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Abstract

We draw on the concept of institutional work to explore how strategic actors change
institutional logics. Concerned with the “how” question, we adopt an in-depth case study to
examine ITRI, a Taiwan-based statutory agency, which has successfully promoted the new
institutional logics of service innovation. We identify three types of institutional work. The
first is identity work in which ITRI engaged in defining the problem, developing an agenda,
and restructuring organization positions. The second is professional work in which ITRI
networked with professional communities, promoted foresights, and cultivated blueprints.
The third type of institutional work is discourse work in which ITRI developed motivating
stories, tropes, and pedagogies to promote service innovation.
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2007 4 » FEB (Business Week ) #ESCFEH » " IRISEIHT 5 (Service Innovation) 45
TEAEZESE TN REE 5 (Jana, 2007) - (GEFR) HAE 2010 4585 T IRBEIHT 5 E R
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By (GBS TEZFY, ) HmimEE TR RO, - BT EEEREER
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s AT R i (R B - S BB 8E ~ AHAREE R Z RIS g X A &) - ¥ -
AMFERE T LA (Institutional Work) HYBRERILA - PRET " 178 FE AT B il 5 00
FERFFERIRE - I TIEMRTE T (ERS B AR B R MERI1TE - M TEnf = E EEE
HEBLE I HI R | (Lawrence and Suddaby, 2006) ; H.Ab - {E#S 8GR E MR EH 51
REENE (Agency) » REINEEMER B0 e ERBEEERRET] - EIEET
BRYELER (Giddens, 1984) - MEHIE TIFREERPAMEEZIT - KER - AHEUATE)
HFTE TS (L B A FT A E (Fligstein, 1997) » ¥f[It - Green, Li, and Nohria (2009) %
RIEA L REN IR S EHE LIERIZ o - PRICAT B {A][R] 0 fe 3w B {4 B AR
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g THbE ) - CEERT HAEEI RS A EB YRR (20008~ 325 ) - ik b 8RAHHE
RPEFEIE (Lincoln and Guba, 1985) » #E{TE (LAY —{# 2 M58 (Yin, 2003) » I ZER
(Grounded) A S EWISCARER} - EFGFHR ~ KR ERITFE (Strauss and Corbin, 1998) °

AT 53 R PO s B « 55—  BEmT OO BEET ELEE T - EE « iR
BRI TAF » 25 ~ 98053 » I SCERIUE AR S A 1Y BE — A B AU (I 22/ 5% - IGER
BHE R R B AT AR - G B AN R S & S S B G BB B RHERS - 5= 18
PP SR o FEEENS T T DeHE BN IR S A B AZ (8 2 L B 437 - AR AZRREAAR
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R EREs
— ~ il R
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e AHRELL =N FEE R - RS —E 2B P T RIER - EEEAM
ER R HER]] » 375 [ B R R B AT IR K R H TR AL & o AIL - 37 i
FEILIES - — T AT AT AR 2 B & R R (i I 1 ZE A2 [F )P 1T Ry (Greenwood and
Suddaby, 2006; Thornton, Ocasio, and Lounsbury, 2012) » 55— I ERA/N Al EZLH] - &
RATENE R IR BE R i PR G T A7 22 i B & 5 o 3 430 52 (A E Bl MU Y T RE
T o $RIL - I ERE R N 2 A E SRR T B R B IR A — R EmE - mEf
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PR 52 i Em kD E 8 T =EEFEAT |, (Quiet Revolution) » $i5H 52 fE T I Fy 2 f 1T
1 - aliEmE N AR EAEE - R H ORI e 2 H IRFIAIER IR - BB
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ERLEEAT (Currie, Lockett, Finn, Martin, and Waring, 2012) » & 51 ffi (Greenwood and
Suddaby, 2006) » & A" AR AR A ERLTR B [T R i B AR R RS - MM (6 AR B fi
EL i B FEE RN R = AP RE 77X (Suddaby and Viale, 2011) » 55 “fE¥EAIHYTT
BE SRS E R » Kraatz (2009) 5% AT DU 2 HE R s b 2 38 P iy <8
B TAE (Leadership Work) » f045 @ MMa0{rEEE ~ @ FEED I MEAHAR G - DU RAth
a0 frf RSN F B R A RIS TR IE & 4 - 55 = fAANZ R A0 Le N H R ZERNFREIE
F& A rE Ak e T HE RS TTE S - ¥t » Dorado (2013) S8R FEREERETTEI A HYNEEIE K
PERMFTRIE " HEE , A A EER M T arbly A HREZREM
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THY) (CREGrEER) ~ HiE ERYHRESE -~ BREFEET T EEE - KT
SESE IR DU THBERE AR 5R (2000-2011 47 ) 55 < 5348 » 1 (BURFIFFCE AR
(Government Research Bulletin; GRB) H » {85l N T bR R B2 BT B 25 1Y
FTEE - FRFOEERFFZER SV (Artifacts) - BLHE © BAZRE T T
T (AR TD -~ BRI -

S FEVIRERAYESE E - 8 AR EEAOR - BRI e TS Tt
AT RIS S RO TR R (TR Bt = - 2012) - EEXETTIE 35 A RAVFEGER
(2008-2010 £EfH ) MR » FATSGIFIFFE R RE AL {1 22 T hF e+ Bh R 265 Bl HT 3 2 -
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S THEEREN o 2R (Axial Coding) HYEFE @ 2R 38— FEEiE &
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"HHERE 4 (Theoretical Dimensions) * FLIFE8 “{EEEELEAR A R AF A (Devil’s
Advocate) (e.g., Sutton and Callahan, 1987) » SfEEEGARERI ~ F8:TE [ [m) 5 A B e B
REFRHIHEHA] - NGB EE —(FE 1T 2 RIS R BEREEE - B 1 BfARAAR - B (Lt 25
ST L E R E RHE R (Data Structure) (Gioia, Corley, and Hamilton, 2013) ©

E—-EEEmmmE T EMTE,) - EMRIREAA S BEBHIREAIRIGES) K
8 T o —{ERE R - FRM/ZEE  (Who we are as an organization) HIFI[RIELIE 52 5 (HE
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£~ T HESIRFBFRIFTGRIE TIED 4T
DUNRIEE 1 kbR TEMCTE, » TEETF, > TalIiE, E=
B EmiAi - M TR HEEN AR S AR YR -

— ~ SENLTAE
ENLTIEF BB LEE T EREE, - TR ERREE ) DU T M ER L
ATt R AU I R H YL H B e A
(—) =AM

TEFEMNE ) BITEIERDEENE (Navigator) AGFTHITIVE R TIE - (RI81TH)
FIRAHEE —(ERFTRYETE - /R FIEEGERE - AMERE B BT 5 EITE)
FHHNER - R TE & & A SRR Al e BB 7 - BUR BT E SR E R alE
FEAYRIRE (Kiesler and Sproull, 1982; Maguire and Hardy, 2009) - [fi3& RHECREIHT HAZRY
AOEE - 5 [SHRAEEE R ST -

TE LRSS - TERDUE 2RO IR B B E B AL R < e ZRHERIE T -
AJENIE] 2002 4 8 HAEMKEREEVES L E & Y T RET R R EE T RRE g, -
e amar 2 RN G E B RIHRRE - A - TR ) IER R ARIERIR
REBARE S & P fE  ERFILFEIEA G IR ) RFEEE SRR - IRBECEL R
EEEEMAETAER - (HIRBEMZEAN O LEZ R - EBUN R R R BGR
e - 240 - T pBhE AR, B T BRSHINEEELEETL - HEER
ERMERCR R - B I ARSI B R il B PR R s B BRERE « T HEE) DUAR S Ry B M O 8 SRS
BB R BHY B Z AR AR HERD T 1A ( CEERATHITERT - 2002) - SEBERAMAEMRAYZ
AERER - [EIEER B E R CHBE ) AT B R 55 S Ay B R B AR

SRS BARHERE T — 5L - TEIRE - RESERA R - (RESENTTEAT
WEE? o > HBERIFT - FTLARR BOESRBORE) - THibEseE T - B L
Wrbe R HAEEEE - Al EE(EAEREE Y o0 FEAE RGN - -eeeee HEAR TR
DAprsE 5377 > Al A ERERE )N - o (FHEKECER © 2012/03/26)

anferE RRE - B T —FIET o SRR R B E DAEE — MG A E - FKE
R DABLE B T T 2V G 08 LR fa i - R RFBEER B BHGTTE) < M8
BRAIABEMEIRIRR THEE SR - 2 e HADRI M TS « BURE(L - BEREEE
R R TEAE R IREOE R LT RREERE - RS E IR - &
A FREGGEEM G E R " ORI A TR, - AL - 2 T SRR
AR AR 45 LA 7E 3 BRORy T B 15 1 EE ST AR R AR SR TR A R (LR A SRR
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MR E SRR | B TEIE ) R EE T (Opinion Leader) FAEFTEITHY TAE
FRIGFEHRRENI IR HRE E R T M HRVERRERE IS (BB R AR ) - M Al
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(Brosius and Weimann, 1996; Rogers and Dearing, 1988) °

TSRS T - BB REE T ERAENEREE - & TIREE, B
WEFE ~ AN A Rl — I8 5 18 AT A R TR - R FRF th P RE A B o SR Y
PRy - THTBEE NRIRHEE THTBeanae i il /A iSOG SR R B AR g 5 - (EIL - 7£
WEE amE ek b - BAlAER EMERIFE R - 2001 4F » 3 " AIRRAVIRTS  2EEHAT
Y)ARIRERE - R R EAE T s ) B T AIRRE T 2 2002 4F - AICR R TR
W PERR B SR T 5 - PR 2R Ry B SRS M A & R T B S - Hrh ARSIk 2
TR R 2R E YIRS - fhE 7 &R - Vi - ERGERNERGT - 17 2003
- R R SR R S s T BT I RERUIRES o - AGAE 2005 AF - RITJWFEE T E
FAME BT ) B TR ERIRAL ) BYE S - BT 2010 A - LR E AR R AR Al
Frth AEANE EFE R R E R R ROE i  KIEGEE) T A PAta i DL T R
77 FeEHl - B T EERSARESERET © SRR G MR RS Z B - DLE R
{LEZER 5 -
(=) AEmMET

TIRESAHARE AL ) RITEIE W ESNTE (Analyzer) M EFTHITRILE - (RFEHHAR
B CAEEN - MWARR RN E DLSNAR SIS UGBS - RIETE)
FH A B SCE RN - — TS B R P B RSB AR H AR = - T
[ AH A CAE & 2 2SN FI B TR A DR B RE - AL - AR e G RAR S
HERR U HEE R - RS — B E AV EIREIEAE (Dutton and Dukerich, 1991; Hatch and
Schultz, 2002) °

{E THBERTECR R FFRIAE 2005 £ 2009 G-/ - T EFIBESEHT o B T IR ZERL
b FERIREZRZ O » LHHEYeAE 2004 4Ep0L T BIIEHUL ) (Creativity Laboratory)
AR R e IR & B BT - 2R AE 2006 R AT T RS FERHER F.0 5 (Technology
Center for Service Industries) ZRHEEIARESZEAIEHEAL - THHGAERRERS - " VIR . IR
TR o B —EEAL (BT IRB T TERT ) # sk - M BAT i —MIBEta el
IR EIHT/Z top-down NZREY ;  (FHRRECER : 2013/03/19) < AR - BAEEAE T THRHS 5 f1I
TR o RS ) BRSO E AR b T —E& 2R T P E LR 2 I A E SR
TEEARN ~ BEE TIRZHIRIRS . (FFRaCER © 2013/03/19) -

TELHBER T 2 ERISLETR T - AIREFOHIE R HEER - — B R BT
BHAEWEITRER - #E 2011 4 - T IREEREJER FuL o B T2 2R L |
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(Identification and Security Technology Center) E{TZERSEEN » [AIHF R AR FE A B R
FoREE - PRy T ARISAHIEHR A0 5 (Service Systems Technology Center) 5 [l i 5fH
AL P ST IR AR B G EYBTE L - BEARETT B 28 RE AT B B A ol % = Bl 55
- AR RCR N S BB AHLATT  BORVEIRERRL - £ 2013 4 1 H#0F AT AREG -
Hit - ENE S T EHE BN IR S RIS - R EEE . " IRES , 8 T Al 2
MR ERIL - BrEVEm R E L - T IR AT ) B FE - (HIL o THFREEERRE
HARBSRIHTHY - B Sl i 1Y 7 (3% E HE BB T U » IE 5 T IE -

T HETE
BET T - B 1FEE T EEE R ) 5 [HEARBS IR B R TRy 5k - 3 TR
MEARzk ) BERMET K  DUES T 3REHAMERE | ARSIk Rt A 2 -
(—) R EHE
FEASEZERLEE ) BTEIE I EE T E (Broker) MEPTETHY TAE - (RfEFEHEH
fEES = BEENT Y - BN NS T A B FIEREE &R - TN PAEM L ~ i EE R R
[Eb 38 F2 e 4 B 2 W W e T — 20 ek T AH A B SE RE T AY B2 A (Zahra and George,
2002) + (MG LepEmy &y B A - 35 DUE FEFT IR L - 32 F[3 H A (Hargadon and Sutton,
1997) -

1E T BERi S - 5 [HEREFRAR S BRI &I E B - IRISEGET LR
Sl A — AR REEAAR - ARG RS B R RO FER %R - B b
Z 2 B PR S RS - SR ZTTRY 5 - S ¢ ¢ MIT Zd% von Hippel S5 A
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TH I 7 e 0y 5 7 5 0t Bl SE B IBM 4 E] i 1T T Linking Technology to Service
Transformation ; FJR5FIEHE » (&R A{LEEB T & BB T -

AT 2009 FF0F - HHE YRR RO EAE T B A FEUE & B LBl BT AR 4 i 28 5k BR
FiA4T® (Service Research Innovation and Initiative Asia Pacific » f&f% srii AP) » J&H1A
INEE—E I ACE R ERRI IR - Ry 85 HE TR IR S Bl SRS BL 52 05 » el SR
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Institutional Work in Building Service Innovation

Min-Fen Tu, Associate Professor, Department of Business Administration, Tamkang University

Shih-Chang Hung, Professor, Institute of Technology Management, National Tsing Hua University

Summary

In recent years, the modern economy has witnessed the increasing importance of service
innovation, recognized as the “next big thing” by Business Week in 2007 and selected as the
buzzword of the year by Global Views Monthly in 2010. This is particularly important for
Taiwan, which is characterized by the longstanding mindset of subcontracting and original
equipment manufacturing. In Taiwan, service innovation is recognized as a new solution for
exploiting opportunities and regarded as a primary source of competitive advantage. Service
areas are not new in practice, but their contribution to business and economy in general has
remained less than that to manufacturing. To address this difficulty, different sectors have
engaged in service innovation in various aspects — value-added services through cloud
computing, intelligent living technology, technological service innovation, dechnology
(design + technology), and innovative pioneering technology. According to these collective
endeavors, service innovation has presented itself as a kind of social movement by changing
values, beliefs, and logics that were taken for granted.

In this study, we address this macro-level change phenomenon through the core concept
in institutional studies — institutional logics, defined as “the socially constructed, historical
patterns of material practices, assumptions, values, beliefs, and rules by which individuals
produce and reproduce their material subsistence, organize time and space, and provide
meaning for their social reality”. In the literature, many scholars have adopted the
institutional logics approach as meta-theory, which provides tremendous capacity to develop
theory and research across multiple levels of analysis. They also call for more research into
engaging in the micro-level foundation to reveal the cross-level interaction among
individuals, organizations, and institutions. Echoing this call, we also draw on the concept of
“institutional work” to explore how strategic actors change institutional logics. Institutional
work is defined as “the purposive action of individuals and organizations aimed at creating,
maintaining, and disrupting institutions”. In other words, performing institutional work
allows actors to perceive institutionalization as a process open to agency. However, the
performative type of institutional work is quite diverse, depending on the temporal and
spatial differences or the actor’s social position. For this, scholars also have suggested that

more studies be needed to enrich the diversity of institutional work and to demonstrate the
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contextualized interactions between institutional work and the external environment.

This study addresses these gaps by exploring how micro-actors change established
macro-institutional logics. To do so, we adopt an in-depth case study to investigate ITRI, a
Taiwan-based statutory agency, which has engaged in institutional work to promote service
innovation not recognized and embedded in Taiwan. Our research design is a type of
naturalistic inquiry in which insights are induced through qualitative procedures and
interpretative methods. The use of qualitative methods is appropriate because the
transformation of institutional logics is a poorly understood phenomenon in which the causal
dynamics are not immediately apparent. Specifically, after collecting archival materials and
interview data, we also inductively analyze the materials and data, following the guidelines
specified for methods of naturalistic inquiry and the grounded theory approach.

We begin the analysis by using an open-code approach and asking the 6 W’s of the data:
who, when, where, what, how, and why. We focus on the activities through which ITRI
mobilized its resources, relationships, and interpretations to impose change on the
institutions that constrain it. Following an iterative process of cycling among data, literature,
and emerging theory, we begin to identify initial concepts in the data and note recurring
categories. We search for relationships between and among those categories, which
facilitates assembling them into a small number of higher-order themes. Figure 1 represents
our emergent data structure of actors’ efforts to change institutional logics, which yields
twenty-five first-order concepts, nine second-order themes, and three aggregate dimensions
that serve as the foundation for our theory. In this way, Figure 1 provides a structured
illustration of the links between our raw data and the emergent theory that forms the
cornerstone of our theoretical contribution.

Our analysis shows how three types of institutional work — identity, professional, and
discourse — support the movement processes whereby a strategic actor infuses and accredits
its agency. First, identity work refers to actors’ ability to construct the image of “who we are”
as an organization at the intersubjective level. Over time, the intersubjective meaning,
co-evolving with daily operational practices, becomes reified in widely shared rules, norms,
and beliefs. However, as opposed to seeing identity as stable and enduring, organizations
also recognize the generally dynamic and adaptive nature of identity while facing
environmental changes. Actors are anxious to reduce the identity gap between who we are
and what we will become and adopt change-oriented agency. Therefore, organizational
identity transformation was an important part of the process of field-level logic

transformation.
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Second, professional work is mobilized by organizations through cultivating their
professions in a specific context and influencing, either directly or indirectly, the
institutionalization project of other entities. Organizations professionalize themselves by
implementing various professional projects and legitimize themselves by creating positive
images of their professionals. A key component to a professional project is the ability to
expand the knowledge base and extend the scope of professional jurisdiction to generate new
expertise. As a result, professionals use their expertise and legitimacy to challenge the
incumbent order and define a new, open, and uncontested space. The efforts in professional
work result in institutionalization and field-level change.

Third, discourse work is performed by actors to construct, manifest, interpret, or
theorize particular meanings. Discourses are collections of interrelated texts presented in a
wide variety of forms, including written documents, media accounts, speeches, pictures, and
symbols. Actors can use these texts and portray themselves as storytellers, rhetors, and/or
educators, to generate discursive space, to distribute discourses, and further influence target
audiences. Thus, the essence of discourse is not only used for narrative, but it also has
agency to produce effects in the real world.

In this article, we make three contributions. First, we develop a multi-dimensional
theoretical model that identifies the micro-processes whereby strategic actors affect the
emergence of new institutional logic through the co-working of identity work, professional
work, and discourse work. This model combines identity image, professional competence,
and discursive recognition to explore how actors lead societal-level movement and
simultaneously observe how actors gradually develop routines and capabilities within
organizations.

Second, we reveal the performing techniques from each institutional work. Our case
shows that, for identity work, ITRI engaged in defining the problem, developing an agenda,
and restructuring organization positions to confirm the changing goal and self-narrative
identity. ITRI also implemented many professional projects, including networking with
professional communities to introduce and learn various service design approaches,
promoting foresights to become aware of unsatisfied needs or pain points in our life, and
cultivating blueprint-design capabilities to study service-related technologies. Finally, ITRI
also developed motivating stories, tropes, and pedagogies to promote service innovation. In
sum, these performing techniques collectively constitute a toolkit for actors looking to
change institutions.

A third and final contribution of our study concerns the form that change takes in the
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transformation between incumbent order and new logic, which are regarded as two
seemingly incompatible forces. The first is the longstanding dominant logic sticking with a
manufacturing mindset and the second is a new competing logic that supports service
innovation. We propose to adopt the concept of “architecture innovation” to understand this
non-conflictive replacement. In the manufacturing-dominated logic, product manufacturing
is first, and then comes thinking about where customers are, but the reverse exists in service-
innovation logic. All value elements still exist, but they appear in a different order. In a
nutshell, the observation about the non-conflictive process change in the form of fusion or
reconciliation between two competing logics complements the focus on “replacement”

between incumbent and emergent logics in the literature.
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