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Tab. 2 Overview of case interviews and data collection
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Service Digitization and Cooperation Relationship Restructure:
A Multiple Case Study of the Digital Transformation
in Convention and Exhibition Firms

BAI Ou', OU Yi-tong’

( 1.School of Landscape Architecture, Zhejiang Agriculture and Forestry University, Hangzhou 311300, China;
2.School of Management, Zhejiang University, Hangzhou 311058, China )

Abstract: Service digitization is regarded as the source of future competitiveness of firms in
convention and exhibition industry. The digital transformation has profoundly changed the value
creation process of such firms. It requires them to rebuild the new cooperation relationship which
meets the digital demand of services. Existing digitalization research has focused on internal
digital transformation and organizational changes within enterprises, while there has been
relatively little discussion on how external cooperative relationships of enterprises adapt to digital
transformation. The relationship view provides theoretical insight for exploring the restructure of
cooperative relationship in the context of service digitization, but it is necessary to further
investigate the evolution of its constructs and underlying mechanisms in the context of service
digitization. Based on the service digitalization transformation projects of six convention and
exhibition firms, this study employs a multiple case study method, shifting the analytical focus
of digitalization from internal enterprise transformation to the restructuring of dyadic cooperative
relationships. Taking dyadic relationships as the unit of analysis, it identifies four dimensions of
relationship restructure, namely, complementary digital capability, relationship-specific digital
assets, digital enabling knowledge sharing, and partnership governance. On the basis of this, the
paper establishes a framework of cooperation relationship restructure evolution, and explains how
the four dimensions evolve in three different stages of foundation, transition and maturity. The
research findings extend the theoretical boundary of the relational view to the new organizational
context of service digitization, expand the emerging research on service digitization and the
dynamic research on the relational view, and offer insights for convention and exhibition firms to

carry out relationship restructure in the context of service digitization.

Keywords: service digitization; relationship restructure; digital transformation; partnership

governance; convention and exhibition firm
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