 as part of the protocol outlined in chapter 3 (Section 3.451).
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hundred and thirtyseven documents were collected, analysed, and first coded to the relevant
business outcomes (Table 4.4). A detailed description of the categories and document types is
outlined in Appendix 5.1. Some examples of the documents are highlighted in glgifairm
strategic plans from 2016 (Figure 3.8) and a strategic shift in 2019 to digital platform design

(Figure 3.9). A sample of the detailed list of the documents is outlined in Appendix 5.2.

Internal Semi-Structurec External
Documents Interview Documents

Sub-codes

CORE SYSTEM [CORE] 23 1 0 24
Customer Portal (2013) [CP] 109 17 10 136
eSignature (2014) [ESIGN] 36 9 3 48
Partner Connection Tool (2014) [PCT] 210 52 21 283
SubscrlptlonS /e ?\Ezleczzg?s?;\gfj) ([ZzaBSS)]Pay-at-yo 16 3 17 36
Asset Recovery Services in Customer Portal (2014) [ARS] 9 6 16 31
FICO Credit Scoring (2015) [FICO] 19 19 8 46
Small Ticket Solutions - PCT (2015) [PCT_SMALL 3 0 0 3
IT Consumption product offerings (2015) [ITC] 16 10 21 47
Configurable Offers & Bundles in PCT (2015) [PCT_ORFER] 15 3 4 22
Partner API's (2016) [API] 21 32 16 69
End-of-Term Self-Service for Customers (2017) [EOT] 8 2 1 11
Robotic Process Automation - RPA (2017) [BOTS] 8 0 0 8
Flexible Billing (2018) [FLEXBILL] 37 7 2 46
Omnichannel Partner (2018) [TECHNOMICS] 9 18 5 32
Omnichannel ﬁgﬁo&ﬁgﬁiﬁmce Now (2018) 10 1 O 11
Paperless Invoicing (2018) [PAPERLESS] 4 0 2 6
Partner Connection eSignature (2018) [PCT_ESIGN] 16 2 2 20
Flex Capacity / Pa[y'\;lleEeiFI—ELIJ?sI;((;F]’PU) Metering (2018 17 1 2 20
Circular Economy (2018) [CIRC_ECON] 0 1 16 17
HPE Technomics Mobile App (2019) [TECHNOMICS_hPP] 17 29 9 55
Portal + (2019) [PORTAL+] 15 2 0 17
Pricing Engine (2019) [PRICING_ENG] 12 0 0 12
Automated Suppll[eB;:g\\/IS:; Igilanagement (2019) 4 2 4 10
TOTAL 634 217 159 1010

Table 4.3 Coding of thigital platform designs (20182019)

The documents provide a comprehensive chronicle of the digital platform activity that
complements the other data sources and supports triangulation. In addition to the documents
focused on capabilities (category 1) and strategy (category 2), thedsssprocess (category 3)

data focuses on the underlying policies, processes, and procedures. Tbergoket strategy
(category 4) and competitive analysis (category 5) give an external view. Finally, the last group

provides other aspects to plan and exe the digital platform changes (category 6). The change
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in approach to improving the design of the experience design and emphasising issues faced

(contributing to the larger document count) are represented in this category.

Internal Documents Year

By document category B 2013 2016 2017 2019 Grand Total

-1(1) Strategy 11 O] 8 o) 10 13 10 62
Strategic Planning document [STRAT] 11 5 8 5 10 13 10 62

-I(2) Capabilities 56 59 46 50 34 67 52 364
Supplier Invoice Management [BASWARE] 1 1
Core Legacy system [CORE] 4 1 2 1 8

Customer Portal [CP]

Asset Recovery Services [ARS]
End-of-Term Self Service in CP [EOT]
Omni-channel & ServiceNow [OMNI_CUST]
Paperless Invoicing [PAPERLESS]

Portal + [PORTAL+]

eSignature - DocuSign & Adobe [ESIGN] 1 2 3 4 4 9 3 26
Flexible Billing [FLEXBILL]

Subscription / Device as a Service [SUBS]
IT Consumption [ITC] 7 13 7 24 13 64
Flex Capacity / Pay-per-use [METERING]
Circular Economy [CIRC_ECON]

Partner Connection Tool [PCT]

FICO Credit Scoring [FICO]

Small Ticket [PCT_SMALL]

Offers & Bundles [PCT_OFFER]

217 13 11 9 2 5 14 81

Partner API's [API] 24 14 25 24 15 27, 16| 175
Partner eSignature [PCT_ESIGN]
Omnichannel Partner [TECHNOMICS]
Mobile App [TECHNOMICS_APP]
Pricing Engine [PRICING] 2 2
Robotic Process Automation [BOTS] 5 2 7
-1(3) Business Processes 2 9 3 1 1 1 17
Policy & Process [POLICY_PROCESS] 2 9 3 1 1 1 17|
-1(4) Go-to-Market 2 9 1 1 13
Go-to-Market [GTM] 2 9 1] 1 13
-1(5) Competitive Position 1 1 4 6 12
Competitive Actions [COMP] 1 1 4 6| 12,
-1(6) Planning, Execution & Structure 27 35 19 11 10 30 37 169
Experience Design processes [EXPER_DESIGN] 12 11 12 4 2 12 15 68
Driving Financial Value [FINANCE_VALUE] 3 1 1 5 10
Improvements & Issues [IMPR_ISSUE] 12 17, 4 5 7| 8 7| 60
Execution process [PLAN_EXECUTE] 2 4 2 2 3 6 19
Software Development Lifecycle [SDLC] 1 2 9 12

Table 4.4 Internal Document

From the extensivkeywordsearchonthe internet,104 external documengand collateraivere
publicly available from 2@Blto 2019 (Table 45). Thisalsoprovides &basis for triangulatinghe
eventsfrom the observations and internal documenggdditionally,16 documents covering the
quarterly and annual financial resulublished for the seven years of the stufity HPE and
HPEF8ompleted the searchThis provided the overall financial results fPEFETable 4.1) to

illustrate the overall impact of the digital platform as part of its digital transformatetailsof
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the documentsthe categoriesand their contentare outlined in Appendix5.3. with an example
of the tracking tablen Appendids.5. As these documents are externally focusewbstoutline
the capabilities available to the customers or partneiigcusing onthe benefits and value

propostion to drive sales anddoption.

2013 2014 2015 2016 2017 2018 2019

1 4 13 22 6 22 36
Table 45 External DocumentsHPEFS

The main driver o€ompetition came fronfive keycompetitors Dell Financial Services (DFS)
IBMGlobal FinancGF)De Laga Langan (DLCHG Meridiamnd ARROW Eightydocuments
(Table 46) across this group, coupled with the interrzalalysisprovided the direction talesign

features and capabilitgn the digital platfornmto meet or exceed the competitive offering
r ‘ ===
£ db CHG avaw
Dell Financial| I1BM Global De Laga
Services (DFS Finance (IGF Langan (DLL CHG Meridian ARROW

Table 46 External DocumentsKey ompetitionof HPEFS

Finally,19 semi-structured interviewswere conductedo identify critical decisions throughout
the severyearsof the studyto provide additionalalidation and triangulatiobetween the data
sources Following three pilot interviegs the process was carried out as outloshan chapter 3

(Section3.4.24). The interviewees were codes shown in Table 4.7

Code Position Tenure
OBPM 1 Online Business Procelsnager 20
OBDM_2 Online Business Procelgmnager 19
OBDM_3 Online Business Procelgmnager 15
OBDM_4 Online Business Procelgmnager 11
OBDM_5 Online Business Procelgmnager 17
OBDM_6 Online Business Procegnager 21
OBDM_7 Online Business Procegnager 17
OBDM_8 Online Business Procegnager 2.25

SITPM Senior IT Project Manager 9

SITBA Senior IT Business Analysts 9

SITM Senior IT Manager 19

HOC WW Head of Credit 22

FICO FICO Business Model Owner 6

GBDR Global Business Development Director| 21

ECSL EMEA Channel Sales Leader 21
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Code Position Tenure
EBDD EMEA Business Development Director 14
MBDA Director of Marketing and. Business 22
Development, Americas
BD Business Development 12
CDM Customer Delivery Manager 15

Table4.7 Research Informant coding, role, and ten(ire= 19)

Each interview wasanscribed and inputted into MAXQDA faoding each interview see

redactedexamplegFigure 45) ¢ to facilitate the subsequent analysas outlined next.

17 -G (GTM -

WW Lead SMB Business 19 - O (EMEA

Development) -... Business Development - up to
i 2019) ...

Position code- MBDA —
Position code- BD

Figure 45 Example of MXQDA output fromiwo of the Semstructured interviews

4.3 CaseAnalysis

The case analysis involvedveo-step approachaligned to the configurational perspective of
ContextMechanismOutcome (CMQ from Henfridssonand Bygstad (2013)¢ Research
Objective2. The initialanalysisphaseidentified the contextuatriggers (Section 4.3.1yvhich
allowedthe applcationof these triggers to thigital platform designs and apeti retroduction

to identify the digital platform integration mechanisnihe findings and discussion on each are
presented in Chapter 5A sunmary of the codes applied and the flow from Outcomes [O] to

identifying and classifying their contextual triggers is outlined in Figée 4.

4.3.1 Contextual triggers

Following the key events or design outconf@$ coding, identifying the contextual triggef€]
represents the first step (Figure 3.13). This involves initially opewmding the internal

documentation, external documentation, and sestiuctured interviews with swulcodes
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(Appendix 6.1) as outlined in Section 3.5.1. Leveraging the Bygstal (2016) approach,
relevant codes were allocated to each item to capture the stimulating or releasing conditions
NETt SOGSR Ay (KRctietSa ABDNE DEZAOR HY ai RESRWiI T o
potential possessed in the design choibattwas either planned (when the documents were
published) or subsequently delivered. Axial coding is followed to provide a synthesis based on
the relationship and higheorder themes to present contextual triggers. A final step (selective

coding) was usetb unify into core categorie&sioiaet al., 2013 Creswell & Poth, 2018)

9 OK RIFGF AGSY gl a |yl feéabRmariemad Y2 NSS a0 NiRdeN
the contextual driver(s) behind the proposed design choice was expréGseidet al., 2013.

This generated many different terms and descriptions, thus leading to many categorieg6with

codes (Appendix 6.1). Frothe open codes23 axial codes (Appendix 6.2) dtecondorder

theme? SYSNABRS® 9 DA2AL T HnannanoO G2 NBLINBaSyil
contextual triggers9 E YLX S& 2T 2 &8¢ of 3@ RS AsinpiX @'a- whe |
Wffortless experience design ! - ¢y p8 LINPDPARSR | YSlIya G2 O
characteristics (outcomes) represent the triggers to the design choices for the digital platform.
They embody those properties of a digital platform tleabeds animproved user experience

strategy, which became the axial code [UX_STRATEGY]. As a setopht egesenting new
digitally-enabled offers to customers [SALE_4], new solutions to allow partners to sell [SALES_7],
and solutions to increase the reach of the digital platform to new segments [SALES_8] were
specific triggers to drive business growfigain, the open codes combine to generate an axial

code or theme that summarises into enablirgples growth through digital platforms
[SALES_GROWTH]. In other woriigtal platform design choicesriven by different events and

actions resulin increasedsales growth of HPEFS financial produ€tse values in Appendix 6.2
represent, for each axial code, the count of open coding assigned within each data source. The
higher values represent those areas that had a more significant impact on the desigrsafoice

the HPEFS digital platform.

The final0 2 RA y 3 sefecti&lchdih@i oY ( NI dza & 9 / 2eNa,ROLD). Tivepdpy T
WoreQ c@Mthldategorie® 6 { NI dzaa 9 [/ 2NDAYS mMphpy T al §GKS
to the design choices dlfie digital platform from the case study. As with the previous step, the
relationship between the axial codes and the selective codes provides a level of abstraction that

explains the differences in the contextual triggers in the digital platform desipgeps.

124



Chapterd ¢ HPEF&aseStudy

SINSINVHO3IN

WSINVHO3IW JAILDFHH0D

WSINVHOIN
NOILVSIAIHGAH INTVA

NSINVHO3IN
ALIGVININTTdINOD HIAV

WSINVHOIN
NOILVIHdOdddV
ALITIEVdVYD

1X41INOD

[ESSREET)]

wiopeld ay 0) paydde uawabeuew
anss| % $8|949 Juawanoidw sdueWIodd

S3INOIJ1LNO

[Fuvmsvse]

2o10Aul Janddng

NOILNO3X3 [07as]

001d 9]0428)17 JuswdoPAsq 21eMYy0S pus-0}-pul

[ONT ONIORId]

(6102) 2uIbu3 Burond

[S1HOISNI"V1val

8210yd ubisap wiojre|d wou siybisu|
pue Juswabeuew erep ul fenuajod ay) Buiroidw)

[+1v.Ly0d]

(6702) + [evod

[dx3" Wyo41v1d]

aouspadxe uaAup abueyd wiopeld

[ddv~SOINONHOFL]

(6702) ddy 8|IqOW SoIWouyPaL AdH

[dx3™1onaowd]

aousuadxa UBALP JBIJO 19NPOId

[NOO3 2uI0]

(8102) Awou0d3 renoID

[3nssi™axal

oualadx3 uo 1oedwn anss|

[GINIEETE]

02) Bunsa (Ndd) asn-1ad-Aed / Auvede) a4

leusalx3 Jo [eusalu)) induj ubisap
10} S1P|OYX LIS JO JUBLUBAJOAUI [310A23411]
pue uonoesaiul bunersusn

(euoa@ auney bumoin~Buibiaw3)
81240317 ABojouyoa ]
ainny ay) Buissasse wouj sabueyd wioge|d

[N9IS3™10d]

(8102) @1nreUbiSa UONOBULOD JBULEd

BWoaINQO uonear anfeA [ALYvd Pl

wuope|d ay) 0} uoneiBbaiul pre
p1 suoneodde Aured pig Jueuiwop o) Buiwiojuod

[ss3143dvd]

(8102) Burdionu) ssapaded

[ss300ud NoIS3a XNl
[S1HOISNI™XN]

[PGEINETERG)|

wioped
Ay ul IONIIIAX3 ¥ISN panosdwi Buippaquig

[LsnoTINWO]

(8T02) MON B2IAI3S 7 JBWOISND [SUUBYIIUWO

[SoINONHO3L]

(8T0Z) J9uMed [SUUBYIIUWO

[riexandl

(8102) Bulig alqxald

[L3xvin]

S3DIOHD WHOHLV1d NIAIFHA-LINAVIN

[sLos]

(2702) Ydd - uoiewoIny ssa201d 21040y

[s¥3Aa~aav]

$991042
ubisep wiopeld [eNBIP 8y} JO SIBALP [eu

[Lo3]

(LT0Z) S15WO0ISND 10} 30IAIBS-}3S W] -Jo-pug

[1vHO 10A3]

ioreld ays jo uonnjone ayy Buizieal 0y sabusieyd

lidv]

(9102) sV Jaured

[ss300udAdI10d]

wioyeld ay) 0) Juswubife 81Npasoid B Si

[¥3440™10d]

(§T02) LOd i sa|pung B S1aj0 a|qeinbyuod

341134 30V 1d3]

wiopeld Aoeba|
00 U} UI SUORN|OS ParepIno i3l pue Buroe|dey

owl

(5T02) sButiayo 1onpoid uondwnsuod 1|

[sewo21no anmadwod
U0 sN20j % uonvap dlbarens [Ang—aTingl
ANYE 4 ANZ:AY

wJopred ayy
Zoufeghk S ezp - dBP o }VP

[vws™1od]

(ST0Z) LOd - SUORN|OS 19X [fews

rey) sanijgededs pue sessaooud

[LsISNOO VEOT9]
‘sal ® USALIP ssauisng]

jojred au 10j Sa2104d ADUBISISUOD SS801d [€q0|D

[oon]

(5102) BuLI0dS 1PaId ODI4

[SNVH13400]
ABayens ubisaq renb

sa210y0 wiopeld reubip ay) ybnouyy
Auanoe 2109 ul uonewlojsuel buijgqeus yaa |

[suv]

02) [e110d JaUI0ISND Ul S39IAIBS A19A003Y 19SSy

[dwoo~s93]

30N

MITdWOD Bulurelurews pue NOILLYINO3Y Bunsap

[sans]

(¥102) (SA@d) 891AI3S-IN0A
-Aed (Seeq) 201n19S-e-se-901A0Q / uonduasqns

[dwoo]

592104
Bisap wiope|d Jo siaALp adeaspue sAnadwod

[1od]

(¥T0Z) 100. UONYBUUOD JBULRd

[HIMO¥D s31VS]

SWHO4LY1d
L191a ubnoiyl HIMOYS SITVS ONINEYNI

[NoIs3]

(y102) 2ineubisa

[Lvais]

BuipoD aAnd8les

uonoauq d16arens

s1abbl ] [remxajuo) - Buipo) [eixy

Cel]

(€T02) [eMOd JawoISN)

[3x00]

[epoo /13qe]

W3LSAS 3400

suBisa@ 21njoa)ydlY Jejnpojy pasaker]
ubisaq@ wuope|d [el

Figure 46 Code Summarfyom the Outcomes and Events

125



Chapterd ¢ HPEF&aseStudy

(1) Value creation outcomes digital platform choice is driven by the deliberate focus on

improving user experienekased outcomes. Key activity gathers market intelligence

and engages with users to identify experience neadsorder to deliver value and
incorporate future trends.

(2) Digital design strategy inform andalignthe ¥ A NJY Q ®latferin@skraielgi¢ direction
to enabk the business strategy, outcomes, and competitiveness

(3) Driving improved performance (incl. corrective action)¢ procesgsto measureand
analyseperformance undertakeimprovemens, andresolve issues to med the stated

business goalsf the digital platform

Thecontextual triggers oWalue creation outcomé®nd Wigital design strategy) & fSuNd®to
be the primary drivers otthe design procesand determinethe targeted capabilitiedor the
digital platform Whereas thos&riving improved performanée ¢ gemeRallymore reactive in

natureanddrove changes to existing capability in the digital platform.

4.3.2 Retroduction tothe mechanisms

The second phase involved the retroductigiithe platform integration mechanisnm®esearch
Objective 3 Once he contextual triggers were appligd each design platform desigithe
Wocb-technical actio® ¢ & R Soflawihe SeRign(cibices for each digital platform
capability. The characteristics of the changes were captuasdthey pertained to the digital
platform. For examplespecial charactergumlauty were added tothe digital platformto
accurately present the German languaiedocumentsintegrating Adobe e&dgnature into the
Partner Connection tool through APIs amadifications to the useinterface (Ul) for the user

among others

As outlined in chapter 3teasoringbackQ) (i &ndeérlying mechanism@aunderst al., 2019)
was employed whereach event was dissected and unpacksichilar to the examples from the
critical perspective of thecharacteristicsof the digital platform changeDetermining the
mechanism was themased on reflecting and infeng the emergingplatform integration
patternsrequired to achieve the design or business outcofiitee patterns of these retroducted
findings form the basis of the digital platform integration mechanigifisat the architectural

level and are outlined i€hapter 5
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4.4 Chapter Summary

Chapter 4 provides an overview of HPE Finaiseialices(HPEFSInd details thekey eventdn
the digital platformevolution from 2013 to 2019The comprehensivecase data collected is
outlined (Section 4.2)across the sources ointernal documentation, publicly available
documents,and semistructured interviewsData from 2010 to 202@rovided a solid basfor
codingwith it KIBA A I Y S {{Gloadt &81.f2@13,&ratingthe basis for analysis (Section
4.3.1). The final step irthe analysis is the retroduction proceéSection 4.3.2)vhich suppors
identifyingthe digital platform integration mechanisniBat are outlined in the next chapter
These and othefindings from the case study aexplored inchapter 5as they provide answers

to the research question.

127



Chapter X Findingsand discussion

5 Findings and discussion

A range of findings from the case study was established following the data analysis step to offer
an answer to the research question posed at the beginning of the research. Signposting the
chapter is presented below in Figure 5.1, which begins with tise gt of key findings of the

case of the thredigital platform integration mechanismghat have emerged (Section 5.1).
These mechanismsderpin the design choicasbservedin the HPEF@igital platform and the
businessutcomes of its digital transforntimn. A new concept of th€orrective Mechanismis
outlined in Section 5.2 that influences design choices that are incremental adaptations of the

digital platform based on issues and improvements.

3 x Generative Mechanism to explain integration of digital

Digital Platform Integration Mechanisms platforms at the architectural level
5.1.1 Capability appropriation mechanism
5.1.2Layer complementarity mechanism
5.1.3Valuehybridisation mechanism

Corrective Mechanisms Incremental adaptations of the digital platform

Contextual Triggers & positioning within the Coding of drivers (contextual triggers) for the design choices in the
digital platform literature digital platform

: (1) Broadening of the digital platform and (2) Growth in the skills
Evolution between 2013 to 2019 and knowledge on experience design

An interconnected model outlining the causeand-effect
relationship to in the digital platform design process to explain and
help theorise what an organisation will experience.

Conceptual framework and digital platform
design model

Design principles 3 x design principles: (1) Linkages, (2) Complements and (3) Synergies

Practical design considerations for a digital Common categories of practical considerations for Digital Platform
platform Design

Figure 51 Overview ofChapter & Findings andliscussion

Section 5.3 provides insights into the contextual triggers established during the case analysis as
a critical element in establishing the mechanisms. The second part of this section provides
insights into positioning within theigital platform literature and how the triggers could be
translated into situational mechanisms in the future (Henfridsson & Bygstad, 2013). As a
longitudinal case study over seven years, the insights from critical observations tied to the

evolution of thedigital platform are explored in Section 5.4.

A conceptual framework and digital platform design model are built on the case findings (Section
5.5). This delivers the means to model the @aeend design process for a digital platform that
canbeusedt@ GSNI & 2y (2 I FANYQa AR idmdrddbrinécteddiodell T 2 NI

it also outlines the causeand-effect to help explain and theorise what an organisation will
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experiencehrough this journeyThe last two sections of the chapter offer the translation of the
case findings and generative mechanisms into a set of practitioner applications. The three design
principles translated into the three mechanisms (Section 5.6) can help improve the digital
platform design outcomes and help overcome the challenges organisations face in their digital
transformation. The final set of findings (Section 5.7) identifies several common categories of
design considerations wheintegrating architectural layerg the digital platform. A chapter

summary is outlined in Section 5.8.

5.1 Types of digital platform integrations

The study has extended the work of Henfridsamil Bygstad (2013) by applying their model of
generative mechanisms to the context of digital platform dgs. The configurational
perspective ofcontext [C], mechanism[M], and outcome [O] guided the dissection and
unpacking of each digital platform event. From the perspective of the characteristics of each
change eventthree digital platform integration mdwmnismshave been identifiedIt was
achieved by reflecting and inferring from each event towards an emerging set of platform
integration patterns and changesthat reflect the characteriics of a layered modular
architecture (Yoo et al, 2010) The patternsthat emerged through the study, using a
retroduction method of analysjdorm the basis of the digital platform integrations mechanisms
[M] at the architectural levelThe three mechanisms argrounded in the concepts of (1)
appropriation, (2)complementarity and (3hybridisation. They help explain how the layers
within a digital platform are integrated to delivelifferent types of outcomes, driven by the
context within which they acfThis isan extension of the innovation mechanisaeveloped by
Henfridssonand Bygstad (2013ps theyd 2 R S S LJS NéchnigalnilleabilitySandithe
Yecombinatiof2of the infrastructure The proposedmechanisms demonstratenalleability
through the choices at the architectural lexaidshowsthe impact of changing the cdsmation

of digital components omutcomes Um et al.,, 2015) Each mechanism generates a different
level of impact as theasuainfluenceon the resulting platform design varies. They agplain

the ‘internal potential that given design choices possess. In this cdse studyclarifies the
criticalelements of thedigital ransformation proceswhenit centres on digital platformsThe

three digital platform integration mechanisnfResearch Objectivg can be defined as:

1) Capability appropriation mechanismthe procesof activating the linkages Iheeen
layersat the feature levein a digital platfornto deliveron the intended value of the
business process amtksiredserviceof the platform.Whereneedsbasedor functionat

driven contextialtriggers activate it. (Section 5.1.1).
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2) Layer complementarity mechanisathe proces®f makingdesign choices within layers
that create complementarity between capabilities as they interact in the platform to
drive higherlevel outcomes(Section 5.1.2)

3) Value hybridisation mechanisnt, the processof derivingvalue through synergies
created byintegratingthe layers of the platform into a unified or total solutiéor the

user journeyg where thesum is better than the part&Section 5.1.3).

5.1.1 Capability appopriation mechanism

Over seven years, there is clear evidence that a number of the changes in the digital platform
were narrow in nature, i.e., delivering a specific feature and, therefore, functionality. The typical
pattern of these changes to the digital platform was to addlie by appropriation through the
specific features that yielded a single desired outcoBw leveraginghis concept(Ceccagnoli

et al, 2012 Woodardet al., 2013 Kathuriaet al., 2018) we can explain thdink of the digital
capability to addvalue to the changs in theunderlying process. It is relatively easy to connect
the design choice to the resulting outcome in the digital platform due to its singular ndthie.

is particularly evident in the 2013 to 2015 period as they accounted fonthre considerable
volume of change in this timé&enerally, the outcomes are taskiented for the customer,
partner, or internal colleagues in HPEFS. In these cases, there is a dedraestdting the
process and making it digitdle., linking thedigital solution to performing the task ideally in an
automated and better wayThis enhances the value of the underlying business process and the
LI F GF2NX¥UaE ASNWAOS Ay (GSNya 2F 6mM0 GKS TFdzy O
speed for the usefTheidentified mechanismappropriates valudérom the internal potentialof

thS dedign moveSto add new features andreate digitally enablel products and services
(Woodardet al., 2013).Many examples collected during the analysis phase pointed to specific
functions added to the digital platforrithat provided value to the organisatipnustomersand

partners.

Upwards of 150 changes resulted in a relatively large number of small functioaages across

the digital platform. Every three months, upgrades were deployed as partjabatérly release
where user stories and their changes were realised. To illustrate, growing the Partner
Connection Tool's impact required adding specific features to the digital platform to allow
expansion from the initial two counties (North America and the United Kingdom). While the
underlying business process steps remained constant, specific enhancements were
implemented to meet a country's needs. For example, automatically applying stamp duty in

Malaysia (2014), following local accounting rules in Italy for finance lease (2014) avdtgen
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a specific set of loan documents in Mexico (2015) facilitated this growth with a large number of
changes across the other countrigss the Director of Marketing and Business Development,
Americas [Code: MBDAdflected this growth "the digital phtform that we've developed has

been highly successful. And | look at a couple of things there, (i) this business segment has grown
double digits for the last three to four fiscal years; and (ii) this functionality has now taken us to

a place where we camake firm commitments to the partners where we work and meet their
SELISOGFGA2Yy&as YR GKSyYy aavydzZ (1 yS2 dzDuriagtidisS I o f
time (2014), a new distributor mode was introduced to grow the Partner Connection teats r

beyond partners and other changes such as the ability to change the salesperson assigned to a
given deal. This represents a very small subset of the type of changes made in the Partner
Connectiorand the continuedY 2 @S (i 2 ¢ | NdraodigdlegpkeicksiYoa 2010).

Similarly, a sizable group of specific changes in the customer patalmadewhere the focus

was on changes focused on the ugasks,or the environmentKyomuhangManyindoet al.,
2021).Some examples include adding thieility for a customer to request a quote (in 2013) for
asset returns and to initiate the request through the Customer Portal. Providing the customer
with the ability to aistomise,run, filter, and exportleasedassetreports was a meaningful
change deplogd in 2013. Automatically revoking access for inactive customers, emulating
customer accounts, and allowing readly access in 2014 helped internal operations manage
YR &dzLJLJ2 NI Odzai2YSNBR oKSy (KS@& KIFIR [jdSNASa
recipient list for future use in eSignature provided the internal operations team with an
important efficiency benefit in 2014. Processingweaet signature through DocuSign in the
customer portal allowed taking advantage of the tracking and notificatimetionality while

still allowing those customers to sign a physical contract (2015). Another change involved

reusing previously withdrawn eSigned envelopes (2015).

The value creation outcomes (as the contextual trigger) for these changegivieza through

three primary sources from 2013 to 2015 to get users' input and feedback on the digital
platform's design choices. In each case, the focus was on identifying features to be deployed
into the digital platformthat is driven by the interactiomf stakeholders within the platform
(Susenoet al, 2018).A customer portal survey was given to active customers where the
participant would rate task difficulty, overakperienceand degree of effort for specific tasks.

The second approach was to bat direct feedback from focus groups of the internal operations
and sales teams that support customers and partners daily, given their intimate knowledge of

their asks and frustrations. Lastly, a featimgfeature comparison of the competitor's features
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completed the input based on publicly available information. The output from these activities
generally resulted in a needmsed and functioioy-function approach to the platform design
for customerspartners,and internal colleaguesn effect,it created an everimprovingvalue
proposition for the customers as part afK S 2 NB | fgtiszon ialue2cye@id(Saarikko,
2015) This aligns with the changes seen in the digital platform in this period and further still
with the contextual trigger ofligital design strategy. The 2013 strategic initiatives drove the
design direction to haveverything onlineas the strategy's tagline and providelly functional

and easy to use tools and informatioo customers and partnersin addition, the
improvements in the business procesdesenable the changes for custonseand partners

allowed the realisation dfiigherorder process capabilities (Ratial., 2006)

In summary, the findings lead todefinition of the capability appropriation mechanism. It
defines the underlying potential of a design choice based on the linkages between layers at
the feature level in a digital platform. Such that the design can deliver on the intended value
of the bushess process antthe desired service in the platform when activated by neetlased

or functionakdriven contextual triggers.

5.1.2 Layer complementarity mechanism

The secondausal structure in the data is similar to the capability appropriation mechanism but
generates droader and more impactful set of outcomes. When analysing the main e{@2hts
off), we find that these broader changes begin to emerge from 20hoas Folowing a similar
approach to disseatg and unpacking each digital platform event, | identified 14 of the 24
outcomes from these events as demonstrating a different type of integration in the platform to
help understand the more widespread changes obse(8egxamples out of the 14 are outlined

in Table 5.1)The solutions integrate widganging more impactful capabilities at the layer
level into the digital platform. Theédesigned relationship between the platform layers from
these capabilities allows tm to grow the mutual benefitwith each other. This, in turn,
delivers a broader set of outcomes on the digital platforrdemonstratingcomplementarity
(Tiwana, 2015Tiwana & Kim, 201@iwana, 2018)The first trigger to explain the difference in
the observed platform integration was a shift in the digital design strategy by 2014 to constitute
driving more significant business volumes through the Partner Connection Tool. This was based
on a strategic nlection to become a seHervice tool with little to no need for HPEFS colleague's

interaction to complete a deal (Figure 5.2).
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Pa rtn er con n ectio n Ien d State’ Creating CAPABILITY and developing the
PROCESSES to demonstrate VALUE to the

Partners/Distributors (satisfying needs) :
Self-Service

Low or NO touch std Deals
No. of Utilize the tool and process
Schedules efficiency

(ors)

Make Self-Service ‘self-selecting’ i.e. easy
to do for themselves

Intuitive & Self-guiding processing
Based on a ‘3-click rule’

Is integrated with the HP systems (so we
L turn up at the right spot at the right time)

to create a flow of business into HPFS.

Allows a seamless offer of all the HPFS

products and promotions

Drives LOW DSO for the Partner (Decision

fast and paid fast)

Provides internal Operational Efficiencies

Focus on non-std / more
complex deals

TODAY TOMORROW

Figure 2t | NIy SNJ / 2 yy &bay 2oa4f WSy R adl 8@

The online business process manager [Core: OBPM_7] outlinextseace of the strategy and

0 KS &dzLJLJ2 NIi 0 dadave\h Sesérvica ibdldhal \Bodl@ alldivais té grow the SMB
business®, by having the selfervice toglwe wouldn't have to grow sales force, se've got

partners and distributors setfening and doing the business foréis ¢ KS OF LI 0 A f A (1 A &
into the digital platform reflected this strategy in the digital design and outcomes obsdreed,

platform capability, financial products and offers. It was also coupled with a second tiigger,
adopting the éffortless experiencéramework (Dixoret al., 2013), for customers and partners

from the beginning of 2014 (Figure 5.3). This shift addebe existing approaches to identifying

and gathering stakeholder input to determine value creation outcomes. The six elements (see

below) became the lens by which all design choices were assessed.

The HPFS Effortless Customer Experienct

OFF2NIf Saa Aax OFF2NIE Saa

Online only At any cost

Effort is

one-third

GR2 ¢S Do whatever
Easy Accurate T the customer

aFsSs asks

Exceeding .
Consistent Customized
Cared For customer P~

expectations

Figure 53 The Effortless Customer Experience Framle\Wdamuary 2014)
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Having introduced the concept of th€ustomer pledden 2014 (HPE Financial Services, 2013),
the effortless experience framework also became embedded int®atner Pledge(HPE
Financial Services, 2015) to communicate the organisatioornmitment.Thus,it exemplified

the further push for those solutions within the Partner Connection Tool. While surveys and focus
groups continued, the concept dbiv effort became a central theme and main tenet of the
experience strategy, whicmfluenced the design choices of the HPEFS digital platform. Irv
Rothman, the CEO and President of HPEFS, reinforced the drive for this approach due to the

value it presents to customers:

"The creation of and execution on a genuine value proposition isufiesource of sustainable
O2YLISGAGABS FROFY(dF3IS yR GKS o0Said OKFyOS 27
imperative"

(Meier, 2013)

The third contextual trigger shift during this time was the strategic changes in the products and
offered services. Between 2014 and 2016, the conceptpay-per-use and 1T consumption

became commonplace (HPE Financial Services, 2015; HP Enterprise, 2015; Rothman, 2015; HPE
Financial Services, 2016; Middleton, 2016). Financial products suchbasrigtins (HP

Financial Services, 201HP Financial Services, 2015) and DeageService (HP Inc., 2016)

drove an additional need for changes in the digital platform and, therefore, the mechanisms that

underpinned the design choices.

Digital Platform Innovationzo19) g ____________

Service Layer
, 2
Content / Data Layer 5 DATA 3 Party Applications

|
|
| .
Docuﬂgn_ .
S | L I .
(/f[;;'lf; tigzelgyer) 4 Core Platform = |
== ! B Adobe Sign
Boundary |
Resource
Network Layer :
(Content a AP'(AppIication Programming Interface) |
Transmission) & B aAwB T oT-T-T-—T T ——————
= A~ = = [F
X D D i
| o & I
Customer : Partner Connection |\ Vs L : — ’? @
Portal | Tool (PCT) Nobild Apg | HPE iQuote  Gircular
Device Layer L I Economy
(Ul / Presentation Layer) Report

Figure 4 HPEFS digital platforr2@19)
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Driven by the contextual triggers, from ra)14 on, five key layers of the HPEFS digital platform
emerged (Figure 5.4), aligned to the layered modular architecttioedt al., 2010). The design
choices, driven by the shiih these triggers, resulted from integration and a combination of
capabilities (see examples in Table 5.The econfiguring of capabilities allowed a
demonstration @ both evolutionary and substitionalchanges in the digital platforigXieet al.,

2022) They subsequently realised and improved business outcomes regarding the performance
of activities, available financigdroducts, and the experience for the platform's userEhe
existence of complementarity is evident from the effects of the resulting relationship between
the components in the layers and how they effectively play off one anothéfhen acting in
unison, improvement and emphasis on the capabilities' gualitiexplain the observed

business outcomes and changes.

Year Layer Integrations Complementarity ‘

2014 eSignature incustomer Portal [ESIGN] eSignature from DocuSign was integrated into 1
customer portal. Through APIs, the capability v
Service Layer 8party app) - DocuSign embedded to allow the generation of envelops

Device Layer / U Customer Portal from within the core system. The customer pori
Network layer- API was enhanced by allowing the custer to be
Service LayerCoresystem notified first and then be promptedto eSignthe

documents(Westcoast UK, 2014This increasec
the value of theoverall HPEFdigital platformby

allowingmore customer tasks to be completed

part of a bne-stop-shop strategy.

2014 FICCCredit scorindFICO] FICO credit scoring capability was integrated i
the Partner Connection Tool. The integration of

Service Laygi3™ party app) ¢ FICO automated scoring provided a significant
Device Layer / W Partner Connection | improvement to the turnaround timéless than a
Network layer- API minute)of providinga decisionThis enhanced the
Service LayerCoresystem Partner Connectio Tool as a means of financir

for partners with the increased speed of crec
decisions availablHPE Financial Services, 201

2014 Configurable Offersand Bundles in PC1 Between 2014 and 2016, a new capability w
[PCT_OFFER] introduced into the core systerand integrated
with Partner Qonnection to allow more
2016 Device Layer / W Partner Connection = customisable offers and promotions. Theerall
System LayerCore system HPEFS digital platform was improved by
configuring and presenting specific promotion
efficiently.Where he partnercould, in turneasily
select it and all processesfrom pricing to
document generationwas fully automated anc

integrated(HPE Financial Services, 2015)

to
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Year Layer Integrations Complementarity ‘

2014  IT Consumption [ITChnd Subscription Between 2014 and 2016, new product offerin
[SUBS] were introduced into Partner Connectipruilt
with changes to the core leasing syste

2016 Device Layer / UlPartner Connection | Integratingthesenew capabilies allowedpay for
System LayerCore system what you uséor ‘only pay for what you consurhe
The new capability in theool gave an enhance(

value to the Partner Connection as it broaden
the finarcial products that could be offered t
customers by the partners.

to

2016 Partner APIs [API] In 2016, the first set of APIs was created to all
a partner to embed the capability into thedigital

1 System Laye@ Party App - FICO platform. This allowd the improvement and
2018 System LayeB™ Party App - Adobe integration of different capabilitiessuch ag=ICO
Network layer- API credit scoring andeSignature (Adobe), whic

System LayerCoresystem enhanced tle capability of the partner's owr

platform (HPE Financial Services, 2016).
2018 Partner Connection eSignatur¢ eSignature was introduced through Adobe in
[PCT_ESIGN] Partner Connection in 2018. Thentry of the
customer wasautomatically captured and ser
Device Layer / UlPartner Connection | through APl to Adobe to generate an eSi
System Laye@ Party App - Adobe transaction. The integration through AkRlllowed
Network layer- API Partner Connectioto be enhanced by expanithg
System LayerCoresystem what the partner could offer its customer
regarding the ease and speedd&igna contract
(HPE Financial Services, 2018)

2019 Technomics Mobile Apr HPE Technomics Mobibpp was introduced ir
[TECHNOMICS_APP] 2019 as adifferent user interface for partners
integratingthrough AP3. Thescreen real estate
Device Layer / UIMobile Apps drove a need to change the platform smplify
System Laye@™ Party App- FICO the entry process, which significantly improve
Network layer- API the experience of the partners and sales team
System LayerCoresystem HPEF@P Enterprise, 20)9The Ul design, in thi
case, drove the complementarity to the existil

capabilites.
2019 Automated Supplier Invoice Integrating Basware into the HPEFS digite
Management [BASWARE] platform was offeredto partnersas ameans to

enter their invoices in an automated way. Tt
System Laye@ Party App - Basware | allowed the partners to be paid quicker as tl
Network layer- API automated invoice processing enhanced t
System LayerCore system platform's value (HPE Financial Services, 2019

Table 5.1 Complementarity platform changes

Other smaller examples also came through, such as changing the access by a person role in the
firm to the user interface in Partner Connection to allow franchise businesses to drive internal
efficiency (franchise financing is defined adarge number of small valugeals formany

individualfranchises to finance IT solutions being processed over an extended time for a single
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large franchiso). A second example was the initial integration of a customer's IT Service
Management systeme(g, ServiceNow, BMC Remedy)upload data into the Customer portal
automatically In 2019, a newore pricingengine, accessible by ARWas initiated for all HPEFS
digital platform applications. This was the first significant capability to be integratiaeowith
Adobe or FICO but designed and developeddnseand demonstrated aralignment with the
Professional servi€édPlarchetype(Wulf & Blohm, 2020)

Retroduction of the patterns of integration, as highlighted, present tlikesignprocess as
making choices within layers that create complementarity between capabilities as they
interact in the platform to drive highedevel business outcomes. Confirming éHinternal
potential' of these choices and that they are responsible for the outcomes lead$otming

the layer complementarity mechanism. This is reinforced as it aciadcontext, i.e., was
contextually driven. In this case, it was thatf growing thebusiness with a broadiow effort'

strategy coupled with new forms of financing.

5.1.3 Value hybridisation mechanism

The third generative mechanism is a further evolution of capability integration within a digital
platform and extends layer complementarity as it continues to broaden the business solutions.
Fromobservationthe integration of the digital platform layerds part of a total solution for

the business, built ortreating anexperiencewhere the keyfocusis on the endto-end journey

of the external userand the application of cecreation (Lusch & Nambisan, 2015) for service
innovation. The solutions concentrate on the complete journey of the user, their engagement
throughout and the touch points where the digital platform plays a role in the experi&faiae
hybridisation is created in the design choice by developing synergy within phatform's
capabilities and the user's fujburney (Susencet al., 2018) In effect, the organisation creates

a unified solution in the digital platform driven by the uskr journeyand the outcomes they

will value, based orGronroosand VoimaQ 201%)concept ofWalue-in-useQInturn, this would

create a return(revenue and profitsfor the organisation

From the observations and internal documents analysis, the digital design strategy evolved with
the philosophy of afully-connected digital eperience with ease,speed,and transparency as

the digital platform's central characteristics. The contextual triggers for value creation outcomes
also progressed between late 2017 and 2019. The digital experience strategy shifted to
introduce several key tools, methods, and tecjues to design an improved experience and,
thus, value creation outcomehis aligns to the concept of understanding e S Wdal-a

beingQ aidan the design of a digital platformighrenzet al., 2021) They included journey
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mapping, cecreation worlshops, desigithinking, prototyping, experimentation, and empathy
mapping. By 2019 ®igital DNA framework collated this set of tools and techniques to adopt

as the standard set of design approaches for all digital solutions. In addition, ¢onasined

with the concept oféxperience channel® apply to the customers or partners interaction with
HPEFS. This accounted for the design of the digital platform at this point and was based on the
channels of (1) higlouch engagement with sales angerations, (2) lowouch selfservice
through various HPEFS digital platforms and (3) integration of key capabilities into the

customer's or partner's platforms.

The digital platform and the platform integration approach began to align with the changes in
contextual triggers. The events in Table 5.2 illustrate the layer integrations to create a synergy
between the user's journey and their interaction with the digital platform solutions from 2017

onwards.

Year Layer Integrations Complementarity ‘

2017 Endof-Term SeHService for Customers Synergy was created within the emolend

[EOT] process to allow seBervice for the customel
so their journey and completion with loy
Device Layer / W Customer Portal effort on all tasks. Additional synergy wi
Network layer- API created in the HPEFS core systems fr
Service LayerCoresystem (Leasing) request intiation, pricing options, asset retur!
Service Layer- Core System (Contrac management and invoicing, where ful
Lifecycle) automated internal tasks aligned with th
Service Layer¢ Core system (Asse customer's journey and improved operation
Management) efficiency (HPE Financial Services, 2017).

2018 Omnichannel Partner  TECHNOMICS] An evolution of the journey for the partner
and a progression from a singlelatform

Service Layg3 party app) ¢ FICO module (Partner Connection) to create

Service Layg3 party app) ¢ Adobe seamlessly integrated set of platformodules
Device Layer / W Partner Connection ¢ Partner Connection (Desktop), Hi
Device Layer / W4 HPE Technomics Mobili Technomics Mobile App, and Partner Al
App (Own plaform integration). This allowed the
Network layer- API solutions to create a synergy between tt
Service LayerCoresystem overall HPEFSdigital platform and the

different selling methods, locations, an
journeys partners needed to succeed (H
Financial Services, 2019).
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Year Layer Integrations Complementarity ‘
2018 HPE Flexapacity and PPU Journey for a larger enterprise customer
(Metering) [METERING manage consumption for all IT infrastructu
(Storage, Server, and Networking. The
Device Layer / I Customer Portal synergy designed between the products a
Device Layer / W HPE OneView solutions  through  the infrastructure
(Integrated IT infrastructurenanagement) management software to HPEFS's digit
Network layer- API platform allowed for easy capturing and billir
Service LaygB party app) ¢ GoTransverse of usage with no effort for the customer (HF
(Pricingand Billing) Pointnext, 2018). The clear benefit to tf
System LayerCore system customer was thepay for what you usén any

of the infrastructure financed with HPEFS.
Table 52 Hybridisation of valuelatform changes

Other examples include the new offers from 2018 that gave the customer flexibility to add
related services to the financial contract and, subsequently, be processed automatically. Similar
to the partnerbased solution, a customer omnichannel was initiated in 2018 with the longer
term strategy of integrating a customer's own IT service management (ITSM) such as ServiceNow

(https://www.servicenow.comy or BMC  Remedy fttps://www.bmc.com/it-

solutions/itsm.htm). As a final example, in 2019, a major revamp of the external portals

(Customer Portal and Partner Connection) was initiated. This was drivemoliyea evolution
in the context of experience on a digital platform from the perspectivecolfdboratiori and
combining Customer Portal and Partner Connection into a single fully integrated user interface
andl Y2 @S (26 NBedvicel platorPf uSehRiNambkgan, 2015hitially on the

desktop platform, before moving to a mobile version.

TheHybridisation of Value mechanisms definition is based on therocess of deriving value
through synergies as the causal structure. The mechanexplains the internal potential of

the design choice as an action to integrate the layers of the platform. It creates a unified or
total solution, where the synergy of the usér journey and tasks form the basis of the digital
platform integration, which digns with the studis observationsit also demonstrates the
potential when adigital platformpossessea ‘Buperior architectural configuratiéandhow this
canbe a critical component of aompetitive strategy Kazaret al., 2018). As with theother
integration mechanism, it helps explain the relationship between the causal action (the design

choice) and the resulting outcomes.
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5.1.4 Testing and validating the mechanisms

Two approaches were employed tiest and validatehe mechanism (Wynn & Williasn2012).

The first'methodological principlefor conducting and evaluatingritical realist research was
achieved by virtue of thaesearch strategy itself (Section 3.3.2f., to ensure a thick
description of the case study focusing on the actions and outcomes of the. &&gan and
Williams 2012 outlined this principle as thexplication of eventsAs outlined in Chapter 3, the
study design is built on a sewgear longitudinal study with data sources poovide 'thick
descriptiors (Geertz, 1973; Stake, 2006) from the detailed reflections, observations, and data

assembled during this time.

The secondorinciple is empirical corroborationby assessing the explanatory power of the
mechanisncompared to altematives that offer the best explanatiaf the observed outcomes
During the reflection process, alternative mechanisms based on being techreradping,
driven by competitiveness, creating product and service innovation, improving efficiency, and
meeting regulation and compliance were considered as a possible explanation fimtdreal
potential for design choices. The concept of platform integration provides a more robust means
to explain thecontingent generative mechanisms that underpin the desigoices observed in

the HPEFS digital platforihis is based on the ability for the platform integration to be a more
substantial basis for explaining the design outcome as it focuses on how the solution is built at
the platform level. It connects the Isiness outcomes back to how they were achieved. The
proposition is that they provide a better explanation of the causal structure that generates the
observed events (Henfridsson & Bygstad, 2013). While the other mechanismgHersget

al., 2017;Térmer, 2018;Kovacevi€Opacic& Marjanovic 2020)and give a good perspective of

the choice characteristicthey lead to different outcomes than those seen in the case.

5.1.5 Positioning within the digital platform literatue

A digital platform can béefined as anextensible codebas& create'core functionalitythat

integrates Shared softwarebased subsystems (outlined @hapter2). With this definition in

mind, the generative mechanisms identified in the study provide an improved undersgaatiin

how an organisation approads integrating the Subsystemisto the ‘core, impact the digital

LI F 6 F2NX¥Qa NBFfA&ASR 2dzid2YSad ¢KS addRe FTAYR
characteristics within the design process of the digital platform. This can be achieved by
considering the type of integration or theesigred relationshipof the subsystems and platform

due to their impact on the outcomes in the process. also confirms the role of

interdependencies in platform evolution andow it is apotential driver of incremental
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innovation(Hukal 2017) This, therefoe, positions the generative mechanisms identified in the
atdzRe a | O2NB LI NI dighal plakdsm degg® @ S LI dzI2 fdzi O A ¥ S
literature review (Section 2.3) and its cleareffect on changeand evolution(Tiwanaet al,

2010).

The mechanisms identified will also extend the digital platform literatur&oundary resources
(Ghazawneh & HenfridsspA013 Gawer, 2014; De Reuver al,, 2017; Wulf & Blohm, 2020).

By embedding the mechanisms identified in the study, the platform owner can attain an added
dimension on the leveldefinition, and type of integration they desire within the boundary
resource design. As a result, the interactibetween the digital platform owner and those

developing modules, subsystems or thpdrty applications will be impacted.

Another core concept of thdigital platformliterature is that of coupling - the level of impact

of a design change in one elemeon another (Brunswickeet al, 2019). The layer
complementarity and hybridisation of value mechanisms help augment the definition by
providing a means to understand the impact of a design change. With the mechanism's focus on
integration between the Igers, any change in one can be assessed regarding its impact on the
digital platform's complementarity or hybridisation (or synergy) and, therefore, the resulting

outcomes.

5.2 Corrective Mechanisms

The fourth mechanism in the casmerged as new concept of CorrectiveMechanism During

the analysis of the contextual triggeesnumberof the open coed focused on rectifying issues

or making incremental adaptations to the digital platform. These situations were assessed
through the lens ofLyytinen and Newnas (2008) model ofunctuated Sociotechnical
Information System Change (PSIC). Within the internal document and the ssmictured
interviews, the kinds of observed change typically wowdt surface at the empirical level and,
thus, escape those studies deploying a generative mechanism lens. However, they form an
essantial part of the digital platform's deployment. Followihgytinen and Newman (2008h&
Corrective Mechanism concept explanhow a state of equilibrium is ensured or fe
established between and amongst the technology, actotasks,and structural compaoents

of a sociatechnical system within which theligital platform sits.

In other words, a gap introduces instability or a form of structural misalignment between the
components. Gaps include such things as whereaatolf cannot operate or accept the

'technology, an actor is not able to carry out adsk; the technology is not adequate to
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support the task to be performed; it is the wrong or inadequatechnology for the ‘task
(Figure 5.5).

Socio-Technical State

Unbalanced

STRUCTURE

ACTORS

Figure 5 Structural misalignmentiéveraged from Lyytinen & Newman, 2008:598)

Some @amples fronthe case illustrate the misalignment or gap and @uerective Mechanism

that would restore equilibrium. Within the HPEFS process, the signing of the various documents
in the regular order of practice is not all signed simultaneously. The initial implementation of
eSignature had documents signed before events occurred, which required adapting the solution
in Partner Connection (technology) to adjust the process by aatimg a split of the signing
process in the documents (task) while still generating one transaction through Adobe. Within
Partner Connection assigning the wrong customer (task) to a contract was an issue when
searching the core system and selecting it imectly. The djustment andfixing of customer
matching accuracgtechnology)after implementng FICO credit scoring are vital to remove this
error. With the growing level of options of products in the Partner Connection Tool in each
country, a problem arge with assigning the correct erad-lease options for the customer in the
contract. As a result, a set of dynamic tags (technology) wete-insertableas aparagraphin

the contractbased on selection bg partner in the platform. In each case, theet¢hnology
solution helps with changing the relationship with the tasktor, or structure without a
significant change whichyytinenand Newman(2008 referred to as the deep structure (as the

fundamental choices in a system to how it is organised, tlyesletivities and interaction).

The definitionof the Corrective Mechanism is acausal structure that ensures periods of
platform stability. This is achieved by keeping the deep structure intact through incremental

improvement or adaptation without reconfiguring this underlying deep structur@hese
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causal structures explain the design choices thaive the return to 'balance of the system
(between two or more subsystems) and towardsquilibrium'. Following the Lyytinen and
Newman (2008) model of IS change, they will generally succeed in more significant
punctuations (as a change in the deep struct). These an be represented by IS terms like

'maintenancéor 'normal project operationLyytinen & Hirschheim, 1987; Markus & Keil, 1994).

5.3 Positioning contextual triggers irthe digital platform literature

As outlined in the previous chapter (Sect#®B.1), threecoré or 'central categorieqStrauss &
Corbin, 1998; Matthew & Price, 2010) explain key triggers to the design choices of the digital
platform from the case study. Following Henfridsson and Bygstad's (2013) paper, these triggers
reflect the properties of how macrevel events impact individual actions. In effect, they
represent a macrdevel condition that can be said to affect or shape action at the ravel
(Hedstromé& Svedberg,1996) While not the focus on the study, thiellowing selective coding

of the contextual triggers can therefore form the basis of situational mechanisms and potential

future research:

(1) Value creation outcomes digital platform choice is driven by the deliberate focus on
improving user experienekased outcomes. Key activity gathers market intelligence
and engages with users to identify experience neadsorder to deliver value and
incorporate future trends.

(2) Digital design strategy informing and aligning the firta digital platforn's strategic
direction to enable the business strategy, outcomes, and competitiveness.

(3) Driving improved performance (incl. corrective actior)processes to measure and
analyse performance, undertakeprovements,and revolve issues to meet the stated

business goals of thdigital platform.

As outlined (Chapter 2), the large body of research illustrates a concentration and strength in
the digital platform literature ofwhat needs to be done by the firmin determining the
contextual triggers from the case, atignment with the literature findings on digital platforms

is present (Section 2.3) to the triggers. We find that theligital design strategycontextual

trigger, established from selective codiis also a critical domain in the literature. There is good
evidence of alignment with a number of the central papers from the review. For example,
WoodardetalQa o6éHnamo0 O2y OS Liesdgn mova@ss Rt bf adigRalhdzsin&s 2 Y
strategy to createdigitally-enabled products or serviceadigital strategy was an evgresent

part of the HPEFS case that was congruent with the business strategy and the annual strategic
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initiatives. While the specifics of the HPEFS digital desigtegy evolved through the case, the

focus remained constant throughout, i.e., on improving the impact of digital solutions on the
products and services [STRAT_1]. This was evident from the full suite of outcomes over the seven
years of the studyOther lterature examples include Lyytinest al. (2016), highlighting the
AYLERNIFYOS 2F RAIAGAEAAY T | Ol A ddvingloSiag@ KR 3K 2 &
task performance was replicated on the digital platform [STRAT_1]. Rallahelathiassers

(2018) study in a Scandinavian media organisation exploredstifagegic choices between

Wigital option® 2y GKSANI RAIAGIE LT GF2NY (2 OKIFy3S
mirrors the HPEFS implementation of FICO credit scoring, Adobe eSigaatLiBasware for

supplier invoice management as part of ts&rategic direction for Partner Connection to
become a selfervice too] [STRAT_1dnd [STRAT_ 4petween 2014 and 2019 and another

channel for selling financial products [STRAT_2].

The second alignment from the contextual triggers identified is the influence of competition on
the digital platform design. From the coding process (Appe@digpen andaxial codes), it is
clear how a competitive focus pvided the direction to design features and capability on the
digital platform to meet or exceed the competiti in HPEFS [COMP_3]. Specifically, how the
digital platform's architecture and configurationake it hard to imitate and become a source
of the firm's differentiation. This aligns well with the literature studies sucliKasanret al.'s
(2018) proposal that the digital platform'ssuperior architectural configuratiohngan drive

competitive strateyy.

Finally, from the study, axial coding yielded three key value creation outcome triggers focused
on embedding an improved user experiendé) Strategy [UX_STRATEGY], (2) Insights from the
Users [UX_INSIGHTS] and (3) The experience design prodejdXsBESIGN PROCESS]. These
triggers align well withGrénroosand Voimds 013 definition of value creation and the
literature's overall concept of value creation outcomes. This was best illustrated bRitfigl

DNA framework from 2019 that collated the set of tools and techniques as the standard set of
design approaches for all digital solutions built on user journeys, experience and, therefore,
value. Continuing witlGronroosand Voimds 2013 seminal paper, @y triggers in the case
build on 'valuein-use' for the user and valuein-exchangé between the providet and
‘customel and the to-creation of valuefrom their interaction. This is exemplified best by
Partner Connection in the value it can provide wuatomer from the partner. Specifically in the
range of offers, the ease of acquiring financial produetg.(FICO credit scoring decision in less

than a minute and eSigning contracts) and the ease [UX_3] and speed [UX_1] by which a partner
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can offer itin a selfguiding and lowouch manner [UX 4] and [UX_5]. This was well
represented byhe Online Business Process Manager [Code: OBPM"tbé]benefits of partner
connection hasigen you is you've got now a global platform that you leserage for partners

that can and partners can actually go into that platform themselves. They're not reliant on HPEFS
colleagues to do that work for them. So again, that goes to speed of processing transactions and
the flexibility that that would give #m." This was also reinforced kyee Harold, Corporate
Financing ManageBH]one ofHPEFSpartners when heexplained how the PCT created value:

"X S Ol y qudtd to @oNRCYin minutes, enabling us to meet aggressive turnaround times

and keep oubusiness movingHPE Financial Services, 2016).

5.4 Evolution between 2013 to 2019

While the primary focus of the study was to explain how mechanisms influence the design of
the digital platform, an additional assessment of critical aspects of what evolasdaken. We
find that there is arevolution intwo key aspects that appear, from the HPEFS case, that can be

seen to coincide with each other:

(1) How the organisation develops and increases its ahill knowledgen desigring
solutions for an improved expience for the users and,
(2) Deploying evebroadeningsolutions as they seek to increase the value of the digital
platform that provides the improved experience design from (1).
Analysis of the case provided insights into the general evolution that follokree bverlapping
phases approximated in Figure Stat tend to mirror to the concepts of phase transitions
(Sandberget al, 2020. The generative mechanisms identified in Section 5.1 also mirror the
phases and evolution of the digital platforiNdte: understanding this potential relationship is

called out as part of future researelsection 6.3

As outlined, HPEFS started with a more straightforwaogie © 'everything alin€ in 2013 from

which it deployed single featurgriven solutionsThe designs were generally connected to tasks

in the digital platform for the customers, partners, and internal colleagues in HPEFS and to
perform them more automatically. The design input was predominantly driven by-based
surveys, focus groups, and ethforms of acquiring direct feedback. These accounted for the
dominant level of change from 2013, but as the diagram represents started to reduce from 2014.
While still applied in 2019, the relative quantity of these changes in the digital platform didoppe

dramatically.
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Endto-endJourney
Capability synergy
Total solution

Low effort experience strategy
Combinedcomplements in

Singular featurebased capability

Linking solution to tasks
Needsbased
Surveys, focus groups

—

2013 2014 2015 2016 2017 2018 2019
Figure 56 A visual approximationf e 2 f dzi A2y Ay | t YZD{3QWIORA IA G| €

In2014a change commenced where the main capability additions Wwased on an experience
strategythat was primarilycentred on low effort to use and adopt the HPEFS digital platform.
As discussed in Section 5.1.2, the organisation adotitedeffortless experien¢dramework
(Dixonet al., 2013) for customers and partners. Due to this change, the solutions broadened
from singularfeaturesto a combination otapabilities and how they complement each other.
The broadening of the solutions can be associated with the approach to experience design
(reflected in the layer complementarity mechanism). In the final phase, the most significant shif
in developing expertise in experience des@pturred in late 2017 but started in earnest in 2018.
The organisation began to develop more advanced skills and knowileiggney mapping, co
creation, and higHidelity prototyping through direct trainingnd participating in externally led
workshops. Follovon activity with the organisation, customers and partners broadened the
digital platformsolutionswith a more significanset of business outcomes arghpact. The
solutions were driven by thexternaluser'sendto-end experience being sought in these cases.
The first example was the design Bhdof-Term self-service forcustomersin the Customer

Portal with a growing number of solutions deployffdm 2017 (Section 5.1.3).

Reflecting on thesphases, a question emerges on what causes the evolution? One possible
answer may be due to the ewehanging business strategy to stay competitive and achieve
increased business goals (revenue and profit). This likely drives the organisation, causes the pu
for greater solutions and, therefore, more knowledge of how to create them and can explain the
phases seen in the case. It may also present opportunities to understand how to accelerate a

transformation (ote: this is anther future research area for osiderationg Section 6.5

While not a focus in thatudy, we find a series gpath dependenies as thedigital platform

builds on what it has previously designed and developed (David, 198%t BIm2011; Bergek
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& Onufrey, 2014) and towards broaderlgtions.On the partner side, a number of the solutions
connect and their design is heavily influenced by théial design of thePartner Connection
digital platform We see theevolutionof the Partner APIs (201&)at matches and fully aligns.
From lere, the concept of the d&tner omnichannel design (2018) demonstrates the
dependency on the desktop solution of the Partner Conneclaoi (2014) hat leads to theHPE
Technomics Mobile application (2019Fhis presents afuture research opportunityto

understand better thempact of the pathdependencyin digital platformdesign and evolution.

Finally, the case itself provides a unigue gkinsights and longevity on a digital platform and
the evolution during this time. In general, most studiethiis area are much shorter in duration
and with much more limited access. Therefore, the mechanisms identified have a greater level

of temporal input to their definition.

5.5 Conceptual framework and digital platform design model

By drawing on the findings in the case, | can position them withproposed conceptual
framework anddigital platform design mode(Figure 5.7¢ Research Objective).5As an
interconnected model, it outlines the causmd-effect relationship that explamand theorises
what an organisation wittxperiencewhen designing a digital platfornthese insights will have
implications for both theory and practice as the model presents an understanding of the causal
structure's impact on the design proce3$ie poposed frameworlkaugmentsthe seminal work

of Henfridssonand Bygstad2013)as it complementsthe generative mechanisms of digital
infrastructurein their study It allowed the application of this theoretical lenstte subordinate

level of thedigital platform (or technology)as one of the \Hecessary elemerfis adigital

infrastructure

It provides a general framework that undergithe digital platform desigmprocess asan
organisation focuses odeliveling criticaloutcomes driven byelevantcontextual triggersThe
model definesthe main elements of thecasual pathby breaking it downnto three key
components Recoffirming therelevance of thecontextmechanismoutcome model (Pawson
& Tilley, 1997), ie 'flow' of the procesgreflected in the arrows) and relationships of the
constructs aremainly linear in the path, i.e., from (1)contextto (2) design choice whose
potential isexplained by one of theligital platform integration mechanism® (3) business

outcomes

(1) Context (ContextualConditions and figgers) ¢ drives the design directiofor the

creation d capability in the digital platfornwhere the stakeholder input influences the
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contextual triggers as value creation inputs. They will come in many different forms, are
contextdriven, and will be influenced by the goal of integrating an immdwser
experience within the digital platformAs observed in the case, they will evolve over
timel & GKS 2NBIyAalGA2yQa &1 Af ftddeplogaver]| y 2 ¢ f
broadening solutionglriven by a changing digital design strate@iie firm's strategic

intent will drive the digital desigstrategy to align with the business goals. Over time

the value creationinputs, and the digital design strategy will also exhibit a symbiotic
relationship with new insights and evolving strategies influencing the digital platform
design. As the mechanismwithin the design choices act in context to trigger outcomes,
understanding the role of the contextual triggers is essential due to their influence on

the overall processTheframework presentsthe two primarycontextual triggers that

will determine the main capabilitiesto be integrated intothe 2 NH I y A digitdl A 2 y & Q

platform.

Contextual Conditions and Triggers

|
I
I

Digital Design Strategy IR
I
Value Creation Inputs [
|

!
o0

Contextual influence

Digital Platform Integration Mechanisms

Capability Appropriation

Layer Complementarity

Value Hybridisation

Produces

Outcomes

Value Creation Outcomes

Figure 57 Conceptual framework and digital platform design model

(2) Integration Mechanisns and the @sign procesg, as the organisation embarks on the
design of the digital platform, the design choices are underpinned by the platform
integration mechanisms. It is possible to position the design choices within these

contingent mechanisms to explain the potential andseguent business outcomes
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that would create value. The model will also help explain why an organisation may have
to make additionakorrectionsbased on feedback and improve adoption from which
they will have to make changes.

(3) Outcomes¢ once deployed, thdligital platform changes are implemented, where
adoption ultimately leads to the desired business outcomd{sg observed output can
then be seen in value capture (revenue and profits) or value creation in terms of the
experience to the customer (or paers). Understanding the platform integration
mechanisms an@orrective Mechanisms makes it possible to connect the outcome to

the design action that generated it.
5.6 Design principles

A proposedset of digital platform design principles that can guidéire's efforts provides
Wractical utilitCorley & Gioia, 2011) from the studiymust be acknowledgefirst however,
that a level of uncertainty comes with these proposalth the application ofa critical realism
perspective The creative processvalved in abductiorand retroduction will require future
studyto build on the case worknd furtherverify andexplore the potential othe following
proposals.Theysupport the generation of strategic design choices of cdpgatbetween the
layersand components of a digital platforand areembeddedwithin three design principles:
(1) Linkages, (2) Complements and (3) Synerdiesy canguide practitioners to drive and
sustain a digital transformation through its digital platform as part of analdesign process.

They are a translation of the platform mechanisms as outlined in Section 5.1 of the chapter:

(1) Linkages ldentifying and utiking linkages between the components of a platfdimat
add features and functionality that improve how taskie performed, internally or
externally.

(2) Complements Looking for potential solutions where the functionality of one platf@i&
componens and another fully complement each other to drive better outcontes
creating a 'designedrelationship between the platform layers from these capabilities
that allows them tobenefit as they play off one another mutually

(3) Synergiesg Actively combine compamts that givesynergy to the user and their
journey to the capabilities on the firm's digital platform. fbeus on the unison of the
partsto create atotal' solutionthat can deliver for all stages of the user on the journey

and their engagement with the organisation through its digital platform.
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5.7 Practical design considerations for a digital platform

To complement the general design principles retroducted fromctige (Section 5.6), | focus on
more specific forms of design considerations in this section. The eight considerations came
through my observations as a complete participant in the study and coupled with reflections
from the other data sources (archival prds and semstructured interviews)They represent

the more frequent areas from the analysed data that can help practitioners in their digital
platform design journey. They underpin the generative mechanisms and can be considered a
requirement to realiseshe mechanism's internal potential. Where appropriate, examples from

the case have also been included.

Consideration # Experience designDeveloping and deploying a digital platform to generate

value requires the firm to focus on how best to desigreaperience for the user. As an essential
characteristic, the direction tdesign and delivethe digital platform should primarily biom

an outsidein approach,i.e., customer or partner perspective, as they interaesith the
organisationfor all produds and servies. Critical for the organisation is to account for the
business problems the customer (or partnéssy E LIS NJ&A Spéi® poyitIn parlleta focus

Ad YSSRSR ioachpoit®A BY 24 RS GRS Odza G 2 YS NIestat€ 2 dzNJ/ ¢
where a loweffort, selfR A NB O (i figlichles)y B EWISNA Sy 0S A& Syzaz2a SR
more challenging to switch to competitor platforms and reflects the current trend of the
consumerisation of IT (Gregoey al., 2018) that is drivig superior experience as a minimum

expectation for users.

Consideration #2 Interaction and engagement Careful thought should be given to the types

of users and user interfaces to control the way interaction occurs with the organisation's digital
platforms. Solutions such as ssHrvice platforms, mobilapplicationsand the integration of
external systems to drive business outcomes can enable a strategic shift for the organisation
and therefore need consideration. In the case study, the HPEFS partméchannel created

the opportunity for different forms of engagement for partners with their customers, designed

to maximise the benefit of the platform choices to achieve their business goals.

Consideration #3- Data ¢ Following an integration strategy for the platform's components
should include an intent tdeliver effective ways to capture, store, transform and present data.
It can be viewed asentral to the successnce the following is consideregiwhat is captured,
why itis capturel and how to transformthe datainto actions,insights,and decisionsWithin

HPEFS, it was fandamental consideration as it ave improvementin the journey of the
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customer partner, and the activities of the internal colleagues. Thetier Connection tool
illustrated the importance of this attribute as data weaptured andcarefullyused througlout

the financialtransacton. $eed low effort, ease of use, and simplicityital to delivering an
optimal experience were possible by theonsidered design of use and application of data

throughout this digital platform.

Consideration #4 Transforming theunderlyingprocessg Applying a procedens todesignthe

digital platformis ability to impact activitiesand tasks, focusing amose performedinternally

and externallyto achieve business outcomesore efficiently. A vital component of the user

journey is the tasks they perform and are therefore pivotable to the improvement that a digital
platform can enble. For example, the enof-lease changes in the customer portal allowed an
endto-end process for customers that was backed up by modifications to the internal core
system and data management. This allowed for a fully automatedi@mad solution where

0 KEmadtouck o1 a OSNE 263 | yR (GKS SThiFephddthe y GKS
phone calls, emailsand manually generated quotations between customers and HPEFS
colleagues with a sefferve solution where the pricing, contract generation amy other part

of the tasks were automatically completed to reduce the effort for all involved significantly.

Another consideration is touomate the mundanelower valueaddactivities(e.g.,data entry
and capture}o allow the organisatioto focus orhigher valueaddtasks For example, the auto
population of fields in Partner Connection from the core system and automatic selection of
customers for credit decisions proved quite impactful in creating an improved customer

experience.

Consideration #5- 3rd party applications¢ Integrating external applications can provide
immediate advantagesand the suitable means to integratean be implemented without
extensive internal development. As a result, it can giyath for an organisation to avoid the
cost of a legacy system replacemehtNJ S @2 f dziitdcB glebfR d&SK Aldaiverddgini  f
impact from the digital platforn{Roland & Mathiassen, 2018)t alsoallows futurecapability
developmentto be driven by the provider and permits access to innovation without significant
investment. HPEF8®xamplesrom the case include thEICO credit scoring solution, eSignature
from Adobeand DocuSign, and supplier invoice managetrfrom Baswareto illustrate the

impact of this type of integration.

Consideration #6- Products and serviceg Designing and integrating the layeos a digital

platform presents the firm with the opportunityot create and offemew technologybased
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solutions to customers (and partnersinprovements in the service or servibased products

are driven by integration and changes to capture data differently (e.g., direct user interface
entry, APIs,telemetry solutons) and processingt automatically that previously was not
necessarily efficient or costffective. Examples from HPEFS illustrated some of these changes,
e.g., Basware for supplier invoicganagement Adobe eSignature faSigningcontracts,and

metering of infrastructure usagéor IT consumption.

A second consideration is how to design tailored solutions to address the customer or partner's
needs. Designs are based on how the user is configured or decisions they make on the platform
e.g., tiered priaig, offerdriven pricing, contracts, and brandirmg was delivered in Partner

Connection.

Consideration ## APIs¢ Integration solutions between the layers of the digital platform have

a significant role in enablingusiness outcomesProviding the means to access thjpdrty
applications enables the organisation to overcome the current infrastructure's internal
limitations, e.g., FICO credit scoring and Adobe eSignature in the case. Transition to future
solutions becomes more accessible with the standardisation of these solutionghe.8tripe
payment platform planned for HPEFS. Finally, sydtesystem integrations alsomore readily
possible with these solutiong.g.,customers' use oberviceNovto manage their IT assets can

0S AYUSaANIGSR 6AGK 1t 9C{ Qa /.dre orgavisatoh bedeftdi | f 7
from the flexibility to switch and the altifi to add or change with a lower efforAs outlined by

the Global Business Development Director [Code: GBDRartner APIs [APIthe benefits to

the partner is itallows their sales team for work within their existing environment, it becomes
an enhanement to their current system functionality and, and makes it easy for therthey

don't have to swivel chair in between two different systems, they can work within the one system,

just take advantage of the additional functionality

Consideration #8 Complexity and size of development for new solutions at tlseibsystem

level are more readily possible by adopting a digital platform integration approach. This is
g2N) ofS a GKS T2 <dedrQA sofldansubsysic® I N KA PR OK§E
somewhat separate until ready, e.g., the HPEFS plans for a new pricing engine or the Portal+
platform for collaboration. Therefore, the transformation process can be more of a continuous
incremental change, i.e., a form of a gradualistrazligm approach (Hayes, 2014). It can
therefore have a greater chance of success than a larger, more radical form of discontinuous

change, i.e., the punctuated equilibrium paradigm (Hayes, 2014).
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Chapter X Findingsand discussion

5.8 Chapter summary

The chapter provides thsignificantfindings from the case and a set of answers to the posed
research question on how mechanisms connect the design choices observed in a digital
platform. The three contingent digital platform integration mechanisms (Sectiore&glainthe

causal nature of desigohoices in a digital platformilhe outcomes from these choices are
triggered by one of the mechanisms found in the stuttyyen,and acting based on situational
contextual triggersThe next set of findings (Section 5.2) focuses on a new concept called
Corrective Mechanisms. This provides insights into the types of changes that are typically
incremental and more of an adaptation of the digital platform. The mechanisms align with
Lyytinenand Newman's (2008) model for IS change to restore balance orieqguih in the

sociatechnical system.

Section 5.3 outlines the contextual triggers identified as parbwarlaying aconfigurational
perspective (ContexiMechanismOutcomé to the casewhich iscritical for identifying the
generative mechanisms. The dertual triggers alignith severalareas identified in the digital
platform over the severyears Positioning these findings with the literature review is also
outlined in this section to connect to the digital platform literatuection 5.4 reflects othe
digital platform's evolution from 2013 to 20Ehd the case itself. It explores how the solutions
changel and broadened during this time in parallel with the approach to designing the platform
and the experience therein. Sectiorbfresents a propost conceptual framework and digital
design model based on the findings of this studlyis outlines an interconnected model to
outline the causeand-effect to help explain and theorise what an organisation will experience.
The penultimate section presentsseveral design principles built leveraged thgenerative
mechanisms. These provide input and poteraigplication opportunitiegor practitioners thus

showing and demonstraingthe practical utility of the study andutput.

The final section outlinesnore specific forms of design consideratiothat are the more
frequent characteristics that can help practitioners in their digital platform design journey. They
underpin the generative mechanisms and can be considered a regeireto realise the
mechanism's internal potentialn summary, the chapter presents a series of findings to provide
answers in support of the research questions. The longitudinal nature allameetensive
range of areas to be explored, and several ddddl areas emerged that, while not part of the
study, mayform the basis of some additional future research (Section 6.4). The next chapter
closes the studywith key conclusions, contribution summaryeflections, and several

recommendations fothe next steps.
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6 Conclusions

IDC predicts that the investment in digital transformation will be a compound annual growth
rate (CAGR) of 16.5% between 2022 and 2024, with a worldwide value of $6.3 (CHdimsella

et al, 2021). We also find that platformbased business domined this transformation
exemplified bysome of the most valued companjesg, WAFAM2 Google (Alphabet), Amazon,
Facebook (Meta)Apple and Microsoft{Constantinidegt al., 2018) In 2020, as digital platform
ecosystems, these companies occupied the top five brand positions in terms of value (Forbes,
2020).However, as explored in chapter two (Sectioh3), the literature offers limited guidance
2yhow®? RSaAday OK2A0SA& | NRdzyR RAIAGEE LI FGF2N
Y2UAQ0F 0S4 0KS NBASINOK® ¢KS fAGSNY GdzNBWNBGAS
to desigm2and thetheoretical lens of generative mechanisifi¢enfridsson & Bygsta@013)
helpedfocus on context, design choices, and the digital platform design outcdrhesesearch
question subsequently formulated then provided the basis for the studyFor a digital
transformation within financial servicesplWw do enabling mechanisms influence the design
choices of a digital platformi? The research approach and methodology were designed to
provide answers (explored in Chapter 3). | outlined the chosen critical realist philosophy, the
justification for selectigan indepth qualitativecase studyf HPEFS, and the applicatiortlod
seminal work of Henfridssoend Bygstad (2013)n generative mechanism8ther leveragen

the thesisincluded the application of affordances (Bygstddal., 2016) to identify contextual
triggers and layered modular architecture (Yetoal., 2010) to position the designs within the
digital platform architecture. Theesearch focused omxamininga digital platform at an
architectural level andnvestigaing the WctionQof design choice and how the outcomes

observedarose

Within Chapter 4, thredigital platform integration mechanism&nd the concept oforrective
Mechanismgroposed answers to the research question. The analysis and findings examined in
the chapter enable a deeper understanding of &mechanisms underpinningn organisation's
design choices It showshow they can positively influence a firm's digital transformation
providing additional insightsinto guiding changeChapter 5describes the proposed digital
platform integration mechanismand their influence ordesign choice®n a platform The
chapter further explores a conceptual framework and model that highlights the interconnection
of the mechanisms with the design processd explicates a set of design principles for

practitioners.
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The structure of this final chapter begins with an outline of the original contributions to
knowledge (Section 6.1). It positions the research's output within the fields of generative
mechanisms, digital platforms and the proposed contribution made. Tpkcapion to practice

is presented (Section 6.2) to view the practical utility of the output. The study's limitations are
explored (Section 6.3) before laying out the areas for further research (Section 6.4). Reflections
and observations thamay influenceand form key considerations within future research and
potentially help other researcherare presented in Section 6.5. This acknowledges the key
aspects of the design process, research process and areas of the study that should be considered
in the future. Penultimately a set of conclusions to summarise the key insights from the study
(Section 6.6) are presented on the key contributions before final thoughts are presented

(Section 6.7) to close out the study.

6.1 Theoretical Contribution

The following sectiosummarises how the study contributes to two central bodies of literature:
(1) Generative Mechanisms and (2) Digital Platforms. Each of the five original contributions to

knowledge is followed by a brief outline of where the contribution will have its ahpa

Contribution la ¢ identified three digital platform integration mechanismsas inherent
properties of design choices, at the architectural level, explaining how they ¢ead to
different impacting outcomes in a digital platform{Research Objective)4The study has
extended the work of Henfridssomnd Bygstad (2013) bgpplying their model of generative
mechanisms into the context of digital platform design, within a financial services organisation
and over a sevegear duration. The main contributioto knowledge is the identification of
three causal mechanisms within the design process of a digital platform. More specifically, the
original contribution is thedigital platforns integration mechanisms that have emerged to
SELX | mgrnalipsténtid® L2 84S3aSR o0& (GKS RS&aA3IYy OK2A O
configurational perspective ofontext, mechanism and outcome (Henfridsson & Bygstad
2013) The study further contributes by clarifying the critical elements of the digital

transformation process as it centres on digital platforms.

Contribution 1b¢ the emergence of a new concept of a Correctivdechanism.A causal
mechanism that ensures platform stability periods,thus keeping theunderlying deep
structure intact andincremental improvement without reconfiguring i{Research Objective
4). This further extends the generative mechanism theorihtwse incremental adaptatiorthat

generally succeed in punctuations of the IS system (Lyytinen & Newman, Z0@8¢ causal
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structures explain the design choices tititve the reli dzNJpalainé of the systefifbetween

two or more subsystemd) y R (i 2eguilibiBr The proposition from the study is to put
forward these mechanisms as another set of original contributions to knowledge as they will not
surface at the empirical level and will generally escape those studies deploying a generative
mechanism lens. Howevdhey form an essential part of the digital platform's deployment and

illustrate their position in a digital transformation.

Contribution 2¢ adding the concept ofligital platform integration mechanismso the digital

platform literature provides a deeperunderstanding ofspecific designactivities within a

digital transformation(Research Objective)1Digital platform integration mechanisms provide

the means to explain how the design choice can influence the outcomes afitdgration of

0 K $haréd? Nabd@n software subsystes® g A G K (KS OmhidBigital platfarrk S & & -
(Meyer & Lehnerd, 2003; Tiwana, 2010). This study, therefore, provides an original contribution

to the digital platform literature. It provides a novel means to compare piaté from the
perspective of choices based on integration mechanisms made by an organisation related to the
outcomes and, subsequently, the platform's performance. In effect, the choices are
characterised by the integration mechanisms that, in turn, carapglied to other research

efforts as a variable in platform innovation.

Contribution 3 ¢ defining a digital platform design model that can explain what an
organisation will follow when designing a digital platforifResearch Objective)5Theadded
contribution to the knowledgeis a conceptual framework andigital platform design model
(Figureh.7). As an interconnected model, it outlines the caaseteffect relationship to explain
what an organisation wikxperiencewhen designing a digital platfornit can facilitate testing

and validation of the design process to explain better what is obsetvean also help advance
our knowledge on how to embed technologies into digital platforms that help with the digital
transformation challenges organisations face.

Contribution 4¢ to provide a set of digital platform design principles that can guiddiran's
efforts into digital transformation (Research Objective)5Building on the digital platform
design modela set of practical design principles has been established based on (1) linkages, (2)
complements and (3) synergies between the layers andpoomants of a digital platform
(Section 5.7). Aa proposed set of design principles, they can guide practitioners to drive and

sustain a digital transformation through its digital platform as part of an overall design process.

Contribution 5 ¢ Contribution from a severyear longitudinal caseThefinal contribution to

knowledge is that of the case itself. The circumstances present a unique set of insights and
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longevity on a digital platform and the evolution during this time. In general, modiest in this
area are much shorter in duration and with much more limited access. Therefore, the

mechanisms identified have a greater level of temporal input to their definition.

6.2 Contribution to Practice

Firstly, the stud\s answer to the research questisupports a practitioner in understanding the
complexity of the process anithe evolution ofa digital platform. The proposedonceptual
framework and modeldefine the main elements of the design process and offer help with this
complexity by breaking down nto more manageable components. It also provides a general
framework that can underpin the annual strategic planning procesmasrganisation focuses

on deliveling different outcomes driven by contextual triggers.

Second, chapter five (Section pdefines a set oflesign principlesand how integration will
enable value creation outcomes with a focus on driving adopfibis represents the translation
from the digital platform integration mechanisms to design princigleghe integration othe

layers and components

(1) Linkages Identifying and utiking linkages between the components of a platfaimat
add features and functionality to improve how tasks are performed, internally or
externally.

(2) Complements - Looking for potential solutions where the functionality of one
component of the platform and another fully complement each other to drive lyette
outcomes.Creatinga esigne® NXf | GA2YyaKAL) 0SisSSy GKS |
capabilities allows them to grow the mutual bened# they play off one another

(3) Synergiesg Actively combine components that giveynergy to the user and their
journeyli2 GKS OF LI 6Af AGASEA 2 jbcusidae tisodyicha RA 3
partsi 2 O NBtalGdhutionthatican deliver for all stages of the user on the journey

and engagement with the organisation and its digital platform.

Third,an organiation that desires tdransition from features taserexperienceon their digital
platform can achieve this with thevolution of the design proceskey follow (e.g.,moving to
journey mapping, c&reation, and prototyping) Working in tandem with this move is
broadeningthe digital platform integration solutiongo support the increasing value creation

outcomes that the design process strives to create.
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To complement the general design principles above, more specific forimslesign
considerations for practitioners were identified from the empirical data from the case. They
underpin the generative mechanisms and can be considered a requirement to realise the

mechanism's internal potential

(1) Experience desiggFocus on how bdgo design an experience for the userthe digital
LI I G F2N)Yo codtsidSinQhfiprdath,i.¢.,\designing from thecustomer or
partner perspective, as they interact with the organisation for all products and services.

(2) Interaction and engagement; Accounting for the types of users, their roles and
appropriate user interfaces to consider the design of the optimal interaction with the
organisation's digital platforms. The design of how users interact on solutions such as
selfservice platforms, molal applications or systerds-system solutions are
instrumental in driving business outcomes.

(3) Datac Effective ways to capture, store, transform and present data can be viewed as
central to the success of a digital platform. Therefore, essential questions should be
considered what data should be captured, why it is captured and how to transform the
datainto actions,insights,and decisionsor the digital platform users.

(4) Transforming the process A core component of the user journey is the tasks they
perform. Applying a process lens to design the digital platform's ability to impact these
activities ca positively impact business outcomes more efficiently.

(5) 3rd party applications¢ Integrating external applications can provide advantages
without extensive internal developmeiind take more or less immediate access to the
digital solution. Overcoming thehallenges presented by legacy systems, which are
AYKSNByYy(Gte& RATFTTAOMZ (echiddbQORISY 38l k¥R SESBA
impacted using appropriate thirgdarty solutions.

(6) Products and services Designing and integrating the layers ofigithl platform allow
the firm to create and offer new technolodased solutions to customers (and
partners). The core is establishing where and howeaature data differently (e.g., direct
user interface entry, APIs, telemetry solutions) #meh procesing it automatically that
previously was not necessarily efficient or ceffective.

(7) APIsc Integration solutions, such as APIs, between the layers of the digital platform,
have a significant role in enabling business outcomes. They can provide acitess to
party applications and enable the organisation to overcome the current infrastructure's

internal limitations (as referenced above).
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(8) The complexity and size of developmentAdopting a digital platform integration
approach allows the possibility to developomplex solutions by seeing them as
subsystemsThis is workable as the focus is on integrating the solu®ma¥oftware
subsyster® X ¢ K A O K ep@&atefyunéll tehdy R &

Finally, while not explored in the casepmactical utility(Corley & Gioia, 201Tan come from

illustrating the potential of generative theory constructs and the impact of platform integration
mechanisms for practitioners. These insights may drive potential improvements in
organisations' design pcesses with the emergence of additional mechanisms, thus providing

future research opportunities.

6.3 Research Limitations

While the & i dzR & Q awill NdBtébdré to &n improved understanding of digital platform
integration mechanismghere are some limitaons. Ths sectionfocuses orhighlighing those
potential limitations thatcould impact the quality of the study or the ability tanswer the
research question effectivelyhis is important so they may be addressed providea guide
for future researt. On reflectiontwo main limitations potentially impaaeneralisability from

a single case and bias. There are other items outlined at the end of the section.

(1) Single case and generalisabilityBeing able to generalise based on a single case is a
LRGSYGAFE tAYAGLIGAZ2Y Ay GKSthtkRO EDSONABD f
Stake, 2006}here is still a question about the ability to overlay the mechanisms onto a
broader set of digal platforms and across industries. As a singular case is used in the
study, the context and business conditions could lead to mechanisms specific to the
circumstances. While fitting with the empirical data, it may not be transferrable in this
case as thre were no comparisons or data collected from other cases. Additionally, as
the mechanisms are acting in context (Pawson & Tilley, 1997), which is different from
case to case, this may also limit the effectiveness of the answer to the research question.
However, for many reasons, an-gtepth case study on a single case (Section 3.3) was
the selected research strategy. First is the availabilifofiQ Ay aA 3IKia 062 SAC
Yhick descriptior® 6 DSSNIT X mMptroT {01 ST duetolang F NP
|y Beeplacces¥Henfridsson & Bygstad, 2013; Williams & Karahanna, 2013%dlya
engage® O2 YL SGS LI &Bel 2007\ Gregvell & PotBOYS; Yin, 2018).
Secondly, as a longitudinal study, the single case allows the exhdaitalitions and the

Wnderlying processé€s 2 0S | a4Sa4SR olaSR 2y K2g @K
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O, AY3S HnAmy dfalsiff®@ L2 &8 R LINPRIBAA (22 Wa-deBtlzS § 2
data and can test the preonceptions, assumptions, andgotheses that may be held

6Ct @@G062SNBI HnncoL® CAY miunderstanting? ¢ F MR ¥ SIE (a X
case could be overcome by strategically selecting the right case Flyvbjerg (2006), which
HPEFS would be argued to fitrengthening gemalisability could be achieved by

testing and validating the integration mechanisms and contextual triggers (situational
mechanisms) in other digital platform evolutions. This would allow validation of the case
study's findings if applied to a broader rangf financial services organisations and

other contexts.

Bias¢l & | dzG KSyGAOAGE FyR | OOdzNY O& abfpte NB |j d
participanQ LR 0 Sy dAlfte 6SFH{SYSR (KS TFTAYRAyYy3a
researcher and observer bias (Saundetsal, 2012) allows for the potential of
subjective views of the situation to influence the data and observations. Secondly,
interviewer, inerviewee, nonresponse, selection, confirmation, and managerial bias

were all possible issues in the sestiuctured interviews (Bryman & Bell, 2007). This

could have influenced the interviewees and their responses (ofresponses) and led

to a poor setction of whom to interview, which could impact breadth and possibly
overfocused on the management in the organisation. These types of biases would
impact the quality of the output from the interviews and the credibility of the data
collected. The use ofrehival information (internal and external documentation) and
conducting semstructured interviews were selected to counteract researcher or
observation bias issue¢. NA I y 3 dzf | G A2y 2 7F Y dz dokobdrang RIF ( |
evidenc® | Yy RI ihekvaliNidg af shelddings (Wynn & Williams, 2012; Creswell

& Poth, 2018). A broad range of participants was selected, resulting in a 60:40 split of
individual contributors to management to counteract elite (or managerial) bias.
However, 8 of the 19 intgiewees were my direct reports, so a colleague from the
university participated as an independent observer to minimise potential interviewee

bias. Additionally, a different approach in the interviews to reduce confirmation bias

g1 & O KSiscdndir®ngavidend® o6& f221Ay3 FT2N dzyadz00Sa:
platform transformation (Creswell & Poth, 2018). As with generalisabititgoving bias

by conducting a study in a broader set of organisations would prove helpful. This allows
validation ofthe findings from the case study if or when applied to a broader range of

financial services organisations and other contexts.
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Sensitivity of commercial data a specific limitation exists in the case because of the
sensitivity of the commercial data. I ipossible to show the impact of the digital
platform integration mechanisms through sales growth in the Partner Connection Tool
(PCT) or by various customer segments adopting the customer portal. However, the
commercial sensitivity meant it was difficalbd presented a limitation in outlining the
exact impact of the digital platform design choices. Redacted information presented in
the thesis and normalising data from dollar value or count to percentage were the key
methods to represent the data closelyositively, however, the commercial data was
also not central to identifying the generative mechanisms.

Impact of the decision process and those involvedhe study did not explore the
decisionmaking process itself nor its impact. The potential question would posit
whether different people and decisiemaking processes could lead to alternate digital
design outcomes. This may modify the digital platfornegmation mechanism within

the processor with people effectivelybeing in a different context and with different
triggers. Future research should look more closely at decisiaking for digital
platform choices and the influence of the process, meetingere decisions are taken,
and the leadership and stakeholders involved. As with previous limitations, conducting
the study in another organisation would also prove helpful.

Boundaiies of the HPEFS digital platformseverallimitations around theboundary
definition exist from the case that should mnsideredfor additional research. The
digital platform integration mechanisms are based on a B2fgagemenivhere access

is hot open andyranted by the organisation. The platform can be seen as narrow in
scope as the focus is ananadng the endto-end activities that pertain to HPEFS. As
such a Busines$o-Customer (B2C) engagememith more open access and the

presence of complementoymaybe a limitatiorio the scope of the study's contribution

6.4 Future Research

When considering the future research from the stage reached in the stelyeralsituations
exist wherein applyinthe model and mechanisnt®uld strengthen generalisability (as outlined
in the previous section)Testing and validating the integration mechanisms in other digital

platform evolutionsis the first opportuniy:

To apply andest the digital platform integration mechanisnirs other cases ofligital

platform evolutiors. To establish if the findings and the integration mechanismgHer
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digital platform turn out to be the same or similaiven its different context. This will
alsoconfirm how @ntext maydrive alternative platform mtegration mechanisms.

(2) Toinvestigate if additionatontextual triggersexist (outside of digital design strategy,
value creation outcomes, SDLC execution, improvements, and corredbatetermine
if they give rise toalternate integration mechanismsTherefore, identifyng other
elementsthat maydrive the transformation of a digital platform amqmbtentially other
areas an organisation mustontemplate.

(3) An option to consider igonducing a subsequentstudy, applying action designed
research (ADRp an organisatiors digital platform (Seimt al, 2011). The objective
would be to transform an organisation through its digital platform and test the HPEFS
study conceptual framework and model through direpplication. To then reflect,

learn,and refine the integration mechanisndgfinition.

The second research opportunitould involveaugmenting (or extending) the digital platform
integration mechanisnof the HPEFS studyhis carincreasethe potentialcontributions to the

broader area of digital transformation by focusing efforts on some of the following:

(1) To explorethe success and failuref an organisation's digital transformation with
the lens of the platform integration mechanisms,.j.¢0 grow or expand the
definition of the mechanism to better outline what will determine success and
failure. $udying digital transformatiorsuccess and comparing it failureswould
support organisations as thegruggleto digitally transformDe |laBoutetiéreet al.,
2018)due to the key insights expected from such as study.

(2) To identify situational mechanisms from the contextual triggewslined in the
study from axial coding}o augment therefore the action formation mechanisms
identified. This an also be further complemented by identifying the transformation
mechanisms in the case.

(3) To establish how thgrogression in thaligital platbrm integrationmay influence
the evolution of gathering input from external stakeholders amgpact thegrowth
in the size and breadtbf the solutiongas observed in the case).

(4) Investigate the impact oéverchanging business strategy to stay competitive and
achieve increased businegsals (revenue and profitlo understand how it can
cause the push fanore impactful digitakolutions and, therefore, more knowledge
of how to create themAn opportunity also exists to understand aspects of the

growth and rate of acquiring knowledge éocelerate the transformational process.
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(5) To determine the impact on the design choices and the process of platform
integration mechanism&rom the existence opath dependenciesThere may be
modifications in the integration due to the update on the pmagly installed
capability in the digital platform. The example of the Partner APIs and HPE
Technomics mobile app in the case illustrated this dependency but was not an area
that was explored.

(6) To determine ifany other influences on the evolution of thegdal platformmay
have a bearing on the identified integration mechanisms that may not have surfaced
during the study.

(7) To investigate how the integration mechanisms of the digital platform impact
(positively and negativelyhroughout the life of an orgaeation's transformation.
Applying thenormalisation process theory (NPT) elemegqtsoherence, cognitive
participation, collective action, and reflexive monitoring (Carroll & Conboy, 2019;
Carroll, 2020; Carradit al., 2021)could provide valuable insights into this question.

(8) To assess thempact of digital platform integration of evechanging and
contemporary technologies (e.g.augmented, and virtual reality, cognitive
intelligence, machine learning and artificial intelligen@s new technologies come
along, there may be a change in integrating them into an organisation's digital
platform, which could be significant given the rate of technology change.

(9) In the future, advanced analytics in research can also provide opportunities as
broader types of data can be more readily available from digital platforms and the

organisations under sctiny.

To look more closely at th#ecisionmaking procesgor digital platform choicesSpecifically, to
understand the influence on the design choices from the processes followed for decision

making, meetings where decisions are taken, and the leadewstspkeholders involved.

To explore and identifyother approaches (methodological research) to establishing a
generative mechanismin a case studwith similar characteristics to the longitudinelPEFS
case To probe for alternativeapproacles for identifying mechanisms and ibther proven

techniquescould give rise totentially different outcomethan was seen in the case.

To establish eesearch agendaround the common theme of platform integration between the
architectural layers of a digitgblatform. Within this research agenda, determine other
explanations of how the platform’'s layers integrate and if some different explanations can more

accurately explain the outcomes seen in a digital platform.
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Finally, exploring antuilding towards a newlS design theoryor digital platformsbased on
the underlying theory of digital platform integration mechanisms and its guidance to

practitioners(Markuset al.,, 2002)

6.5 Reflections and Observations

The section provideeflections from the study that may influence and form key considerations
within future research and potentially help other researchers. Initially, the observations (Section
6.5.1) focus orhe digital platform design process, its fleyvand how it evolvedhroughout the
study. From here,aspects of the studgive some insights from the research process itself in
Section 6.5.% I O i A ¥diplétedpariicipatRlangitudinal studyand the iterative and non
linear nature of the process). The final parttbé section(Section 6.5.3putlines those areas
that, while not studied directlyare a part of the design process and would be considerations for

future research.

6.5.1 Reflections on Digital Platforms

Reflection 1¢ An important consideration indigital platform research igo considerthe co-
existenceof acomplex, iterative and very dynamic set ofterdependencies and relationships
that occurwithin a natural sequenceAt a high level of abstractiona central setof steps
should be considered linear in flowhere each preceding step is a critical input to the next
step to provide a frameworkto position the findings in the studyThe flow' of the design
process from the output of the study and the empirical dates, in the main, linear. The
researchey when investigatingdigital platforns, should therefore consider how he design
process flows and the steps that are involvdfdom contextual triggesto business outcomes

while focusing on what isccurring below the surface

(1) Contextual triggerc¢ drives the design directiom where the business strategy and
stakeholder input influences the contextual triggezemingin many different forms
(2) The designprocessthat followsconnects
a. The desired businessittomes iffluence how the layers in a digital platform are
both selected and integrated
b. The design choices that drive developrhéadsto (3).
(3) Deployment of the dgital platform designghat,
(4) Translatednto a level ofuse and adoption The organisation may then have to make
some additionatorrectionsbased on feedback and adoption metrics from which they

will have to make changes.
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(5) Ultimately leadngto business outcomés) and, therefore, avalue captue in terms of
revenueand profitsor value creation in theuserexperience to the customefor selling

partners).

Reflection2 ¢ As organisations work on designing their digital platform, there is a parallel
evolution in (1) becoming more sophisticated ardhowledgeable of how to design and (2)
broadening their solutions as they seek to increase the value of the digital platfoAs.an
organisationgoes through an ongoindigital transformation approaches to gathering input
from external stakeholders andhé¢ growing breadth of the solutions for a digital platform will
generally evolve. Through the sevgear transformation of HPEF$here was a general

evolutionthat followed three overlapping phases (Sect®4), i.e.

(1) Starting with themore straightforwardmove b ‘online in 2013, in HPEF&, deploy
single featuredriven solutionsThe designs were predominantly driven by ndrded
surveys, focus groups, anther forms of acquiring direct feedback.

(2) Ewlutionfrom 2014/20150 add featuresvasbased on an experience strateggntred
2 ylowdffortQ G2 dzaS | yR | R2 LJi . Sbléti6ns start@@{brodkldn3 A G |
from singular to a combination of feartes.

(3) Developingexpertise in experience design and becoming more sophisticated in areas
such as journey mapping, -@peation, and higHidelity prototyping led to broadening
solutions witha more significanimpact. The solutions were driven by the etalend
experience being sought in these cases. The first example was the design of FICO credit

scoring in 2015, with a growing number of solutions deployed from 2017 onwards.

Thishighlights a potential area dfiture research establisting how the digitalplatform design
may influence this evolutiont is also likely that the design approaches will continue to develop

as digital platforms and technology evolve.

Reflection 3 ¢ there is an influence on the evolution of the digital platform of path
dependences to build on the previously designed and developéd/hile not a focus in the
study, there isa path dependency athe digital platform builds on what it has previously
designed and developed (David, 1985; kinal, 2011; Bergek & Onufrey, 2014) and towards
broader solutions. The example of the Partner omnichannel design (2018) demonstrates the
dependency on the desktop solution of the Partner Connection tool (2@l#he evolution of

the Partner APIs (2016) andetinto the HPE Technomics Mobile application (2029) of which

connectto the initial design of the platfornencapsulated in the Partner Connection tool
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Another future research opportunityinvolvesexploiing the impact of the patkdependency

nature of dgital platformevolution

Reflection 4- FinTech is more thampplying technology There is a temptation to describe

technology embedded into digital platform within a financial services conteag FnTech

which was a perception at the beginning of tfesearch. Aligned to Deloitte (2015), a better

RS T A YA (A 2eyhibeddihglzEcRnoleg intéHfinancial services that fundamentally changes
an organisation's business model aRISt A S NE 2 T Exaniptes shich éash Hripéi A S a

(payments), Rocket Mortgge (online mortgage, loans), Lemonade (insurance), Wealthfront

(investment), or Revolut (sendave,and spend money) alundamentally impact the business

modelsin the areas they operate where technology is a core element of the disruptitiile

the digtal designs within HPEFS changed aspects of the business model, the focus of the study

was on the digital platform but not necessarily on the business model itself. So, it cannot be fully

classed as FinTech research.

6.5.2

Reflection on the Research Process

Retection 5- The application of Generative Mechanism in researpftovides an excellent

approach to sourcing the causal structure of actitm-outcome within an eventHowever, it

can be perceived as complex to establish due to the creative retroduction pssaequired (as

an unobserved and inferred phenomenon in the design procedgithin the study there are

severalobservations about the adoption of Generative Mechanisms as a theoretical lens:

(1) The findings from the study show that explanations built on mechanisms can be helpful

)

in theorybuilding within the IS domain. The study bigilon previous studieshy
identifying mechanisms such as those digital infrastructure (Henfridsson & Bygstad,
2013), open government (Jetzek al.,, 2013), using affordances to identify generative
mechanisms (Bygstaet al, 2016) and the mechanism supporting thecaling of a
Chinese @yital credit business (Huarmg al., 2017)c which are some of the more highly
cited papers.

Explaining change by inferring generative mechanisms providexeellentapproach

to sourcing the causal structure of actibtmoutcome within an eventThis ‘nternal
potential' (Pawson & Tilley,1997:57) bfyact8hQ A a I ROl y il 352 dza
the inference source, enabling retroduction that explaihe causal structur@andthe
observed outcome.Therefore, reflecting onwhat enables an object, syste,
substance, or action to bring about changdey toidentifyingthe mechanism (Sayer,
1992)

166



Chapter & Conalisions

(3) On the opposite sidehe studyalsodemonstrated that establishing the presence of the
'real structure(a mechanism) within a critical realist vié8aundert al., 2019)can be
difficult as it is unobservable. iBpresens a challenge for a researcher to be confident
in identifying the correct mechanism that helps explain the observed outcome.
Therefore generative mechanisms can be potentially problemasche validation is
not straightforward i.e., retroduction is a creative procefst relies on inferenceput
how dces the researcheknow that the mechanism is validAs an aidWynn and
Williams (2012 outlined the approaclf empirical corroboration to provide a means to
test and validate mechanismdt involvesassessing the explanatory power of the
mechanism (Sectiorb.1) in conjunction with the explication of events.

(4) While adoptedearly in theprocess the critical realist philosophy suited my approach,
as provedn the study. It provides the advantage of basing the study on gathering data
on the events experienced to ensute full facts are attainedThey acts the constant
throughout and allow any doubts to return there to allow a retest of the inferences
made to identify the underlying causalgenerative mechanismsthrough the
YetroductivetprocesqSaunder®t al.,, 2019:147).

Reflection6a ¢ Access to a complete participant in a longitudinal study is strengthened by
usingcomplementary sources (archival data and interviews)accurately account for all the
relevant information. The combination provides eobust set of insights to the rese&her. In
this study, the impacbf access to seven years of transformation dsamplete participarit
provides a different level oinsight but requires archival infemation and other sources to
succeed fullyWhilel wasacting astheO 2 Y LI S S indthésiudyGtavad ngt infll early
2018that | began adopting aesearche & | LILDdI&@nbuf@ Khe data was comprehensive,
assembling complementary sources (archival data and intervieskey to completing the
study. Thereforethe advantages dbeinga 'completeparticipant could have been potentially
negated forthis extended study as accurately remembering all the relevant information would
be difficult. The added advantage from multiple sources came through as it also pesrsimong
triangulation forvalidation (Eisenhardt, 198®ousseawt al., 2008;Yin, 2013which was vital

to managing bias, as discussed earlier.

Reflection6b - Full access to a complete participant in a longitudinal study provides a key
advantage for generalisability due to intense observation. It gives many discoveries, a deeper
set of insights into the phenomenon, and an understanding of its change b&havover a

more extended time.Combininga longitudinal studyvith the depth of accedble information
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as atomplete participaritsupports Flyvbjerts (2006) approach to generalisability as outlined
in Chapter three Gection 3.3.2). It would be challemg to utilise a single case to establish
findingsnoted in HPEFS without this access amtense observatiorwithin the longitudinal
data. Reflecting on the case, a lower quantifydata and reduced quality would affect the

analysis and conclusions aduninish the study's impact.

It alsoallows for a deeper view of the phenomenon under scrutimgednghow it behaves over
a more extended periadThus, itgives a potentially betteset of insights into what occurs.
Moreover,it allows for a improvedinterrogation of the actual output. In this case, the evolution

overthe seven years allowed the three mechanisms to emerge. Whereas, cuagla shorter

period, it would have been more challenging to ascertain the existence of the three mechanisms

Reflection 7¢ There is aniterative and nonlinear nature to the research procesehichmeans
the research will unfold until no newoutput, or saturation, in terms of the findings from the
analysis.Throughout the processhere are times where reflectioh Yy Bought trailQabout

the data drove iterations based on the following:

(1) Ongoing assessmertf the literature's quality¢ reliakility, validity, adequacy, and
completeness (Okoli & Schabram, 2010). At times, this daovepdateto ensure the
quality of the literatureji.e., a sufficient level of higlguality peerreviewed literature,
emerging sources found from readirand ensunig the latest thinking is integrated@he
three rounds of reading the literature (Section3R.provided a need for ongoing
reflection on the changes in the field.

(2) The data analysis procesiove several refresh cycles mfiderstandingFigure 3.4and

3.5) by revisgng earlier thoughts and findingss each iteration was completed.

6.5.3 Reflection on some broader considerations

Reflection 8¢ With the generally narrowfocused nature of research, it is important to realise
and consider other aspects that could haeebearing on the study or in the broader context
of where the phenomenon sits. In this specific case, it is the people involved in the process,
the decisionmaking process, and the platform's role in the broader transformation and
normalisation. As seen irthe case, the digital platform is an enabler for the outcoraed a

central component. While not explored in this studiiree other areas could be considered

when discussingdigital transformationfor digital platform designFirst, the participating

stakeholders in the design process are central to making the appropriate choices on the

componentsworthy of integration Secondthe decisioamaking process would be another key
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focus for future researche(g.,satisficing, bounded rationality, heuristics, and intuition). Third,
the platform's role is one of the essential elements of the broader normalising digital
transformation, i.e., embedding and sustaining a digital transformation (Carroll & Contli®y, 20
Carroll, 2020; Carrodit al, 2021).This alsoepresens a potential area of future researctthe
integration mechanisms of the digital platform impact across the four elements of the

normalisation process theory (NPT) i.e.

(1) Coherence sensemaking thividually or collectively from the presation of 'new'
capability to the HPEFS organisation, sensemaking for the ongoing use of technology

(2) Cognitive ParticipationPeople's relational workuilds and sustaina community of
practice around a digal transformation.Thisincludesnew methods within the design
processsuch as careation, prototyping, and journey mapping.

(3) Collective Actionthe operational work to enact the digital transformation.

(4) Reflexive Monitoring the appraisal opeople's workto assess and understarmbw a

digital transformation affects them and othefdgadingto reconfiguration.

6.6 Final conclusions

The following section provides some conclusiosisout the researchpertaining to the key

contribution to knowledge® ¢ KS LINA Y NB F2 Odza scec@Qi BESEAFRORA
Q

platform designs through the lens of Generative mechanisms from Henfridssbn @ 3a (I RQ4&

(2013) seminal paper.

Conclusion &, Digital platform integration mechanisms can explain the inherent properties of
design choices that, in turn, influence the digital design and the subsequent value creation
outcomes.The study haproven that causal structures exist that can act in context ongtesi
choices an organisation may make on its digital platform (Pawson & Tilley, 1997). These causal
mechanisms, when actualised, will explain the observable outcomes or events to demonstrate
their alignment to the seminal work d¢fenfridssorand Bygstad (203). Three digital platform
integration mechanisms have emerged that fit into their actiormation mechanism
RSTAYAGAZ2Y O istdrBalpotedtiat LIA Y3 FKBSR 6& (KS RS&aATy
case, within a configurational perspectivecohtext, mechanism andoutcome (Henfridsson &
Bygstad 2013) It can be positioned within a proposed conceptual framework digital
platform design modeto explainwhat an organisation will follow when designing a digital

platform (Figure5.7). Finally, the importance of the findings is to help advance our knowledge
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on how to embed technologies into digital platforms that help with the challenges organisations

face to transform digitally.

Conclusion 2 when incremental adptions of the digitd platform occur, a class of causal
mechanisms- Corrective Mechanisns - explains how a state of equilibriunfor balance)is
ensured or reestablished between and amongst a sodiechnical system.As a causal
structure, it drives the reurn to balanceof the system(between two or more subsystems) that
leads tothe observable evenwof equilibrium Within the study, the changewere those
incremental adaptations that generally succeed in punctuations of the IS system (Lyytinen &
Newman, 2008). Ty can be represented by IS terms likeaintenancé or 'normal project
operationt (Lyytinen & Hirschheim, 188 Markus & Keil, 1994yhich illustrates the internal
potential of the design choice@-igure5.5). The events produced due to thes@rrective
Mechanisms will not surface at the empirical level and will generally escape those studies
deploying a generative mechanism lens. However, they form an essential part of the digital
platform's deployment and are essential to highlight and illustrate tipeisition in a digital

transformation.

6.7 Final thoughts

Over the seven years from 2013 to 2019, the HPEFS study highlighted how integrating
architectural layers enabled the digital platform designs and business outcomes observed
through a generative mechanisiens. As a complete participant for the duration of the study, |
reflected on what would help an organisation endure. The digital platform can significantly
impact when correctly designedieveloped,and deployed. However, stepping back a little
further from the case, ¢ontend that the following quote ultimately provides the final word and

possible backdrop to the success of a digital transformation :

"It is not the strongest of the species that survives, nor the most intelligent that survives. It is

the one that is the mostdaptable to changé'

CharlesDarwin (1809¢ 1822)
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APPENDICES
Appendix 1: Literature Review MethodologyW{ S laniD K 1j dzA & A { A 2

Appendix 1.1 A hermeneutic framework for the literature review process

The process is made up of two mal@rmeneutic circleshat aremutually intertwined(Figure

I M ®m Usbarch &8 acuisitidh OA NOE S Aa F20dzaSR 2y GKS &aG$s
FGaGFrAY Y2NB AYF2NXYIFGAZ2Y | @p@deiQ (KESH IRRIYA BAKS R FA
Success is the identification of more relevant mas of information and through reading to

develop understanding.

SO} Search &
Acquisition

Expand &
Refining

Data extraction

Section2.4.1

_ Analysis &
Initial idea Interpretation

Identify Mapping and
Section2.4.4 Research Classification
Problem
&
Section2.4.5 ResefarCh
questions

Section2.4.1

Critical

Assessment Section2.4.3

FigureALl1 A hermeneutic framework for the literature review process
(adapted from Boell & Cec&zcmanovic, 2014)

¢KS &GS LsBarcadddcqlisti@m WA NOf § TaNBALZAdzi € AYSR Ay

Step Description

1 Searching for relevant articles througte use of search
operators within academic sources and when necessary to gc
Searching beyond the database search.
1 Focus on search techniques to quickly drill down into highly
relevant material (precision)
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Step Description

Sorting

Selecting

Reading
(Orientational)

Expand & Refining

1

Applyingdifferent methods to sorting the articles found in the
search(e.g., dates, citations, and relevance).

Defining and applying criteria to decide based on relevance w
to carry outorientation-based readingn.

Developing an initial understanding throurientationak)
readingto position the study.

Reviewing the title and initial read (i.e., abstract, introduction
and conclusion) of the paper for prelimiryatbut brief,
assessment to gain an overall impression of the content (Wal
& Wray, 2016).

ALLX e Ay3 &St SOGA2y ONandhdicam |-
reading(part of the search and acquisition circle).

Based omeading& NB F £ S O A 2ayidysisfaN® Y (i K
interpretatiorQ | O (i deddtk,ifi iecessay, to
o0 Expanlthe search approach i.e., different journals
sources.
0 Refineil KS a@iterik®dKi 20 F20dza 2V
interest
1 Identify improvements in the seardirategies to achieve
greater precision in subsequent searches.

TableAl1 Search and Acquisitigadapted fromBoell & CeceKecmanovic, 2034

¢ K Snalyis and interpretatia@ircleA & | O2 y (i Asgaddh aindha2oylisit NP SUNS

focus ido0 go deeper into the literature. Table A1.2 provides a summary of the activities involved.

¢KS RSGOFAT

~

a

i K

In@ppidg Rl classifBdtih & X2 MBS &S+ NOK |jdzSaidaAz2

covered in the main text (Section 2.3)

Step Description

Reading
(Analytical)

Data extraction

= =4 =4 =9

IR S Llarfalgtica® NBXIF RAy 3 G2 KSft LI A
To interpret and become immersed to achieve understanding
La |y 2 duia@eanS NBF R¥y 3o
al TAy3 SE(SyednshyakSal KA &
elements e.g.,

0 Understanding of the paper.
¢KS LI LISNEQ LJzN1J2aS 2NJ Tz
Research questions being addressed.
Findings and proposals.
Key concepts and theories adopted.
Methodologies and approach.

O OO 0o
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Step Description ‘

f To systematically organise tiel G | Yy R LBN&&S Yy
formQ A PSPPI NBLINBaASYyGAy3a 3IANI LI
assessment.

I Mapping and classifying relevant ideas, findirigks,and
contributions within the literature.

1 Goal to synthesise into logiogoupings of patterns to reflect
the key concepts.

9 A creative process that may lead to new questions and drive
identify new relevant material.

Mapping &
Classification

Focus on analysis and evaluation.
Enable the identification of weaknesses and areasmtdd
Critical Assessmen research.

1 To provide the opportunity to problematise current knowledge
by challenging assumptions.

= =

 Developa?l NBdzYSyid F20) 6 NSE S2 W
assessment.

\dentify Research 1T 5SY2yadNtd _$rohfefﬁzﬁlca§i;lun1pllomNJ FWR
Problem importance as something to be splved. o 5
T Wormulatiof? f2aMihg® Ay u2 I NBaSk NOK
9 The revision of theesearch problem may triggerew round of

search and acquisition

9 Transforming the researchrgblem into a specific research

: question.
Sﬁ’e‘;’ﬁfﬁ,ﬁesea“’“ T 2KSNB yagSNAy3I GKS | deBleed ARF
problem.

1 The research question(s) is what is empirically tested.

TableAL12 Analysisand Interpretation (adapted fronBoell &CecezKecmanovic, 2034

Appendix 1.2 Searching

Sourcegincl. Expandand Refining - Selecting a bibliographic database was the initial decision
before starting the searching process. From reviews of the various available sources, it came
down to one of tle main indexing databases, Web of Scienoe Scopu® | selected Scop@s

& A G A &largeSt@bétratt and Git&tién database of paeviewed literaturé 6 9t & S A &
2022). It has content from 25,000 active journals and 7,000 publishers withegtbtitiation data

and comprehensive export functionality for further analysis. As reproducibility and repeatability
were important, | also found the creation of the search strings more intuitive, easier to set up

and rerun than Web of Scieree

| then focwsed on the leading journals for IS to provide the foundation of the literature review
02S0aGSN) 3 21 Ga2y3 HANHO® CAISBasket @A 2080S 02
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¢ Table Al1.3. Thacademic Journal Guide (AJG226ating (formerly called the Association of
Business School8B$ rating illustrates why these are some of the leading journals. A rating of
4*NB 02 3y A a Gaurnals KidlitictidRa | eyeRplats of excellentXbe next rating of

WONBE Tt SOGa 22dz2NYy It & ¢ K2 aSmodtldeiginah ank bestRecuted DA S
researcld hartered Association oBusinesshools 2021:12). These higiguality ratings help

to justify these journals as the main selection floe literature review.

Journal AJG 2021 Rating Journal Citation Reporta Rank

MIS Quarterly 4 1
Information Systems Researct 4* 5
Journal of the Association for

. 4* 19
Information Systems
Journal of Information
4 2
Technology
Journal ofStrategic Information
4 10
Systems
Journal of Management
, 4 15
Information Systems
Information Systems Journal 4 16
European Journal of 4 17

Information Systems

TableAL3 AIS Basket of Eight (ABER2)

2 KAf SAISBisket @yhtQ o ! L pravides the main source of the literature reviewed, |
decided to broaden the journal coverage. | expanded, in a second iterative round of the process,

by searching other highly ranked IS journals (Table Al.4). This helped the study to deliver higher

quality research by taking a more conceggntric than publicatiorcentric approach (Webster

g 2t 0az2ys HAnnuO® 2KAES y20 IAKS BdsketIoRghtQ Y i K8l &
22 dzNYy | t avel-bddeotédh AaMB 45+ NODK YR | NBy 4836 NHB A HR ¢
justify their inclusion (Rartered Association oBusinesschools 2021)

Journal AJG 2021 Rating  Journal Citation Reporta Rank
Information and Management 3 12
Decision Support Systems 3 13
Information organization 3 21
Information Systems Frontiers 3 26
Information Technology and 3 35

People

TableAl4 Additional literature to augment the AIS Basket of Eight
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Another expansion of the sources in this second round was to include the proceedings from AIS

conferenceslittps://aisnet.org/page/ConferencesTable Al.5). These provided an additional

valuable source of literature as they are seen as the primary conferences for IS academics and

researchoriented practitioners.

Conference Conference details \

International Conference on Information System

(ICIS) https:/aisnet.org/page/ICISPage

European Conference on Information Systems

(ECIS) https://aisnet.org/page/ECISPage

The Americas Conference on Information Syster

(AMCIS) https://aisnet.org/page/AMCISPage

Pacific Asia Conference on Informan Systems

(PACIS) https://aisnet.org/page/PACISPage

TableA15 AIS Conferences

The third iterative round of literature came about from the reading step throughout and
attending various onlinevebinars, esearctseminars within the college, conferences, and many
other interactions. Once something was identified as of potential interest, they were captured
in a third group, from where | followed the same process i.e., if promising, to followaghro

with analysis and interpretation.

| used an available ranking compiled by the Education University of Hong 2028y f6r the
relatively small number of academically published books includl¢kile no internationally
accepted system for theanking of academic publisheo§ booksthey presentan amalgamation

of three ranking lists of (1) Australian Political Studies Association (APSA), (ZE&oomic
and Natural Sciences of the Environment (SENSE) and (3) Centre for Resource Studiesfor H
Development (CERES) of the University of Utrecht.plibdishers araganked & A*, A, Bor C
where they assign the highest from the three lists for a given academic publiskemnples of
the A* rankings includeCambridge University Pres€hicago Umeersity Press Columbia
University PressOxford University Pres® name but a few. Throughout, the sources were

selected fromA*, Aor B.

Finally RdzZNAYy 3 GKS addzReées a2 YSTief A kefmRilirdfNdmsdza S R
et al, 2016) While not peetreviewed, tierone is generally where there is greater editorial
control and confidence to which the expertise of the author(s) can be established. Examples

from industry sources such as the International Data Corporation (IDC), ForbesrGend
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McKinsey provided additional perspective and market insights to digital platforms and digital
transformation for the study. The other grey literature was published material from HPEFS and
their competitors, all of which was available in the patdiomain. Other internal material to

HPEFS was referenced and if presented was redacted to preserve commercial sensitivity.

Searching; before going with a range of search terms, | decided to include a search on those
Wcholar® G KI G [IspeBalisad Sy LA W F2 N NB&SFNOK FyR KA
Ay STTFSOG ¢ xonweBdi@d ypAAAIAKYAT, (oKKS\ OK L ¢g2dzZ R 06 S
study (Huff, 2009). The search of publications by author, included in the literature review, are
outlined in Table Al.6, across all three rounds. They appeared as authorsaothaos a total

of 85times in round onel19in round two and finall28 in round three.

Publications 2" Round 39 Round
in AIS Basket
of 8

Ola Henfridsson 17 4 2
Kalle lyytinen 8 1 4
Eric Monteiro 5 1 0
Amrit Tiwana 20 2 0
Annabelle Gwer 0 0 8
Michael @Wsumano 0 0 4
Peter vans 0 0 2
Marshall \an Alstyne 3 3 4
M. C. Budreau 9 1 0
Youngjin Yoo 19 6 0
Geoffrey Parker 4 1 4

TableAL16 Key Authors oRlatforms or Digital Platforms

Next, a broad range of terms was selected to reflect the diversity used in the titles, abstracts,
YR 1S@¢2NRa 2F GKS I NI A QiSBaskeboigKS  FaNSB NADHKL I 03Ny
Table Al.7. It became clear thather terms were necessary to capture the widest range of
literature and at this stage to focus on inclusion than exclusion (Tramfielt, 2003; Denyer &

Tranfield, 2009; &oli & Shabram 2010). This search gave rise to a totabd® articles for

sorting.
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Key Search Terms 1st Qty

Gt f T GF2NY 5Sardyé \Y 5

Gt £ GF2NYE v 302

6902aeaiSy¢ v 57

GCNI YyAF2NYIFGAZ2YE 1 b5 Ga5A  V 9

6! aSNE ! b5 a! OOSLIilyOSs Vv 4

GENF YaF2NXYEFGA2YE b5 a! OO V 0

! OOSLIi yOSé | yR at f v 4

GCNI yaF2NYFGA2YE 1 b5 ¢V 4

dtfkﬂ?QNyé !bsvpgvéNpéyﬂ; 2l 47
hw a! y¥2ftRé hw &@DNIF Rdz

Gt €T GF2NX¥VeE 1 b5 awSdzaSeé hw \Y 4

GLYGNI LI | GFRNNVETANYEALY V 1

GLYGNI LI FGFRNNVETRANYVALYASBT V 0

G! NOKAGSOGdz2NBE ! b5 aaSOKE V 17

TableA17 Key Search terms and article quantity from Round 1 (within the AIS Basket of Eight)
WithinNB dzy R 2y S>> L |t az2 Ay ChtizfPesigh ¢ec NEDASIga | W
02 AKBEaskdtdEigh | YR @A St R%RocumgntslforRd@risidefagoyf. [THe round
onetotalof604g I & GKSyYy &a2NISR (2 Rodnatdd@eddng. i K2aS | N
Leveraging the output from the first round, | narrowed down the search terms for the next group
2BOQWNYF SR 22dz2Ny I £ & (2 307AriNITablks8). G KNS g dzLJ |

Key Search Term 2nd Qty

GtfFaF2NY 58aA3ye Vv 36

G5AIAGHE tEFGF2NYE V 170

GtfErdFaNye hw 4902&8aiSve h 20
key authors

G5AIAGEE ENIYAF2NXYI V 81

TableA1.8Key search terms and article quantity from Round 2

The third iterative round of literature, asentioned, came about from the reading step in
rounds one and two, from attending various online webinaesearchseminars within the

college, conferences, and many other interactions. References of potential interest were
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captured and grouped. While auoh more diverse group, | was selective based on the journal
or publications rating. The final count of this group wis(see Table A1.9 by journal and

publication rating).

Journal/publication rating Qty
4* rating AJG 17
4 rating AJG 10
3 Rating AJG 19
2 Rating AJG 12
A Rating Publications 4
B Rating Publication 2
Grey Literature 5
Conference Proceedings 3

TableAl.9Journal/publication references from round 3

In summary, the searching process yielded a totaF&farticles publications or books for sorting
(Table A1.10). As some were presented more than one time in searches, | had to filter out to
arrive at the unique quantity &36. The next step of sorting was to determine which references

would be considered fddrightationakxeading.

Round Qty Unique references
Round 1 604 468
Round 2 307 296
Round 3 72 72

TableA1.10¢ 2 G £ W2 dzNY | £ k LJdzot A OF A2y NBFSNByOS

Appendix 13 Sortingand Selecting

With such a largeumber of articles| had to carefully consider how to filter out those that may

y2i 0S NBt SOOIyl 0ST2NB NXpraRiscaysarged ¢ F 2 NOK ¥ S5 824 &
SE Of dza mifay\ieeding/ou®¥ 6 ¢ Nat ¢.F2003f Oenyer & Tranfig, 2009; Goli &

Shabram 2010). Table Al1.11 outlines thesfep sorting and selecting approach, completed to

downselect the articles presented in the searching step:
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Step  Filter Focus of filter
1 INCLUDH either Identify high relevance du
1 Key AuthorTableAL6)OR to the Author, has
1 Highly cited article (> 20 citation®R potential due to its high
f Was returned more tha 2 times in the citation or uses a broa
searches range of terms in the title
abstract or in keywords.
2 INCLUDE Judgement review of a
1 TitleReview of theNOsfrom steplto decide the reference TITLE to
if relevant determine what could be
EXCLUDIE added or removed.
91 Article ttle from Key Author deemed nc
relevant

i Title review from higly cited articledeemed
not relevant

3 EXCLUDIE Preliminary quality screel
1 Rating not from AJG (2, 3, 4 or 4%) based on academic ratin
1 Not from AIS Conferences (Ckoli & Shabram 2010).

TableAl.11Total Journal/publicatoNB F SNBy 0Sa FNRBY (GKS WaSIk N

A detailed protocol document was created to outline the specific steps from running the queries
in Scopu® exporting the full data set into excel, to sorting and selecting. It was key to being
able to repeatthrough each round. Table A1.12 outlines the summary of the number of

references included in the reading step that subsequently followed.

' Round Initialsearch  Unique  Exclude Include |
Round 1 604 468 366 102
Round 2 307 296 260 36
Round 3 72 72 45 27

TOTAL 983 836 671 165

TableA1.12{ dzY Y NB 2F (KS Waz2NIliAy3Q yR Wa.

Appendix 14 Reading
This representedthe Wrientationa N I R A y AINGLUDE:@reAcEs (TaMSAL.12). As

mentioned, this was to position the literature within platforms and more specifically digital
platforms. The key part of this step was to provide the highly relevant papers and literature for
& dzo a S ljadafyeald WEB | fieh gadlidy tHe abstract, introduction and conclusion, |

summarsed the initial understanding of the paper, based on extracting data from three aspects,

199



APPENDICES

(1) to (3), see next. An initial categsimig (4) and questions (5) that could be answered in
subsequg (anaWticaR NB I RAy3Is O2YLX SGSR dGKA&a adsSLy

(1) The ley focus of the paper summarising the domain and main output or article goal.

(2) Context- details of the type of study, timeframes, organisations involeedyeneral
situation

(3) Thereal-world problemthe research was tacklingf called out).

(4) Initial categorsing ¢ proposed, initial category to assign the paper that captures the
essence from a digital platform perspective (CategorieBusiness Value; Design
selection; Design Strategy; Competition).

(5) Key questions to ask about the articled 2 @inalyicaQ NB I¢ Rjdegting and

clarifications that would potentially be useful on further reading.

The selection process was based on an initial assessment to determine relevance. In an overall
sense, relevance was basedraaking choices around digital platforms (such as embedding new
technologies) and how this could influence a digital transformatidre criteria for assessing

relevance from the literature was by judging the levels on how they:

(1) Offered the reader guidance from the perspective of a digital platform or digital
transformation to achieve an outcome.
(2) Explained choices or relationships within a digital platform and their subsequent

impact internal to the organisation or external or outcomes (why)

The relevance assessment gave rise to rating levels and criteria are summarised in Table A1.13.

9 Provides clear insights in multiple ways to
leverageor explain.

HIGHLYRELEVANT { Very good examples of connecting to the hc
and why for digital platform design.
1 Applicability is high at the architectural level
MEDIUM 1 Provides some gooidsights
RELEVANCE 1 Applicability is present at a general level.
LIMITED 9 Provides limited insights.
RELEVANCE 1 Applicability is possible but low.
1 Provides no insights as focus or findings are

not relevant to digital platform design.
Uncertainty as to its application to digital
platform design.

NO RELEVANCE

TableAl.13Relevance Ratings
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The level was assessed against the following characteristics or factors of the papers, considered

within the lens of a digital platform, infrastructure, or ecogyst

(5) Examining and investigating a particular aspect within a digital platform,

infrastructure, or ecosystent, looking at and understanding its impact, its influence,

key drivers or required conditions. Presenting insights on specific elements,

components, or attributes of a digital platform, infrastructuse ecosystem. Defining

the digital platform, organisatinal structure, or development processes to achieve a

specific outcome.
(6) Proposing design principlesased on a research endeavour.

(7) Establishing a never augmented theoretical model conceptualsation / emergence

of key conceptd framework ¢ from analyss and proposals about design in a digital

platform, infrastructureor ecosystem.
(8) Demonstratinga relevant YACthat causesBQ2 K S NB8  &fieds,such asachieving

valuebasedoutcomes, how specifics in digital stratey influencedesign,interactions

from stakeholdersn a digital platformcustomers, developers, other companies) etc.

Appendix 15 Analytical Readingnd Data extraction

The outcomes fronmidepth, Hnalyticaldeading helgo mapand classifghe literature. It is the

combhiation of these key actions with a critical assessment that drive towards understanding.

The goal is to interpret and become immersed in the material to achieve understanding. Data

extraction 8 an outcome ofW@nalyticaRreading by making extensive notebased on
WeconstrudngQ G KS | NI A Of S (RBogli®XeckkeémardaAcy QR4 ) iidsiof
i K &ientdtional NBI RAy 3 2dziLidzi yR SEGSYyRa G(GKS
(Table Al1.14). The recurring objective was to expand wstdeding of the field and the

188

approaches taken in each study, their motivation, theories, findings, and contributions. This gave

rise to a more irdepth set of data collected from the literature and in some cases, papers were

revisited based on a referentc®ing made in another.
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Key focus of the paper

Context

Realworld problem

Theory / theoretical lens
/ concepts

Proposals / statements

Key findings

Contribution
Research questions

Relevance to HPEFS

Relevance

APPENDICES

Capturing the core focus of the paper i.e., summarisi
the domain and main outputr article goal

Revisited indnalyticalYeading andevised,if
necessaryF NB Y (i Ko8entatignald A NI & AVS

Details of the type of study, timeframes, organisation
involved or general situation.

Revisited indnalyticalYeading andevised,if
necessaryF NB Y (i Ko8entatignald A NB & AVS

Realworld problems, challenges or questions that are
addressed by the study.

2 K SNB | fii i (BifsSherypaid, areas that are
poorly understood or limited knowledge that support
the motivation for the study.

Revisited indnalytialXeading andevised,if
necessaryF NB Y (i KoBentatignad A NB & AVS

Theoretical concepts applied in the paper to
o Explain how it influences or impacts a given
platform-based situation.
0 As alens for atudy to assess its impact.
0 That proposed new conceptual or theoretical
models.
o Explain relationships.

The proposal from the paper e.g.

o How the theories are applied.

o Frameworks or models to help in explanation
Details of theexaminations based on specific
theoretical lenses.

Revisited indnalyticalYeading andevised,if
necessaryF NB Y (i KoBentatignald A NB @ APS

Revisited indnalyticalYeading andevised,if
necessaryF NB Y (i KoBentatighald A NB O AUS

The contribution the author(s) call out that they are
making with the paper.

Stated research question from paper (if called out)

What can be seen as relewanom the case; reflecting
on potential events that may connect

Revised bsed on the criteria, set as either High,
Medium, Limited or No relevance.

Tablel Mm®mn YS& RIGF SEGNI OQGA2Y FNRY Wiy

¢ KS 2 dzii Lidamalyfichk® YNKIIKRSA yd3 a G SL) LINPPARSR (KS NI g

The selection of data allowed the presentation of the topography and key aspects of the
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literature. The & Y & | s§nthése tide relevant literature into a compact classification that
describes major views/approaches, contributions, authors and sources(Btell & Cecez
Kecmanovic, 2014:2665ection 2 provides a comprehensive outline of the steps dmy

output from the literature review from mapping and classification to the formulation of the

research question.
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Appendix 2Concept Matrix Reference categorisation

VALUE Creation

Reference

Abrahamet al. (2013)

What drives value that will influence design choice.

Reference focus ‘

Explaining Technology Acceptance (Value creation from highet
acceptance).

Adomaviciust al.
(2008)

Decision processlnvestment decisioning (business valaag
Technology Forecasting.

Anandet al. (2016)

Key Success factors (KSFs) for Digital Data Stream Investmen|
criteria for value).

Bairdet al. (2016)

Willingness to Pay (WTP) between Premilixtensions or Free
Extensions.

Bakos & Katsamakas
(2008)

Value within a ZSided Network & specifically Internet platforms
(where have Buyers and Sellers).

Burton-Jones & Grange
(2013)

Effective use of [TValue driven from the 'effective' use.

Ceccagnokt al. (2012)

Optimal structure to execute e2e (external 3rd party software
providers).

Chatterjeeet al. (2002)

Key hilevel management tasks (to drive "web assimilation” to
achieve operational and strategic benefit).

Clausseret al. (2013)

Design 'policy' to drive higher user engagement (incentive drive
to give access to more users if better engagement).

Dollet al. (2004)

Measuring User Satisfactiortreating and testing of End User
Computing Satisfaction (EUCS) instrument.

Fichman (2004)

(1) Option valuation technique for emerging information
Technology (IHwhen to take the lead to innovate
(2) 12 factors to help define value and strategy for the IT activit|

Ghazawneh & Mansour
(2015)

Creation of a synthesis of valaeeation perspectives and digital
platforms to understand value creation in a digital application
marketplace.

Hackneyet al. (2004)

A Strategic decision framework for (1) Evolutionary change, (2)
Value creation and (3) Management of change

and 3 key step to sustain (a) Value generation and (b) Facilitate
business services innovation.

Jianget al. (2018)

HERDINGproxy or type of explanation of platform adoptien
outline of what can increase and decrease adoption based on
following predecessor(s).

Junget al. (2019)

Providing a model and answers to the policy decision(s) to drivi
industry with a 2sided market.

Kallinikoset al. (2013)

Impact of changing functional relationships between artifacts a
impact on appearance and form of the artifaeimpacting on the
value and utility of the artifact.

Kariet al (2020)

Understanding the characteristics that drive the relationship
between the situation context (within an Exerganri@ii)

=> and Use Continuance (pastperience, continued usebased
on drives +ve otve experience (incidents) which equals value.
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VALUE Creation

What drives value that will influence design choice.

Reference Reference focus ‘

To realise value from investments in the IT infrastructure and
exercise the 'option' at the right timethrough a time option
valuation model to analyse th&tuation (based on a discounted
cashflow model and growth option modelling).

Khanet al. (2013)

Exploration of the process of value-creation in an ecosystem
when there isn't a focal (or main platform provider).
KyomuhangManyindo | Key fa@us on Users, their tasks, and the environment and how
et al (2021) these factors impact on usability.

Building from 6 x service innovation themes a tripartite framew
for service innovation:

(1) Service ecosystemsactor-2-actor structure

(2) Services platformsfor service exchange

(3) Value cocreationcustomer need for a solution

Value that is enabled / reduced by the adoption of platform as
of the overall 'business activity'. A platform that bringSexvices
Provider (e.g., health care) and consumer (e.g., patietht value
to both participants is key consideration to adoption IF it is
reduced by adoption of any of the participants. Using incentives
reduce impact and to encourage adoption.

By applying servitisation as a theoretical framework to

Saaikko (2015) demonstrate the influence of Value propositions to the evolutio
of a digital platform.

Understanding of the crossetwork effects (CNEs) within a
platform (AppsUsers)

Using value creation / capture process as a form of measuremg
(Use Value and Exchange Value)

Show that CNEs are not necessarily asymmetric, the effect is
temporal i.e., long term and short effects are different.

How valie is created (as describe by newly merged value
categories) resulting from value creating practices that are drivi
Susencet al. (2018) by interactions between stakeholders within a digital innovatior
framework. Stakeholder interaction and value creating practice|
that merge (hybridisation table 3, p.343) to create value.

IT investment decisions & software growth options

the application of real options methods to provide a dynamic wi
to value is extendibility in a changing environment (flexible
implementatbn ofits options over the base configuration and thi
option but not the obligation to investflexible way to show it $$
wise).

Application of option pricing models (modified net present valug
(NPV) equation) as a decisioraking tml to value implementation
Taudest al. (2000) opportunities" practical advantages of using pricing options
models to decide to (1) Continue with SAP R/2 or (2) Switch tc
R/3.

Research opportunities (6 off) around experiential computing
digitally mediated (bng about) embodied experiences => in
everyday activities => through everyday artifacts => that have
embedded computing capabilities.

Kimet al. (2018)

Lusch & Nambisan
(2015)

Ozdemiret al. (2011)

Songet al. (2018)

Taudes (1998)

Yoo (2010)
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Competitive moves

Reference

Andersonret al. (2014)

Reacting to competition or competitive moves

Reference focus

Making a strategic decision between performance and content
'winning' strategy.

Foerdereret al. (2019)

To show that a platform owner will be distinguishable from its
competitor by its (1) ABILITY to use knowledge transfer resour
and (2)Effectiveness in integrating knowledge across the
ecosystem participants (across knowledge boundaries).

Gnyawaliet al. (2010)

A competitive move can be achieved through valueEtion
with partners, forming strategic alliances & having more compls
sdutions.

Halckenhaul3eet al.
(2021)

Testing of 4 hypotheses to investigate when complementors fa
competition with platform owners.

Jimenez & Arenas (2021

Explore and determine a set of mechanisms to show how firmg
balance betweertompetition and cooperation on a digital
platform.

Kazaret al. (2018)

3 x Competitive Strategies in network economies creates from
set of architectural digital platform profiles (6 off).

Woodardet al. (2013)

Conceptual model to explain hogveating a 'stock’ of platform
designs (Design capital) that is owned by the firm can act as a
foundation for a set ofDesignMoves.

Digital design strategy & options

Reference

Asadullahet al. (2018)

How to get to the future vision of the organisation

Reference focus

The identification of 3 x categories of digital platform evolution
mechanisms: (1) Platform Design, (2) Platform Operations &
Capabilities and (3) Platform ecosystem and governance.

Barrettet al. (2015)

Review of 4 x papers @pplication of Service Innovation as a
design strategy.

Chanias (2017)

Case study of a large financial services fiproposal that shaping
of a Digital Transformation strategy is an emerging activity fron
bottoms-up activities. In turn this is theformalised based on
having (1) a shared target, (2) clear governance and (3) more
deliberate strategy decisions.
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Digital design strategy & options

How to get to the future vision of the organisation

Reference ‘ Reference focus

Design 'policy’ to drive higher user engagement (incentive drivg
to give access to more users if better engagement).

Clausseret al. (2013)

Strategic Dimension of how Information Technology (IT) can b
a Strategic advantage in a turbulent environment.
El Sawet al. (2010) Digital Ecodynamics as a new phenomenon [Ecosystem dynan
-made up of (1) environmental turbulence, (2) dynamic
capabilities, and (3) IT systems.

Focus on (1) Digital Innovation (as strategic direction of what tdg
Fanget al. (2018) to realise value) & (2) Digital Entrepreneurship to drive digital
ventures to take advantage of the digital innovation(s).

(1) 12 FACTORS to help define value and strategy for the IT ac
and (2) Option Valuation technique for emerging Information
Technology (IT) to identify when to make the strategic decision
take the lead to innovate.

Fichman (2004)

Digital Innovation (as strategic direction of what to do to remali
value). Outline of a 4 x Step process to innovate (also part of th
SDLC process):
Fichmaret al. (2014) (1) Discovery
(2) Development
(3) Diffusion

(4) Impact

Development of &INTECH Innovation Mapping technigue to
Gomberet al. (2018) assess if changes are transformational in a Business Model, to
Customer Experience and Service.

Investigation into strategic options to manage conflicts (6 x
situations) in IT transformatim Adoption of ambidexterity
Gregoryet al. (2015) resolution strategies (shor& Longterm goals; local vs global
needs; blending IT and Business needs) as key decisions and
offs made.

Key strategic input of IT consumerisation (or everyday IT)

Gregoryet al. (2018) challenges and its impact on IT Governance.

2 x longitudinal studies (digital stamps in a Crowdfunding
domain). Present a framework of how Digital Business

Gupta & Bose (2022) Transformation (DBT) takes place in these types of entreprene
firms. Ths was shown to be achieved by the information exchar
with the environment.

A Strategic decision framework for (1) Evolutionary change, (2
Value creation and (3) Management of change and 3 key steps
sustain (a) valugeneration and (b) facilitate business services
innovation.

3 x Generative Mechanisms$nnovation, Scaling & Adopticitore
Henfridsson & Bygstad | content of each mechanism gives a design strategy requiremer
(2013) direction for the strategic choic@fNJ S@2f dziA 2y &
infrastructure.

Hackneyet al. (2004)
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Digital design strategy & options

How to get to the future vision of the organisation

Reference ‘ Reference focus

Information system strateging focus through activitipased
production of strategy content. Driven or built on local technolo
-mediated practices.

Henfridsson & Lind
(2014)

Study of User Involvement practices (getting the User involved
Henfridsson & Lindgren | the development of the product) and how they need to be
(2010) ‘adapted' with the development cycle for things such as contex
being part of a temporary system relationship etc.

2 x case studies to understand how new technologies, new mal
actors, or new customer behaviours can digitally disrupt. Outlin
Hogberget al. (2021) 3 x strategic responses: (1) Expanding the ecosystem, (2) Incrg
the strength of the links of the digital andisiness strategies and
(3) improving the relationships with the users.

Case study at Volvo to demonstrate that agility in IT initiatives ¢
Holmgvist & Pessi (2006 be achieved through (1) Scenario development and (2) keep
projects sted tonurture learning.

3 x approaches to platform developmenbased on identified
generative mechanisms): (1) Dadaéven Operations, (2) Instant
Releases and (3) Swift transformations to aid in Rapid Scaling
business.

Huanget al. (2017)

Study of the evolution of an IT Ecosystem and identified:
(a) 5 phases of evolution of the ecosystem and (b) Definition of
critical elements of the ecosystem that includes three key featu
of lasting ICbased solutions.

Jhaet al. (2016)

Model to help understanding the strategic appropriation path tg
explain the linkage from (1) Technology (Cloud Computing in th
Kathuriaet al. (2018) study) to (2) Integration of the capabilities (Cloud integration), (|
the changed Business Portfolio Capability to (#) tesulting

business flexibility and finally the impact to (5) Firm performanc

Kovaceviglpacic & Applying ceevolution and punctuated equilibrium to understand
Marjanovic (2020) the ongoing process of digital platform strategy.

Highlighted 4 x strategic maneuverers to take advantage of opg
Legenvreet al. (2022) technologies to drive competitive advantage. Outlined-lee|

strategic roadmap to realise the desired advantage.

Using IT systems, that are dynamic, to endldandary spanning
i.e., making sense of peripheral information that is perceived
Lindgrenet al. (2008) relevant to expand the knowledge at the "centretb help
manage the distribution and specition of work and context
driven.

Focus on PrivacySecurity Research in Information Systems (IS
Key IS artifacts of Ethics, Information, Legal, Osgéional,
Person, Process, Protection, Social, Technology, threat, and
vulnerability.

Lowryet al. (2017)
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Digital design strategy & options

How to get to the future vision of the organisation

Reference ‘ Reference focus

Strategic decisions:

(1) Busines€ommunity (overlapping ecosystems of competing
orchestrators in defined areas of business activity)

Markus & Loebbecke (2) Standardised (to the user specifically = cussed)i vs.

(2013) Commoditised (used by all) of the digital business processes.
(3) Customisable digitalatform (shared by many companies) vs
Business community platforms (tailored for use by all memberg
business community).

The impact of digital transformation on an organisations' busing
Metzler & Muntermann | model. New insightpresented by looking at changes that occur
(2021) the business model, challenges of these changes and respons
the organisation to the challenges.

Making the strategic choices between Digital Options (new
technical and informationdkeatures that will increase the
Rollandet al. (2018) LI F GF2NXVQa QI fdzS LINRLIRAAGAZY
evolvability of the platform handling future changes and needs)
focus on the INTERACTIONS between each.

Identifying the foundationabuilding blocks for Digital Leadershig
(1) Business Strategy

(2) Business Models

(3) Enterprise platforms

(4) People Mindsets & Skill sets

(5) The IT function

(6) The workplace

With digitalisation moves in 3 areas, built on the foundation
building bbcks to achieve the leadership:

(1) Products

(2) Marketing

(3) Enterprise Platform

Sawyet al. (2016)

Achieving digital transformation through 2 x Digital strategies th
defines a SMACIifispired value proposition:

(1) Customer engagement txhieve superior experience.

(2) Digitised solutions where the value proposition is built on
products, service and data.

To execute on the strategy requires 2 x technology enabled as
(a) An operational backbondo enable operational excellence
and dficiency.

(b) Digital services platforato enable business agility and rapid
innovation of new solutions.

Sebastiaret al. (2017)

Presenting a framework for Digital Transformation (DT) in publi
administration setting four key streams of (1) Shig and
communicating the DT offerings, (2) Designing offers and
stakeholder engagement, (3) Deployment and promotion and (.
Improvement and innovation of the DT offers.

Siegel & Gabryelczyk
(2021)
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Digital design strategy & options

How to get to the future vision of the organisation

Reference ‘ Reference focus

Identifying configurations of digitétansformation strategies from
Soto Setzket al. (2021) | 17 x case studies. Focus on Digital services innovation (DSI) a
what leads to success.

Identifying 3 x generative mechanisms of the digitalisation with
Tormer (2018) the LEGO group(1) Modular Upgradability, (2) Econars of
Substitution and (3) Reproduction.

Conceptual model to explain how creating a 'stock’ of platform
Woodardet al. (2013) designs (Design capital) that is owned by the firm can act as a
foundation for a set of 'Design Moves'.

Strategies to drive the adoption and usage of digital platforms fi
the exchange of health information in a B2B environment (Med
practice to medical practice). Requires@@ation, multisided
Yaraghket al. (2015) platform, selfservice technologies to provides ualto user. The
results are influenced by the typography of the stakeholders, th
isomorphic effects of 'larger' stakeholders that influence the
actions of 'smaller’ ones.

Strategic decision to the approach to development withia th
Software Development Lifecycl&ser driven innovation through
lead users on a platform and providing the technology (Toolkitg
and policies/rules to enable it.

Ye & Kankanhalli (2018)

The strategic role standards in promoting, enabling, and
Yooet al. (2005) constraining innovation through the theoretical lens of AMICtor
Network Theory.

Proposal of a Layered modular architecture as a hybrid (on a
continuum) of (1) the Modular Architecture of a physical produd
and (2) the layered architgure of digital technology with loosely
couple components and varying degree of technology embedd
Demonstrate that the digital product platform is a source of digi
innovation.

Design selection

(a) Making functionality baséedtrategic' decisions.
(b) Design principles (lower level) to guide decisions

Yooet al. (2010)

Reference ‘ Reference focus
Blaschke & Brosius Present 4 x models of balancing Control and Generativity: (1)
(2018) Contextual, (2) Structural, (3) Temporal andéminal Balance.

Focus on user type & economic sharing between Platform own

Constantiouet al. (2017) and users
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Design selection

Reference

Duet al. (2014)

(a) Making functionality basedtrategic' decisions.
(b) Design principles (lower level) to guide decisions

‘ Reference focus

Making the optimal business decision in the platform (tiering of
digital content and outline the results of the authorssassment
to revenue and traffic in the digital platform.

Eatonet al. (2015)

Maintaining Platform overall ownership and control while
integrating external innovative capabilities through the
Distributed tuning of Boundary resources e.g., APIs

Engertet al. (2022)

Identified 3 x synergistic complementor strategies to drive
impactful products on digital platforms.

Faber & de Reuver
(2020)

Study to close the gap on the extensibility of digital platforms.
Focused on Openness, Conti®&curity, and privacy and how
extensibility and generativity of a digital platform affect consum
decisions.

Fischert al. (2020)

Focus on how 5 x companies utilised Business Process
Management (BPM) to drive their digital transformation. 17 x
recommendtions identified and 3 x strategy archetypes: (1)
Communication & Learning, (2) Unification & Optimisation and
Automation and Certification used in conjunction with 6 x meta|
objectives (Governance & Compliance, Management Support,
Interaction Model, Hucation, Tool Support, Conventions &
Guidelines).

Flotgenet al. (2020)

Through a model for the ecosystem of emerging Financial
Regulation in order to extend the concepts of Boundary Resou
to show that reporting digital platforms will need to lse-created
with the framework due to the control of the sensitive data it wi
manage.

Galet al. (2008)

Boundary Objects impact on being a mechanism to facilitate
communication and shared understanding within the
'infrastructure' i.e., not just a 'tranation’ device.

Ghazawneh &
Henfridsson (2013)

Design of the boundary resources on a digital platform through
the drivers of (1) Securing and (2) Resourcing. Understanding
the impact (relationship) on the connected 3rd party applicatior
development.

Giessmann & Legner
(2016)

Design principles for a viable Platform as a service (PaaS) bus
model- focus on value careation with partners by developing
complementarity components and application.

Hukal (2017)

Looking aModularity on a digital platform and the levels of Coat
and Granularity. The study revisits the role of interdependencig
in platform evolution and the potential drivers of incremental
innovation.
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Design selection

(a) Making functionality basedtrategic' decisions.
(b) Design principles (lower level) to guide decisions

Reference ‘ Reference focus

Identified 3 x synergistic complemtem strategies to drive
impactful products on digital platforms: (1) Content discoverabi
- ease for users to become aware of the complementors produ
(2) Selective modularisatiorinvesting in technical features and
(3) Asset fortification leveragng unique capabilities to ensure
clear differentiation from competitive offerings.

Hukalet al. (2022)

Benefits and risk mitigation from the use of Cloud solutions (as
lyer & Henderson (2012) business and technical choice) that include gaining competitive
advantage.

Study focused on the gap of the operational level aspects of a
digital transformation. Specific areas illustrated that business
process transformation and key performance indicators are an
important component tamastery of digital competencies

Levkovskyét al. (2021)

PaAy3a {StFT 5SUGSNNVYAYlFIGAZY ¢KS
‘well-being' on a digital platform to aid in its design. 13 x
Lohrenzet al. (2021) mechanisms identified to build a successful Digital platform thg
would help in the promotion of three of the fundamental
constructs of SDT: (a) Autonomy, (b) Competence, (c) Related

Identification of 6 x Service Innovation themes and a Tripartite
Lusch & Nambisan framework based on (1) Service ecosystem baseanoi\ctor2-

(2015) Actor structure, (2) Services platforms for service exchange an
(3) Value cocreation based on the customers need for a solutig

The identified properties (5 off) of a digital infrastructure to
support emergingnnovation networks (4 off). Demonstrates hoy
digitisation of the activity helps to promote and sustain digital
product innovation.

Lyytinenet al. (2016)

Study of the implementation challenges and implications for a
deployment of a new platform (ERP systani3 firms). Findings
that the ability to manage configurability knowledge realised
higher assimilation. Identified two types of approaches that firn
adopt: (1) piecemealfocused on technology first vs. (2)
concerted- focused on both technology andibiness processes.

Robeyet al. (2002)

Use of Complex Adaptive Theory (CAS) to investigate the
transformation of an analogue automation product platform ang
the ecosysterrcentred organising logic. How the product platfor
digitisation leads tghase transitions and the mediating role of 3
mechanisms: (1) Interaction rules, (2) Design Control and (3)
Stimuliresponse variety.

Sandberget al. (2020)

Assessment of the level of 'distributed sensemaking' on the
innovations and content of the PlatforBoundary Resources
Soh & Grover (2022) (PBRs) when released. The level of app complexity and related
to prior PBRs are important in the context of technological
uncertainty that may exist.
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Design selection

(a) Making functionality basedtrategic' decisions.
(b) Design principles (lower level) to guide decisions

Reference ‘ Reference focus

Focus on the acquisition of complementors asdommendation
for larger companies for (1) Acquiring complementors, (2) Aligr
Staubet al. (2021) FOljdzAaAdAz2y (2 GKS FANNYQa LI
complementor and (4) ensuring coherency in the platform
especially after diverse acquisitions.

Presented 3 x key themes fordfiven operational agility on
platforms: (1) Resourcar Task Interdependency (Pooled;
Tanet al. (2019) Sequential; Reciprocal)

(2) Agility (supported by the IT systems) and

(3) Platform (Zsided / Multisided).

Study to provide an understanding of the influence and effect d
the platform design and architecture (what) and governance (a
Tiwanaet al. (2010) how development is done decisions). Adopted the ‘'measure’ @
evolutionary dynamics (properties and criterion for change
illustrate how they change).

Identify 5 x types of Complementor engagements and the role
Umet al. (2015) Platform Boundary resources (PBRs) to stimulated and control
engagements.

A unified view on API desigioices and strategic choices.
Selecting the API Archetype in the platform to drive performan
impact i.e., type of access (Professional Services, Mediation
Services or Open Asset Services) and a targeted economy of 4
Wulf & Blohm (2020) (Production or Innovation) leads better return-of-investment
(ROI) or adoption.

Finding that a solid technical solution along will not suffice =>t
API must align with the overall business objectives and the
demands of thirgparty developers and end customers.

Understanding how Small and medium sized enterprises (SME
reconfigure their capabilities. A conceptual framework allows a
Xieet al. (2022) explanation of how digital platforms affect the SME's business
model innovation with (1) Evolutionary capability reconfighion
and (2) substitutional capability reconfiguration.

Study of an Integration information platform to present
information following a Situatiowareness (SA) oriented desig
to allow (1) Perception, (2) Comprehension what's going on
and (3) Projection of what will happen to allow action to be takd
The study proposed a Servicentre architecture by employing
(design principles) of : (a) Participatory Design (PD), (b) Softwd
prototyping (Throwaway & evolutionary), (c) Componentdghs
development and (d) Visualisation of the information.

Yang & Yuan (2012)
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Architectural design

Design at the architectural level of a platform

Reference ‘ Reference focus

Coupling between elements of the architecture. Typecofipling
Brunswickeet al. (2019) | as akey consideration on the Architectural design and its impad
on platform performance.

Exploration and view of the core architectural structure (technig
requirements) of theprogram of a Virtual World.

Special Issue Editoriafocus on platform competition and the
Grover &Lyytinen (2021)| impact to a layered modular architecture to create value from
data, complementarities, and transactions.

Study of the evolution of an IT Ecosystem afehtified:

(1) 5 phases of evolution of the ecosystem and (2) Definition o
the critical elements of the ecosystem that includes three key
features of lasting IGhased solutions.

Chaturvedwet al. (2011)

Jhaet al. (2016)

Understanding the impact of changing functionallationships
between artifacts on (1) Appearance and form of the artifact arn
(2) Value and Utility of the artifact. Outlined the influenced of th
context.

Kallinikoset al. (2013)

Platform openness & forkingpicking the right strategy to
promoteinnovation and value generation in a platform. Achievd
by making it more open to complementors but not wide enough
to make it more conducive to forking.

Karhuet al. (2018)

Understanding the characteristics that drive the relationship
between the SituatiorContext (within an EXERGAM®ii) and
Kariet al (2020) Use Continuance (postxperience, continued Use). To understa
what drives +ve otve experience (Incidents) which in turn equa
value.

Creating a set of Architectural Digital platfoprofiles (6 off) that
lead to 3 x Competitive Strategies in Network Economies. The
Taxonomy for each Profiles is based on (1) Value Creation
Architecture- whether is it Integrative or Integratable and (2)
Value Delivery Architecture desigif the archiecture has Direct,
Indirect or Open Access.

Kazaret al. (2018)

3 x Design principles for a Competence Mgmt System: (1)

Lindgrenet al. (2004) Transparency, (2) Reine capture and (3) Interest Integration.

Achieving an Integrated IT infrastructure toagte and give rise to
‘higher-order process capabilities' (or higher levels of process
integration from physical, financial and information flows) to
Raiet al. (2006) generate performance gains. Standards for the integration of d
applications, and processes to be negteid and implemented in
order for realtime connectivity between distributed applications|
to be achieved

Analysis of the effects of APIs on Innovation and Imitation and
Songet al. (2017) how they are influenced by market conditions acmmplexity of
the platform.
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Architectural design

Design at the architectural level of a platform

Reference ‘ Reference focus

Digital Platforms Extensions modularisatiamaintaining Input
control over revisions as Platform Owner. This influences the
Tiwana (2015) degree of the architecture being Loosely coupled (with a stand
interface and not emedded). This is found to induce evolution t
improve performance as extensions compete with each other.

Making key business choice on the digital platform on APIs an
APPS in terms of coupling. Choice is: (1) Monolithicity or Tight
Coupling internally in the App (Internal Architecture) or (2)
Tiwana (2018) Modularity or Loose Coupling to connect to the platform (Exter
Architecture). The boundary of the app (defines the scope of W
the APP performs for the user) and delineates between Exténn
Internal architectures.

Focus on how Enterprise Architecture (EA) driven capabilities
Van De Wetering & enhance a firms digital platform capabilities (DPC). From 414

Dijkman (2021) respondents the enhancement to the digital platform driven by
architectural level changes is explored.

Proposal of a Layered modular architecture as a hybrid (on a
continuum) of (1) the Modular Architecture of a physical produg
and (2) the layered architecture of digital technology with looss
couple components and varying degree of technology embedd
Demonstrate that the digital product platform is a source of dig
innovation.

Yooet al. (2010)

IT Governance & Execution of the Software

Development Lifecycle

The development process, i.e., getting it done

Reference ‘ Reference focus

Deployment & Implementation steps as a response to 'technol

Berenteet al. (2019) basedtransformation or Innovation

Carloet al. (2014) Adoption timing impact in a Disruptive IT Innovation process

Optimal structure to execute e2e (external 3rd party software

Ceccagnokt al. (2012) providers)

Key hilevelmanagement tasks (to drive "web assimilation” to

Chatterjeeet al. (2002) achieve operational and strategic benefit)

Addressing the gap of a coherent approach to governance and
Chenet al. (2022) design of digital platforms by categorising the mechanisms of
incentives and contrel

215



APPENDICES

IT Governance & Execution of the Software

Development Lifecycle

The development process, i.e., getting it done

Reference ‘ Reference focus

Digital Innovation (as strategic direction of what to do to rasli
value). Outline of a 4 x Step process to innovate (also part of tk
SDLC process):

Fichmaret al. (2014) (1) Discovery

(2) Development

(3) Diffusion

(4) Impact

Key strategic input of IT consumerisation (or everyday IT)

Gregoryet al. (2018) challenges and its impact on IT Governance.

Key criterial for evaluating Enterprise Packaged software.
Most significant: (1) Functionality, (Reliability, (3) Cost, (4) Eas
Kathuriaet al. (2018) of Use and (5) Ease of Customisation.

Less significant: (6) Ease of Implementation and (7) Vendor
reputations.[Note: 2006 paper]

Findings that 'traditional' IT Governance (ITG) mechanisms arg
Mulyanaet al. (2021) longer valid. Identify 28 x ITG mechanisms that influence digita
transformation.

5SY2yaidNrGAy3 GKIG GKSNB Aa
Governance (ITG) to assist in key business transformation and
Pacheceet al (2020) innovations.Leverages 6 x ITG archetypes to illustrate their
influence on success factors as it relates to a predictable returt
from the development process.

Study to "INVERT the FIRM" as an approach to facilitate extery
based development. Asway to access knowledge, skills, and
Parkeret al. (2017) innovation from external development. Also allows for spillover
from one 'developer’ to anotheraccumulate the potential
impact.

Model the effect of digital platform versioning on outcomes to
Tanet al. (2020) demonstrate that release cycle time, in the SDLC, impacts on
number of applications and users on the platform.

Interaction between Control mechanisms in the development
process: (1) Formal contrekxplicitly defined and prescribed to
drive control of the outcomes and approach to development, (2
Informal Control mechanismdleclaration of shared values and
beliefs. Demonstrates that the informal approach strengthens
approach to development but can weaken the realised outcom

Tiwana (2010)

Study to understand how the process of Governing Digital
Transformations unfold. Identifies 2 x Stages and 7 x Modalitie
to explain the process of governing.

Warg & BurtonrJones
(2020)

Strategic decision to the approachdevelopment within the
Software Development Lifecycle (SDLQ3er driven innovation
through lead users on a platform and providing the technology
(Toolkits) and policies/rules to enable it.

Ye & Kankanhalli (2018)
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Sociotechnical effectiveness

People and structurécus within the Socidechnical System

Reference ‘ Reference focus

Studying team effectivenesdntegration & coordination
Andersoret al. (2018) strategies when using Distributed Product Development projec
of a digital platform

Study of knowledge managementinderstanding of the

Anderssoret al. (2008) development of Architectural Knowledge within IT innovation.

Steps (from the 4 x lessons in the study) to develop a sifithe-

Gustet al. (2017) art data analytics capability.

How dynamic capabilities are created in an organisation to
support the building of a digital platform as part of a response t
digital disruption

Created by (1) Changing, (2) Extending or (3) Adapting the
elements in the RPV Framework (Res®s; Processes and
Values).

Karimi &Walter (2015)

Study of 4 x types of emerging Innovation Networks

Process is digitised with focus on Knowledge creation and sha
(driven by application of Operant (control of resources and
knowledge) andDperand (e.g., tools used) resources)

How digitisation helps to promote and sustain digital product
innovation.

Lyytinenet al. (2016)

Study to "INVERT the FIRM" as an approach to facilitate extert
based development. As a way to access knowledge, skills,
Parkeret al. (2017) innovation from external development. Also allows for spillover
from one 'developer' to anotheraccumulate the potential
impact.

How the use of an Informal control mechanism (declaration of
shared values and beliefs) to promatellaboration in

development. Demonstrates that it strengthens the approach t(
development but can weaken the realised outcomes.

Tiwana (2010)

Outline of 2 x exploratory mechanisms when 'sourcing' IT
capability from multiple places (or sources) hétsame time
(concurrent). The mechanisms give rise to improved performar
of IT output:

(1) UNIDIRECTIONAL MECHANISM (when there is alignment
IT vendor practices to the 'clients’).

(2) BIDIRECTIONAL MECHANISM (degree of knowledge shan
due to the interaction between client and vendor).

Tiwana & Kim (2016)

The role standards in promoting, enabling, and constraining
Yooet al. (2005) innovation through the theoretical lens of ANActor Network
Theory.
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Digitisation

Automation & digital embodiment

Reference ‘ Reference focus

Comparing the 'output’ from a computerenerated answer and

Nissan (2000) determining (with a modified TURING testomparative test)

Research Opportunities (6 off) around Experiential computing
digitallymediated (bring about) embodied experiences, in
everyday activities, through everyday artifacts, that have

embedded computing capabilities.

Yoo (2010)
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Appendix3 GLOSSARY

Acronym Full Form

AIR Audit Issue and Recommendation (Internal Aaidicument)
AMS Americas Sales team
AP Accounts Payable
APA Advanced Pricing Agreement (Financial product)
API Application Programming Interface
APJ AsiaPacific Region
ARS Asset Recovery Services (also Asset Upcycling)
B2B Businesgo0-Business
B2C Businesgo-Customer
BLA Business Lease Agreement
BP Business Process
BPL Business Process Leadership
BPM Business Process Manager
BPMgmt Business Process Management
BRD Business Requirement Document (SDLC Document)
CAF Channel Assistance Fee
CAGR Compound Annual Growth Rate (%)
CBA Cost Benefit Analysis
CD Customer Delivery (Operations team for HPEFS)
CDL Customer Delivery Leadership
CDLT Customer Delivery Leadership Team
CDM Customer Delivery Manager
CE Customer Experience
CEB CEB Indg¢rmerly Corporate Executive Board)
CHG CHG Meridian (independent financial services company)
CLI Customer Loyalty Index (Survey)
COA Certificate of Acceptance
COP Community of Practice
CP Customer Portal
CPE Customer Portal Experience
CPQ Configure, Price, Quote
CT Customer Technology
CX Customer Experience
DBT Digital Business Transformation
DFS Dell Financial Service (captive financial services division)
DLL De Lage Landen (independdimancial services company)
DQQ Detailed Quick Quote
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Acronym ‘ Full Form ‘
DTLT Digital Transformation Leadership Team
DTSC Digital Transformation Steering Committee
EA Enterprise Architecture
ECDLT Extended Customer Delivery Leadership Team
ECE EffortlessCustomer Experience
EMEA Europe, Middle East & Africa
EODB Ease of Doing Business (Survey measure)
EOT Endof-Term (Choices at the end of the lease)
eSIGN eSignature (Adode ®ocuSigh
FB Flexible Billing (Financial Product
FDD FunctionaDesign Document (SDLC Document)
FICO Fair, Isaac and Company (Credit Scoring)
GBPOS Global Business Process and Online Strategy
GLT Global Leadership Team
GMC Global Marketing Council
GPC Global Partner Conference
GPG Global Process Guide (fBusiness processes)
GPO Global Put On (Core system)
GTM Goto-market
HP Hewlett Packard
HPE Hewlett Packard Enterprise
HPEFS Hewlett Packard Enterprise Financial Services
IDC International Data Corporation (Market intelligence provider)
IGF IBM Global Finance (captive financial service division)
IPO Initial Public Offering
IPR Intellectual Property Rights
IS Information Systems
ISV Independent Software Providers
IT Information Technology
ITAM Information Technologysset Management
ITC Information Technology Consumption (financial products)
ITG Information Technologgovernance
ITSM | Information Technologgervice Managemeng(g.,ServiceNow, BMC Remed
KPls Key Performance Indicators
LT Leadership Team
MDOE Minimum Degree of Effort (Survey measure)
MLFA Master Lease & Finance Agreement (financial product)
MTC Medium (customer segment) through the Channel (partners)
NPS Net Promoter Score (survey)
OAD Opportunity Assessment Document (SIMdcument)
OLCA Online Credit Application (& Quoting system)
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Acronym ‘ Full Form

OoP Operations
OpEXx Operational Excellence
P@YS Payat-your-service (Financial product)

PBR Platform Boundary Resource

PCT Partner Connection Tool

PDO Program Development Office

POC Proof of Concept

PPU PayPerUse

PSIC PunctuatedSocio-techrical Information system change
RPA Robotic Process Automation

RRC Rapid Response Centre (Amefdzmsed @eration)
SDLC Software Development Lifecycle

SDT Self Determination Theory

SEC US Securities and Exchange Commission (www.sec.gov)
SMB Small & Medium Business (customer segment)
SME Subject Matter Experts
SOwW Scopeof-Works (SDLC Document)

SSI Semistructured Interviews

TBR Technology Business Reseangiw{v.tbri.com)

TCE Total Customer Experience (Survey)

TRC Technology Renewal Centre (asset return processing centre)

Ul User Interfaced.g.,Customer Portal)

UX User Experience

WD Wongdoody (Experience Desigouse)
WLS World Learning Series (cross HPEFS training events)
YTD Yearto-date

221


http://www.tbri.com/

APPENDICES

Appendix4 Chronological Development

PLATFORM DEVELOPMENT

Pre2012 ¢ Core Platforms in HPERS supporting the traditional interna
processing of the leasing business, managing the cont
through their lifecycle and asset return.

2013 1 Digital platform - Customer Portal officially launche
(https://h 22155.www2.hpe.com)

2014 91 Digital platform ¢ Partner Connection officially launche:
(https://h22165.www2.hpe.com)

1 Partner Connection VERTEX Tax Engine integration for the
(www.vertexinc.com to drive state and city tax calculations.

1 Customerg full emulation in Customer Portal to provide suppt
by internal colleagues to direct customeThis allowed full acces
to act on behalf of the customer within the platform.

1 Customer eSignature ¢ implementation of DocuSig
(www.docusign.comto core system.

1 HP Subscriptiong initial designs and concepts devpkd to
present a monthly paymerbased contract through Partne
Connection.

1 Asset Recovery Services (AR®)oduced into Customer Portal t
allow customers to request and process a return of leased as:

2015 1 Partner Connection ¢ initial integration of FICObased Credi
scoring www.fico.con) for Customers for the US and UK.

1 UX Redesigii2014) for Customer Portal and Partner Connecil
user interfaces to accommodate HP Enterprise and HP
branding.

1 Customer Portal- Readonly access for internal colleagues
customer accounts for support. To allow reconciling to informa
in the coe systems to allow resolution to customer queries ¢
issueg; i.e.,that the operations teams can see what the custon
sees. Provided extra control as the internal colleagues coulc
transact on the took as compared to emulation which give fi
acces.

1 Small Ticket solutions allowing nonSMB users to efficientl
process specific groupings of small tickets deals within Pal
Connection (new User modes).

1 IT Consumption (ITE)strategy for new financial products to foci
on payper-use.
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PLATFORM DEVELOPMENT

1 ConfigurableOffers & bundles in Partner Connectioncreating
drop-down options in the tool to allow easy selection for t
Partners to automatically apply a promotion

2016 1 Partner Pricing (Indicative Quote) & Credit AP¢s first API
solutions deployed to allow partners to embed specific HF
processed (as are in Partner Connection) into a Partner own si
platform.

1 Customer- Credit Card processing (201&)etailed design anc
proposal from umber of banking partneggpaused

1 Customerg configuring Ul presentment based on mogipresents
the screens relevant to the role of the user in the customel
match the activities they perform.

1 Partner ¢ management of customer Guarantors (Personal
Corporate) and Loans fiMexico & Peru

1 Tiered Pricing; configured by Partner to allow tiering of pricing
different level of relationships.

1 UX Redesigii2016) for Customer Portal and Partner Connecil
to improve the User Interface based on flow of tasks.

1 Partners- Insurance ffering made available for select countris
through Partner Connection.

2017 1 Customerg Automated Endof-Term (EOTpricing for Customer:
on selfservice basis. Full erd-end process for customers t
present options and pricing in the Customer Portatlddional
automation deployed on the legacy systems to significantly rec
activity for the internal operations teams.

1 Customer -  Switch  from DocuSign to  Adot
(https://www.adobe.com/sign.htm) as maireSignature platform
for HP Enterprise.

1 Partner¢ At 28 Countries, 16 with automated credit scoring ¢
16 Languages in Partner Connection.

1 Robotic Process Automatiogassessment of the potential impa
on a number of specific use cases. Option to asea bridginc
strategy to provide ability to implement automation within tf
legacy systems.

APPROACH

1 WORKSHOP(¢ Forrester (www.forrester.com) ¢ specific
engagement to design User experience

2018 1 APIs (completed exsystem)¢ full suite of steps from quoting
credit application to contract generation available through X A
Each could be implemented individually or in a prefer
combination depending on the partners requirements.
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PLATFORM DEVELOPMENT

1 eSignatureg(Adobe) within Partner Connectiarallowing partners
to offer the ability to eSign financial contracts and ott
documents. To automatically track the progress of the sig
process within Partner Connection to drive an increase
turnaround time.

1 Omnichannel strategy for Partnerg seamless integration of th:
user interfaces for partners; creation of strategy to builc
interconnection between Partner Connection, Partner APIs
the upcoming HPE Technomics mobile app.

1 Completion of the APIlecosystem (Credit, Firm Quoting
Document generation and eSignature)

1 Flexible Billingg self-service for partners in US/Canada

o LYLX SYSyidlFdA2y 2F ySg . A
TRACT®@v{vw.gotransverse.com

1 Omnichannel strategy for Customeisdevelopment of strateg)
to allow integration of HPEFS digital platform and other IT sel
management (ITSM) platforms. Goal to allow data transfer anc
initiation of relevant services offered by HPEFS for a
management.

1 Paperless invoicing; introduction of automation to reduce the
level of adjustments to invoice the drive creation of paper invoir

1 Metering ¢ Flex Capacity and Pgyer-use ¢ a usage anc
consumption offering through telemetry softwa for Serves,
Networking,Storage,and Infrastructure. An automated, scalak
core framework to collect, calculate, price and bill for metel
usage at the asset level.

1 Circular Economy; new solution to provide a comprehensi\
report for a customer on the level akturn, recycle, reuse an
scrap of IT equipment. To provide options to r

APPROACH

1 Engagement with Accenturenfww.accenture.con) ¢ Vision and
3-yearroadmap creation (3stage process)

1 Fjord Cecreation (vww.fljordnet.com) workshop for Partners &
SMB customersg concepts developed to improve the digite
experience with new solution on the digital platform (HP
Tedinomics Mobile App & Portal+).

1 HPE Technomics mobile app launched for Partners (Android
i0S)

1 Partner - Basware(www.basware.cof¢ online and automatec
supplier invoice management. Ability to accaptoices in any
formatted and translate into digital format to allow automat
upload and to allow quick payment processing within HPEFS.

1 Customer Asset platform (Service now)API Integration
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PLATFORM DEVELOPMENT

1 Portal+ - future planned redesign of the portals to integra
partners, customers and internal HPEFS colleagues with a foc
collaboration

1 Pricing Engine; future planned core capability to integrate int
the digital platform and to apply to different situations.

APPROACH
1 Fjord CeCreation (vww.flordnet.com) workshop for

Enterprise and Global Accounts segment concepts
developed to improve the digital experience.
1 Competitive analysis (capability baseq)IBR ww.tbri.com)
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Appendix5 Documents

Appendix5.1 Internal Documents

Document Category Documentation Types ‘

(1) Strategy Annual Strategic plans
1 Documents that the Global Leadership Team (GLT) anc
various extended leadership teams formulate each vy
outline the strategic initiatives that will be the focus for tt

coming fiscal year.

Program objectives and goals
1 Documents that provide more specific detail for each progr
in the form of the goals, objectives, and targeted deliverab

Business priorities and keasks
I These documents capture the decisions by the leadership
program teams, and various other groups responsible
delivering. They will outline their priorities for a particul
program and any key aspects that may require support fi
the leadeship.
(2) Capabilities Key features & functionality
9 Outline and detail of the critical features within the digit
platform and the functionality that the capability perform
Screenshots from the systems can also accompany to g
better view of the fundbnality and the resulting outcomes ¢
output from the platform.
9 This material can also provide the content for training ¢
communication of upcoming deployments.

Enhancements
9 Articulates the improvement from a change in the digi
platform, i.e., enhancing functionality to provide improveme
or improved experience for the customer, selling partners
internal colleagues.

Experiencebased
9 Provides insight into how thexperience has changed and w
grow due to the digital platform enhancements.

Fixes & issue management
9 Outlines the issues found during adoption and subseqt
improvements to the digital platform. The documents v
generally give some insight into theroblem or issue
experienced by the customer or the selling partner. They
provide the details of the actual fix regarding the changes
how it addresses the issue.
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Document Category Documentation Types

Roadmaps

1 An outline of the upcoming and intended capability to
deployed ordesiy SR ® ¢ 2 ONSfutire® 1o I
on a targeted timeline to deploy the upcoming capabilities.
roadmaps align with quarterly deployment releases witl
It 9Qa FAAO!I f OF £ SYRI NJ -oycte:
deployment releases occur from tento time, and the
roadmap is adjusted accordingly.

Technology Roadmapping

1 The output from the analysis to determine potent
forthcoming capabilities and the trends found to influen
how they can be incorporated into the digital platform
Yuture sdutionxQ

New financial product offerings and programs

9 Details of new or enhanced products, programs, or offer t
HPEFS has created to generate more revenue, incr
profitability, and provide a new value proposition to custom:
or selling partners.

9 Partners, in this case, are typically incentivised to sell
programs, offers or promotions to customers as functiona
in the digital platform allows them to gain additional pro
margin (in the form of adding an uplift to the quoted price).

Countryandregionalassessment andequirements
9 Adjusting or customising the digital platform capabilities
part of the deployment across regions and countries. There
generally specific country requirements that require to
incorporated into the djital platform. These documenti
provide the output and the analysis from assessments, wi
leads to the capability and requirements to fulfil those lo
needs based on the country's requirements.

(3) Business Processe Policies
1 Overarching guiding poles of the business that support tr
subsequent processing of opportunities and deals. They ¢
requirements for the digital platform to ensure alignment
the processes and fulfil the policies' core requirements.

Processand procedures
I Thesedocuments are the detailed process steps, activit
instructions, or procedures to fulfil the business activities ¢
business tasks of HPEFS. As with policies, the documen
required to ensure that the digital platform capability alig
with the underpinning or foundational process and procedul
that apply within HPEFS.

227



APPENDICES

Document Category Documentation Types

(4) Goto-market Goto-market (GTM)research

1 The output of the Gdo-market team and the research they ¢
across several different areas, i.e., the offering of produ
competitive andysis, experience of the customers in deall
with HPEFS and the experience of partners. The docun
also show the alignment and connection to the broader
product offering and HP Inc (pend postsplit from 2015).
They provide the information that einonstrates how the
financial products align with the HPE business units and f
selling strategy.

Customerand sellingPartner feedbackificludessurveys,
feedback from sales and operations amlirect engagement)

1 Output, analysis, and findingsom research that has bee
completed directly with selling partners and customers, wit
critical objective of assessing experience and engagen
They provide measures on standard key performa
indicators such as Customer Loyalty index (CLI), Netdreo
Score (NPS) and other forms of satisfaction and the experi
of dealing with HPEFS.

On-going promotion and selling of the HPEFS capability

1 Generally, these documents are collateral about the produ
services, and capabilities that HPEFS provitesboth
Odzai2YSNER FyR aSttAy3a LIk
Iy PositbrQ (G KS LINPRdzOGA | yR &8
the customers and the partners to the benefits of taking
adopting the products from HPEFS. It can also ou
instructions for the customers or partners to perform tasks
the online digital platform and show how easily they can
completed.

Capability Overviews & Value propositions to Customers /
Partners
1 Key aspects of a given set of capabilities to outline
functionality, possible outcomes, and the proposed benefit
1 Provides the value proposition for a given capability.

(5) Competitive Detailed Competitive analysis
position 1 Internally generated from publicly available information

engagements witlexternal research companies specialising
competitive analysis. Generally, it provides insights into
customer perceptions of one competitor to another.

9 Additional focus is also put on the detailed feature level
compare the digital platform offerigs between HPEFS and t
relevant competitors to determine if they are behind, the sai
or ahead. They can also identify specific sources
differentiation in the products and services provided by HP
or the competitor.
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Document Category Documentation Types

(6) Planning & Program stucture

Execution 1 ¢KSAS R2O0dzySyita 2dzif AyS Ki
development and deployment are effectively executed. Tl
generally outline the proposed program plan and the struct
of the core activities and key deliverables for the program, t
allowing communication to the leadership team. Additior
information such as resource allocation for each gi
program can be included.

Deploymentandimplementation planning

1 These documents provide a clear outline of the approacl
deploying the capabiiiés in the digital platform and the
implementation plan. They generally include training &
creating procesgolicy,and procedure documents. It can al:
include handover from the strategic program developme
team to the dayto-day business teams.

Readiness planning

1 Documented output from assessments such as cou
readiness and specific capability readiness for pilots.
assessment outlines subsequent activities required
O02YLX SUS iekdBesRtGiplerhEBRO W

Status updates

i Those documents provide progress to the numerc
leadership forums, such as the Global Leadership Team (
Digital Transformation Steering Committee (DTSC), and
business process leaders.

1 Allows for governance to be applied around the direction
the strategy implementation and provides a vehicle to ask
help from the leadership.

1 Requires various aspects of the digital platform developmn
to be communicated regularly and generally allows a revis
GKS | OGAoAGEYE 202 H0ah IEA«
status), and potential risks and roadblocks.
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Appendix5.2 Detailed document list (Internaly, (1) Strategy Documeist
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Appendix5.3 External Documents

Category Documentationfocus

(1) Strategy Public communication of key changes in the HP, HBEHPEFS
organisation.
 Outline and communicate structural changes of the ove
organisation or specific business units.

(2) Capability Overview of thekeyfeaturesmessagng the benefits to customers
and partners.

1 Collateral in pdf formand isgenerally given to customers ¢
selling partnerse.g., handbooks, briefing documents, soluti
briefs or flyers.

1 Key aspects of a given set of capaleiitto outline the
functionality, possible outcomeand the proposed benefits.

1 Provides the value proposition for a given capability.

(3) Business Processe Training material, videos, and other collateral to help custome
and sellingpartners.

1 Provision of training material (video, user guidex
presentations) to help customers, selling partners or inter
colleagues adopt the digital platform or specific n
enhancements.

1 Generally, will bepresentations by HPEFS colleagues v
slideshows or online informational tutorials, webina
podcasts, or tutorials.

1 If available, accompanying collateral for demonstrat
systems allows ustomers and sellingpartners to tril
capability.

(4) Goto-Market Key HPEFS statistics
9 Outline of fundamental business statistics that general
includes employee count, countries servetljstomer and
selling partner statistics and value of assets on the bale
sheet for HPE, among others.

Overviews and value proposition of the financialrgducts to

customersor sellingpartners

1 Handbookssolution briefs or informational flyefer products
and service offerings

1 Social media (e.g., Twitter, LinkedIn) and press rele
through the HPE newsroom provide a conduit for |
announcements on @ RdzOGa | yR aSNIIAC
annual Global Partner Conference (GPC).

1 Interviews with key leaders in HP, HPE and HPEFS pt
additional support to the value the products and services
provide to customers and selling partners.
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Category Documentationfocus

Relevant geto-market research from IDQGartner, and others to

help messagehe value of the productsaind services

1 Research and opinion from key thought leadarsl market
intelligence providersuch as IDC on financial servieeslthe
competition facedoy HPEES

9 They provide gerspective orthe product offering from HPEF
and potential growth, and where the industry is headed in -
coming years.

Current landing pages and offerings (as of Oct 2019).

1 Websites for HPEFS and HPE that providermation on
products and services, customer testaments and links to
collateral.

(5) Competition Review of the publicly presented data for the main competitors

HFE-S

I Investigation into the digital platforms and collateral
provide insights omffering and capability.

1 Accessing publicly available collateral such as demonstr:
sites, an overview of products and services, brochures, u
guides and online tutorials.

i Press releases by competitors and relevant indu:
competitive reports provide other available sources
capability.

A similar focus on capabilities, financial product offeringasnd
value propositionsto allow for triggering design choices withir
HPEFS.

(6) Leasing Platforms = Overview of current leasing platforms to act a®re systemsand
other third-party applications

1 Detailed information orthe platform capabilities and feature:
They are generally used in comparison and decisiaking
matrix analysis for design choices.

f Reviewofthed | NIi y SNX a I Jok dyivendzpabihly
to gauge the position of a given third party solution atfadrm
to other competitive products.

(7) HP & HPE Financi: Quarterly earnings to provide insight into the financial resul
Earnings (revenue and profitffrom 2013 to 2019.

1 Quarterly earnings presentation and announcements
submission to the Securitiesid ExchangeCommission (SEC
in the US- Form 10Q(comprehensive submission of tf
financial performance of HP and HPE quarterly) and 10K
(annual submission).

1 Quarterly Earnings presentatisr(PDF) presented by HP a
HPE as part of theiannouncements (distributed by th
Investor relations organisation)
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Appendix5.4 External Documentg searching keywordsind sources

HPEFS

HPE Financial Service: hpefs customer
HPFS brochures
Partner Connection hpefs twitter

IT Consumption
DaaS

Pay as you Grow
Customer Portal
Partner Connection
API

HPE Technomics

customer portal
hpefs twitter partner
connection

hpefs customer pledge hpfs customer portal

(used in searches
Newsroom
dell channel handbook Solution Briefs
HPE iQuote Press Releases
HP Financial Services YouTube videos
strategy Embedded Videos
HPFS strategy 2016
HPEFS SMB
Dell Financial Services
/| DFS
IBM Global Finance /
IGF
De Laga Langan / DLL
CHG Meridian
ARROW
Equipment Leasing
and Financing
Association (ELFA)

HPE Financial Services Document count; TOTAL 4104

2013 2014 2015 2016 2017 2018 2019 |

1 4

HPEFS COMPETITIOROTAL S0

@

Dell

: ; IBM Global
Financial )
Services HinEncE

(DFS) (IGF)

28 8
—
/ Hewlett Packard
Enterprise

diL

24

CHG nvaw

CHG
Meridian

15

HP / HPE published Financial ReswutSOTAL 16
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Appendix5.5 External Documentg Tracking table (example)

2013

DOCUMENT TYPE REFERENCE TITLE Public DATE URL
{4) GTM - On-going Interview with CEQ Irv Y Oct 20, 2013  https://sourcesofinsight.
promotion and selling of the ~Rothman on How To Win 8-Aug-21 com/interview-with-
HPEFS capability in Any Economy ceo-irv-rothman-on-
how-to-win-in-any-
[2013_o01] & Accessed economy/
23-Apr-21
End-note: HPEFS_2013_001
[SALES_9] —sales
messaging
REFERENCE TITLE Publi DATE
Westcoast.co.uk (flyer Y Feb 2014 http://www.westcoa
messaging what can be on SMB, PCT) 6-Aug-21 st.co.uk/Admin/Dow
done (Partner Connection & nloads/HPFS%20Han
Customer Portal) [2014.001] l dbook.pdf
Accessed
(4) GTM - Value proposition  EndNote : 10-Jun-21

to Partners (Incentive fees & HPEFS_2014_001
Margin uplift)

CODING:

[PCT]

[cP]

[CAF]

[ARS]

KEY COMMENTS

KEY COMMENTS
Earn more with partner incentive fees [p.2]

New online portal [p.2] — Partner Connection
Pay for the use of IT equipment [p.2]

Partner Connection Usage Incentive 1% of total financed
amount (Applies for transactions initiated and completed by
partner using Partner Connection portal) [p.3]

Margin Uplift Option Up to 4% optional margin uplift (varies
by country and finance program) [p.3]

Partner Connection [p.4]

Generate a quick quote to respond to customer queries
regarding leasing options

Generate a credit application on behalf of customers and
track the application through its lifecycle (submit, withdraw,
declines, approvals).

Create and save firm quote terms to provide customers with
options.

Download PDF proposal document for each option.

Easily convert a quote into an accepted proposal and contract
documents in seconds

HP Financial Services Customer Portal
e The HP Financial Services Customer Portal is a free,
web-based, self-service lease management tool. From
lease origination to contract and asset management,
the Customer Portal provides support through its
comprehensive step-by-step suite of tools.
o Access real-time lease management / asset
reporting
o Access real-time invoice information
o Manage Global Lease D ts in a single
repository
o Proactively manage maturing assets

Currently, Partner Connection is set up to support

ing tr up to $500,000 USD within the
portal. [p.8]
CREDIT REQUESTS TAT & $

Typical turnaround time for HP Financial Services to
assess credit approval is up to 24 hours for
transactions less than $500,000 USD, up to 48 hours
for larger transactions.

4AA1-6814EEE, February 2014
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REFERENCE TITLE Public DATE URL KEY COMMENTS
(2) Capability overview — Your Partners for Y 18-Sep-14 | https://present5.com | e Director of Channel Partner Programs
messaging what can be Success 6-Aug-21 [your-partner-for- s SLIDES (PPT)
done success-hp-financial- e Data on HP Financial Services
End-Note: Accessed services-aaron/ o $12.1B in Portfolio Assets
(8) GTM — Key HPEFS HPEFS_2014_002 31-Mar-21 o S4B Revenue
company stats (Assets, o 1300 employees
Revenue, Employee, Country o 50 Countries
coverage etc.) [2014,002]4 https://studylib.net/d o 50% through the Channel
0c/5314968/hpfs- o 75% Repeat Customers
aaron-kaplan e Presentation on PARTNER CONNECTION screens and

[PCT] [Accessed: 31-Mar- process (full design and flow)

[SALES_3] - countries 21] o Quick Quote

[SuBS] o Credit Application (Customer Information &

Other information)
o Firm Quote
o Dashboard
¢  HP Subscription process

(2) Capability overview — Your Partner for Y 18-Sep-14 | https://slideplayer.co
messaging what can be Success 6-Aug-21 m/slide/5250776/ HPFS Channel Sales Manager, NA Region
done HP Financial Services
(8) GTM — HPEFS Overview Accessed Updated screen shots from [2014.002]

[2014.003] & 11-Aug-21

NB— subsequently

updated version of

presentation [2015.010]

[PcT]

[SUBS]
Document Type REFERENCE TITLE Public DATE i Ul KEY COMMENTS
(8) GTM - Financial Product | Subscribe and simplify Y Aug-14 https://www.hp.com | “Help maximize cash flow with @ monthly subscription to use
Offering and its value HP Subscription 6-Aug-21 et- best-in-class hardware and services—plus, it allows you to
proposition to customers en/pdf/hp_subscripti | renew your technology every three years for a law monthly
(Subscription) [2014.004] I Accessed on_brief_tcm_1960 payment.”
6-Aug-21 1983173 .pdf

[SUBS]

(2) Capability overview — HP Helps Partners Y Mar-14 https://www.hp.com | HP Financial Services (HPFS) is supporting HP partners with its
messaging what can be Capitalize on the New [ie-en/hp- partner connection and pledge:
done Style of IT Accessed news/press-

30-Apr-22 release.html|?id=1590 = The HPFS partner connection online portal allows channel

[2014.005] I 362#.YmzjltrMID8 partners to quickly respond to customer inquiries, process
deals more efficiently and gain access to flexible investment

[PCT] solutions that make it easy to sell bundled solutions and

[SALES_9] increase profitability.

[SALES_1] The HPFS partner pledge sets a clear standard for what
partners can expect from HPFS and includes specific
commitments from HP for support of their business.

HP Global Partner Conference 2014
The HP Global Partner Conference is HP’s largest annual
partner conference. At this year’s event—March 24-26 in Las
Vegas—HP will present the HP PartnerOne Awards to
celebrate partners who have demonstrated outstanding
market leadership, portfolio sales and overall growth and
performance over the past year.
2015
ype REFERENCE TITLE Public TE URL KEY COMMENTS dd to REPORT
ity overview — Tech Data leverages Y 16-Mar-15 | https://www.ultimed = VIDEO on leverage and benefit of Partner Connection -
messaging what can be HPFS Partner 8-Aug-21 ia.com/default/index | SUBSCRIPTION
done Connection to help /videogeneric/id/s8u e TechData Spain
resellers deliver New Accessed xl0 o Review of the SUBSCRIPTION Program as a
(4) GTM — Value proposition = Style of IT solutions 11-Aug-21 way to buy IT
for Partner (flexibility to o Ability to RENEW IT technology
work 24hrs) o One monthly payment
[2015. OOJJJ o Partner Connection gives then flexibility and
ability to work 24hrs
[SUBS] o Applies to HP or non-HP products
[PCT] o Rapid and fasters solutions than the
[STRAT_2] — New Style competitors
of IT o HPFS is a TRUSTED Partner for them.
(2) Capability overview — #HPFS Partner Y 7-Oct-15 https://twitter.com/h
messaging what can be Connection Portal 8-Aug-21 pe_fs/status/651787 e TWITTER feed from HPFS — screenshot of the key
done (Partner Connection enhancements help 987949236224 benefits of Partner Connection -
Portal) #partners win o Automated Credit
opportunities w/ speed Accessed Scoring in seconds
(4) GTM — Value proposition | & ease 10-Feb-20 o Price based on

for Partner (from PCT)

http://bit.ly/1iNXIIS

Hardware, Software
and Services,
o Bundled offers
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Appendix6 ¢ Coding

Appendix6.1 Open Coding (SuBodes)

CATEGORY

CATEGORY  [Label/ Code] Subcodes

description

Market-Driven Customer Expectations fodmital

- platform [MKT_1]
MARKET Digital platform

choices that
PII_DE'II'\Ii(E)ﬁM [MARKET] originate from the
external market Market-Driven RESEARCH and TREND analy:
CHOICES needs [MKT_3]

Technologybased Market Shift [MKT_4]

Market-Driven Partner Expectations [MKT_2]

Transaction speed [UX_1]

User FLEXIBILITY & TAILORING [UX_2]

Ease of Use [UX_3]

Simplicity [UX_4]

[UX_STRATEGY] Selfguiding / FLOW / erreproofed
low touch / high touch / Fully Integrated [UX_5]

Effortless Experience Design (6 Principles) [UX_

Experience Strategy & Pledge (Customer & Partr
[UX_10]

Digital DNA (UX_11]

Partner Ask (Indirect feedback) [UX_6]

Customer Ask (indirect feedback) [UX_7]

Platform choice is

Embedding driven by the = E=— 5 S
improved USER deliberate focus on B AR e S R S

EXPERIENCE i improving the user : [Ux_12] -
the digital [UX_INSIGHTS] experiencebased Design feedback Sales / CD / HPE Presentatio
platform - outcomes and from [UX_13]

RANB O Direct engagement with Partners [UX_14]

Digital 1st / Digital natives [UX_8]

Direct engagement with Customers [UX_15]

Journey Mapping / Experience -Coeation [UX_16)

Impact of LEARNING from PREVIOUS Platform
[AD_12]

Needs based design [UX_17]

Impact and Benefits assessment driven [UX_1¢

Usability- design and testing to measure usability

[UX_19]
[UX_DESIGN_PRO

ESS] Prototyping driven design [UX_20]

UX Design Processes (Internal & External) [UX_

Using external consultants / UX DesigneB&EST
PRACTICES and INDUSTRY STANDARDS [A
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CATEGORY

[Label / Code]

CATEGORY
description

APPENDICES

Subcodes

Conforming to
dominant 3rd
party
applications to
aid integration
to the platform

[3rd_PARTY]

Choices that are
driven by the need
to integrate to the

Customer Driven [3RD_PTY_1]

3 party
applications to
successfully deliver,
on the capability
they provide

Partner Driven [3RD_PTY_2]

Platform
changes from
assessing the

Seeking out and
adopting future
capability to
improve the digital

Technology disruptiofTECH_1]

future platform and the
Technology [LIFECYCLE] impact on the
Lifecycle products, services,
(Emerging_Gro and internal Technoloay Road ) ECH 2
wing_Mature_ processing echnology Roadmapping [TECH_2]
Decline) improvements that
can be achieved.
Issue impact on Issues that impact
P [EXP_ISSUE] on Customer or [EXP_ISSUE]
Experience )
Partner Experience
Product Offer Product offering
driven [PRODUCT_EXP]| driving an improved [PRODUCT_EXP]
experience experience
Platform implrit\];g:‘rr::ent
change driven | [PLATFORM_Exp]  'MProve [PLATFORM_EXP]
. driving an improved
experience .
experience
Digitaltransformation vision , guiding principles ,
strategic goals & design for experience (key
Platform direction components) [STRAT 1]
Strategic [STRAT] aligned to and Strategic Shift in Product Offering [STRAT_2]
Direction driven by the
business strategy Business or Financial Value driven [STRAT_3
Business Growth led strate§$TRAT_4]
Having new Capability f@ONFERENCES [SALE
DEMO & CONFERENCE based Feedback [SAL
COUNTRY EXPANSION [SALES_3]
New / Enhanced Offerdigitally enabled (incl
support of HPE Products)
Digital platform [SALES_4]
ENABLING deS|gndcr_10|ce§ that OFFER Flexibility to Tailor & Target [SALES_
are driven
SALES GROWT| different eventsyand Partner Business Needs (indirect feedback)
through [SALES_GROWTH . . [SALES_6]
DIGITAL actions to result in
i Technology enabling partners to sell [SALES ]
PLATEORMS increased sales

growth of HPEFS
financial products

Increasing the reach of the infrastructure [SALES

Marketing & Sales enablement (messaging)
[SALES_9]

Includes PLEDGE, newperience as well as

communicating on NEW OFFERSERNAL

MESSAGING@.§.,training- STEPS, communicatio

collatera)

Partner Incentives / Channel Assistance [CAF
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CATEGORY

[Label / Code]

CATEGORY
description

APPENDICES

Subcodes

Fast Follower [COMP_1]

Competitive . .
Landscape Designchoices are -
. p driven by the Playing Catchup [COMP_2]
drivers of [COMP] competition of
i Competitive threats [COMP_3]
platfot:m_ design HPEES
choices Competitive analysis & insights [COMP_4]
Meeting .
ooy
and [REGS_COMP] . p_ Regulation and compliand®EGS_COMP]
maintaining driven choices to
COMPLIANCE the digital platform
Tech enabling Platf hoi
transformation a .orm choices Operational scaling [CORE_1]
in core activit that improve the
Y| [CORE_TRANS] | internalefficiency
through the d effecti
digital platform and eflectiveness o Sales expansion [CORE_2]
; HPEFS
choices

Global Process

A choice that is
connected to the

Localisation [CONSISTENCY_1]

HPEFS strategy is t

Consistency have global
. GLOBAL_CONSIS . . ibili
choices for the [ - consistency in the Flexibility [CONSISTENCY_2]
platform processes
employed in all Ease of Scaling [CONSISTENCY _3]
geographies.
Making design
Build vs. Buy choices based on | | everage Besh-Class capability [BUILD_BUY _1
non-core the alternatives of
applications [BUILD_BUY] (1) to build
decisions for internally versus (2) gyidging strategy overcoming legacy system issu
the platform U buy® 0K [BUILD_BUY_2]

capability externally

Replacing and
retire outdated
solutions in the
core legacy
platform

[REPLACE_RETIR

Managing technical
debt

Core legacy systefREPLACE_RETIRE]

Policies &
Procedure
alignment to
the platform
capability

[POLICY_PROCES

Digital platform
choices to drive
alignment of the
internal processes
andpolicy of the
business.
Support messaging
through training on
Sales / Operations
to 'sell the digital
platform

Policy and process alignmgfOLICY_PROCES!

Challenges to
realising the
evolution of
the platform

[EVOL_CHALL]

The specific design
choice to overcome
challenges to drive
change and
evolution to the
digital platform

[EVOLUTION_CHALL]
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CATEGORY

Additional
drivers of the
digital platform
design choices

[Label / Code]

[ADD_DRIVERS]

CATEGORY

description

Lessrevalent
design choices in
the digital platform

APPENDICES

Subcodes

User Testing (those that would be very critical
Negative test [AD_1]

Being more confident in saying NO to DESIGN
[AD_2]

Bringing in NEW BLOOD with a new perspectiv
[AD_3]

Impact of theTECHNICAL KNOWLEDGE of th
BUSINESS to IT tech [AD_5]

Structural and AGILE approach shift drove evolut|
[AD_6]

DESIRE to BE SUCCESSFUL [AD_7]

Impact of seeing DEVELOPMENT OUTPUT EA
[AD_10]

Impact of PROTOTYPING [AD_11]

Ease ofntegration between systems [AD_14]

EUROPE_APJ_ahead of NA for INNOVATIO

[AD_15]
Overarching
Endto-en g
Sc?fttf/)v:red process to design,
Development [SDLC] de\{elop,deploy, [SDLC]
Lifecycle and implement the
rocess digital platform
P (incl. structure)
Drive additional Revenue (Value Capture) [[IMPR
Improvements to gain efficiencies / Reduce Cos
(Value Capture) [IMPR_2]
. Remove adoptiomoadblocks [IMPR_3]
Improvement in or
rectifying issues in Making Improvements _in thn_e CORE system to
; enable Key Functionality [[MPR_4]
key business -
Performance . Key Performance Metrics (KPIs) & Performanc
metrics (cost,
Improvement quality, revenue Measurement [KPI_MGMT]
cycles & Issue T ’ Improvements to achieve an Effortless / better
management [IMPR_ISSUE] | etc.),experience of experience [IMPR_5]
applied to the the user or Incremental improvement in process or tasks or
platform underlying the platform [IMPR_6]

processes / tasks
that influence
platform choices.

Rectify issues in process or tasks on the platfori
[IMPR_7]

Due to POOR RESEARCH initialig to rectify
subsequently [IMPR_8]

REACTIVE CHANGES [IMPR_9]

Poordevelopment from IF& 2 f dzi A 2y R
the need [IMPR_10]

Improving the
potential in
data
management
and Insights
from platform
design choice

[DATA_INSIGHTS]

Design choices to
improve the
availability, impact,
and insights from
data tobusiness
decisions and
actions.

[DATA_INSIGHTS]
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Appendix6.2 Contextual triggers (20182019)
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