
The research poses many questions, but in particular what is the impact of such IPR dimensions such as personal 

affection; personal credibility and personal communication play in the whole Service Supply chain Integration 

(SSCI) process? Further, how do such IR dimensions influence SSCI in regard to the 3 dimensions (strategic 

alliances, information integration, and process integration)? Given that research has shown that organisational 

resources are unique to every entity than they are valuable, rare, inimitable, and non-substitutable as such as they 

are a unique blend to each entity, irrespective of the replicability of structure and job roles to similar organisations. 

The research developed a model to show how this interrelate, as shown below; 

Conceptual model of IPR’s and SSCI (Wang, et al ¹)

The evidence from the case interviews indicates that personal communication is the most powerful of the three 

IPR dimensions studied in influencing SCI. Further, communication is more efficient and convenient with the 

help of web-based communication tools, such as Skype and e-mail. However, our informants emphasized that 

traditional face-to-face contact was still more effective and preferred in many situations. From the perspective 

of resource orchestration, the boundary spanners ² between service providers and customers inherently possess 

both Inter Organisational Relationships (IOR) resources and IPR resources due to their dual identification as 

both individuals and companies. Furthermore, the three sub-resources of IPRs (i.e., personal affection, personal 

credibility, and personal communication) are inherently related and cannot be separated (Barnes et al., 2015 ³). To 

The role of 
interpersonal relationships 
in the service supply chain

The research shows that service products exhibit unique characteristics that can be 
summarised as “IHIPCD”: intangibility, heterogeneity, inseparability, and perishability, customer 
participation and difficulty of quality dimension evaluation. These special attributes are 
essential when approaching product-centric Supply Chain Management (SCM) practices 
to customer-oriented Service Supply Chain Management (SSCM). Accordingly, Supply 
Chain Integration (SCI) is regarded as an efficient and effective approach to improving the 
performance of supply chains. However, a significant gap in the research on SCI in the service 
sector has overlooked the influences of individual behaviour and Interpersonal Relationships 
(IPR). As we know from research and personal experience human behaviour is not purely 
rational and hence the complexity induced by this must recognise a multiplicity of dimensions 
and not a singular one. Therefore, the research in this area recognises that to achieve superior 
performance, firms must achieve SCI by synthesizing all three SCI dimensions: strategic 
alliances, information integration, and process integration.   

Interpersonal Relationships Service Supply Chain Integration

Personal Affection Strategic Alliance

Personal Credibility Information Integration

Personal Communication Process Integration

The researchers reviewed four case 
studies that interviewed people 
across various tiers of roles within the 
organisation to achieve a good cross 
section of views of those directly 
involved of buying and selling logistics 
services and IT services. From the 
transcripts of the various interviews 
and analysis of documentation the 
following conclusions were arrived at;
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achieve superior performance, IOR and IPR resources 
and inner IPR resources must be structured, bundled, 
and leveraged (Sirmon et al., 2007; Sirmon et al., 2011 
⁴), rather than merely combined (Liu et al., 2016) or 
even separated or ignored.

In summary the three dimensions of IPRs influence 
SCI differently: personal affection acts as an initiator 
in SSCI, personal credibility serves as a gatekeeper 
and strengthens the confidence of interactive 
partners, and personal communication (i.e., a 
facilitator in SCI) plays a more important role in SCI 
than personal affection and personal credibility. 
The diagram below shows a visual representation 
of the findings, followed by some implications for 
practitioners form the research.

The research implications for 
practitioners are clear:
•  SSCI starts with strategic alliances characterized 

by conjoined thinking and decision making and 
by synchronized planning between a supplier 
and its customer.

•  Strategic alliances start from the interactions of 
relevant boundary individuals.

•  At the very beginning of SSCI, personal 
affection is the only direct available resource, 
although it is intangible. (This subjective feeling 
may be influenced by the persons background, 
culture or outside interests).

•  Information integration: personal affection, 
with its implication of inner, enduring, and 
emotional commitment to others can further 
influence the content, frequency, and accuracy 
of information sharing, and knowledge transfer 
and exchange, service co-design, production, 
delivery, and evaluation during the integration 
process. However, there is a long way from 
willingness to practice, as both service 

providers and customers essentially align their 
strategies based on organisational benefit.

•  Individuals from service suppliers with strong 
willingness, professional skills, and knowledge 
like to develop the requisite service systems. As 
a result, character-based personal credibility is 
the fundamental requirement of SSCI. 

•  SSCM is based on customer duality such that 
the customer works as the service co-designer 
and co-producer and as the consumer of 
service outputs. Thus, communication between 
service providers and customers in SSCM is 
more important than in product SCM.

•  Inter-organisational communication can 
promote strategic collaboration between firms.

•  Do not simply rely upon SLA’s and KPI’s!

•  Ensure there is a clear and ongoing programme 
and training/development in customer service 
knowledge and skills along with personal 
communication skills and techniques.

•  Boundary spanners have a pivotal and key role 
in teams and should be encouraged over and 
above task level activities.

Influence of IPR’s on SSCI (Wang, et al ¹)

Service Supply Chain Integration
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