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ABSTRACT

INSTITUTIONAL MAINTENANCE IN

HEALTHCARE PROJECT MANAGEMENT

Bulut, Emre
MBA, Department of Business Administration

Supervisor: Assist. Prof. Dr. Cagri Topal

December 2019, 102 pages

The study area of this thesis is exploring institutional work theory and institutional
maintenance within the context of healthcare project management in the Turkish
branch of a multinational company. The main objective of this thesis is to understand
how the projects as an institutional practice are completed successfully in a very
challenging and dynamic environment, and how they are maintained in the
organization. The study utilizes qualitative research techniques on data obtained from

meeting, field observations, and interview notes of institutional actors.

The findings indicate that there are mechanisms contributing to institutional
maintenance. Internal interaction within each department provides the continuity of

their own integrity and helps reproduction of their own meaning frameworks.
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Therefore, the departments are differentiated within themselves and this situation
increases the need for coordination between different departments. Rules, norms, and
relations are the main contributors to institutional maintenance. Rules and norms can
be considered as value shapers in the institution and they enable actors to continue
acting their roles, and since people live in a social context, the improved relationships
with others increase productivity for everyone. There are also supporting mechanisms

that increase the impact of both rules, norms, and relations.

Keywords: Institutional Work Theory, Institutional Maintenance, Rules and Norms,

Relationship Management, Supporting Mechanisms
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SAGLIK PROJE YONETIMINDE

KURUMSAL BAKIM

Bulut, Emre
Yiiksek Lisans, Isletme Bolimii

Tez Yoneticisi: Assist. Prof. Dr. Cagr1 Topal

Aralik 2019, 102 sayfa

Bu tezin temel amaci, ¢okuluslu bir sirketin Tirkiye'deki subesinde kurumsal is
teorisi ve kurumsal bakimin saglik hizmetleri proje yonetimi kapsaminda
incelenmesidir. Bu ¢aligma orglitsel yapinin orgiitsel liyeler tarafindan nasil yeniden
tiretildigini, projelerin ¢ok zorlu ve dinamik bir ortamda nasil basarili bir sekilde
tamamlandigin1 ve kurum iginde kurumsal uygulamalarin nasil siirdiirtildiigiint
anlamay1 hedeflemektedir. Calisma toplantilardan, saha gézlemlerinden ve kurumsal
aktorlerin gériisme notlarindan elde edilen veriler iizerinde nitel arastirma teknikleri

kullanmaktadir.
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Bulgular kurumsal bakima yardimci olan mekanizmalar1 ortaya g¢ikarmistir. Her
departmandaki i¢ etkilesim, kendi biitiinliiklerinin devamliligin1 saglar ve kendi
anlam ¢ergevelerinin yeniden iiretilmesine yardime1 olur. Bu nedenle, bolumler kendi
icinde farklilasmakta ve bu durum farkli departmanlar arasindaki koordinasyon
ihtiyacim1  artirmaktadir. Kurallar, normlar ve iligskiler ana destekleyici
mekanizmalardir. Kurallar ve normlar kurumda deger bi¢imlendirici olarak
distintilebilir ve aktorlerin rollerinin devam ettirilmesini saglar. Calisanlar sosyal bir
baglamda yasadiklarindan digerleri ile daha 1iyi iliskiler herkes icin iiretkenligi
artirmaktadir. Kurallarin ve normlarin etkinligini artiran destekleyici mekanizmalar

da bulunmaktadir.

Anahtar Kelimeler: Kurumsal Calisma Teorisi, Kurumsal Bakim, Kurallar ve

Normlar, liski Y6netimi, Destekleyici Mekanizmalar
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CHAPTER 1

INTRODUCTION

This thesis examines institutional work theory and institutional maintenance within
the context of healthcare project management in the Turkish branch of a multinational
company. The main objective of this study is to understand how the projects as an
institutional practice are completed successfully in a very challenging and dynamic
environment, and how they are maintained in the organization. As data sources, the
study utilizes meetings, field observations, and interview notes of project managers

and communications with employees within the company.

In this introduction chapter, the background of this study and the relation between

healthcare project management and institutional theory will be elaborated.

1.1 General Overview of Institutional Theory and Relation to Institutional
Work

1.1.1 Institutional Logics and Institutional Work

This subsection explains the reason why institutional work is the theoretical
framework in this study. There are two main branches in institutional theory, namely
institutional logics and institutional work, which are the frameworks for
conceptualizing and analyzing institutional dynamics, highlighting the different
aspects of dynamics. (Zilber, 2015). Although institutions are transmitted by various
types of carriers (Fligstein, 2001, p. 108), they need human interaction to be
legitimized. These actors may be the individuals, groups or even organizations,
whose work has effects on the institutions. Actors engaged in institutional work can
create, maintain, and disrupt institutional norms and practices (Jones and Massa,
2013). Unlike institutional work, institutional logics are defined as a whole meaning
of social reality based on practices, values, beliefs and rules produced by the
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individuals that have historical background in the social context (Thornton and
Ocasio, 1999, p. 804). In this sense, institutional logics stand on social level and focus
on macro-level phenomena, whereas institutional work is more with the micro-level
of institutions and organizations. Institutional work emphasizes the actions and
reactions of individual actors. With its macro-level focus, institutional logics tend to
focus on higher level structural aspects with the cost of ignoring actor-level ideas and
interpretations (Zilber, 2015) and the power of agency while institutional work is
more at the individual level and is more related with relations and agency undertaken
within the institution. The study of institutional work provides an explicit way of
understanding and examining the relationship between individuals and the effect of
those relations on institutions (Lawrence and Suddaby, 2006).

Micro-level interactions are important aspects in understanding institutional work
since the actors’ assumptions and beliefs about the organization’s role and the actions
of actors are in the center of both the maintenance and transformation of institutions
(Zilber, 2013). As a theoretical framework, institutional work facilitates the analysis
of daily interactions and their patterns, which constitute institutions.

In this thesis, institutional work will be elaborated as the theoretical framework since

the study focuses on micro-level interactions.
1.1.3 Introduction to Institutional Work

Institutional work studies have become more and more significant in organizational
theory. They give an alternative and comprehensive approach to understand how
organizations are shaped and evolve throughout their life span. Unlike traditional
organizational studies, institutional work approaches focus deeply on individuals, the
actions and relationships of individuals with other individuals, or with the institutions,
and look through a new and different perspective to find answers to the questions not

fully answered by traditional studies (Lawrence and Suddaby, 2006).

Institutional work theory was firstly mentioned by Lawrence and Suddaby (2006) in

order to propose a framework for the agency in institutional theory. Institutional work

studies focus on continuous action that is performed in the background of institutions

being built, maintained and changed. Institutional work can be defined as the
2



deliberate actions that aim at creating, maintaining, and disrupting institutions
whether the result is successful or not (Lawrence and Suddaby, 2006, Zilber, 2015).
Lawrence and Suddaby (2006) present their institutional work review with numbers
of research studies in the institutional field. These articles range from agency in
institutional change (DiMaggio, 1988) to institutional maintenance (Oliver, 1997).
The foundations of institutional work theory are based on agency in institutional
theory and sociology.

In institutional work, the relationship between institutions, actions, and the agency
environment in which these actions take place are important aspects. All these actions
are embedded in the institutional environment and simultaneously they produce,

reproduce, and transform.
1.1.4 The Concept of Institutional Work

Institutional work focuses on the influence of intentional actions on the organization
as a whole by creating, maintaining and disrupting the institution. These intentional
actions taken in relation to institutions sometimes may be seen as visible and direct
and sometimes may be invisible day to day behaviors. Thus, a significant part of
institutional work is to have an extended view of agency in relation to institutions
(Lawrence and Suddaby, 2006).

Firstly, the idea of institutional work should be examined by its components which
are “institutions” and “work”. Institutions can be thought as permanent elements of
the social context (Hughes, 1936) that can shape the behavior and thinking of actors
and create ground for actions (DiMaggio and Powell, 1991; Meyer and Rowan, 1977;
Scott, 2001). Work can be thought as mostly the actions led by intentionality and
effort. Thus, the notion of intentionality and effort should be examined as well.

To have a better understanding of the intentionality idea, Emirbayer and Mische’s

(1998) concept of “projective agency” can be used. Projective agency defines a

future-oriented intentionality which focuses on reshaping the social situations

consciously and strategically. Alternatively, intentionality might focus on handling

the requirements and necessities of immediate situations (Emirbayer and Mische,

1998). Often, the intentionality of institutional work may seem as a habit, with the
3



oriented agency of tacit and well-known patterns of action that have been improved

through previous interactions (Emirbayer and Mische, 1998, p. 975).

Effort is another important aspect of work; it is defined in the dictionary as: “activity
involving mental or physical effort done to achieve a result” (Oxford English
Dictionary, 2007). It is obvious that the work is related to effort and a goal. Thus,

institutional work refers to the effort that leads to an effect on the institution.

In order to understand institutional work better, the most significant point is the
direction between the actors and institutions as shown in Figure 1. If there is a
recursive relationship between institutions and actions, institutions provide a ground
for action and regulative mechanisms enforcing this ground; action affects this
ground and regulative processes. In this manner, the direction of institutional work is
the one which action affects institutions. There is no doubt that institutions influence
action and these influences are very important to understand the nature of institutional

work, but mostly action and its effects on institutions will be elaborated.

Agency

[ Action } [ Institutions ]

Framework

Figure 1. The recursive relationship between institutions and action
(Lawrence, Suddaby and Leca, 2009)

There are three key elements institutional work should be oriented to (Lawrence and
Suddaby, 2006, p. 219-220): (1) it would "emphasize the awareness, skill and
reflexivity of individuals”; (2) it would create "an understanding of institutions
formed in the conscious actions of individuals™; and (3) it would identify an approach,
which "cannot step outside of action as practice - even the action that aims to change
the institutional order takes place within the set of institutionalized rules". Still, as
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indicated by intentionality and effort, the focus is on the agency of individuals.
Individuals are institutionally skillful and capable actors to maintain, disrupt, and

create institutions even within the constraints of existing institutions.
1.1.5 Background of Agency, Actors and Institutions

Neo-institutional studies emphasize that institutions affect organizational practices
and structures by their cultural processes. Consequently, studies focused on how the
institutions shape the behaviors of actors while agency stand as a reaction to
institutional pressures. Recent studies show that role of the agency is much bigger
than thought before (Lawrence et al., 2009).

Agency is related with the social context and interactions between the actors within
an institution. Institutions not only influence the acts of agents, but also to what extent
agency is legitimately doable and which individual will have agency. The status of

agency in an institutional environment is dependent on institutions.

Later, the neo-institutional approach faced increasing criticism that agency should be
more central to institutional theory. As a partial response to these criticisms,
"institutional entrepreneurs” - organized actors "who leverage resources to create new
institutions or to transform existing ones" (Maguire, Hardy and Lawrence, 2004, p.
657) were introduced into the literature. The main focus of institutional
entrepreneurship was the strategy of changing institutional structure instead of
complying with it. But this idea was lack of consideration that even entrepreneurs
were embedded in an institutional environment and institutional entrepreneurs were
very unlikely and rare (Delmestri, 2006, p. 1536-1537).

In the history of neo-institutional studies, two key issues were related with agency;
the degree of agency possessed by the actors and how to describe the relationship
between the agency and institution. At this point, the institutional work concept has
been introduced as an awareness of institutions which can be implied as consequences
action and reaction. The aim of the institutional work concept is by analyzing the
complexities such as motivations, interests, and efforts to understand the extended

patterns of desire and capacity to create, maintain, and alter institutions.



1.1.6 Relationship Between Agency and Institutions

There is an ongoing debate in institutional theory often known as the embedded
agency paradox (Garud, Hardy and Maguire, 2007) which seeks to address the
balance between agency and institutions (Battilana and D’ Aunno, 2009). This is a
paradox of how actors take actions with new practices and adopt others if they are
embedded in an institutional context and subject to institutional processes that
structure their meaning frameworks and identities (Friedland and Alford, 1991;
Clemens and Cook, 1999). Dominant actors may have enough power to force change
but often lack the motivation; subordinate actors may have enough incentive to create
and master new practices, but often lack the power to change institutions (Maguire et
al., 2007).

The institutional work concept emphasizes the interaction between the agents and
institutions. There are two focus areas related with the relationship between agency
and institutions. Firstly, it is the emergence of agency within the institutional
processes. Traditional institutional studies are questionable as they either focus on
the institutionalization of new practices or the position of particular agents affecting
the institutional change. However, institutional work emphasizes how and why actors
work to reproduce the institutions, and how those actions lead to unintended

institutional consequences (Lawrence, Suddaby and Leca, 2011).

Secondly, agency is a distributed phenomenon which is accomplished often through
the organized or unorganized efforts of actors in vast numbers. Distributed agency
tries to explain how individual actors align and relate each other and how they as
whole result institutional change or stability (Garud and Karnge, 2003). Distributed
agency is explained as a notion where actors are involved in numbers in the process
of strategic action (Garud et al., 2007). Unlike institutional entrepreneurs (Battilana
et al., 2009), distributed agency contains actors, artifacts, rules and routines that are
distributed across time and space (Garud and Karnge, 2004); thus, it needs to be
studied as a combination and accumulation of individual efforts (Lawrence et al.,
2011). Actors from different fields bring their own institutionalized practices
(Phillips, Lawrence and Hardy, 2000) and their work is framed by the rules and norms

of the fields. The actors collaboratively need to have enough power to influence
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institutions. With the help of collaboration, actors may have the chance to

strategically affect the direction or development of institutions (Phillips et al., 2000).
1.1.7 Types of Institutional Work

There are three main categories in institutional work which are defined as creating,
maintaining, and disrupting institutions, and various forms of institutional work
belong to each category. After a short summary of types of institutional work,
institutional maintenance will be explained in detail in the literature chapter since the

focus of this research is institutional maintenance.

Creating institutions are studied mostly as institutional entrepreneurship in which
actors try to create new institutions or transform existing ones. There are various
forms related with creating institutions, which can be separated into three rough types
as (1) reconstructing rules, rights and boundaries which define access to resources,
(2) reconfiguring the belief systems of actors in their actions, and (3) reshaping the
actions which alter the boundaries of meaning systems (Lawrence and Suddaby,
2006, p. 221).

Maintaining institutions has not been studied deeply due to the understanding of
institutions as self-producing as they have taken-for-granted status (Phillips and
Malhotra, 2008; Scott, 2001), or they survive by the help of regulative mechanisms
(Jepperson, 1991; Lawrence, Winn and Jennings, 2001). In fact, every institution
needs maintenance in order to survive. Previous studies show that this can be either
through compliance with the rules systems, or efforts on existing norms and belief

systems (Lawrence and Suddaby, 2006, p. 230).

Disrupting institutions has not been studied much either, and the actors trying to
deinstitutionalize the organization have not been documented well. Actors feel very
often that existing institutional norms do not serve their interests well, and when
possible, they will eventually work to disrupt institutional norms (Abbott, 1988;
Bourdieu, 1993; Bourdieu and Wacquant, 1992; DiMaggio, 1991), and attack or

undermine the mechanisms of compliance with institutions.



1.2 Context of the study

The context of the study is the healthcare industry in Turkey which is a combination
of different services and fields that provide goods and services in order to treat
patients. The contemporary healthcare industry is divided into many different sectors
and interdisciplinary divisions which have their own dedicated expertise that focus
on meeting the healthcare needs of individuals. This study examines a medical
equipment manufacturer company and focuses on the project management practices
and relationship with other departments and customers as well. The company has
diagnostic imaging, life care solutions, information technologies and solutions

services.

In the Turkish branch of the company there are approximately 300 employees. Most
of them are employed either in the supply chain, sales, service departments or related

with these departments.
The supply chain department includes:

- Project managers: Responsible for project execution at the customer site. The
primary function of project managers is organizing and planning projects
from the very beginning of the opportunity phase to handing over the system
to customer in a very dynamic environment with the help of the related
departments.

- Operations management and procurement: Responsible for locally sourced
items needed in order to fulfill the system configuration, such as lead glass,
lead aprons, injectors, MRI compatible materials, etc. Their main objective is
to provide all subsidiary items to be on site on time.

- Order management and Order to remittance: Responsible for communication
with the factory and providing factory updates to both the logistics and project
management team. After a successful handing over to customer, they are
responsible for revenue recognition of the project.

- Logistics: Responsible for all arrangements of the systems all the way from
the factory to customer site. They also arrange system related tools for

mechanical installation and commissioning. Warehouse management is also



done by the logistics team. Since there is no manufacturing in Turkey, the
business is sales focused. With each order, systems are allocated from
factories in different locations depending on the system and order type. Their
main objective is to consolidate the system in the warehouse and align it with
project managers and contract terms to arrange the required logistics support.
Shared services: Responsible for providing support to project managers.
There are different teams under shared services: (1) design center which is
responsible for providing final drawings in a very detailed format if requested
by the project manager, (2) installation support function which is responsible

for providing installation guidelines if the customer site has issues.

Sales department includes:

Account managers: Responsible for dealing with the customer. Each
customer is considered as an account. They keep in touch with the customer
and keep the sales opportunity updated. Their main objective is to win
opportunities.

Commercial operations: Responsible for the documentation of each
opportunity. They track government tenders, prepare contracts and all
contractual documents as required. They mainly work as the back office and
their main objective is to prepare correct documentation and keep account
documents updated.

Modality sales specialists: Experts of system specifications. There are several
modalities covering equipments: MRI (Magnetic Resonance Imaging),
Molecular Imaging (Nuclear Medicine), CT (Computed Tomography), DGS
(Detection and Guided Solutions), IGS (Interventional Graphy Systems-
Angiography), SXI (Surgery and X-Ray). Modality sales specialists know
every detail of the products and work with account managers. They create and
offer the best system configuration as per technical specifications data or
customer needs. Their main objective is assisting account managers to win

opportunities.



Service department includes:

- Field engineers: Responsible for commissioning the systems and keeping
them up and running. Their main objective is fixing malfunctions, change
parts, maintain customer satisfaction and hence extend the service contract
with their performance and rapport with the customer.

- Service call center: Responsible for arranging schedule of field engineers.
They are the direct contact point for customers as long as the service contract
is available after the project is handed over to service. Their main objective is
to arrange field engineers on time as requested by the customer and make
arrangements in a shorter cycle time.

- Clinical education specialists: Responsible for providing all required system
application training for the customer in order for them to use the systems on
patients. They know all procedures and protocols of the systems which may
differ in different parts of the body. Their main objective is to educate doctors

and technicians how to use systems with all purchased options.

Projects are managed by the HPM (Healthcare Project Management) department
under the global supply chain. In the company, there are 6 project managers and a
project director. The average project management experience is 9 years, average
working experience is 12 years and average experience in the company is 4 years.
HPM team consists of engineers having degrees of electrical and electronics,
mechanical and civil engineering. Approximately, more than 100 projects per year

are completed by the HPM team in all modalities.

A project starts with pre-sales activities. With sales teams, project managers visit
hospital sites and make observations regarding the system requirements. After the
tender is won and the contract has been signed, the sales opportunity becomes a solid
project for project manager. The main responsibilities of a project manager are to
ensure site feasibility, monitor and control site readiness, system delivery, mechanical
installation and cabling, commissioning, application training, and ensure that the
project is handed over to the customer within the project constraints and contractual
obligations.

10



Relations are very essential for every project both internally and externally. Project
managers engage in daily communication as necessary with other departments as well
as with customers to get updates and give information about their projects as a two-
way communication which improves relations. These relations help to define proper

project planning and smoothen the project course.

The healthcare industry is very complex, important, and vital. There are dozens of
variables affecting project course significantly. Some examples of these variables are

as below:

- End customer profiles and customer attributes. For each project a
representative from the hospital or customer is determined. This makes
relations very personal and communication skills very essential.

- Hospitals may change in size and in entity. There are city hospitals, state
hospitals, university hospitals, private hospitals, clinics, etc. Each hospital has
their own rules, policies, and procedures. The project must be aligned with
these requirements.

- Equipment needs of customer change. Some projects include package deals
while some others have only one equipment. This changes the effort to be
made in project planning and execution.

- Each system has its own requirements such as system, environmental, patient
safety, etc.

- Funding of projects may change as PPP (Public Private Partnership), PFI
(Public Finance Initiative), direct purchase, government tender, through
leasing with Letter of Credit (LC), etc. According to the type of funding, the
scope of projects may change. For example, in a government tender, the
company provides a turnkey solution from construction works to third party
sub-system parts and is responsible for all tasks being done within a limited
time defined in contract, while in a PFI deal the company only provides
equipment and is responsible for delivering the system up and running while

construction works is done by the investor company.

Being successful and maintaining this success in such a dynamic and challenging

environment is only possible by changing and adapting the organization structure to
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market needs by the actions of individuals. Day to day actions, procedures and
workarounds in order to fulfil customer priorities and needs are required within the
organization and in relations with outside stakeholders. This environment can best be

described by the theory of institutional work, in which interactions have large role.
1.3 Project Management as an Institutional Practice

Project management has been in use for thousand years. For example, Stonehenge is
an outcome of project management. Since mid-20" century, project management
started to be recognized as a profession. In order to create industry standards in 1969
PMI (Project Management Institute) was founded in USA as a nonprofit organization
and PMI has standardized the project management processes. According to PMI,
“project is a temporary endeavor undertaken to create a unique product, service, or
result” (PMBOK, 2017, p. 4). Project management is the right way of applying the
knowledge, skills, tools, and techniques in order to reach project requirements.
Project management is completed by the appropriate application and integration of
the project management processes determined for the project. Project management
enables organizations to execute projects effectively and efficiently (PMBOK, 2017,
p. 10).

The iron triangle suggests that there are three main constraints for a project which are
cost, time and, quality (Atkins, 1999). Most of the times, conflicts arise due to the
lack of one of these constraints. For example, customer may not like the quality of
the outcome, or budget overrun may occur during the project, etc. The project
manager works to balance the competing constraints on the project with the resources
available. Hence, the institution for the project management stands on balancing the
things related to project itself. These things may include stakeholders, project

constraints, project resources, etc.

Institutional practices have three typical indicators within institutions: (1) they are
taken-for-granted, (2) widely accepted and (3) resist change (Tolbert and Zucker,
1983, p. 25). Project management is significantly needed in diagnostic imaging since
systems are big in scale, site conditions and requirements are different for each site,
and need of project planning and execution are essential for a smooth project course.
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The Turkish market is very challenging and dynamic. Thus, market conditions lead
to very chaotic and risky situations. The primary function of project management is
organizing and planning projects to manage these situations while managing changes
which are very natural in any project. Without proper planning projects are doomed
from the start. Stakeholder management is also important since there are many
different project stakeholders involved and effective communication is needed with
the stakeholders. Budgets are narrowed during opportunity phase in order to sign the
contract and costs are controlled in order to maintain desired margins. Systems have
different requirements and for each site special treatment is required. Therefore,
project management is an essential practice, without which healthcare companies
cannot do their job and has become a routine inherent in those companies. Employees
may not be aware of its function as they routinely deal with activities related to project
management. However, when project management fails, it is not difficult to recognize
its importance. Hence, it is possible to assume that project management is taken-for-

granted as an institutional practice.

There are three big players in the Turkish market and the company being studied in
this thesis has approximately 40% market share according to COCIR (European
Coordination Committee of the Radiological Electromedical and Healthcare 1T
Industry) Q2,2017 which the European Trade Association shows market intelligence
statistics for medical imaging systems. Since all the companies operate
internationally, they have to comply with the same international standards. Thus, the
organizational structures and associated practices including project management are
very similar in all companies. Project management has its own department under the
supply chain department and acts as a bridge between sales and service. The project
manager numbers are also similar when compared to market share. The advantages
of this company are its dominant market share and ease of access for the research
study. Since the market share is large, the company can reflect the industry in general.
Hence, it is possible to assume that project management is widely accepted as an

institutional practice and maintained by organizational members.

Variables within the project environment may affect the project course. So, project
management is open to change and threats from the outside. Successfully completing

a project needs consistent interactions between individuals and their resistance to
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threats. In fact, individuals involved in project management seem be successful in
collaborating and dealing with threats as the practice continues more or less in the
same manner. Hence, it is possible to assume that project management is exhibiting

permanence as an institutional practice.
1.4 Threats to the Institutional Maintenance of Project Management

Although institutions are related to automatic mechanism of social control and self-
reproducing (Jepperson, 1991), many of them have no such mechanisms that do not
require continuous maintenance. “Democracy” in national elections is an example to
this. Jepperson (1991) claims that democracy in the US is highly institutionalized
while in some other countries it is less. So, in countries where democracy is not much
institutionalized, more effort is required of both governmental and non-governmental
actors in order to mount elections. However, elections in the US are not very
exceptional since there is significant institutional work going on such as voter
registration drives, which are a kind of an institutional work aimed at the maintenance

of elections as a democratic institution.

Institutions require maintenance in the face of breaches or violations of presumed
beliefs about roles. Project management also needs institutional maintenance as it is
in touch with different departments and customers. As different groups interact
conflicts and areas for maintenance emerge. Hence, even though they have the same
values at the macro level, different specialties may interpret values differently in
everyday work at the micro level. A breakdown in values creates a potential ground
for conflicts in daily interactions between specialists inside organizations
(Czarniawska and Joerges, 1996). The second challenge is created by alternative
norms and practices aimed at meeting the organizational requirements such as
resource efficiency that unintentionally decrease the value of a profession (Kraatz,
Ventresca, and Deng, 2010). This may create conflicts between professional values

and organizational norms and practices.
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Possible threats to flawless project management are given below:

- Groups have their own rule systems. Since rules belong to a particular group,
they may create conflicts with other groups. For example, no project can be
conducted on site without a sales purchase order. The project has a schedule
to be followed, but execution may be stopped due to a process to be followed
by the procurement. Such a situation has negative impact for the project
course, so individual interaction is required to expedite the process.

- Organizational requirements and unrealistic goals determined by the upper
management are also challenges to institutional practices. Especially at the
end of each quarter there is huge pressure on every employee to meet
organizational targets. In order to achieve them, groups should unite under an
umbrella and work for the goal. The revenue is recognized by project
management after site delivery completed or customer acceptance taken. Such
an effort needs an extensive amount of institutional work in project
management.

- Since every department has a different meaning framework as values change
in minor scale, there is a need for relationship improvement in order to break
difference in meaning frameworks. Individuals or groups having different
mindsets hardly communicate and the project course gets in jeopardy.

- The project management department is relatively small and newly established
in comparison to service and sales for. The service and sales departments have
dominance over project management and project management lacks power
over other departments. Project management needs powerful project
managers for a smooth project course and conflicts should be eliminated.

- There are limited resources in the organization and in order to complete the
projects these resources should be distributed according to need while other
departments need and compete for those resources. Without required
resources the project schedule is doomed to failure.

This is the end of chapter one. In the next chapter literature review will be elaborated.
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CHAPTER 2

LITERATURE REVIEW

In this chapter institutional maintenance related literature will be reviewed.
2.1 Maintaining Institutions

The maintenance of institutions includes supporting, repairing, or recreating the
social mechanisms needed for compliance. It should be separated from basic stability
or the lack of change. Maintenance of institutions requires extensive effort and often
it is a result of change in the institutional settings. In order to maintain institutions,
individuals should comply with the new and unexpected evolution of the organization
with new members of the organization, and institutional ingredients such as
technology and demography. As a result, individuals should develop specific
techniques that engage and socialize new members, new norms, demographic models,
and changes in the external settings are incorporated into existing routines and
patterns. Understanding how institutions maintain themselves must focus on
understanding how actors can influence the processes of persistence and stability in

the face of confusion and change.

Overall, there are six types of institutional work related to maintaining institutions.
The first three, “enabling”, “policing” and “deterring”, specifically express
maintenance by dedication to rule systems. The latter three, “valorizing/demonizing”,
“mythologizing” and “embedding and routinizing” express the maintenance provided
by the efforts on reproducing existing norms and belief systems. Maintaining
institutions based on rule systems (enabling, policing, and deterring) has a high
degree of comprehensibility because actors are aware of purpose and influence. In
contrast, reproduction of norms and belief systems (valorizing/demonizing,

mythologizing and embedding/routinizing) is generally less understandable since the
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actors are often unaware of their ultimate goal or the results of their actions. Each of

these types are detailed below.
2.1.1 Enabling Work

Enabling work means the creation of rules and procedures that drive institutions and
provide resources to empower individuals to sustain institutional practices. Enabling
work is related to continuance and consolidation of institutional practices. The longer
the continuance of those practices is preserved, the more institutional consolidation

will be maintained.

Enabling work brings certainty into institutional settings and help actors avoid
internal conflict. It is often achieved by the “construction and maintenance of intra-
professional agreement over boundaries, membership and behavior” (Greenwood,
Suddaby and Hinings, 2002). By introducing constitutive rules such as membership,
institutions “function in a primarily regulatory capacity ... as they enable the
formation, dissemination and reproduction of shared meanings and understandings in

an organizational arena” (Galvin, 2002, p. 677).

The activities of the engineering department is an example for enabling work as they
have the deepest knowledge about all the systems and can guide project managers in
case of any extraordinary issues. Project managers submit a concession workflow if
a project has a violation for servicing, and the engineering department can bring
certainty to the situation and provide continuance for project management as an

institutional practice with reference to various rules related to the violation.
2.1.2 Policing

Policing refers to maintaining institutions by ensuring compliance through
enforcement, auditing, and monitoring. Sanctions and inducements (Scott, 1994) are
the core parts of policing and they are often used at the same time and by the same
agents. Especially in professionalized institutions, auditing and monitoring are often

sufficient to ensure compliance.

As sanctions, every employee is being monitored by the compliance departments

within the organization. Compliance breaches are considered very serious and the
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employee contract can even be terminated. Also, inter-departmental audits are
conducted periodically. As inducement, if the sales team reaches their yearly target,
they get promotions.

2.1.3 Deterrence

Deterrence refers to maintaining institutions by compliance with rules and use of
coercive barriers to institutional change. Deterrence contains the threat of pressure to
force the conscious obedience of individuals.

Enabling, policing, and deterrence work in harmony to turn the coercive foundations
of an institution into reality; without such work, it is likely that coercive foundations
of institutions will become empty threats or promises instead of self-activating
institutional control means. Therefore, the coercive work is more prominent and
distinct than cognitive or normative equivalents. Individuals engaging in or
complying with such work are aware of the results, impacts and purpose of such work

maintaining and preserving institutions.

For MRI systems, for example, specially designed rooms are required, and the
company has predetermined standards for this kind of rooms. Although providing this
special room along with the system is an institutionalized practice, in some cases
customers want to build their own rooms. In this case, customers are forced to comply
with company standards. As another example, the company compliance department
publishes compliance reminder videos from time to time and specifies bad

compliance acts based on true events which resulted in employee termination.
2.1.4 Valorizing and Demonizing

Valorizing and demonizing refer to maintaining institutions by providing positive and
negative cases especially for public consumption, which show the normative
foundations of an institution. They help actors to interpret the moral status of others,
both as a way of securing both institutionalized beliefs and the power of these beliefs.
For example, the company in our research has an award system and awards are given
during the year for the ones who showed high performance. Such public recognitions

provide clear indication to other individuals what kind of effort is appreciated.
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Compliance reminder videos can be given as negative examples as these reminders
provide clear indication to other individuals from what kind of actions should be

refrained.
2.1.5 Mythologizing

Mythologizing refers to maintaining institutions by preserving the normative
underpinnings of institutions through mythologizing past events. In order to create
and uphold a myth, a story is needed, and it should be told occasionally. The company
in our analysis was founded more than a hundred years ago by a very well-known
inventor. On occasional events, mostly in onboarding training, the company history
and success stories are told. Also, in annual meetings, brief sessions are given about
how company was successful in the past and how it can be sustained. This
mythologizing work provides a normative understanding of why competition is and

should be central for the organization.
2.1.6 Embedding and Routinizing

While valorizing, demonizing, and mythologizing present discursive resources,
embedding and routinizing use daily routines and practices in order to infuse them
with normative foundations. With the balancing effect, embedded routines and
repetitive practices such as training, education, recruitment, certification routines and
ceremonies of celebration maintain and reproduce institutional practices. For
example, clinical education specialists who provide application training to the
customers are routinely recruited from within radiology technicians. Thus, clinical
education specialists have the experience of customer frameworks and when they
provide application training, customer technicians feel affinity with the clinical
education specialists and can communicate easily since they share common
frameworks. In addition, clinical education specialists easily understand the needs,
requests, questions, or requirements of the customer and shape the application
training accordingly. This increases efficiency of the application training and the

customer satisfaction.

19



2.2 Relational Institutional Work

Individual actors more or less embedded in institutions engage in relationships with
other actors as they have particular power positions and meaning frameworks (Creed,
2003; Currie, Lockett, Finn, Martin, and Waring, 2012; Malsch and Gendron, 2013;
McCann, Granter, Hyde, and Hassard, 2013). Within these relationships, they may
act as institutionally creative, reproductive, or disruptive, in line with their meanings
compatible or incompatible with other individuals depending on the degrees of power
(Berger and Luckmann, 1966; Meyer and Rowan, 1977; Foucault, 1980, 1990, 1995;
Lawrence, Winn, and Jennings, 2001; Lawrence, 2008). (1) Relative power positions
refer to the dominance of the positions compared to others (Creed, 2003; Symon,
Buehring, Johnson, and Cassell, 2008; Kraatz, 2009; Ritvala and Grangvist, 2009;
Currie et al., 2012; Grafstrom and Windell, 2012). (2) Relative meaning frameworks
refer to the similarity in norms and beliefs in relation to others (Zilber, 2002; Tracey,
Phillips, and Jarvis, 2011; Van Dijk, Berends, Jelinek, Romme, and Weggeman,
2011; Smets, Morris, and Greenwood, 2012; Heaphy, 2013; Malsch and Gendron,
2013; McCann et al., 2013). Actors act within the boundaries created by institutional
meanings and positions to become more or less embedded and relate to others.
Consequently, the resulting relations form the basis for the emergence of different
types of institutional work (Topal, 2015). Since institutional maintenance will be
examined in this study, it would be better to detail the conditions of institutional

maintenance.

Regardless of the actors’ relative power positions, maintenance is expected when it
comes to consensus-based relations that are shaped by social stability and
reproduction (Berger and Luckmann, 1966). When the common meanings and
associated relationships of the subordinate actors are embedded in an institutional
framework that resembles the dominant framework, institutional work also ends up
with reproduction and maintenance (Berger and Luckmann, 1966; Zilber, 2009;
Heaphy, 2013; McCann et al., 2013). In general, consensus-based relationships often
facilitate maintenance with no (or ignorable) changes to existing settings (Berger and
Luckmann, 1966; Kraatz, 2009; Zilber, 2009; Dacin et al., 2010; Currie et al., 2012,
Grafstrom and Windell, 2012). However, diverging or conflicting meanings might

create continuous struggle between the actors (Malsch and Gendron, 2013). Still,
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conflicting frameworks might help maintain operational performance based on the
power and embeddedness of especially dominant actors. Attempts by dominant actors
to ensure their control over subordinate actors and their resistance can also lead to
maintenance if dominant actors’ meanings represent operational productivity. An
example of this is when leaders try to keep the disruptive initiatives of subordinates

within institutional boundaries (Kraatz, 2009).

Project management department interacts with various stakeholders (departments and
customer) during the project course. Relative power positions and relative meaning
frameworks have direct impact on the output of the efforts given in project

management.
2.3 Repairing Breaches with Rules and Procedures

Breaches are simply a kind of disruption to institutions. In institutional work studies,
“disruptions” may be explained as intended attacks on institutions (Lawrence and
Suddaby, 2006). They can be used as opportunities to form institutional change, or to
turn “institutional wrinkles into significant tears in the institutional fabric” (Reay et
al. 2006, p. 994). In fact, disruptions do not always emerge from intended attacks.
They can be also smaller-scale, less intentional disturbances as well. Such smaller-
scale, everyday disruption issues may be smoothed out by use of rules and
procedures. Embeddedness in the institution and actions shaped by the shared
meaning frameworks (Dacin, Ventresca, Beal, 1999) also have a great impact on
fixing the issues. Specifically, embeddedness provides a background on rules and
procedures, understanding how to act in the face of novel issues, and knowledge
about how to apply selectivity and creativity; in other words, skillful tailoring of rules
and procedures. As in organizations that are heavily surrounded by rules, individuals
are embedded in the institution and have knowledge about the rules, and they can use

them as tools (Silbey and Bittner, 1982) for repairing breaches.

Breaches as a form of disruption violate common understanding or in other words
“reciprocity of perspectives” (Feldman, 1995; Schutz, 1962, p. 11-12). When people
communicate, they establish “interpretive trust” (Garfinkel 1964), or trust being
shared by others as similar perspective of experiences. Thus, perspectives are
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reciprocated (Heritage 1984, p. 97). When breaches violate the interpretive trust,
people are not able to evaluate the situations through their normative expectations,
they consider their reciprocity of perspectives and find these violations intentional
and expressive. As a result, breaches frustrate people since their common
understanding of social world is violated and disturbed. Additionally, they
temporarily become insufficient and do not know what to do since they cannot
interpret the meaning of the situation.

Breaches are likely in a dynamic and challenging environment such as project
management in the healthcare business are vulnerable to such breaches, especially
with customer focused roles. Interpretive trust can be changed with each different
customer and different scenarios apply each time. There are three main categories of
breaches which will be explained briefly within the healthcare project management
context: interpersonal, operational, and institutional breaches. Interpersonal breaches
are violations of presumed expectations in personal interactions. Operational
breaches occur when customers are frustrated about their experiences in the project
due to the processes being executed. These experiences violate customers’
expectations about their roles in the project that would be taken care of and helped.
Institutional breaches occur when a presumed belief about the purpose of the project
is violated. Such situations cause violations in the project, especially with service and
support given to the customers.

2.3.1 Interpersonal Breaches

Interpersonal breaches occur when it is suddenly realized that people’s perspectives
are not shared by the other, which forces them to question the meaning of the
situation. In such cases, individuals with disrupted expectations and frustrations may
not know how to act. They therefore turn to different individuals with shared
interpretive trust to get help. These people might be superior managers, sales and
account managers. Existing organizational rules, policies, and procedures are being

used to repair these breaches as clarifying the typically presumed expectations.
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2.3.2 Operational Breaches

While interpersonal breaches occur due to specific social interactions, operational
breaches occur during processes, such as handing over between departments. Thus,
operational breaches mostly evolve over a period of time and include involvement
(or lack of involvement) of multiple people. For example, customers may experience
operational breaches as some of the committed promises given by sales team couldn’t
be realized by project management due to deficient hand over from sales to project

management.
2.3.3 Institutional Breaches

While interpersonal breaches are related to social interactions and operational
breaches emerge out of organizational processes, institutional breaches occur when a
presumed belief about the capability, availability and the main purpose of the
organization is violated. In our context, there seems to be one important institutional
breach, which is a resource breach, or a violation of an expectation that customers
would generally be able to get all the resources that they feel needed for their
satisfaction.

2.4 Institutional Contradictions and Identity Work

Institutions shape individual attitude by presenting logics — ‘sets of material practices
and symbolic constructions’ (Friedland and Alford, 1991, p. 248) that transform into
‘identities, sources of interest, and bases of action” (Washington and Ventresca, 2008,
p. 33). However, when two or more conflicting logics coexist, there is ground for
institutional contradictions (Swan, Bresnen, Robertson, Newell, and Dopson, 2010).
The existence of institutional contradictions may be difficult and often annoying for
individuals (Voronov and Vince, 2012). This may force individuals to question their
roles and responsibilities. Transformation in awareness of individuals may lead to an
institutional change which aims less contradictions (Seo and Creed, 2002). Therefore,
facing contradictions may impulse a differentiation in collective awareness that
promotes change and maintenance in certain situations as well. When change is not

considered as an option, individuals who face conflicting identity prescriptions, must
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find solution to help them form and maintain self-consistency. (Creed, Hudson,
Okhuysen, and Smith-Crowe, 2014; Giddens, 1991).

To resolve the contradiction, individuals enact identity work (Creed, DeJordy, and
Lok, 2010) which helps them smoothen the tensions between the identity elements
due to misalignment. Identity work is the set of actions for creating, presenting and
maintaining personal identities that helps to sustain the self-concept (Snow and
Anderson, 1987, p. 1348). Identity work helps individuals to understand their
identity, specifically, knowledge of ‘who they are’ and ‘what they do’ (Lok, 2010;
Pratt, Rockmann, and Kaufmann, 2006).

There are two approaches in identity work, (1) distancing from illegitimacy (2)
embedding in legitimate traditions. Through distancing and embedding, identity work
creates a temporary identity truce or settlement of contradictions. While distancing
refers to putting yourself away from what you think is wrong and illegitimate,
embedding is the involuntary initiative of identity positioning within institutional
practices and beliefs. Distancing can be used in order to differentiate legitimate belief
from illegitimate ones. Embedding can be used in order to create identity in normative
forms. In the event of contradictions, common ways of doing things and previous
examples create a tradition that individuals can embed their identities in order to
manage such contradictions. In our study, third party service providers are example
of identity work for both distancing and embedding identities. third party providers
may offer cheaper services than the OEM (Original Equipment Manufacturer)
companies. In this case OEM companies distance themselves from illegitimate others
who may skip some of the compulsory standards which are forced by EHS, quality
and compliance departments; and embed their identity as true service provider
complying with all the standards. By doing so, individuals achieve a temporary
identity truce that relieves the feeling of contradictions while maintaining the current

situation.

Identity work can help us understand the institutional contradictions happening day
to day. Although individuals may not have any outward signs, they may still struggle
to justify to themselves what they believe and practice in daily life. Identity work

helps them create and display a positive identity that reconciles conflicting situations.

24



2.5 Institutional Work, Values, and Moral Emotions

Values which can be explained as “conceptions of the preferred or the desirable,
together with the construction of standards to which existing structures or behaviors
can be compared and assessed” (Scott, 2008, p. 54) are important aspects of
professions as an institution at the macro level, and specialists are encouraged to
maintain values in the face of contradictions. Specialization has significant impacts
for values and brings along two challenges. The first challenge is that identities of
specialists become customized during training and socialization (Pratt, Rockmann,
and Kaufmann, 2006), often in a structurally separated special departments within the
institutions (Ferlie, Fitzgerald, Wood, and Hawkins, 2005; Martin, Currie, and Finn,
2009). Hence, even though they have same values at the macro or organizational
level, different specialties may consider values differently in everyday work at the
micro level. Therefore, the professions’ values become “refracted” for different
specialties as values travel from macro to micro levels (Czarniawska and Joerges,
1996). A breakdown in values creates a potential ground for conflicts in daily
interactions between specialists inside organizations. For example, in the healthcare
business, every individual has values such as customer priority and patient safety at
the organizational level. But at the departmental level there are different values within
different specialties. For example, the sales department is sales oriented, while the
service department is future service operations oriented and the project management
department is oriented towards effective installation and the project course at micro

level.

The second challenge is created by potential norms and practices aimed at meeting
organizational requirements such as resource efficiency that unintentionally decrease
the value of a profession (Kraatz, Ventresca, and Deng, 2010). This may create
conflicts between professional values and organizational norms and practices. In our
empirical context, for example, the company has quarterly revenue targets recognized
by project execution. When an order is given, in order to recognize the revenue, the
company has to either deliver the system to the customer site or get customer
acceptance depending on the contract. Also, budgetary constraints may create
conflicts during project execution. This may create challenges and shape

organizational practices. For the sales department, the sales target pressure may shape
25



their practices in ways that seem inconsistent with the values of primacy of patient
safety and proper working equipment. Similar concerns exist for the service team
such as resource efficiency, and headcount limitations create pressure for field

engineers and increase their workload.

Maintaining the values at the macro level can be achieved by professionals giving
purposive efforts at the micro level which is institutional work. Institutional work to
maintain values might include cognitive and affective processes, and individuals
strive to maintain the institution when they have high levels of cognitive and
emotional investment in institutions (Creed et al., 2014; Voronov and Vince, 2012).
Emotions may be more prominent in institutional work at maintaining values within
institutions since commitment to the values of an institution means that individuals
“really care” about these values and standards (Stinchcombe, 1997, p. 19). Moral
emotions can be explained as “emotions that are linked to the interests or welfare
either of society as a whole or at least of persons other than the judge or agent” (Haidt,
2003, p. 853). They occur by incidents that have no direct harm or benefit to the
owner of the emotions (Haidt, 2003), including incidents involving or deviating from,
the moral values (Stet and Turner, 2007). Additionally, they increase likelihood of
responding through actions that “benefit others or else uphold or benefit the social
order” (Haidt, 2003, p. 854). Moral emotions can thus change “perceptions of the
rightness or wrongness of particular actions” compared to a profession’s values and
further encourage professionals for maintenance (Kroll and Egan, 2004, p. 352).
Sometimes, job of the field engineers on site may not be completed within the
working hours but one hour later. In such cases, instead of requesting overtime, field
engineers just complete their job and leave the site. This is an example of benefit to
social order since no tangible benefit provided to field engineer, but the job is

completed, and system is ready for patient scan.
2.6 Research Question

The general overview of institutional work literature about institutional maintenance
reveals significant research gaps. Firstly, the literature on institutional work is
relatively new (Lawrence and Suddaby, 2006; Zilber, 2015) and there are a limited

number of studies regarding institutional maintenance. There is limited knowledge
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on how different types of institutional work function for different practices like
project management. Also, we do not have much knowledge on how rules are used
when there is conflict between different institutional actors or departments. This
study uses institutional maintenance in order to explain how project management as
an institutional practice is completed successfully in a very challenging and dynamic
environment, and how it is maintained in the organization. There is a research need

focusing on relevant aspects of institutional maintenance of project management.

Second, the customer notion and impacts of customers are not much examined in
literature in terms of institutional maintenance. Customers are key for the success of
organizations; they have a direct impact on them. Customer priority can even change
the relationships between different organizational actors. The literature examined
relationships through the relational perspective of institutional work; but this
perspective does not address customers as an actor and thus the impact of the
customer on institutional practices remain unexplored in the literature. The literature
also looked into the identity work of organizational actors. Yet, it does not relate this

work to customers.

Lastly, the link between moral emotion and customer orientation was not sufficiently
addressed in the literature. It might be possible that moral emotions can work towards

the customer more than professional orientation.

Overall, these reasons lead this study to develop its research question as “What are
the mechanisms that help maintain the project management as an institutional practice

in healthcare organizations?”

This is the end of chapter two. In the next chapter research methodology and research
design will be elaborated.
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CHAPTER 3

RESEARCH METHODOLOGY AND RESEARCH DESIGN

In this chapter the research methodology and research process are explained in detail.
Research methodology focuses on the research design, sampling and data collection
procedures and the research instruments used. Also, sample and individual participant
information, research ethics and limitations will be elaborated. The research was
conducted within the most inter-related departments in the company including sales,

service, and project management.
3.1 Research Methodology

The research was conducted through a qualitative research design. A qualitative approach
is appropriate since the aim of the study was to recognize ideas and shared meanings and
their material manifestations (Gephart, 2004). The study is aimed at understanding how
institutional maintenance is conducted in healthcare project management, how agents
experience institutional maintenance and meaning frameworks, and how healthcare
project management as an institutional practice is reproduced through different
mechanisms. Qualitative research focuses on social interactions and meanings as it is
naturalistic; it tries to examine daily interactions of different groups of actors or
communities in their natural setting (Denzin and Lincoln, 2000). Qualitative research
focuses on agents’ experiences and views of their world and explores how they create
their own meaning. Qualitative research attempts to explore people and the settings in
which they live (Myers, 2009). Information is difficult to obtain and explain without
qualitative data. The data is analyzed during the collection phase, and the data analysis

guides the selection of further data collected.
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3.2 Research Design

The research design is basically the logic or master plan of this research and it is the
core explanation of how this study is to be conducted. It shows how the study attempts
to clarify the research question. The research design can be thought as the plan,
structure and execution of a set of procedures to maximize the validity of findings for

a given research problem (Mouton, 1996, p. 175).

Due to the reasons stated above, the research is structured as qualitative instead of
quantitative data analysis. This approach elaborates the understanding in the given
context in question through in-depth data analysis which can be defined as gathering
more data from less resources instead of less data from a greater number of resources.
Since research aims to explore the dynamics of institutional meaning frameworks of
actors, a specific hypothesis was not proposed while designing the research.
Understanding the dynamics of institutional meaning frameworks of actors requires
a flexible and evolving research design during the analysis of data. Qualitative
research is flexible for changes (Glaser and Strauss, 1967; Van Maanen, 1998)
because it “is often designed at the same time it is being done” (Gephart, 2004, p.
455). Thus, new ideas and their integration into the results are welcome in qualitative
research and it leads to rich descriptions and insights. To better understand the
context, in-depth interviews are conducted and analyzed as the main data source.
Along with the interviews, meeting notes and field observations are also used. The
theory is shaped with the data gathered from interviews, meetings and field
observations as a reverse process. In the first stage, the interviews began and during
the interview period the basic theory was shaped out through the analysis of the
answers. This method enabled the theory to evolve during data collection phase.

A case study approach was used because it is the most convenient method for
analyzing the collected data and revealing the basic theory. Cases as a single group,
community or a single event try to reflect the logic behind the actions of human
beings in a social context. A case study is an exploration of a specific research
question by seeking a range of different evidences from the case setting (Gillham,
2000).
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After finalizing the research question as “What are the mechanisms that help maintain
the project management as an institutional practice in healthcare organizations?”, the
most relevant research methodology has been determined. Since the relationship
between the actors was unexplored, it was important to obtain the initial knowledge
from primary resources by conducting an in-depth interviewing method, daily
observation, and participating in weekly meetings. These actions are conducted with
different but interrelated actors in the sales, service and project management
departments. By using this method, research is focused on both finding answers to
the initial research question and revealing the meaning frameworks and differences

between departments.
3.3 Data

During the data collection period, various meeting notes were taken, daily
observations were done, and a series of interviews were conducted with different
actors in the sales, service and project management departments and total of 14
interviews were realized between the beginning of January 2018 and mid July 2018.
Required permissions are taken from Middle East Technical University Human
Subjects Ethics Committee for this study. A copy of the Informed Consent Form is
provided in Appendix A. The Informed Consent Form contained information about
the purpose and aim of the study, how the interview will be conducted, how the
information gathered will be used, statements about the confidentiality and
volunteerism of participation and contact information of the researcher and research
coordinator. Prior to starting each interview, all participants were informed verbally
regarding the purpose of the research and the interview was conducted according to
the methodology. In addition, all respondents were assured about confidentiality of the
research and the research question that had already been approved by the Applied Ethics
Research Centre of METU.

The project management department has weekly meetings with the service and sales
departments in order to have effective communication and better understanding of
interdepartmental relations. In meetings with the service department usually
upcoming installations and resource allocation topics are discussed while in meetings

with sales ongoing sales opportunities are briefly explained and the current situation
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of opportunity is discussed. The meeting notes were used in the analysis and they
revealed the fact that the themes emerged out of meetings are reproduced in the

interviews as well.

Observations of both self and others were done during the data collection period.
Collecting continuous data for a long period of time has a positive effect to understand
and reveal institutional practices better and enrich the variety of cases related with
institutional work of maintenance. The ethnomethodological perspective states that
social order should be disrupted to understand how individuals maintain the social
order (Garfinkel, 1967). Most disruptions to the institution occur in PPP (Public
Private Partnership) projects commonly known as city hospitals, which are giant
hospital projects. Practices are not familiar and adopted for such giant projects and
project management as an institutional practice is being disrupted under the scale and
the scope of the projects. Self-observation was very important since the researcher

himself is responsible for all city hospital project executions on customer sites.

For the interview part of data collections there are mainly two different sets of
questions; (1) for project managers, and (2) for sales and service departments. Within
each set of questions there are other questions that might be asked according to the
course of the interview. Interview questions are entirely open-ended and roughly seek

to answer the following:

- Basic information about respondent — For how long s/he has been in the
company, brief job explanation.

- Daily interactions with others

- Conflicts happening within and outside the organization

- How to sustain job objectives, how to maintain institutional order

- Daily actions taken, institutional practices

- Power positions and meaning frameworks and impacts on the institutional
practices

- Values and moral emotions and their impact on the institutional practices

- Customers in general

- Effort and intention in actions

- Trust within and between departments
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Interviews are held as semi-structured in order to discover the underlying individual
motivations, ideas, and thoughts about the research study. The interview questions
are provided in Appendix B.

The sample consisted of respondents working for the sales, service and project
management departments in a single company. The names of the interview

respondents are not disclosed for confidentiality.

All interviews were conducted by the researcher and each interview took
approximately 45 minutes. Rather than recording the interviews, important points
were noted during the interview and these notes were elaborated later during the data

analysis.
3.4 Data Analysis, Limitations, and Ethics

As mentioned above, analyzing the collected qualitative data and revealing the
findings and basic theory were done through a qualitative case study approach. To do
so, firstly draft categories were formed upon interview questions and individual
interviews notes were examined around these draft categories. During these
elaborations, draft categories and the content were reviewed and refined iteratively,
until interrelated patterns started to emerge. For each question in the interview,
related individual interview answers were sorted next to each other. By doing this, all
the answers are aligned, and patterns and categories became more visible. The
organized interview table is provided in Appendix C. As a first step, the individual
answers and the common themes within those answers were examined, grouped, and
analyzed. During the analysis, higher order categories were developed by looking at
the similarities and frameworks within the answers and common themes. Categories
were further examined and the patterns across the categories were identified. The
purpose of the analysis of the overall data was to understand whether there are
institutional mechanisms and/or practices within the organization and their impacts

to maintain the project management process.

Examining one’s own company creates unclear visibility on the content of the data,

which is a result of “inquiry from the inside” (Evered and Louis, 1981). Inquiry from

the inside can be explained by the involvement of the researcher with self-experience
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and other insiders’ day to day experiences (Evered and Louis, 1981, p. 386). Some
events seem very usual to the researcher since these events are part of the researcher’s
job and extracting findings from these usual events becomes a struggle. In order to
overcome this limitation, inquiry from the outside is required. In contrast to inquiry
from the inside, inquiry from the outside can be explained as detachment from the
part of researcher and remaining as an onlooker; and the outsider is more likely to be
trained in social science research methods than the insider (Louis and Bartunek, 1992,
p. 102). Insider and outsider (1/O) collaboration can create a balanced view for each.
In 1/0 collaborations, team members have a unique experience history that can shape
their interpreting frames. The more diverse experience history of individuals is, the
more diverse their understanding of the events will be (Louis and Bartunek, 1992, p.
103). In this thesis, the insider was the researcher himself, while the outsider was the
thesis supervisor. In order to analyze the findings, all collected data were shared with
the supervisor and an exchange of views was done. By doing this, more detailed

connections could be made with the data.

Executing the interviews was the first difficulty within the overall data collection
process. Although there was ease of access to respondents, an interview was not so
easy to arrange due to conflicting working programs and required time for interviews.
Firstly, all desired interview respondents were contacted and briefly informed about
research and interview. When the respondents were informed that the interview might
take around one hour, they requested to postpone and reschedule the interview. In
other cases, for a prearranged interview there were urgent incidents which obstructed
the interview from taking place. Therefore, each interview was rearranged at least
two or three times. No further interview request was sent more than three times.
Hence, the intended interview numbers could not be reached. In order to enrich the
data, the researcher attended regular meetings (teleconferences) within and between

departments. Also, an observation of daily activities was conducted and noted.

Interviews were primarily intended to be conducted face-to-face but due to locational
obstructions some of the interviews were done via telephone. Conducting an
interview via telephone was the preferred way by the respondents because of ease

and convenience. The respondent did not have a necessity to be in the same place
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with the researcher. During the interview the respondents were in the office, traffic,

or airport and this created a cozy and free environment for the respondents.

Some of the questions were not comprehended exactly by some of respondents. For
such cases, the researcher tried to clarify by giving examples in order to facilitate the
respondents’ answers. Also, some of the respondents went out of track of the
conversation and started to discuss things that were not related to the questions and it
was not easy to interrupt, or they just could get bored. However, these limitations
were mostly manageable and did not have a significant impact on the data analysis

and no re-interviews were required.

As briefly explained above, the field research instruments were previously submitted
to the Human Research Committee of Applied Ethics Research Centre (UEAM) of
Middle East Technical University (METU) for approval that clarifies no ethical
inconveniences for the respondents. Accordingly, all the respondents were required
to sign the Voluntary Participation Form that contains all necessary information about
the research regarding the purpose of the study, how the interview will be conducted,
how the information gathered will be used, statements about the confidentiality and
volunteerism of participation and contact information of the researcher and research
coordinator. All agreed to sign and deliver the document without any concern, but for
the interviews done via telephone, getting the signed document was not as easy as for
the face to face interviews. Respondents not located in Ankara sent their signed forms
to the Ankara office by courier and the ones in Ankara left it in the office and
researcher collected them from time to time. The disadvantage of conducting
interviews via telephone was the necessity of following up the signed document since
the respondent may not remember to send it or not consider the document as a

necessity.

The ethnomethodological point of view states that individuals are generally unaware
of and so skilled at their accommodative work, so it can be difficult to observe
(Garfinkel, 1967). Because of that, during the interviews it was hard for respondents
to understand and give proper responses to the interview questions. Although they
perform many different institutional practices in their daily life, they were either

unaware of these actions or unaware that these actions are institutional practices.
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Respondents were not prepared in advance for interviews. So, the interviews focused
on recent incidents as responses to questions were mostly covering them. There might
be more relevant incidents happening in the past but short-term memory was leading

the interviews for respondents.

This is the end of chapter three. In the next chapter findings of the research will be

elaborated.
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CHAPTER 4

FINDINGS

In this part, the findings of the analysis carried out with the data from various sources
(meeting notes, interview notes, self and daily observation notes) will be provided
and the research question will be answered. The analysis of collected data indicated
that project management needs maintenance within the organization, and
maintenance is provided through various mechanisms explained below. It is worth
expressing again that the themes revealed below are only one way to present the
analyzed data. Although the thesis supervisor acts as an outsider and guides the
researcher during the analysis, since the researcher is an insider, this situation must
have an impact on the interpretation process and other perspectives can never be ruled

out entirely despite the attempts to be self-reflexive.

There are three higher-order themes and six categories, which refer to the
mechanisms of institutional maintenance. Through these mechanisms, actors in
different departments coordinate their activities and ensure continuance of project
management in its current successful form. An overview of the higher-order themes

and their subthemes are exhibited in Figure 2.

Project
Completion

{ Rules & Norms ] 4 { Support ] — [ Relations ]

Mechanisms
* Flexibility in Rules * Planning & Timing * Building Reciprocity & Trust
¢ Goal Orientation * Training & Development * Conditional Dominance

Figure 2. Themes and Categories
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Internal interaction within each department provides the continuity of their own
integrity and helps reproduction of their own meaning frameworks. For example, a
weekly meeting with similar actors within the same department creates a similar
framework and identity. Therefore, the departments are differentiated within
themselves and this situation increases the need for coordination between different
departments. While different groups produce their own logic, they also need to
communicate with different groups. Thus, there is a need of coordination between
groups.

From a departmental point of view, our priorities and perspectives are

different. Sales maintains relationships and process management through

figures while project management emphasizes more the technical issues.

Mutual communication needs to be kept alive. We must appear as a single
body in front of the customer (Respondent 6, Account Manager).

In fact, this is a fragile structure where everyone lives in their own world, so it may
be concluded that coordination is needed intensely to preserve this fragile structure,
although there are departmental differences. If departmental differences are settled,
external coordination is also maintained with other groups. Convergence of meaning

frameworks creates institutional maintenance.

The priorities can be different. We have weekly meetings and during these
meetings, mutual evaluations and prioritization are made for both short-
term and long-term activities (Respondent 9, Director of Services).

All findings and related literature are given in Appendix D in the

Operationalization of Literature Table and explained in related chapters.
4.1 Rules and Norms

Rules and norms can be considered as value shapers for the institution. Using rules
supports actors to continue acting their roles and thus institutional maintenance is
conducted. Values are non-written rules directing actions of individuals. They also
set limits that affect how an organization performs its mission. Values are our deep
beliefs shaping our both frameworks and perception of our environment. They have
impact on organizational settings and ultimately affect the quality of our lives. Values
stand at the center for our choices and decision making. They are the principles we

rely on and extremely difficult to compromise on. Values are important aspects of
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professions at the macro level, and the specialists are encouraged to maintain daily

values in the face of contradictions.
4.1.1 Flexibility in Rules

Using rules in order to overcome breaches is an important aspect for institutional
maintenance. Rules provide a framework for employees' actions, and employees
declare that rules are necessary as well. In this context, rules can be defined as a
general guide for institutional maintenance and, if necessary, in order to achieve the
goals rules can be bent. This, in fact, gives a clue about how people with different
meaning frameworks continue their work. The rules cannot be followed in detail
because the rules probably do not fit everyone in every case, and breaches may occur.
In order to maintain daily routines, flexibility comes into play. Disruptions not always
emerge from intended attacks, but also smaller-scale, less intentional disturbances as
well. Thus, such smaller-scale, everyday disruptions may be facilitated and smoothed

out through flexible use of rules and procedures.

There are rigid and indispensable rules that cannot be bent in the institution. These
rules are also important for the effective execution of the project processes. In case
of non-compliance with the requirements, the concerned department may decide to
stop the work. Stopping the work results in a healthier outcome than a faulty or
inaccurate result. Stopping the job until the wrong or faulty job is corrected may also
be used as a leverage in order to create pressure on the party making the fault and

speed up the process.

There are indispensable rules which can be considered as skeletal rules, and
also there are rules that make the things bulky. Compliance with the rules is
important, the rules should be shaped in accordance with the main
objectives (framework compliance) (Respondent 2, Project Manager).

Rules are the tools that lead us. We play according to them. We can take
initiatives if we are succeeding on our objective (Respondent 9, Director of
Services).

In contrast, there are some rules which are flexible according to the needs. Rules can
be considered as a high way. Rigid rules are the borders on the road that help to keep
the actions on the road and prevent going out of the way. Between the borders there

are lanes and flexible rules helping the actions to change lanes since needs and
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requirements may vary according to situation, departments, groups, market,
geography, etc. Win-win situations are mostly required for rules to be bent or
stretched.

Rules for the sales department should be flexible. The rules should be goal
oriented. If the main purpose is achieving the sales targets, the rules in
theory must be put into practice. In order to be customer and goal oriented,
it may be necessary to stretch the rules according to the needs and situations
(Respondent 7, Account Manager).

The rules and procedures summarize the experiences from the past.
Although all of them have causes, flexibility is required according to the
region and need. The global rules set by a global company may not be
suitable for every region. Regardless of the regulations of the region, the
culture, the way people do business, the expectations of the customers can
be different. In this direction, it is also possible to evaluate the rules
according to the current conditions and to be able to use the necessary
stretching (Respondent 6, Account Manager).

Flexibility in rules helps to sustain institutional nature and provide resources for

institutional survival.

As explained in section 2.1, maintaining institutions based on rule systems (enabling,
policing and deterring) has high degree of comprehensibility because actors are aware
of purpose and influence. In contrast, reproduction of norms and belief systems
(valorizing/demonizing, mythologizing and embedding/routinizing) is generally less
understandable since the actors are often unaware of their ultimate goal or the results
of their actions (Lawrence and Suddaby, 2006). Using rules and norms facilitates
institutional maintenance. The rigid and indispensable rules create common
frameworks in the institution, and they are very well known by the organizational
members. Thus, these rules prevent dead-end discussions and save time. For example,
if the financial credit of the customer is not approved by the finance team, system
delivery cannot take place. This is a rigid rule known by the individuals and it is not
questioned. Contrary, flexibility in rules provides an open discussion framework,
widens the limits in the organization and helps to find different ideas and common
solutions. For example, in order to receive the acceptance of the customer in a project,
in which the customer has not started yet to scan patients, by the approval of the
finance team, project managers can extend the payment period of the customer and

get the signature. Thus, using rules helps to sustain institutional routines and
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distribute resources to ensure institutional survival and creates a framework for

institutional maintenance.

As explained in section 2.3, in order to repair breaches, using formal rules (i.e., formal
policies and procedures) is essential since it supports actors to continue acting their
roles and thus institutional maintenance is ensured (Heaphy, 2013). Flexibility in
rules enables individuals to find a solution when existing rule systems do not provide
an exact answer for their needs or when they do not know how to act in the face of
breaches. For example, after the clinical application training, the project manager
should ask for customer acceptance since every liability is fulfilled by the company.
Similar to the above example, if the customer has not started to scan patients yet, the
customer may not want to sign the acceptance and start the warranty period. This may
create an operational breach. In such cases the project manager has flexibility to wait

until the patient scan period starts.
4.1.2 Goal Orientation

Since each department has their own integrity and meaning frameworks that are
different from others, in order to achieve goals, a common basis of understanding
should be settled between departments. This can be realized by having shared values
pointed at goal orientation. Although the values at the micro, departmental level break
down and cause conflicts, common values that meet at the macro, organizational level
under one roof support institutional maintenance. In order to eliminate the micro level
conflicts, institutional maintenance is based on the value of goal orientation.
Alignment in common basis of understanding creates converging meanings which

lead to institutional maintenance.

There are three major categories of the shared value of goal orientation which can be
defined as (1) customer centricity, (2) sales and revenue targets, (3) patient and
employee safety. In every interview, respondents mentioned all these three shared

values without any exception.

Customer centricity is one of the most important awareness and shared value in the

organization. Actors define customer as the center point for their actions and believe

that the customer determines success. Meaning frameworks for each department
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should somehow be connected and related with the customer. Having such an
understanding in all customer facing departments creates customer satisfaction
throughout the whole experience they have. Since a satisfied customer means
continuity in the business, customer experience is crucial for the company and it is
being measured in a survey after project closure by an independent organization.
When a healthy relationship is established between the departmental groups and
customers, it mostly results in a positive feedback from the customer since any
conflicts would have been eliminated from the beginning before it grows and creates
further issues. If there is negative feedback from customer, this means that there was
something wrong and it could not be properly communicated. Most of the time,
related actors are not aware of customer dissatisfaction and learn the customer facts
after the customer survey. Necessary steps are surely taken after the survey and such
a practice helps the institution to be maintained, thus, institutional practices are
reproduced effectively by organizational members and the project course is

smoothened for future opportunities.

We put the customer in the center of all of our operations. If we are like
circles, we have customers in the middle. Each customer has different
attributes and attitudes, but by having a common understanding of customer
focus helps us to overcome them (Respondent 10, Director of Services).

Mindset (meaning framework) of any employee in any department should
not be disconnected from customer. Customer is the cause of our existence
(Respondent 2, Project Manager).

The customer determines the success of our whole performance and if they
are satisfied, we can establish a long-term relationship. Selling a system to
the customer is just the beginning; after making a significant financial
investment, having a good experience of project course and realization of
the expectations they have, lead to customer satisfaction. In addition to that,
service performance is very important and if customer is also satisfied with
the service, they want to extend the service contract and a long-term
relationship is established (Respondent 1, Project Manager).

Sales and revenue targets are also important in the organization. Everyone in the
organization recognizes the importance of having a clear vision and of setting
specific, measurable objectives. One of the most important objectives set in the
company is the quarterly and yearly sales targets. Sales figures show how well the
company did and helps to get a screenshot of the instant situation. At the end of the

quarter the departments put big efforts to reach the target and create a collaborative
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synergy. Achieving the sales target creates a positive effect both in motivation in
actors and also for the credibility of the organization in the region and among global
operations. Having high credibility as a country helps the organization to reduce lead
times of system arrivals, making new equipment slots in the factory much easier to
find. Thus, actors feel confident; and they can find optimum solutions for their
customers. This situation creates confidence in the actors, and this also reflects on
their daily actions with other groups which help institutional maintenance.

Sales targets are one of the most important common values that show what
the company can achieve as a team. If sales targets are achieved, they have
a positive impact on meeting customer expectations, protecting and
improving the company's reputation, contributing to the company's
quarterly turnover and facilitating the activities of the company in the future
(Respondent 7, Account Manager).

Patient and employee safety are also important aspects for all actors in the
organization. Since the company is in the healthcare sector, patient safety is crucial
for every action. Patient safety is to protect patients from errors, injuries, accidents,
and infections. This applies for the employees working in the same environment. The
result of an erroneous or incomplete job may be fatal for both patients and employees.
In order to avoid such incidents, there are rigid rules and procedures to be applied.
Since every actor in the company has similar cognition, this creates convergent
meaning framework. Also using rules help avoid breaches, leading to institutional

maintenance.

We feel responsible for the fact that we provide products that are in contact
with human beings and the diagnosis of our product is important. Patient
safety is very important to us. Although the relationship with the customer
is determined by the contract, sometimes prioritization is made in terms of
patient safety and serviceability. However, in any case, our actions must be
done within the framework of the rules and procedures (Respondent 9,
Director of Services).

As explained in section 2.2, when it comes to consensus-based relations maintenance
is expected (Topal, 2015). Having shared values points to goal orientation triggers
converging meaning frameworks which result in institutional maintenance. Actors
easily understand and unite around the shared values such as customer centricity or
sales and revenue target if any action needed. As explained in section 2.3, in the face

of breaches, using rules may help individuals to meet at common base of
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understandings such as patient safety (Heaphy, 2013). In order to avoid safety issues,
there are rigid rules and procedures to be applied. Since every actor in the company
has a similar cognition on rules and procedures regarding safety, this creates
convergent meaning framework and common values. Using rules help avoid
breaches, leading to institutional maintenance (Heaphy, 2013). Hence, goal
orientation contributes to institutional maintenance since it reflects on the actors’
daily life. As explained in section 2.5, although the values at the micro level break
down and cause conflicts, common values that meet at the macro, organizational level
support institutional maintenance (Wright, Zammuto, and Liesch, P. W., 2017).
Moral emotions can thus change “perceptions of the rightness or wrongness of
particular actions” compared to a profession’s values and further encourage
professionals for maintenance (Kroll and Egan, 2004, p. 352). Especially, at the end
of quarters there is huge pressure on every employee to meet organizational targets.
In order to achieve them, groups unite under an umbrella and work for the goal.
During these times individuals share the responsibility and act for the benefit of the
social order, since every sales amount is realized by the project management after site
delivery completed or customer acceptance taken. Such an extensive amount of effort

brings institutional maintenance.
4.2 Relations

Since people live in a social context, better relationships with others create happier
and more productive environment for everyone. Social interactions maintain
institutions on daily basis, depending on positions and meaning frameworks (Dacin
etal. 2010; Bourdieu, 1990). Having a good relationship (social rapport) gives several
other benefits such that work is more enjoyable with others, people are more likely
to tolerate changes that need to be implemented, and they are more innovative and
creative. Good social interaction is not only needed with colleagues but also with
customers, suppliers and key stakeholders. So, it is very crucial to build and maintain
social interaction with others in the working environment in order to sustain
institutional stability. Good relationships can help foster effective communication

between groups, which improves morale and efficiency.
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There are formal and informal relationships in the organization. Formal relationships
defines relationships based on rules and policies that are established for compliance
on an existent system of authority. On the other end, informal relationships emerge
through social interaction. Such relations and interactions are created naturally,
informally, and unofficially. They come into existence informally out of the formal

framework.

The ethnomethodological point of view suggests that people are involved in
“accommodative work” which can be described as consistency of people's normative
expectations to maintain a common social world with others (Garfinkel, 1967). Since
individuals are generally unaware of and so skilled at their accommodative work, it
needs to be disrupted to be observed. From time to time, there are cases where social
order is disrupted, and actors go out of their defined job descriptions. Although the
roles are certain in the job descriptions, in some cases such as city hospital projects,
there are many occasions that do not fit in the job descriptions but must be dealt with.
In such occasions the organizational structure is being disturbed and institutional
practices are being tested. With the help of informal relations, things become easier

to handle and can be completed in a smoother way.
4.2.1 Building Reciprocity and Trust

As explained in section 2.2, regardless of the actors’ relative power positions,
maintenance is expected when it comes to consensus-based relations (Berger and
Luckmann, 1966). Strengthening relationships with others and especially with
customers provides a positive impact on project management. Institutional actors
spend time mostly face to face with the customer and build strong relationships.
Actors occasionally have social events with customers such as dinners and lunches;
the extra demands of customers are met only if they are compliant and manageable.
As a result of strong relationship with the customer, meaning frameworks converge
and mutual benefits can be achieved. The customer's expectations are sought to be
satisfied as much as possible by taking into consideration the possibility of being an
internal subject of return in the future. In hard situations, problems arising during the
project course are tried to be managed by using relationship with the customer. This

may be phrased as “you scratch my back, I scratch yours”.
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As explained in section 2.5, moral emotions are “emotions that are linked to the
interests or welfare either of society as a whole or at least of persons other than the
judge or agent” (Haidt, 2003, p. 853). Moral emotions encourage specialists to act
individually or collectively in order to maintain the values. In this case, priority is
given to the customer or to the other group without any expected return in the first
place. However, according to the basis of reciprocity in relationships, an expectation
may emerge somehow in the future in order to receive the return of the benefit
provided. It is a kind of emotional lending and borrowing which can be stated as
conditional emotion. As explained in section 2.3, rules can be used as tools (Silbey
and Bittner, 1982) for repairing breaches. In this way, breaches that may occur during
the project course are solved by using the customer initiative and the project is
continued successfully. This situation also creates a trust environment and
strengthens the relationship. Having a close meaning framework with the customer

provides institutional maintenance and helps to complete the projects successfully.

The social relationship with the client is intentionally strengthened. Thus,
we can be more approachable to each other (Respondent 1, Project
Manager).

In many cases, a sales opportunity doesn’t end with a sale. But we do as
much as we can to benefit the customer that will not benefit us at all. We put
priority in the future need of the customer because the customer knows that
we are doing our best and work for the benefit of the customer (Respondent
6, Account Manager).

We do emotional lending to the customer. My emotional relationship with
the client is more of a relationship of interest. If | help them, they also help
me (Respondent 11, Field Engineer).

Trust is the basis of every human relationship. Trust needs to be proven with words
and actions. Trust is important because if mutual trust is not ensured effective
relationships are not possible. When mutual trust is engaged within the groups, a
powerful bond is created, which helps working and communicating more effectively.
Mutual trust creates openness and honesty in both thoughts and actions. “Without the
element of trust, cooperation cannot exist, assertiveness becomes threatening,
responsibility is avoided, communication is hampered, autonomy is suppressed, and

coordination is haphazard” (Norsen et al., 1995, p. 45).
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Trust is more valuable than workflows and processes in departments within the
organization. There is an environment in which the actors within the organization are
at a certain level of maturity and mutual trust is allocated among them. Trust is taken
as a reference in mutual evaluations. Such an institutional practice speeds up the
processes in a mutually trusting environment which leads to projects progressing in

a smoother environment.

Communication and prioritization are our anchor points. While there are
some workflows available (SRC=Site Readiness Checklist), | have trust and
respect in others’ word in the company. One-to-one communication is done
and their trust in me is respected more than workflows (Respondent 10,
Director of Services).

Empathy and trust are important. All the employees in this company are at
a certain level of maturity. So, we do have mutual trust (Respondent 9,
Director of Services).

Reciprocity and trust play important roles in institutional maintenance. In an
environment of mutual reciprocity and trust, actors can be open and honest with each
other; they can easily express their ideas, they become givers instead of takers, social
interaction increases, and effective relationship is established, which leads to

institutional maintenance.
4.2.2 Conditional Dominance

As explained in section 2.2, the relational perspective on institutional work identifies
two structural factors: (1) Relative power positions refer to the dominance of the
positions compared to others (Creed, 2003; Symon, Buehring, Johnson, and Cassell,
2008; Kraatz, 2009; Ritvala and Granqvist, 2009; Currie et al., 2012; Grafstrom and
Windell, 2012). (2) Relative meaning frameworks refer to the similarity in norms and
beliefs in relation to others (Zilber, 2002; Tracey, Phillips, and Jarvis, 2011; Van
Dijk, Berends, Jelinek, Romme, and Weggeman, 2011; Smets, Morris, and
Greenwood, 2012; Heaphy, 2013; Malsch and Gendron, 2013; McCann et al., 2013).
These factors are also realized between different departments. The relational
perspective of institutional work emphasizes the relationship of dominant or
subordinate individual actors or departments with diverging or conflicting meanings.
In such a relationship there is a situation of continuous struggle. Since the sales and

service departments are more established with relatively larger number of
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organizational members, they are generally more dominant as opposed to the project
management department which has fewer than ten people. Taking into consideration
that sales and service departments have their own differentiated meaning frameworks,
such a dominance possessed by these departments may increase their decision-
making power. However, this situation is not very clear and visible due to the formal

structure of company in daily business.

The project management department mostly acts as a bridge between the two
departments (sales and services) with a customer-centric point of view as part of the
realization of the customer expectations as well. In this way, the project management
department can also dominate other departments by highlighting customer priorities
(conditional dominance) and receives support from other departments for the

successful management of the project.

I think there are no power positions in the matrix structure, each unit has
indispensables (sin qua non), prioritization is made according to the
customer situation. The important thing is the successful completion of the
work (Respondent 8, Senior Field Engineer).

Conditional dominance refers to situational dominance acquisition by using
important priorities against dominant positions. For each actor or department in the
organization, during the project course there are significant and indispensable
priorities that must be met, actors may use this situation for their advantage, and they
can become dominant. The customer is a focal point for all departments and
subordinate departments can use the advantage of customer priority against dominant
departments. For example, the project management department can request overtime
work over weekends if it is necessary and required by the customer. The service
department actors are not obliged to work overtime, but project management
department’s conditional dominance forces the service department to work overtime

over weekends.

Dominance is about the work of departments. The side where the customer
has priority is dominant. We consider the customer as the first priority
(Respondent 10, Director of Services).

When the planning is reported to the service department by the project
management, the service department does its best to comply with this plan,
although the service department is more dominant than the project
management team (Respondent 12, Senior Field Engineer).
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Conditional dominance helps actors to ease their tasks and creates an environment of
collective work. In an environment of conditional dominance, a shared priority has
been used as a convergent meaning framework. Conditional dominance reduces time
to complete tasks. Having an important priority helps other parties to understand the
situation and act faster than usual accordingly. Also, conditional dominance helps
prioritization and expediting the project course, which leads to institutional

maintenance.
4.3 Support Mechanisms

Support mechanisms have a significant role in facilitating the impact of both rules
and norms and relations. These mechanisms support rules and norms as well as
relations by providing a general framework for the organizational members to act and
maintain the relations between the departments and with the customer. Previous
experiences and the requirements of departments and the customer regarding
planning and timing, and knowledge and skills acquired through training shapes the
implementation of rules and norms, and continuity of relations. Hence, these
mechanisms are used for eliminating conflicts and seeking optimal solutions.
Institutional practices within the company are reinforced by the effective use of the

support mechanisms and this creates the tendency to institutional maintenance.
4.3.1 Planning and Timing

Planning and timing help maintain relations between different departments as well as
customers and develop norms of project management. Planning and timing for
ongoing and future activities such as sales opportunities and projects are significant
in order to eliminate conflicts between and within the departments as they encourage
and necessitate intense relations. In order to avoid such conflicts, there are weekly
meetings held between and within the departments. Every department has their own
division of labor, and also mutual prioritization and evaluations are made. The project
management department has meetings with sales in order to have knowledge about
sales opportunities and with the service department in order to arrange project
resources. Hence, having meetings for planning and timing create opportunities to

relate to other departments and organize interrelated activities.
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As explained in section 2.4, the existence of institutional contradictions may be
difficult and often annoying for individuals (Voronov and Vince, 2012) and this may
force individuals to question their roles and responsibilities. Individuals who face
conflicting identity prescriptions need to find solutions to help them form and
maintain self-consistency (Creed, Hudson, Okhuysen, and Smith-Crowe, 2014;
Giddens, 1991). To resolve the contradiction, individuals enact identity work (Creed,
DeJordy, and Lok, 2010) which helps them smoothen the tensions between the
identity elements due to misalignment. In the event of contradictions, a common way
of doing things and previous examples create a tradition that individuals can embed
their identities in order to manage such contradictions (Giorgi and Palmisano, 2017).
There may be contradictions in the planning phase related to resource problems or
conflicts in actions. In such cases, a common way of doing things is prioritization and
mutual evaluations which are made according to the importance of the actions.
Prioritization of norms around customer needs develops and is supported through
planning and timing evaluations. As a result of these evaluations, resources are
distributed according to the need. In this way, individuals can embed their identities
in traditional practices; such identity work helps individuals to understand their
identity, specifically, knowledge of ‘who they are’ and ‘what they do’ (Lok, 2010;
Pratt, Rockmann, and Kaufmann, 2006).

The project management department mostly faces resource problems with the service
department. These are mostly limited resources such as field engineers and the supply
of the tools required for the installation of the systems. The planning of the project is
important at this point to support the norms of customer orientation and the plans are
shared at the routine meetings. In order to have a successful project course, the service
department puts great effort to align limited resources, and if necessary, support is
obtained from other regions and supply of both field engineers and tools are provided.

In this way, projects continue without interruption.

Resources are limited. Mutual assessment is required for a seamless project
course (Respondent 4, Project Manager).

Planning history of the customer helps a special planning norm to be established for
that customer. Attributes possessed by the customer such as previous projects,

loyalty, financial history, total amount of sales contract, etc. have impact on the
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prioritization. If the planning and the service given to the customer was prioritized
in the past, they expect to receive similar priority in the future as well. Such attitude
of the customers is also well known by the company and planning is tried to be done

around these expectations.

We make mutual evaluations through communication. We're prioritizing.
We have weekly meetings. During these meetings we do short-term and long-
term evaluations (Respondent 9, Director of Services).

As explained in section 2.3, during handing over processes operational breaches may
occur and they mostly evolve over a period of time and include involvement (or lack
of involvement) of multiple people (Heaphy, 2013). Timely involvement prevents
having operational breaches. Hence, it is crucial that the sales department involves
the project management department at an early stage. It supports the norm of
customer orientation and relations with both customers and other departments. In this
way, the project manager recognizes both the customer and the expectations of the
customer at the pre-sales stage and shapes the project requirements accordingly. Also,
the project manager becomes aware of the verbal commitments given to the customer
by the sales team and minimizes the communication related issues that might be
occurred in the future. There are procedures (PIN/POC=Project Initiation
Notification / Pre Order Consultation) used in the organization in order to ensure
timely interaction and handover between departments. Sales opportunities are
notified to the project managers by account managers before order take place and the
project manager is required to visit the customer site and to give feedback about the
site to the account manager. If there are any missing fields, mistakes, or overlooked
points it is revealed at a very early stage and conflicts can be resolved without major

impacts.

There is always a risk of having conflicts with the sales department greater
than the service department. These conflicts might be related with budgetary
issues, risk assessment, system configuration and features, commitments,
etc. Processes such as PIN/POC are being implemented and have worked
fine until so far (Respondent 5, Project Manager).

There is a shortage of communication with the sales department. We need

to be involved on time. The PIN/POC process is important, otherwise there
may be planning shortages (Respondent 3, Project Manager).

50



Planning and timing maintain ongoing relations between departments. They support
the existing procedures and rules around customer orientation and help to bring
certainty and avoid interdepartmental conflicts. Through periodic planning and
timing meetings, project management as an institutional practice is reproduced in an
iterative way and becomes more effective. Groups may understand mutual needs and
act accordingly to organize and continue their relations and respond to customer
needs more effectively. This helps projects to be completed successfully in variable
environments with limited resources and institutional practices to be maintained in

the organization.
4.3.2 Training and Development

Training opportunities allow employees to strengthen and improve their skills while
development opportunities increase the level of individuals. Thus, individuals have
more or less equal skill and knowledge. This may have many benefits for both

employees and organization itself. Some of the benefits are as follows:

e Improved employee performance,

e Improved employee satisfaction and morale,

e Addressing weaknesses,

e Consistency,

¢ Increased productivity and adherence to quality standards,
¢ Increased innovation in new strategies and products,

¢ Reduced employee turnover,

e Enhanced company reputation and profile.

There are basically three types of training in the organization: (1) Mandatory training,
(2) technical training, and (3) soft skill training. These training programs may be

online or in class.

Mandatory training is related with rigid rules and policies that need to be done.
Mandatory training is given in periodically and they differ according to the role of
the employee. Routinely, compliance, quality and EHS (environment, health and
safety) training is given. This ensures that rigid and indispensable rules in the

company are not bent and contribute to the formal structure of the organization. It
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also helps maintain quality, which is actually a norm complementing customer
orientation, and improve relations by providing a common ground of understanding
on several key issues like quality and safety. Hence, training is a tool to create
common norms, through which better stakeholder relations can be developed. As
explained in section 2.1, maintaining institutions has a continuum of
“comprehensibility”.  Reproduction = of norms and  belief  systems
(valorizing/demonizing, mythologizing and embedding/routinizing) is generally less
understandable since the actors are often unaware of their ultimate goal or the results
of their actions (Lawrence and Suddaby, 2006). Mandatory training refers to
reproduction of norms and belief systems in order to maintain institutional practices
related to project management. In terms of valorizing and demonizing, EHS
(Environment, Health and Safety) training and accident reports are published to
create an EHS mindset within the organization and in terms of deterrence EHS
training reminds employees of the requirement of compliance with rules and use of
coercive barriers to institutional change. As explained in section 2.3, mandatory
training emphasizes maintenance in the face of possible breaches by using rules
(Heaphy, 2013). For example, in the case of a customer pressure to complete a task
in an unsafe environment, individuals are able to stop the work due to safety concerns.

Thus, breaches are eliminated by the right usage of rules.

Technical training is mostly related with systems, products or services. They are the
basic know-how of how to do things right. They also refer to quality requirements
and intend to refresh the minds of employees and ensure that the procedures are done
correctly. Therefore, they create a common technical context, in which employees
have similar approaches to problems and solutions (Topal, 2015). Technically
qualified employees are more likely to comply with quality norms and develop trust
in both customers and other employees through their informed and consistent actions

and interactions.

Soft skill training is mostly related with relations and contribute to the informal
structure. The attitude of the employees is as significant as their knowledge. Soft
skills are part of personal attributes that increase the efficiency and harmony in social
interactions. The organization invests in soft skill training which is crucial for

effectivity in business. Soft skill training aims to improve communication, problem
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solving, conflict resolution, leadership, emotional intelligence, time management,
and teamwork, etc. skills which support the informal structure of the organization and
develop relations. They contribute mainly to the social context of the organization.
2.Being skilled in such areas, employees are more likely to protect a common

meaning framework and maintain the existing practices (Topal, 2015).

Training and development emphasize the importance of correct and effective
communication based on certain technical, legal, and interpersonal norms.
Employees try to strengthen their communication and persuasion skills, customer and
process management skills by the help of training and development programs. This
situation develops the shared values within the organization leading to institutional
maintenance (Wright, Zammuto, and Liesch, 2017) and provides a healthier
relationship and involvement between the departments that have different meaning
frameworks as well as the customer side. Thus, training and development provides
background on common meaning framework for individuals on both technical and

social context, resulting in maintenance (Topal, 2015).

The company structure determines the way we work. There is a very diverse
working structure and employee profiles in such a multinational company
with different cultures. Soft skill training is given a lot, and these are being
put into practice. We try to convince the other side and serve the common
purpose (Respondent 10, Service Department).

This is the end of chapter four. In the next chapter conclusion of the research will be

elaborated.
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CHAPTER 5

CONCLUSION

The findings of this research revealed the mechanisms that help maintain project
management as an institutional practice. As different groups interact, conflicts and
areas for maintenance emerge. In this research, how the projects as an institutional
practice are completed successfully in a very challenging and dynamic environment
and how they are maintained in the organization have been examined within the

Turkish branch of a multinational healthcare company.

The past research implied that institutional work approaches focus deeply on
individuals, actions and relationships of individuals with other individuals or with
institutions (Lawrence and Suddaby, 2006) and institutional maintenance requires
some degree of agency (Lawrence and Suddaby, 2006) because institutions are not
self-reproducing (Scott, 2008). However, the research fails to provide a systematic
analysis of mechanisms that help institutional maintenance in different contexts.
Although institutions are social constructions and taken for granted by institutional
actors, they need maintenance to exist. This research contributes to institutional work
studies as it explores institutional work within the context of healthcare organizations
and points out the contributor mechanisms of institutional maintenance. Rules and
norms can be considered as value-shapers for the institution while reciprocity/trust
and conditional dominance are relation-shapers. In addition, planning/timing and
training support the positive effect of values and relations. By revealing these
different mechanisms associated with institutional maintenance, this study explains
how actors engage in collective maintenance and reproduce institutional practices
like project management in healthcare organizations. Hence, it opens up new
possibilities of theory and practice based on identified concepts and associated

practices.
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5.1 Contributions to Theory

This research has meaningful contributions to the institutional work literature. First,
it complements and confirms several findings of the existing literature. Second, it
introduces the concepts of conditional dominance and conditional emotion into the

literature. To summarize how it complements the literature:

- Flexibility in rules indicates that using rules increases effectiveness and
common understanding within the organization (Lawrence and Suddaby,
2006). Also having rule systems eliminates the possibility of having conflicts
and breaches (Heaphy, 2013).

- Goal orientation implies that converging meaning frameworks at goal
orientation triggers institutional maintenance (Topal, 2015); in the face of
breaches, using rules may help individuals to meet at a common
understanding such as patient safety (Heaphy, 2013). Also, goal orientation
shows that although the values at the micro level break down and cause
conflicts, common values that meet at the macro, organizational level support
institutional maintenance (Wright, Zammuto and Liesch, 2017).

- Building reciprocity and trust support the findings of the literature that having
good relations helps improve converging meaning frameworks (Topal, 2015)
and helps individuals in the face of breaches (Heaphy, 2013).

- Planning and timing complements the literature as it points out that timely
involvement of individuals eliminates having operational breaches (Heaphy,
2013) and planning history of the customer helps individuals to find identity
truce by the help of traditions (Giorgi and Palmisano, 2017).

- Training and development contributes to the literature as they are
demonstrated to facilitate reproduction of norms and belief systems
(Lawrence and Suddaby, 2006), create common meaning frameworks within
individuals in both technical and social context (Topal, 2015), help
individuals to maintain institutions by using rules (Heaphy, 2013), and

develop common values for individuals (Wright, Zammuto and Liesch, 2017).
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Two new concepts are introduced as well to the literature. First, the concept of
conditional dominance is introduced. Relational perspective on institutional work
highlights two structural factors including relative power positions, which refer to the
dominance of the positions compared to others (Creed, 2003; Symon, Buehring,
Johnson, and Cassell, 2008; Kraatz, 2009; Ritvala and Granqvist, 2009; Currie et al.,
2012; Grafstrom and Windell, 2012), and relative meaning frameworks, which refer
to the similarity in norms and beliefs in relation to others (Zilber, 2002; Tracey,
Phillips, and Jarvis, 2011; Van Dijk, Berends, Jelinek, Romme, and Weggeman,
2011; Smets, Morris, and Greenwood, 2012; Heaphy, 2013; Malsch and Gendron,
2013; McCann et al., 2013). Conditional dominance is situational dominance
acquisition by using important priorities against dominant positions. Each actor or
department in the company can use significant and indispensable priorities that must
be met and become dominant over others even they are subordinate. In healthcare
companies, the priority is customer and customer orientation emerges as a general
meaning framework almost equally important for all departments. Hence, when a
relatively subordinate actor like a project manager emphasizes and shows the
relevance of customer orientation in the operation, s/he can situationally dominate
relatively dominant actors like sales or service people. Conditional dominance might
actually be a source of conflict between departments and thus disruption to
institutional practices as it reverses established positions in the organization. The
study shows that, on the contrary, conditional dominance is essential in maintaining
those practices by emphasizing organization-wide values within a temporary role

reversal.

Second, the concept of conditional emotion is introduced. Moral emotions can be
explained as “emotions that are linked to the interests or welfare either of society as
awhole or at least of persons other than the judge or agent” (Haidt, 2003, p. 853) and
they encourage specialists to act individually or collectively in order to maintain the
values. Moral emotion refers to providing help to others without any expected return
in the first place. However, according to the basis of reciprocity in relationship, an
expectation may emerge somehow in the future, in order to receive the return of the
benefit provided. It is a kind of emotional lending and borrowing. In this way, the

conflicts that may occur are avoided and institutional maintenance is ensured. Hence,
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in our case, moral emotions appear as conditional emotions as reciprocation is
expected. In healthcare companies, conditional emotion can emerge between
customers and project managers. While project managers respond to customer needs,
which vary with each customer, customers accommodate technical necessities not
exactly in line with their needs and continue to work with the same company in the
future. This reciprocity implies the success of project management in its current form

and contributes to its continuance.

Both concepts of conditional dominance and conditional emotion highlight the role
of customers in maintaining institutional practices within organizations.
Relationships with customers can be as important as between internal organizational
actors for institutional maintenance. The effect might be indirect yet significant.
Customer orientation as a general meaning framework provides a common basis for
all internal actors who develop routines of coordination and reciprocation with other
actors, including customers. In fact, customers temporarily become organizational
actors whose relations with others shape the process of institutional maintenance.
They become the normative and emotional center of the process. In this sense, they
are the main reason why healthcare projects keep their institutional form despite
conflicts with and demands of other departments. This study thus demonstrates this
central role of customers in the maintenance of healthcare projects as an established,
institutional practice, which seems to be generally successful in satisfying customers.

5.2 Limitations and Future Research

In this study, the researcher examined his own employer company which may create
unclear visibility on the content of data. Some events seem very ordinary to the
researcher since these events are part of the researcher’s job and extracting findings
from these usual events becomes a struggle. Since the researcher is an insider, this
situation must have an impact on the interpretation process and other perspectives
can never be ruled out entirely despite the attempts to be self-reflexive and use
multiple perspectives. Some other researcher may reach different findings.

This research was conducted in a limited environment with a limited sample size,

geographical and business domain restrictions which reveal the problem of
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generalization. Concentration on a limited number of participants working in the
same company eventually brings the concern of whether these results would be
different in other business domains. Hence, some other organizations different from

the company profile and business domain can be researched in future studies.

Based on these limitations, some recommendations can be made for further research

on institutional work theory and institutional maintenance.

Firstly, this study needs to be integrated with quantitative research over a larger
sample that would examine the proposed relationship between institutional
maintenance and associated mechanisms. Quantitative studies can put the
relationships between these mechanisms to test and help develop a better sense of
their strength and impact on maintenance. Thus, the proposed model might be

changed and improved accordingly.
The researchers intending to follow a similar study are recommended to perform it:

- In other business domains in where the customer is surrounded by sales,
service and project management departments. In this study, company does not
have any manufacturing in Turkey, so its business is dependent on sales. In
such a business domain, a company having manufacturing in Turkey may
result in different findings.

- In regions or cultures where relations are more formal and based on task
management. In the Turkish context, trust is very important, and relations are
very emotional. Formal, contractual relationships might lead to different
results in a similar study.

- In small-scale local companies instead of a global corporate company.
Training opportunities might be limited in small-medium sized companies.
Therefore, training as a support mechanism may be limited or even absent.
There might be other mechanisms, for example informal mentoring activities,

which have an impact on institutional order.

In sum, findings from different regions, cultures, scales, or business domains might

result in changes to the mechanisms or themes described in the findings. Still such
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studies in different contexts will help comparatively evaluate the role of mechanisms

in institutional maintenance.
5.3 Managerial Implications

There are a few implications for managers and professionals which can be inferred
from the findings of this study. Firstly, trust is the social glue and it cements the
relationship by enabling individuals to live and work together. Without trust no
relationship lasts long. So, managers should focus on relationship building activities.
In order to have long term relationships, managers should flex the rules and avoid
establishing only contract-based relationships. Managers should always leave room

for informal relations and trust building.

Secondly, it is important that training and development activities take place. Training
strengthen and improve the skills while development opportunities increase the level
of individuals. Thus, individuals have more or less equal skill and knowledge. This
may have many benefits for both individuals and organization itself. Managers should
pay attention for the needs of individuals and improve the weaknesses within the
team. By this way, the team performance increases collectively, and team acts result

oriented in a more efficient way.

Lastly, goals are important endeavors that unite the individuals around. However,
goals should be SMART. The acronym of smart stands for Specific, Measurable,
Achievable, Realistic, Timely. Clear goals are useful tools in motivating the
individuals and reach the targets. Otherwise, goals are nothing else than empty
illusions which disrupt the harmony within the institution and decrease the value of a

professions.
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APPENDIX B. INFORMED CONSENT FORM

ARASTIRMAYA GONULLU KATILIM FORMU

Bu arastirma, ODTU Isletme Boliimii Yiiksek Lisans 6grencisi Emre Bulut
tarafindan Orta Dogu Teknik Universitesi Isletme Boliimii Ogretim Uyesi Yrd. Dog.
Dr. Cagr1 Topal danismanhigindaki yiiksek lisans tezi kapsaminda yiiriitiilmektedir.

Bu form sizi arastirma kosullar1 hakkinda bilgilendirmek i¢in hazirlanmastir.
Calismanin Amaci Nedir?

Aragtirmanin amaci, kurumsal pratikleri inceleyerek proje yoOnetim
stireclerinde kurumsal ¢aligmanin nasil basarili bir sekilde devam ettirildigini ortaya

¢ikarmaktir.
Bize Nasil Yardimc1 Olmamz Isteyecegiz?

Arastirmaya katilmayr kabul ederseniz, sizden arastirma sahibiyle
goriismeniz beklenmektedir. Yaklasik olarak 40 dakika siirmesi beklenen bu
goriismede sizlere proje yonetim siiregleri ve diger departmanlarla olan iliskileri ile
ilgili acik u¢lu sorular sorulacaktir. Bu sirada igerik analizi ile degerlendirilmek lizere

cevaplarinizla ilgili notlar alinacaktir.
Sizden Topladigimiz Bilgileri Nasil Kullanacagiz?

Arastirmaya katiliminiz  tamamen goniilliilik temelinde olmalidir.
Gorlismede sizden kimlik veya kurum belirleyici hicbir bilgi istenmemektedir.
Cevaplariniz tamamiyla gizli tutulacak ve sadece arastirmacilar tarafindan
degerlendirilecektir. Katilimcilardan elde edilecek bilgiler toplu halde

degerlendirilecek ve bilimsel yayimlarda kullanilacaktir.
Katiliminizla ilgili bilmeniz gerekenler:

GOrusme, genel olarak kisisel rahatsizlik verecek sorular veya uygulamalar
icermemektedir. Ancak, katilim sirasinda sorulardan ya da herhangi bagka bir
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nedenden 6tiirti kendinizi rahatsiz hissederseniz gériismeyi yarida birakip ¢ikmakta
serbestsiniz. BOyle bir durumda goriismeyi uygulayan kisiye goriismeden ¢ikmak

istediginizi sdylemeniz yeterli olacaktir.
Arastirmayla ilgili daha fazla bilgi almak isterseniz:

Gortisme sonunda, bu c¢alismayla ilgili sorulariniz cevaplanacaktir. Bu
calismaya katildiginiz i¢in simdiden tesekkiir ederiz. Calisma hakkinda daha fazla
bilgi almak icin Isletme Boliimii 6gretim iiyelerinden Yrd. Dog. Dr. Cagr1 Topal (E-

posta: ctopal@metu.edu.tr) ya da yiiksek lisans Ogrencisi Emre Bulut (E-posta:

bulut.emre@hotmail.com) ile iletisim kurabilirsiniz.

Yukaridaki bilgileri okudum ve bu ¢alismaya tamamen goniillii olarak

katiliyorum.

(Formu doldurup imzaladiktan sonra uygulayiciya geri veriniz).

Isim Soyad Tarih Imza
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APPENDIX C. INTERVIEW QUESTIONS

MULAKAT SORULARI

PROJE YONETICILERI iCiN MULAKAT SORULARI

Kesin Olarak Sorulmasi1 Gereken Sorular

1
2
3.
4

oo

®

. Kag yildir bu sirkette ¢alistyorsun?
. Yaptign isi kisaca tanimlayabilir misin?

Sirket icerisinde kimlerle etkilesime giriyorsun?

. Departmanlar arasi ne gibi ¢eliskiler yasaniyor ve bunlar nasil

¢cozlmleniyor?

Miisterilerle ne gibi ¢eliskiler yaganiyor ve bunlar nasil ¢éziimleniyor?
Kendi biriminde ne gibi ¢eliskiler yasaniyor ve bunlar nasil ¢6ziimleniyor?
Yaptigin isin devamliligini nasil sagliyorsun veya isin devamliligini
saglamak i¢in giindelik ne gibi seyler yapiyorsun?

Kurallar ve prosedurlerin giindelik is hayatinda yerini nasil tanimlarsin?
Departman i¢inde ve disinda ne gibi ortak degerler bulunmakta, bu degerler
celigkileri 6nlemenize ne denli yardimei oluyor?

Yeri Geldik¢e veya Konu Acilirsa Sorulmasi Gereken Sorular

10.

11.
12.

13.
14.
15.
16.

17.

Departmanlar arasi iligkilerde gii¢ pozisyonlari ve anlam ¢ergevelerini
tanimlayabilir misin?

Isinde duygunun dnemi nedir?

Isinde miisteriyi nasil tanimlryorsun, miisteri sizin isinizin neresinde
duruyor?

Miisteri ile duygusal bag kuruyor musun, kuruluyorsa nasil bir bag oldugunu
tanimlar misin?

Ne gibi islere ¢caba sarfediyorsun?

Isinde niyetin énemi nedir?

Isinde seni yonlendiren kurumsal bir yap1 var mi, varsa bu yapmnin sana
etkisini nasil tanimlarsin?

Diger departmanlarla iliskilerde giiveni nasil tanimlarsin?
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SATIS VE SERVIS CALISANLARI iCIN MULAKAT SORULARI

Kesin Olarak Sorulmasi Gereken Sorular

1. Kag yildir bu sirkette ¢alistyorsun?

2. Yaptigin isi kisaca tanimlayabilir misin?

3. Sirket icerisinde kimlerle etkilesime giriyorsun?

4. Proje yoneticileriyle ne gibi ¢eligkiler yagsaniyor ve bunlar nasil
cozimleniyor?

5. Yaptigin isin devamliligini nasil sagliyorsun veya igin devamliligini
saglamak i¢in giindelik ne gibi seyler yapiyorsun?

6. Kurallar ve prosediirlerin giindelik is hayatinda yerini nasil tanimlarsin?

7. Departman i¢inde ve digsinda ne gibi ortak degerler bulunmakta, bu degerler
celiskileri dnlemenize ne denli yardimer oluyor?

Yeri Geldik¢e Veya Konu Acilirsa Sorulmasi Gereken Sorular

8. Proje yonetim departmaniyla olan iligkilerde gii¢ pozisyonlar1 ve anlam
gergevelerini tanimlayabilir misin?

9. Isinde duygunun énemi nedir?

10. Isinde miisteriyi nasil tanimliyorsun, miisteri sizin isinizin neresinde
duruyor?

11. Miisteri ile duygusal bag kuruyor musun, kuruluyorsa nasil bir bag oldugunu
tanimlar misin?

12. Ne gibi islere ¢aba sarfediyorsun?

13. Isinde niyetin 6nemi nedir?

14. Isinde seni yonlendiren kurumsal bir yap1 var m1, varsa bu yapinin sana
etkisini nasil tanimlarsin?

15. Proje yoneticileriyle iliskilerde gliveni nasil tanimlarsin?
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APPENDIX D. ORGANIZED INTERVIEW TABLE

Project Management Department

Questions Respondent 1, Project Manager
Answer Code
1. How long have you been working for this company? 3

2. Can you briefly describe what you are doing?

project, relationship and process management

3. Who do you interact with in the company?

sales, service, application, modality

4. What are the contradictions between departments
(project managers) and how are they resolved?

different cultures, different way of business understanding,
sales and service different worlds, optimum solution seeking,
prioritization and business need importance

The meaning frameworks are
different and they are being
reproduced by the intra-
department relations

resources limited

proiritization

project management is enabler
function

5. What are the conflicts occur with customers and how
are they resolved?

customer is not kowledgable, insecure, irrelevant,
has expectations. We dont have overlapping plans

resources limited
needs are different

6. What kind of conflicts are there in your unit and how
are they resolved?

job distribution and resource constraints, prioritization is being
done. The department works individually.

resources limited
prioritization

7. How do you maintain your continuity or what you do
on a daily basis to ensure your continuity?

stakeholder management, follow up, agency factor, sense of
responsibility

internal and customer relations

8. How do you define the place of the rules and
procedures in everyday business life?

there are unnecessary ones and they slow down the
processes. The rules should be to the point, should not be
information crowd; is a condition to come to a certain level

rules must be up to date and to
the point,
rules guiding

9. What common values exist within and outside the

sales targets
customer happiness

department and how does these values help to prevent ge beliefs
contradictions? patient safety
reputation

10. Could you describe the power positions and meaning
frameworks in relation to departments (through the
project management department)?

most dominant is (in order) sales-service-project management.
the service has indispensibles other than that the project is
more dominant

service long term and quality oriented

sales short term and result oriented

11. What is the importance of moral emotion in your
job?

there is no place for feelings, we are acting according to the
situation instead of feeling
do not trying to dissappoint my manager

conditional emotion
institution effects you in this
way

12. How do you describe the customer in your business,
where does the customer stand?

customer determines the succes, result oriented, business
center. customer determines the success of our whole
performance and if they are satisfied, we can establish a long-
term relationship.

center in the business, other
departments rund around it

13. Do you have an emotional connection with the
customer, and if so, how would you describe the
connection?

social relationship is strengthened on purpose. We become
more approachable to each other

intention, approachable,
mutual (reciprocal) emotion

14. What kind of work are you putting effort?

15. What is the importance of intention in your job?

16. Is there an institutional structure that directs you in
your work, and how do you define the effect of this
structure on you?

17. How do you define trust in relation to other
departments (project managers)?
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Project Management Department

Questions Respondent 2, Project Manager
Answer Code
1. How long have you been working for this company? 4

2. Can you briefly describe what you are doing?

Project management

3. Who do you interact with in the company?

sales, service, application, modality, procurement

4. What are the contradictions between departments
(project managers) and how are they resolved?

incomplete jobs can be done, jobs may not suitable for the
technical specs, service expectations can not be met

relational issues, operational
breaches

5. What are the conflicts occur with customers and how
are they resolved?

customer wants to trust, the cost of investment high, so
customer has high expectations, you have to compromise
since the competition is huge

trustworthy, expectations,
verbal commitment to
customer, relations, forwarding
right people

6. What kind of conflicts are there in your unit and how
are they resolved?

sales target related issues, sometimes reource constraints may
occur. prioritization and business need importance

resources limited
prioritization

7. How do you maintain your continuity or what you do
on a daily basis to ensure your continuity?

remote control, relations

interal and external relations
important

8. How do you define the place of the rules and
procedures in everyday business life?

there are necessarily rules (skeletal rules), there are rules that
are bulky, compliance is important, the rules need to be
shaped in line with the main goals (framework harmony)

skeleton and side rules
framework should be aligned
with the customer

9. What common values exist within and outside the
department and how does these values help to prevent
contradictions?

GE beliefs, patient safety, sales targets, customer satisfaction,
ethical values

10. Could you describe the power positions and meaning
frameworks in relation to departments (through the
project management department)?

sales and service make mistakes and blame project
management, other departments are dominant to the project
management, there is the effect of personal success

sales and service are
dominant, personal success and
harmony (character) affect this
situation.

11. What is the importance of moral emotion in your
job?

character issue, we have to be customer-oriented and also
think about company interests

individual character

12. How do you describe the customer in your business,
where does the customer stand?

customer is in our center point but we are not in the center of
the customer.

center in the business, other
departments rund around it

13. Do you have an emotional connection with the
customer, and if so, how would you describe the
connection?

14. What kind of work are you putting effort?

15. What is the importance of intention in your job?

goal of making the best work

16. Is there an institutional structure that directs you in
your work, and how do you define the effect of this
structure on you?

17. How do you define trust in relation to other
departments (project managers)?

success in each project increases your confidence to the
others. Something that has been won by tiime and
hardworking
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Project Management Department

Questions Respondent 3, Project Manager
Answer Code
1. How long have you been working for this company? 2

2. Can you briefly describe what you are doing?

project management

3. Who do you interact with in the company?

sales, service, modality, application, service center,
connectivity, Ics

4. What are the contradictions between departments
(project managers) and how are they resolved?

relational difficulties, we need to be involved in time, PIN /
POC process is important, planning can be a problem

relational issues, resources,
using rules

5. What are the conflicts occur with customers and how
are they resolved?

verbal communication of the sales may come back to us as a
demand. Hand over required

verbal commitment to
customer

6. What kind of conflicts are there in your unit and how
are they resolved?

resource problems might occur, prioritization and business
need importance

resources limited
prioritization

7. How do you maintain your continuity or what you do
on a daily basis to ensure your continuity?

I know the customer's reflex since | came from customer
side. I constantly take notes, | work on a schedule, make site visits
frequently, we become enablers. Face to face communication is
important for relations

enabler, planned, relations

important, presence on site and

face to face communication

8. How do you define the place of the rules and
procedures in everyday business life?

sets the limits of the job rules, is a must

9. What common values exist within and outside the
department and how does these values help to prevent
contradictions?

customer satisfaction, patient safety, sales targets, ge beliefs

10. Could you describe the power positions and meaning
frameworks in relation to departments (through the
project management department)?

sales and service are more dominant to project management,
the project team is not even crowded. Project managers are
enabler, service and modality have more rigid rules, sales and
project managers manage situations and people and do not
have any physical work, so they can have flex more rules.

sales and service are dominant

difference in frameworks can
provide flexibility in
implementing rules.

11. What is the importance of moral emotion in your
job?

Everyone needs each other, we must benefit each other. We
are on the same team, no matter how individual we work

conditional emotion

12. How do you describe the customer in your business,
where does the customer stand?

there is a customer in the business center, there is no business
for us if there is no sales

center in the business, other
departments rund around it

13. Do you have an emotional connection with the
customer, and if so, how would you describe the
connection?

14. What kind of work are you putting effort?

15. What is the importance of intention in your job?

we are trying to change the client's future preferences. We are
constantly trying to attract customers who have used competitors
equipments.

strategic intention

16. Is there an institutional structure that directs you in
your work, and how do you define the effect of this
structure on you?

17. How do you define trust in relation to other
departments (project managers)?

In professional life, you should not trust someone totaly.
Everyone in the company is on a certain line, but | prefer to
communicate people in writing.

written communication and
trsut
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Project Management Department

Questions Respondent 4, Project Manager
Answer Code
1. How long have you been working for this company? 6

2. Can you briefly describe what you are doing?

project management, which is responsible for the field
installations, not exactly a whole project management. Our
interface and our stakeholders are in many (internal, external),
the regulations are too much

lack of empowerment,
relations, using rules
(regulations)

3. Who do you interact with in the company?

sales, service, modality, logistics, application, ehs, finance,
compliance, controllership, quality

4. What are the contradictions between departments
(project managers) and how are they resolved?

meaning frameworks are different, priorities may
conflict. Resource is not enough.Reconciliation is underway,
and prioritization is being done.

meaning frameworks,
resources, relations,
prioritization

5. What are the conflicts occur with customers and how
are they resolved?

we may not be involved in pre-sales. The sales process can be
very long. We may not know about what was spoken.

verbal commitment to
customer, operational breaches
& using rules (PIN / POC not
being used)

6. What kind of conflicts are there in your unit and how
are they resolved?

quarter-end sales pressures, resource problems. Prioritization
and customer relations are being looked at for good project
course. There may be shortcomings in communication.

resources limited
prioritization
relations

7. How do you maintain your continuity or what you do
on a daily basis to ensure your continuity?

there are routine meetings, daily relations, there are workflows
we follow.

relations and follow-up,
weekly meetings and
evaluations

8. How do you define the place of the rules and
procedures in everyday business life?

we have checklists, workflows, these are integral parts of the
job. For the rules you think are unnecessary, the company
gives you the opportunity to change. We act proactively.

using rules for standardization
and safety

9. What common values exist within and outside the
department and how does these values help to prevent
contradictions?

EHS zero defect, patient safety, sales targets, customer
satisfaction, ge beliefs

necessary for the creation of a
common meaning framework

10. Could you describe the power positions and meaning
frameworks in relation to departments (through the
project management department)?

sales and service are dominant, we are becoming enabler. We
are making all kinds of help for the sales realization and
service continuity, but we can establish dominance in some of
indispensibles.

project enabler, conditional
dominance (dominance in
indispensibles)

11. What is the importance of moral emotion in your
job?

we are doing tasks that are not our duty, we should not do too
much of it otherwise they become our duty.

12. How do you describe the customer in your business,
where does the customer stand?

customer is center of the business, sometimes we go out of
defined jobs. Each customer is different

13. Do you have an emotional connection with the
customer, and if so, how would you describe the
connection?

| do my best for the customer, | keep the relations ongoing, |
keep them informed always

14. What kind of work are you putting effort?

15. What is the importance of intention in your job?

16. Is there an institutional structure that directs you in
your work, and how do you define the effect of this
structure on you?

we work in a corporate structure, when i started to this job i
didnt know anything about it. Our corporate structure taught
everything to me.

effect of institution to actor

17. How do you define trust in relation to other
departments (project managers)?

trust is related with say do ratio. Trust is a personal situation,
it is necessary to separate trust from institutionalism and take
a personal look.
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Project Management Department

Questions Respondent 5, Project Manager
Answer Code
1. How long have you been working for this company? 6

2. Can you briefly describe what you are doing?

project management

3. Who do you interact with in the company?

sales, service, modalte, logistics, ehs, quality, procurement

4. What are the contradictions between departments
(project managers) and how are they resolved?

most of the conflicts occur with sales such as budget, risk
assessment, system configuration. Processes such as Pinpoc
are implemented. It is not enough to put these, it is also
important to follow up.Conflicts with service are such as
planning and prioritization issues. Impact assessment is in
progress.

meaning frameworks,
resources, relations,
prioritization, using rules

5. What are the conflicts occur with customers and how
are they resolved?

the customer is in pursuit of providing self-interest, if there is
a gap in the contract and project plan, customer wants to take
advantage of it. Oral communication is common and
dangerous. Communication of the right people is important,
customer satisfaction and continuity are important.

verbal communication risks
right communication with right
people

6. What kind of conflicts are there in your unit and how
are they resolved?

workload and regional distribution issues we have,
prioritization and evaluations are being done.

resources limited
common territory with sales
prioritization

7. How do you maintain your continuity or what you do
on a daily basis to ensure your continuity?

There are separate mechanisms within the framework of rules
and procedures. Weekly meetings between project
management and service and sales

relations and follow-up,
weekly meetings and
evaluations

8. How do you define the place of the rules and
procedures in everyday business life?

it needs to be business-oriented and simple, it needs to add
value to the business, simplification. Stay lean to go fast (ge
beliefs)

9. What common values exist within and outside the
department and how does these values help to prevent
contradictions?

ge beliefs, sales targets, patient safety, customer satisfaction

10. Could you describe the power positions and meaning
frameworks in relation to departments (through the
project management department)?

In some cases the matrix structure is no longer
functional. This can be market and sales-driven, sales target
leads to this, sales are dominant.

conditional dominance

11. What is the importance of moral emotion in your
job?

you work more closely with the people you understand well,
you become more motivated with customers and colleagues
who have strong relations.

convergent meaning
frameworks bring maintenance

12. How do you describe the customer in your business,
where does the customer stand?

the customer is at the center of our business. We are trying to
maximize the desired benefit in return for the amount
invested.

13. Do you have an emotional connection with the
customer, and if so, how would you describe the
connection?

have relations with continuous and important customers

relations

14. What kind of work are you putting effort?

15. What is the importance of intention in your job?

16. Is there an institutional structure that directs you in
your work, and how do you define the effect of this
structure on you?

the units and departments that we are affiliated limits us by
the rules.

17. How do you define trust in relation to other
departments (project managers)?

involvement on time, trsut is established when we are included
in processes and we need to spend some time together.
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Sales Department

Questions Respondent 6, Account Manager
Answer Code
1. How long have you been working for this company? 5

2. Can you briefly describe what you are doing?

Sales, marketing, maximizing sales by taking into account
company goals, profitability and customer relations

3. Who do you interact with in the company?

project, modality, finance, comops, service

4. What are the contradictions between departments
(project managers) and how are they resolved?

priorities can be different, perspective lines are different, we
are doing relationship and process management through

figures, the project management emphasizes more technical
issues. We need to keep mutual relations constant and alive.

meaning frameworks, two way
communication for relations

5. What are the conflicts occur with customers and how
are they resolved?

6. What kind of conflicts are there in your unit and how
are they resolved?

7. How do you maintain your continuity or what you do
on a daily basis to ensure your continuity?

relations are very important. Being in constant contact with
the customer gives the opportunity to know the needs of the
customer before the rivalries.

Contact, conditional relations
(to provide benefit)

8. How do you define the place of the rules and
procedures in everyday business life?

rules and procedures summarized from past experiences.
Although all of them has a cause, it is necessary to have
flexibility according to the region and the need.

9. What common values exist within and outside the
department and how does these values help to prevent
contradictions?

ge beliefs, ge culture, customer satisfaction, sales targets,
company reputation.

conflicts always occur but
under the same umbrella we
have common meaning
frameworks

10. Could you describe the power positions and meaning
frameworks in relation to departments (through the
project management department)?

there is a sales-oriented structure, if there is no sales there
wont be any project management. The individual harmony of
the project managers and sales is important. Because since we
are in a matrix structure, each department has its
indispensables, which are constantly evaluated.

conditional dominance

11. What is the importance of moral emotion in your
job?

feelings helps us to understand the customers, as Turkey we
are an emotional country. Relations are more important then
the contracts for us

12. How do you describe the customer in your business,
where does the customer stand?

the customer is at the center of the business and ensures the
continuity of the business.

13. Do you have an emotional connection with the
customer, and if so, how would you describe the
connection?

in many cases we are doing things that will not benefit to us
but to out customers even if it results as lost. The customer
who knows how to benefit will provide priority to us in the
next opportunity.

conditional emotion

14. What kind of work are you putting effort?

15. What is the importance of intention in your job?

16. Is there an institutional structure that directs you in
your work, and how do you define the effect of this
structure on you?

17. How do you define trust in relation to other
departments (project managers)?

trust is very important, the project management that we
initiated is taking over the project. As a team, we must feel
our confidence in front of the customer.
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Sales Department

Questions Respondent 7, Account Manager
Answer Code
1. How long have you been working for this company? 4&3

2. Can you briefly describe what you are doing?

sales, marketing, product management, regional sales

3. Who do you interact with in the company?

project, modality, finance, comops, service managers

4. What are the contradictions between departments
(project managers) and how are they resolved?

bilateral relations are important, priorities are important. Sales
is the customer's face against the company. There might be
conflicts with the project management such as feasibility of the
area where the system will be installed. The project management
is process-oriented, sales figure is focused. The project
management cant see things sales-oriented.

reproducing frameworks create
different meaning frameworks
within different departments

5. What are the conflicts occur with customers and how
are they resolved?

6. What kind of conflicts are there in your unit and how
are they resolved?

7. How do you maintain your continuity or what you do
on a daily basis to ensure your continuity?

continuity is customer satisfaction.We need to balance
customer satisfaction, revenue and profitability.

8. How do you define the place of the rules and
procedures in everyday business life?

the rules of sale should be flexible. The rules should be aimed at
purpose. If the main purpose is to sell, it is necessary to convert
the theoretical into practice. like the constitution and judge

9. What common values exist within and outside the
department and how does these values help to prevent
contradictions?

customer satisfaction, sales goal, ge beliefs

sales goals are the most important common values that show
what the company can achieve as a team. If sales targets are
achieved, they have the impact of meeting customer
expectations, protecting and improving the company's
reputation, contributing to the company's quarterly turnover
and facilitating the activities of the company in the future.

conflicts always occur but not
the same umbrella we have
common meaning frameworks

10. Could you describe the power positions and meaning
frameworks in relation to departments (through the
project management department)?

11. What is the importance of moral emotion in your
job?

12. How do you describe the customer in your business,
where does the customer stand?

13. Do you have an emotional connection with the
customer, and if so, how would you describe the
connection?

14. What kind of work are you putting effort?

15. What is the importance of intention in your job?

16. Is there an institutional structure that directs you in
your work, and how do you define the effect of this
structure on you?

17. How do you define trust in relation to other
departments (project managers)?
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Service Department

Questions Respondent 8, Senior Field Engineer
Answer Code
1. How long have you been working for this company? 18

2. Can you briefly describe what you are doing?

online engineer.Technical service support for remote systems,
site support in case of need

3. Who do you interact with in the company?

mostly service department, service managers, service
operation, service sales, project management

the service is more like a self-
functioning structure,

4. What are the contradictions between departments
(project managers) and how are they resolved?

resource usage, each project is special for the customer and
customers have expectations, and we also have built-in and
ongoing processes that work inside. Prioritization is being
done because resources are limited. Site readiness related
issues may occur.

resources, relations,
prioritization

5. What are the conflicts occur with customers and how
are they resolved?

6. What kind of conflicts are there in your unit and how
are they resolved?

7. How do you maintain your continuity or what you do
on a daily basis to ensure your continuity?

| follow the updates on the systems. I am looking at the CSO
(customer satisfaction opportunity) (used for defective systems
and angry customers awaiting)

8. How do you define the place of the rules and
procedures in everyday business life?

The rules are inevitable. Many engineers can intervene in a
system and the work done must be done according to the
procedures to be correct. Correctness of the work defined by
rules and procedures

service has more rigid structure
in terms of rules

9. What common values exist within and outside the
department and how does these values help to prevent
contradictions?

customer satisfaction, patient safety, quality and EHS
compliance

10. Could you describe the power positions and meaning
frameworks in relation to departments (through the
project management department)?

| think that there is no power positions in the matrix structure,
each unit has indispensibles, priority is given according to the
customer situation. The important thing is the successful
completion of the job

11. What is the importance of moral emotion in your
job?

We understand they situation of the customer even our job is
related to the system and the corrective actions. We take care
to finish our work so that patients can get service faster.

12. How do you describe the customer in your business,
where does the customer stand?

The continuity of the work ends in the customer. The satisfied
customer extends the contract and we continue to work
together.

13. Do you have an emotional connection with the
customer, and if so, how would you describe the
connection?

14. What kind of work are you putting effort?

15. What is the importance of intention in your job?

our intention in our work is not to lose the customer and
ensure its continuity

16. Is there an institutional structure that directs you in
your work, and how do you define the effect of this
structure on you?

17. How do you define trust in relation to other
departments (project managers)?

In the service business ones brain is hands of the other. Most
of the time we support each other on the phone and the relations
need to be healthy. There are lots of trainings for this. Project
managers are also technical people and speak same language that
provides harmonious and healthy working environment.

soft skills training develops
trust and relations
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Service Department

Questions Respondent 9, Director of Service
Answer Code
1. How long have you been working for this company? 12

2. Can you briefly describe what you are doing?

service director, service engineers report to me, managing
these teams, supporting sales, customer management, logistics
support

3. Who do you interact with in the company?

service operation, service engineers, sales, modality, technical
modality, project management, ehs, finance, quality,
cocmops, logistics

4. What are the contradictions between departments
(project managers) and how are they resolved?

field preparations can not be at the desired level, customer
makes pressure on us, priorities can be different. We make
mutual evaluations through interaction and relations. We are
prioritizing. We have weekly meetings, close and long term
evaluations.

relations, prioritization

5. What are the conflicts occur with customers and how
are they resolved?

6. What kind of conflicts are there in your unit and how
are they resolved?

7. How do you maintain your continuity or what you do
on a daily basis to ensure your continuity?

We need to follow very closely, we are informing every
customers from top to down. We ensure that the customer is
given the necessary and sufficient information, and we create the
perception that the process is well managed. we do the customer's
attorney inside. We keep high the mental and physical motivations
of the engineers. job distribution is being done.

customer relations and process
management

8. How do you define the place of the rules and
procedures in everyday business life?

the tools that guide us, we set and play the game according to
them. We can take initiative and flex our way to success.

9. What common values exist within and outside the
department and how does these values help to prevent
contradictions?

alignment is important, we need to keep the game alive as a
team. trust is important.Customer needs, satisfaction and benefit
are needed. it is necessary to share the success with everyone who
is involved in ending result not with a person or department.

soft skills training improves
harmony, converging
frameworks

10. Could you describe the power positions and meaning
frameworks in relation to departments (through the
project management department)?

If the minimum requirements are met, the service is more
dominant in the project management. The internal customer of
the project management is the service that will accept the work
done, the project management is the enabler. We prioritize
business-critical issues, but this can not be enforced.

11. What is the importance of moral emotion in your
job?

We feel responsible for the fact that we provide products that
are in contact with human beings and the diagnosis of our
product is important. Patient safety is very important to us.
Although the relationship with the customer is determined by
contract, sometimes prioritization is made in terms of patient
safety and serviceability. However, in any case, our actions
must be done within the framework of the rules and
procedures.

12. How do you describe the customer in your business,
where does the customer stand?

customer is our center, we see the the customer as a friend.
Although the existince of contract, our main purpose is long-
term unity. The customer profile is very different. There are
some customers who do not like it anyway, and also there are
customers like you just because of the brand.

customer diversity

13. Do you have an emotional connection with the
customer, and if so, how would you describe the
connection?

14. What kind of work are you putting effort?

15. What is the importance of intention in your job?

there is a needs to grow in structure and income. In doing so,
we need to provide inner and outer peace. Opportunities can also
improve if growth occurs.

16. Is there an institutional structure that directs you in
your work, and how do you define the effect of this
structure on you?

17. How do you define trust in relation to other
departments (project managers)?

you can understand the standing of the other in a few points
that you evaluate together. If there is no confidence, additional
points need to be confirmed. Empathy and trust are important. As
aresult, all of the employees in this company are in a certain
level.

institutioinal structure creates
trust in the environment
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Service Department

Questions Respondent 10, Director of Service
Answer Code
1. How long have you been working for this company? 9

2. Can you briefly describe what you are doing?

service director, we are responsible for the entire service
operation.We take actions to ensure that daily activities
meet customer needs.

3. Who do you interact with in the company?

service operation, logistics, service sales, project.Especially in
projects such as ppp we work more closely with the project
management.

4. What are the contradictions between departments
(project managers) and how are they resolved?

Site readiness may not be enough. We need to find solutions
and find the middle way. there can be resource problems. We
have routine mechanisms such as weekly meetings. Projects are
being discussed there. According to this, engineer and resource
planning is being done. Relations and prioritization are
important. Although there are some workflows available (SRC),
there is a sense of trust and respect for someone in a company
like GE. There is much more individual relations than workflows.

Relational workflow has
become a more important
practice. Prioritization,
resource problems, institutional
structure creates trust in the
environment

5. What are the conflicts occur with customers and how
are they resolved?

6. What kind of conflicts are there in your unit and how
are they resolved?

7. How do you maintain your continuity or what you do
on a daily basis to ensure your continuity?

Our team was crowded on average every service director has
17 service engineer reporting to him. Relations with engineers
is very natural. Direct customer demands are too much, VIP
customers can directly request and escalate.

customer relations and
process management
customer diversity and
customer prominence affect
relations.

8. How do you define the place of the rules and
procedures in everyday business life?

The service department needs a serious rigor and

discipline. there are certain rules and metrics. we must make
sure that the entire team works accordingly. Compliance and
ehs are very important, the solution we offer should compliant,
it can be flexible if there is a win win situation. if necessary daily
routine can be overriden.

9. What common values exist within and outside the
department and how does these values help to prevent
contradictions?

In the corporate culture, people are very important, relations
are at the level of friendship not as subordinate or superior,
there is an environment where everyone is approachable,
trustworthy, and respectful to each other. compliance, quality,
ehs common values and priorities

10. Could you describe the power positions and meaning
frameworks in relation to departments (through the
project management department)?

The company structure is very specific in this way of
working. There is a very diverse structure in a firm like Ge. soft
skills trainings are given and they are practiced. We are dealing
with persuading the other side and serving the common
purpose.The dominance is about the job of the department. the
front side of the customer is dominant. customer first

customer effect to power
positions

11. What is the importance of moral emotion in your
job?

weekend over time works. Even we do not have to, the desire
is to deliver the system. Customer prioritization is

important. We are living such situations because we are in a
sector that touches human beings.

12. How do you describe the customer in your business,
where does the customer stand?

its said that cash is the king but for us customer is the
king. We put customers in the center of all kinds of operations.
There is a customer in the middle if we are like a circle.

13. Do you have an emotional connection with the
customer, and if so, how would you describe the
connection?

14. What kind of work are you putting effort?

15. What is the importance of intention in your job?

16. Is there an institutional structure that directs you in
your work, and how do you define the effect of this
structure on you?

17. How do you define trust in relation to other
departments (project managers)?

say do ratio is important. Fast responsiveness is important. It's
important to take the initiative.
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Service Department

Questions Respondent 11, Field Engineer
Answer Code
1. How long have you been working for this company? 8

2. Can you briefly describe what you are doing?

field service engineering, systems maintenance and repair
activities

3. Who do you interact with in the company?

project management, sales, sales center, logistics

4. What are the contradictions between departments
(project managers) and how are they resolved?

Site readiness may not be at the desired level. The area
required for the service may not be provided. In such cases, we
have right to stop work. The promises given on the sales side
affect the project timeline. We may have contradictions with the
project management as long as we are involved in the timeline.

site readiness, verbal
communication with customer

5. What are the conflicts occur with customers and how
are they resolved?

6. What kind of conflicts are there in your unit and how
are they resolved?

7. How do you maintain your continuity or what you do
on a daily basis to ensure your continuity?

we are good as a team, we constantly communicate, do not
keep information as a secret, we are renewing ourselves.

it is necessary to keep
relations strong.

8. How do you define the place of the rules and
procedures in everyday business life?

It was very difficult at the beginning, ge is a very rigid
company. | get used to and learned to live with these rules in
time.The rules and procedures of the service are so many and
since they are mostly system-based, they are continuously
updated. | understand that the rules make it easier for us to
work after we've got it.

using rules to eliminate
operational breaches
institution effect to actor

9. What common values exist within and outside the
department and how does these values help to prevent
contradictions?

Customer satisfaction, service continuity, metrics, patient
safety, company reputation, ge beliefs. Customer satisfaction
affects even way of doing business. Working with satisfied
customers is healthier. Relations are getting easier.

10. Could you describe the power positions and meaning
frameworks in relation to departments (through the
project management department)?

Everyone in the company must actually have the common
meaning frameworks. We are trying to finish the work cleanly
in a short time. Even if there are contradictions, the convergence
of meaning frames speeds up the resolution of problems. Sales
is dominant to the project management and the least dominant
is service. project is dominant in terms of process management,
service in specific technical issues

converging meaning
frameworks bring
maintenance
conditional dominance

11. What is the importance of moral emotion in your
job?

| feel emotional. | often do things | do not have to do. There is a
separate emotional bond with the company. | see it as my own
company, | even think that the company benefits from it.

negative effects of being
emotional

12. How do you describe the customer in your business,
where does the customer stand?

the customer stands at the top.The client is both our
colleague and our biggest problem source. Make prussure,
unrealistic demands, customer profile in the turkey too bad
but still we have to act professional.

we have the diverging meaning
framework with the customer.
compromises are made to
provide maintenance.

13. Do you have an emotional connection with the
customer, and if so, how would you describe the
connection?

we are making emotional debiting to the customer.
Emotional relationships with the customer are more of a
relationship of interest. And if | scratch their back, they will
scratch mine.

conditional emotioning
emotional debiting

14. What kind of work are you putting effort?

15. What is the importance of intention in your job?

16. Is there an institutional structure that directs you in
your work, and how do you define the effect of this
structure on you?

| have the contribution of institutional structure to me, of
course. | can add things on the institutional structure that |
need to do, but | can not do less of it. | do not have to follow
everything, the institutional structure is useful at this point.

17. How do you define trust in relation to other
departments (project managers)?

Trust in the project managers is very important. We act
according to their words. We are being told that the site is
ready and we go. Say do ratio is important

86




Service Department

Questions Respondent 12, Senior Field Engineer
Answer Code
1. How long have you been working for this company? 20

2. Can you briefly describe what you are doing?

advanced level field service activities, maintenance and repair
activities

3. Who do you interact with in the company?

| mostly stay in the service department.Service center,
logistics, ehs, project management, service engineers, service
sales

4. What are the contradictions between departments
(project managers) and how are they resolved?

service area violations, site readiness. We are looking for
solutions that meet service policies (ehs, quality, etc.). In some
cases, on-site intervention and correction is being made. The site
readiness may not be at the desired level. Environmental
conditions, defective or damaged parts in the system may effect
timeline.

site readiness, relations

5. What are the conflicts occur with customers and how
are they resolved?

6. What kind of conflicts are there in your unit and how
are they resolved?

7. How do you maintain your continuity or what you do
on a daily basis to ensure your continuity?

confirm with the customer. Even if the service center plans, |
talk to the customer. If | do not do this, | realized that in many
cases there are lacks.

customer relations to prevent
operational breach

8. How do you define the place of the rules and
procedures in everyday business life?

there are situations where we compromise and stretch, but
the rules for service are very important. They are helping to
form the line, or it will be a hassle. It is important that the rules
are applicable and up-to-date and control on that they are
applied.

9. What common values exist within and outside the
department and how does these values help to prevent
contradictions?

customer satisfaction, commercial relations, company
reputation, protection of the whole set of rules

10. Could you describe the power positions and meaning
frameworks in relation to departments (through the
project management department)?

service is dominant in some areas. service controls the areas
where the rules are rigid, but the project management is more
dominant in process management. When planning is given by
the project management, the service is doing its best to
comply with this plan.

11. What is the importance of moral emotion in your
job?

12. How do you describe the customer in your business,
where does the customer stand?

13. Do you have an emotional connection with the
customer, and if so, how would you describe the
connection?

14. What kind of work are you putting effort?

15. What is the importance of intention in your job?

16. Is there an institutional structure that directs you in
your work, and how do you define the effect of this
structure on you?

17. How do you define trust in relation to other
departments (project managers)?
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APPENDIX F. TURKISH SUMMARY / TURKCE OZET

Bu tezde, kurumsal ¢alisma teorik cerceve olarak ele alinacak ve ¢alisma mikro-
seviye etkilesimlere odaklanacaktir. Kurumsal ¢alisma arastirmalar1 orgiitsel teoride
giderek daha fazla 6nem kazanmaktadir. Kuruluslarin yasamlart boyunca nasil
sekillendiklerini ve gelistigini anlamak i¢in alternatif ve kapsamli bir yaklasim sunar.
Geleneksel orgiitsel ¢alismalarin aksine, kurumsal ¢alisma yaklasimlar1 bireylere,
bireylerin diger bireylerle veya kurumlarla iliskilerine ve eylemlerine derinlemesine
odaklanir ve daha 6nce hi¢ kullanilmamis yeni ve farkli bir bakis agis1 getirir ve
geleneksel aragtirmalarin tam olarak cevaplayamadigi sorularin cevaplarini bulmaya

calisir (Lawrence ve Suddaby, 2006).

Kurumsal ¢aligma teorisi, ilk dnce kurumsal teoride ajans i¢in bir ¢cerceve dnermek
amaciyla Lawrence ve Suddaby (2006) tarafindan belirtilmistir. Kurumsal is
caligmalari, kurulan, siirdiiriilen ve degistirilen kurumlarin arka planinda
gerceklestirilen siirekli eyleme odaklanir. Lawrence ve Suddaby (2006), kurumsal
caligmay1 “kurumlar1 yaratma, siirdiirme ve bozma amagl Orgiitlerin amaglayan
eylemi” olarak tanimlamaktadir. Ozellikle sonuglardan ziyade eylemlere odaklanan
yeni bir teoridir. Kurumsal c¢alisma, sonuglarin basarili olup olmadigina
bakilmaksizin, bireyler ve kuruluslarin kurum olusturmak, siirdiirmek veya bozmak
icin gergeklestirdikleri eylemlerle daha fazla ilgilenmektedir (Lawrence ve Suddaby
2006, Zilber 2015). Lawrence ve Suddaby (2006) kurumsal ¢alisma incelemelerini
kurumsal alanda yapilan cok sayida arastirma ile sunmaktadir. Bu makaleler
kurumsal degisimdeki ajanstan (DiMaggio 1988) kurumsal bakima (Oliver 1997)
kadar uzanmaktadir. Kurumsal is teorisinin temelleri, kurumsal teori ve sosyolojideki

kuruma dayanmaktadir.

Kurumsal calismalarda, kurumlarla eylemler arasindaki iliski ve bu eylemlerin
gerceklestigi kurum ortami dnemli hususlardir. Tiim eylemler kurumsal yapilara

gomuliir ve ayn1 anda iiretirler, gogalirlar ve doniistiiriirler.
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Kurumsal ¢alisma, kurumun olusturulmasi, siirdiiriilmesi ve aksatilmasi yoluyla
kasitli eylemlerin organizasyon iizerindeki etkisine odaklanmaktadir. Kurumlarla
ilgili yapilan bu kasitl eylemler bazen goriiniir ve dogrudan olarak gézlemlenebilir
ve bazen goériinmez ve gunliuk davranislar olabilir. Dolayisiyla, kurumsal ¢alismanin
onemli bir kismi, kurumlarla iliskide daha genis bir ajans vizyonuna sahip olmaktir

(Lawrence ve Suddaby, 2006).

Ug genis kurumsal ¢alisma kategorisi vardir ve bunlar; kurumsal ¢alisma bigimini
olusturmak, siirdiirmek (kurumsal bakim) ve bozmak ve her kategori altinda bir¢ok
farkli form bulunur. Bu aragtirmanin odagi kurumsal bakim {izerine oldugundan

literatiir boliimiinde kurumsal bakim ayrintili olarak agiklanacaktir.

Bu tez, kurumsal is teorisi ve kurumsal bakimi, ¢ok uluslu bir sirketin Tirkiye
subesinde saglik projesi yonetimi kapsaminda incelemektedir. Bu ¢alismanin amaci,
kurumsal bir yap1 olarak projelerin ¢cok zorlu ve dinamik bir ortamda basariyla nasil
tamamlandigini ve organizasyonda nasil siirdiiriildiigiinii anlamaktir. Veri kaynaklari
olarak, toplant1 notlari, saha gézlemleri ve proje yoneticileri ve ilgili departmanlara

ait calisanlarla yapilan miilakat notlarini kullanir.

Saglik sektorti, hastalar: tedavi etmek i¢in mal ve hizmetler saglayan farkli hizmetler
ve alanlarin bir birlesimidir. Cagdas saglik sektori, bireylerin saglik ihtiyag¢larini
karsilamaya odaklanan kendi uzmanliklarina sahip birgok farkli sektore ve
disiplinleraras1 boliime ayrilmistir. Bu ¢alisma bir tibbi ekipman iireticisi bir sirketi
incelemekte ve proje yonetimi uygulamalarina ve diger departmanlar ve misteri ile
olan iligkisine odaklanmaktadir. Sirket tanisal goriintiileme ve bilgi teknolojileri,
hasta izleme sistemleri, ila¢ kesfi, biyo ilag iiretim teknolojileri ve performans

¢cozlmleri hizmetleri sunmaktadir.

Sirketin Tiirkiye subesinde c¢alisan yaklasik 300 kisi vardir. Bunlarin ¢ogu ya tedarik
zinciri, satig, servis departmanlarinda ya da bu departmanlar ile baglantili olarak

calismaktadir.

Tanisal goriintiilemede, proje yonetimi biiyiikk olgiide gereklidir ¢lnkl sistemler
gorece bliyliktiir, saha kosullar1 ve gereksinimleri her saha i¢in farklidir ve sorunsuz
bir proje yonetim siireci i¢in proje planlama ve yiiriitme ihtiyaci ¢ok onemlidir.
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Tirkiye pazari ¢ok zorlu ve dinamik bir pazar olmasi sebebiyle piyasa kosullar1 gok
kaotik ve riskli durumlara yol agmaktadir. Proje yonetiminin temel islevi, herhangi
bir projede dogas1 geregi dogal karsilanan degisiklikleri yonetirken bu durumlar
dizeltmek igin projeleri organize etmek ve planlamaktir. Dogru planlama olmadan
projeler basindan itibaren basarisizliga mahkumdur. Paydas yonetimi de dnemlidir,
¢linkii bir¢ok farkli proje paydasi vardir ve paydaslarla etkin iletisime ihtiya¢ duyulur.
Bir ihaleyi kazanmak igin biitceler daraltilmakta ve istenen marjlari korumak icin
maliyetler kontrol edilmektedir. Sistemlerin farkli gereksinimleri vardir ve her saha
icin Ozel islemler gerekir. Tiim bu sebepler ve gercekler, proje yonetimine neden

ihtiya¢ duyuldugunun 6zetidir.

Tiirkiye pazarinda 3 biiylik oyuncu vardir ve bu tezde incelenen sirket, tibbi
goriintliileme, radyoterapi, saglik bilgi ve iletisim teknolojileri ve elektromedikal
endiistrilerini temsil eden ve bu tiir piyasa istihbarati saglayan Avrupa Ticaret Birligi
olan COCIR Q2.2017'ye gore yaklasik %40 pazar payi istatistiine sahiptir. Genel
olarak, organizasyonel yapilar tiim sirketlerde benzerlik gostermektedir. Proje
yonetimi, tedarik zinciri altinda kendi departmanina sahiptir ve satis ile servis
arasida bir kdpri gorevi gorir. Bu nedenle, proje yénetimi kurumsal bir uygulama
olarak diizenlenir ve organizasyon iiyeleri tarafindan siirdiiriiliir. Bu sirketin
avantajlar1 hakim pazar pay1 ve arastirma ¢aligsmasi i¢in erisim kolayligi olmasidir.
Pazar pay1 sayica iistiin oldugu i¢in sirket genel olarak sektorii yansitabilir. Erigim

Kolaylig, ilgili aktorlerin bu galigmaya katilmak igin géniillii olmasi da énemlidir.

Projeler, global tedarik zinciri altindaki HPM (Saglik Proje Ydnetimi) departmant
tarafindan yoOnetilmektedir. Sirkette 6 proje yoneticisi ve bir proje direktorii
bulunmaktadir. Ortalama proje yonetimi deneyimi 9 yil, ortalama c¢alisma deneyimi
12 yil ve sirkette ortalama deneyim 4 yil olmaktadir. HPM ekibi, elektrik ve
elektronik miihendisligi, makine miihendisligi ve insaat miihendisligi derecelerine
sahip miihendislerden olugmaktadir. Her yil yaklasik 100+ proje HPM ekibi

tarafindan tim modalitelerde tamamlanmaktadir.

Proje, satis Oncesi faaliyetlerle baglar. Satis ekipleri ile proje yoOneticileri hastane
sahalarin1 ziyaret eder ve sistem gereksinimleriyle ilgili gdzlemler yapar. ihale

kazanildiktan ve s6zlesme imzalandiktan sonra, satis firsat1 proje yoneticisi i¢in kesin
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bir proje haline gelir. Bir proje yoneticisinin temel sorumluluklari, saha fizibilitesini
saglamak ve saha hazirligini izlemek, kontrol etmek, sistem teslimi, mekanik
kurulum ve kablolama, isletmeye alma, uygulama egitimi ve projenin proje
kisitlamalar1 ve sozlesmeden dogan ylikiimliiliikler ¢ergevesinde miisteriye teslim

edilmesini saglamaktir.

Iletisim hem i¢ hem de dis her proje i¢in ¢ok onemlidir. Proje yoneticileri,
giincellemeleri almak ve iki yonlii bir iletisim olarak projeleri hakkinda bilgi vermek
icin miisterilerle oldugu kadar diger departmanlarla da giinliik iletisim kurar. Bu
iletisim, dogru proje planlamasinin tanimlanmasina ve proje rotasinin diizeltilmesine

yardimct olur.

Saglik sektorii ¢ok karmasik, 6nemli ve hayatidir. Proje seyrini énemli Olgiide

etkileyen diizinelerce degisken vardir. Bu degiskenlerin bazi ornekleri asagidaki

gibidir;

- Son musteri profilleri ve miisteri Ozellikleri. Her proje i¢in hastane veya
misteriden bir temsilci belirlenir. Bu, iliskileri ¢ok kisisel ve iletisim
becerilerini ¢cok gerekli kilar.

- Hastaneler biiyiikliik ve isletme bakimindan degisebilir. Sehir hastaneleri,
devlet hastaneleri, Universite hastaneleri, 6zel hastaneler, klinikler vb. vardir.
Her hastanenin kendi kurallari, politikalar1 ve prosediirleri vardir. Proje bu
sartlara uymalidir.

- Misterilerin ekipman ihtiyaclar1 degiskendir. Bazi projelerde paket
anlagmalar1 bulunurken, bazilarinda yalnizca bir ekipman vardir. Bu, proje
planlama ve yiiriitmede harcanan ¢abay1 degistirir.

- Her sistemin; sistem, ¢evre, hasta giivenligi vb. gibi kendi gereksinimleri
vardir.

- Projelerin finansmani, PPP (Kamu Ozel Ortaklig1), PFI (Kamu Finansmani
Girigimi), dogrudan satin alma, devlet ihalesi, Akreditifli (LC) finansal
kiralama yoluyla degisebilir. Finansman tiirtine gore, projelerin kapsami
degisebilir. Ornegin, devlet ihalesinde, sirket insaat islerinden 3. parti alt
sistem parcalarina kadar anahtar teslim bir ¢oziim sunar ve sozlesmede

tanimlanan smirli bir siire i¢inde yapilan tiim islerden sorumludur; PFI
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sirketlerinde ise sadece ekipman saglar ve insaat isleri yatirimci firma

tarafindan yapilirken sistemin kurulup isletilmesinden sorumludur.

Basarili olmak ve bu basariy1 bu kadar dinamik ve zorlu bir ortamda surdirmek,
bireylerin eylemleri araciligiyla organizasyon yapisini pazar ihtiyaglarina gore
degistirerek, uyarlayarak ve gelistirerek miimkiindiir. Miisteri Onceliklerini ve
ihtiyaglarim1 karsilamak igin giinliik eylemler, prosediirler ve gegici ¢ozUmler
organizasyon i¢inde ve dis paydaslarla iligkilerde gereklidir. Bu ortam, bireysel

etkilesimin biiyiik rol oynadigi kurumsal ¢alisma teorisi ile tanimlanabilir.

Kurumsal bakimla ilgili kurumsal ¢alisma bigimleri 6nemlidir. Kurumlar otomatik
sosyal kontrol mekanizmalari ve kendini yeniden iiretme mekanizmalari ile
iligkilendirilmis olsalar da (Jepperson, 1991), ¢cok az sayida kurum siirekli bakim
gerektirmeyen mekanizmalara sahiptir. Ornek olarak, ulusal se¢imlerde “demokrasi”
kurumu diisiiniilebilir. Jepperson (1991) ABD demokrasisinde kurumsallasmanin
yiiksek oldugunu, diger bazi iilkelerde ise daha az oldugunu savunuyor. Daha az
kurumsallasmis demokrasilerde, se¢cimin artmasi i¢in bir dizi hiikiimet ve hiikimet
dis1 aktor tarafindan daha fazla calismanin gerekli oldugu aciktir. Bununla birlikte,
ABD'de secim c¢ok istisnai degil ¢iinkii se¢cimlerin demokratik siire¢lerde kalmasini
saglayarak kurumlar slirdiirmeyi amaglayan 6nemli bir kurumsal ¢aligma 6rnegi olan

segmen kaydi ¢aligsmalar1 gibi devam eden 6nemli kurumsal ¢calismalar var.

Genel olarak, silirdiirmeyi amaclayan kurumsal calisma, uyum saglayan sosyal
mekanizmalar1 desteklemeyi, onarmay1 veya yeniden yaratmayi igerir. Genel olarak,
kurumlarin bakimryla ilgili alt: tiir kurumsal ¢alisma vardir. ilk ii¢, “etkinlestirme”,
“polislik” ve “caydirma”, Oncelikle sistemlerin yonetimine baglilik saglayarak
kurumlarin bakimini ele almaktadir. Son {ii¢, “degerleme / seytanlastirma”,
“mitolojiye etme” ve “gdmme ve rutinlestirme”, kurumlar1 mevcut normlari ve inang

sistemlerini yeniden iiretme konusunda siirdiirme ¢abalarina odaklanmaktadir.

Kurumlar1 korumak i¢in kullanilan kurumsal ¢alisma yelpazesi, “anlasilabilirligin”
devamliligiyla diizenlenebilir. Kural sistemlerine dayali kurumlarin siirdiiriilmesi
(etkinlestirme, polislik etme ve caydirma) yiiksek derecede anlasilabilirlige sahiptir

¢linkii aktorler amag ve etkinin farkindadir. Normlarin ve inang sistemlerinin yeniden

93



iiretilmesine dayanan kurumlarin (deger bigcme / seytanlastirma, mitolojik hale
getirme ve gdomme / rutinlestirme) siirdiiriilmesi genellikle daha az anlasilir; aktorler

cogunlukla asil amaglarindan ya da eylemlerinin nihai sonucundan habersizler.

Ikinci 6nemli mesele, kurumsal bakim ve degisim arasindaki iliskidir. Kurumsal
bakim, basit istikrar veya degisimin yoklugundan ayrilmalidir. Kurumlarin bakimi
bliylik caba gerektirir ve genellikle kurulustaki veya ortamindaki degisimin bir
sonucu olarak ortaya ¢ikar. Kurumlari silirdiirmek ig¢in, bireyler kurulustaki yeni
tiyelerle, kurumun yeni ve beklenmedik yondeki evrimi ile basa ¢ikmali ve teknoloji
ve demografi gibi kurumsal faktorlerde degismelidir. Sonug olarak, bireyler yeni
iiyelerin dahil oldugu ve sosyallestirildigi 6zel teknikler gelistirmelidir ve yeni
normlar, demografik modeller ve dis ortamdaki degisiklikler dnceden var olan rutin
ve kaliplara dahil edilir. Kurumlarin kendilerini nasil korudugunu anlamak, aktorlerin
kafa karisiklign ve degisim durumundaki kalicilik ve istikrar siireglerini nasil

etkileyebildiklerini anlamaya odaklanmalidir.

Her seyden 6nce, kurumsal ¢aligsma literatiirli nispeten yenidir (Lawrence ve Suddaby
2006, Zilber 2015) ve kurumsal bakim ile ilgili az sayida ¢alisma vardir. Bu ¢alisma,
kurumsal bir form olarak proje yoénetiminin ¢ok zorlu ve dinamik bir ortamda
basariyla nasil tamamlandigini ve organizasyonda nasil siirdiiriildiiglinii agiklamak
icin kurumsal bakimdan yararlanmaktadir. Proje yonetiminin kurumsal bakiminin

tiim 1ilgili yonlerine odaklanan arastirmalara artan bir ihtiyag vardir.

Ikinci olarak, miisteri kavrami ve miisterilerin etkileri literatiirde incelenmemistir.
Miisteriler kuruluslarin basarisi i¢in kilit 6neme sahiptir; kurulus lizerinde dogrudan
etkileri vardir. Miisteri Onceligi bile iliskileri degistirebilir. Literatiir, iliskisel
kurumsal ¢aligma perspektifiyle iliskileri incelemistir, ancak bu bakis agis1 miisteri
ihtiyaglar1 dogrultusunda degisebilir. Bu, miisterinin literatiirde kesfedilmemis

kurumsal uygulamalar iizerindeki tiim ilgili yonleriyle etkisini birakir.

Ucgiinciisii, literatiir kurumsal bakimin iletisimsel perspektifinden yoksundur.
Iletisim, kurum icinde ¢esitli temalar tasiyan ve kurumda siirdiiriilmesi gereken
kurumsal formlar igin bir ortam yaratan hunidir. iletisim, kurumsal ¢aligma altindaki

herhangi bir kurumsal formun ana temasidir.
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Genel olarak, bu nedenler 1s1ginda arastirma sorusu “Saglik organizasyonlarinda
kurumsal pratik olarak devam ettirilen proje yonetiminin siirdiiriilmesinin altindaki

mekanizmalar nelerdir?” olarak sekillenmektedir.

Aragtirma metodolojisi, aragtirma tasarimini, Ornekleme ve veri toplama
prosediirlerini ve kullanilan aragtirma araglarin1 detaylandirir. Ayrica, 6rnek ve
bireysel katilimci bilgilerinin yani sira arastirma etigi ve sinirlamalari da ele
alinacaktir. Arastirma, satig, servis ve proje yonetimi olarak sirketteki en ilgili
boliimlerde gergeklestirildi. Calismanin ¢ekirdek alani, saglik yonetimi projesinde

kurumsal bakimin ayrintilandirilmasidir.

Arastirma nitel bir aragtirma tasarimiyla yuriitiilmiistiir. Nitel yaklasim, ¢aligmanin
amaci fikirleri ve paylasilan anlamlar1 ve onlarin maddi tezahiirlerini tanimak oldugu
icin uygun bir se¢imdir (Gephart, 2004). Bu ¢aligmanin amaci, saglik hizmeti proje
yonetiminde kurumsal bakimin nasil yapildigin1 ve ¢alisanlarin kurumsal bakim ve
anlam gergevelerini nasil yasadiklarini anlamak ve kurumsal bir form olarak saglik
projeleri yonetiminin farkli mekanizmalarla nasil ¢ogaltildigi ortaya koymaktir. Nitel
arastirma, dogal oldugu i¢in sosyal etkilesimlere ve anlamlara odaklanir; farkli aktor
gruplarinin veya topluluklarin giinliilk yasamlarini dogal ortamlarinda incelemeye
calisir (Denzin ve Lincoln, 2000). Niteliksel arastirma, ¢alisanlarin diinyalarina dair
deneyimlerine ve goriislerine odaklanir ve nasil anlam verdiklerini arastirir. Myers'a
(2009) gore nitel arastirma, insanlart ve iginde yasadiklar1 sosyal ve Kkiiltiirel
baglamlar1 anlamaya ¢aligir. Nitel veri kullanmadan bilgi yakalamak ve tanimlamak

zordur.

Aragtirma, kurumlar arasindaki iliskileri, giic pozisyonlarmi ve bunun kurumsal
varliga tlzerindeki etkisini inceleyerek kurumsal bakim bulmay:r ve kurumsal
uygulamalari ortaya ¢ikarmay1 ve kurumsal bir yap1 olarak projelerin ¢ok zorlu ve
dinamik bir ortamda basariyla nasil tamamlandigim1 ve organizasyonda nasil

stirdiiriildiigiinii anlamay1 amaglamastir.

Aragtirma tasarimi temel olarak bu arastirmanin mantik veya ana planidir ve bu
calismanin nasil yiiriitillecegine dair temel agiklamadir. Calismanin arastirma

sorularini nasil ele almaya ¢alistigini gosterir. Aragtirma tasarimi, belirli bir aragtirma
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problemi i¢in bulgularin gecerliligini en tist diizeye ¢ikarmak igin bir dizi prosediiriin

plani, yapis1 ve uygulamasi olarak diisiiniilebilir (Mouton, 1996, s. 175).

Arastirma kurum dinamiklerini kesfetmeyi ve aktorlerin g¢ercevelerini anlamay1
amacladig1 i¢in arastirmayi tasarlarken belirli bir hipotez olusturulmamistir. Kurum
dinamiklerini anlamak ve aktorlerin anlam cercevelerini anlamak, verilerin analizi
sirasinda esnek ve gelisen bir arastirma tasarimini gerektirir. Niteliksel aragtirma, bu
esnekligi “cogu kez yapildig1 sirada tasarlandigr” icin degisiklikleri (Glaser ve
Strauss, 1967; Van Maanen, 1998) karsilamak i¢in saglar (Gephart, 2004, s. 455).
Boylece, nitel arastirmalar analiz sirasinda yeni olasiliklara acgiktir ve sonuglara
entegrasyonlarina olanak tanityarak zengin agiklamalara ve ig¢goriilere yol agcar.
Baglami daha iyi anlamak i¢in, derinlemesine goriismeler yapilir ve ana veri kaynagi
olarak kullanilir. Goriismelerin yan1 sira veri toplama siirecinde yapilan toplanti
notlar1 ve saha gozlemleri de kullanilmaktadir. Teori, geleneksel sosyal bilim
arastirmalarina karsi goriisme, toplantilar ve saha gozlemlerinden elde edilen
verilerle sekillenmistir. ilk asamada goriismeler basladi ve goriisme siirecinde,
cevaplarin analizi ile temel teori sekillendirildi. Bu yontem, veri toplama asamasinda

teorinin gelismesini saglamistir.

Ana aragtirma sorusu tamamlandiktan sonraki adim en wuygun arastirma
metodolojisini  belirlemektir. Aktorler arasindaki iliski kesfedilmediginden,
derinlemesine goriisme yontemi, gilinliikk gézlem ve haftalik toplantilara katilarak ilk
bilgileri birincil kaynaklardan toplamak dnemlidir. Bu faaliyetler satig, servis ve proje
yonetimi departmanlarinda birbirlerinden farkli ancak birbiriyle iliskili aktorlerle
gergeklestirilir. Bu yontemi kullanarak, arastirma sadece ilk arastirma sorularina
cevaplar bulmakla kalmayip ayni1 zamanda boliimler arasindaki anlam cercevelerini

ve farkliliklarini ortaya ¢ikarmayi amaglar.

Bulgular olarak ¢esitli kaynaklardan elde edilen verilerle (toplant1 notlari, gériisme
notlari, 6z ve gilinliik gozlem notlar1) yapilan analiz sonuglari saglanacaktir.
Aragtirma bulgularinin analizi sonrasinda kurumsal ¢alismalarda proje yonetiminin
basarili sekilde tamamlanmasi i¢in gereken mekanizmalarin neler oldugunun
cevaplanmasi amaglanmistir. Bu mekanizmalarin aragtirma sorusuna nasil cevap

verdigine 11k tutmak i¢in asagidaki tablo incelenmelidir.
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3 iist diizey tema ve 6 kategori var. Ust diizey temalara ve bunlarin alt temalaria

genel bir bakis, asagida gosterilmistir. Son tahlilde ortaya ¢ikan iist diizey temalar:
Projenin
Tamamlanmasi

VA

[ Kurallar ve J —[ Destek } -[ Miskiler }

Normlar Mekanizmalari
* Kurallarda Esneklik * Planlama ve Zamanlama * Karsiliklilik ve Giiven
* Hedef Odaklilik * Egitim ve Gelisim * Kosullu Hakimiyet

Figlr 1. Tema ve Kategoriler

Kurallar ve normlar kurumda deger sekillendirici olarak kabul edilebilir. Kurallarin
ve normlarin kullanilmasi, ¢esitli aktorlerin rollerini etkileyip “devam etmelerini” ve
bdylece pargast olduklart kurumsallagmis uygulamalari siirdiirmelerini saglar.
Degerler, insanlarin tutum ve davraniglarini yoneten yazili olmayan kurallardir. Bir
Orgiitlin gorevini nasil yerine getirdigini etkileyen smurlar koyarlar. Degerler,
yaptigimiz se¢imlerin temel dayanagidir. Karar vermek i¢in bir ¢ergeve saglarlar.
Onlar dayandigimiz ve 6diin vermeyi zor buldugumuz ilkeler. Degerler, mesleklerin
normatif sUtununu makro diizeyde kurumlar olarak temsil eder ve gatigmalar,
acentalar1 giinliik iglerinde profesyonel degerleri korumak i¢in kurumsal ¢aligmalara

katilmaya motive eder.

Ihlallerin {istesinden gelmek i¢in kurallarin kullanilmas1 kurumsal bakim i¢in énemli
bir husustur. Kurallar ¢alisanlarin eylemleri i¢in bir ¢erceve sunar ve galisanlar da
kurallarin gerekli oldugunu beyan eder. Bu baglamda, kurallar kurumsal bakim i¢in
genel bir rehber olarak tanimlanabilir ve gerekirse hedeflere ulagsmak igin
gerektiginde esnetilebilir. Kurallar ayrintili olarak izlenemez ¢ilinkii kurallar
muhtemelen her durumda herkese uymaz ve ihlaller ortaya ¢ikabilir. Giinliik rutinleri
stirdiirmek i¢in esneklik ve iletisim devreye girmektedir. Ayrica, belirli bir kurumsal
diizene yonelik kasitli saldirilar yerine kurumsal diizenin daha kii¢iik 6l¢ekli, daha az

kasith rahatsizliklarindan da kaynaklanan bozulmalar ortaya ¢ikabilir. Boylelikle,
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daha kiigiik c¢apta, giinliik aksamalar kurallar ve prosediirler kullanilarak

kolaylastirilabilir ve diizeltilebilir.

Her boliimiin kendi biitiinliigii ve anlam g¢ercgevesi digerlerinden farkli oldugu igin
hedeflere ulasmak icin boliimler arasinda ortak bir anlayis temeli olusturulmalidir.
Etkili iletisim, ortak anlayis temelini olusturmanin en 6nemli yonlerinden biridir.
Ortak hedeflere sahip olmak, gruplar arasinda hedeflere ulasma konusundaki olasi
yanlis anlamalarin {istesinden gelmeye yardimci olur ve ortak anlayisin temeline
katkida bulunur. Orgiit iginde ortak bir anlayis temeli olusturuldugunda, 6rgiitsel
uyeler birbirlerini ortak bir payda etrafinda birlesmis olarak anladiklar1 ve

cevapladiklari i¢in iletigimi ve iletisimi daha etkili hale getirir.

Insanlar sosyal bir baglamda yasadigindan, baskalariyla daha iyi iliskiler herkes icin
daha mutlu ve daha verimli bir ortam yaratir. lyi bir iliskiye sahip olmak (sosyal
iligki), calismanin baskalariyla daha keyifli gegmesini saglayan diger bir¢cok yarar
saglar ve insanlarin uygulanmasi gereken degisikliklere tolerans gosterme
olasiliklari, daha yenilik¢i ve yaratict olmalar1 daha muhtemeldir. Iyi sosyal
etkilesime sadece meslektaslarla degil, miisterilerle, tedarikcilerle ve kilit paydaslarla
vb. de ihtiya¢ duyulur. Bu nedenle, kurumsal istikrar siirdiirebilmek i¢in ¢aligma
ortaminda digerleriyle sosyal etkilesimi olusturmak ve siirdiirmek ¢ok énemlidir. Iyi
iliski, gruplar arasinda etkili iletisimin gelistirilmesine yardimci olabilir ve bu da

moral ve verimliligi artirir.

Kurumda resmi ve gayri resmi bir iliski vardir. Resmi iligki, varolan bir otorite
sistemine uyum icin kurulan kurallara ve politikalara dayali iliskiyi tanimlar. Ote
yandan, resmi olmayan iligki, kurumdaki aktorler birbirleriyle bulustugunda, onlarla
etkilesime gectiginde ve onlarla iliski kurdugunda ortaya c¢ikan bir sosyal iligki
sistemi olarak olusur. Bu iliski ve etkilesimler resmi yapi1 ¢ergevesinin disinda, dogal

ve gayri resmi olarak ortaya ¢ikarlar.

Etnometodolojik bakis acis1, insanlarin ortak bir sosyal diinya duygusunu siirdiirmek
ve normatif beklentilerle tutarli bir sekilde yorumlamak i¢in bagdastirict ¢alisma
icerisine girerler (Garfinkel, 1967). Bireyler, genellikle devam eden caligmalarda

habersiz ve yetenekli olduklari i¢in, gdzlemlenmesi i¢in bozulmasi gerekir. Zaman
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zaman, sosyal diizen de bozulur ve aktorler tanimlanmis is tanimlarinin disina
¢ikarlar. Tanimlanmig is tanimi rollerinde kesin olmasina ragmen, spesifik projeler
gibi baz1 durumlarda is tanimlarina uymayan ancak yapilmasi gereken bir¢ok durum
vardir. Bu gibi durumlarda orgiitsel yap1 bozulur ve kurumsal uygulamalar test edilir.
Gayri resmi iligkilerin yardimiyla isler daha kolay hale gelir ve daha yumusak bir

sekilde tamamlanabilir.

Digerleriyle ve 6zellikle miisterilerle olan iligkilerin giiclendirilmesi, proje yonetimi
tizerinde olumlu bir etki saglar. Kurum aktorleri ¢ogunlukla misteri ile yiiz yiize
kalmakta ve giiclii iliskiler kurmaktadir. Miisteri ile gii¢lii iletisimin bir sonucu
olarak, karsilikli faydalar elde edilebilir. Gelecekte i¢sel bir geri doniis konusu olma
olasilig1 goz oniinde bulundurularak miisterinin beklentilerinin miimkiin oldugunca
karsilanmas1 istenmektedir. Aktorlerin miisterileri ile aksam yemekleri olabilir;
ekstra miisteri talepleri sadece uygun ve yonetilebilir olmast durumunda
karsilanabilir. Zor durumlarda, proje siirecinde ortaya ¢ikan sorunlarin miisteri ile
iliski kullanilarak yonetilmesine ¢alisilmaktadir. Bu, karsilikli fayda saglama

seklinde de ifade edilebilir.

Kurumsal ¢alismanin iligkisel perspektifi, baskin veya alt bireysel aktorlerin veya
boliimlerin farkli veya ¢eligkili anlamlarla iliskisini vurgular. Boyle bir iligskide
surekli miicadele durumu vardir. Satis ve servis departmanlari goreceli olarak biiytik
organizasyonel tiyelerle daha fazla kuruldugundan, genellikle on kisiden az olan proje
yonetim departmaninin aksine daha hakimdirler. Satis ve servis departmanlarinin
farklilagtirilmis anlam c¢ercevelerinin  oldugu g6z Oniine alindiginda, bu
departmanlarin sahip oldugu bdyle bir baskinlik karar alma gii¢lerini artirabilir.
Bununla birlikte, bu durum sirketin giinliik islerindeki resmi yapis1 nedeniyle ¢ok net

ve belirgin degildir.

Kosullu hakimiyet, hakim durumlara kars1 6nemli oncelikleri kullanarak durumsal
hakimiyet kazanimini ifade eder. Kurumdaki her aktér veya boliim igin, proje
siirecinde, karsilanmasi gereken oOnemli ve vazgecilmez Oncelikler vardir ve
oyuncular bu durumu avantajlari i¢in kullanabilirler ve baskin olabilirler. Miisteri,
tiim boliimler i¢in odak noktasidir ve alt boliimler, baskin bdliimlere karsi miisteriden

faydalanabilir. Ornegin, proje yonetimi departmani miisteri tarafindan ihtiyag
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duyuluyorsa haftasonlar1 i¢in c¢alisma talebinde bulunabilir. Servis departmani
haftasonu calismak zorunda degildir, ancak proje yonetimi departmaninin sarth

baskinligi servis departmanini haftasonlar1 fazla mesai yapmaya zorlar.

Destek mekanizmalari, kurallarin, normlarin ve iliskilerin etkinliginin etkilerini
kolaylagtirmada o6nemli bir role sahiptir. Bu mekanizmalar, orgiitsel iiyelerin
departmanlar ile miisteri arasindaki iligkileri siirdiirmeleri i¢in genel bir gerceve

saglayarak, kurallar1 ve normlar1 destekler. Daha 6nceki deneyiml

er ve departmanlarin ve miisterinin egitim yoluyla edinilen planlama / zamanlama ve
bilgi ve beceriler konusundaki gereklilikleri, her ikisi de gelismis iletisime yonelik
kurallarin ve normlarin uygulanmasini ve iliskilerin stirekliligini sekillendirir. Bu
nedenle, bu mekanizmalar catigmalari ortadan kaldirmak ve en uygun ¢oziimleri
aramak icin kullamilir. Sirket igerisindeki kurumsal uygulamalar destek
mekanizmalarinin etkin kullanimui ile pekistirilmekte ve bu da etkin bir sekilde

iletisim kurma egilimi yaratmaktadir.

Planlama ve zamanlama, miisterilerin yami1 sira farkli departmanlar arasindaki
iligkileri siirdiirmeye ve proje yonetimi normlarini gelistirmeye yardimci olur. Satig
firsatlar1 ve projeler gibi devam eden ve gelecekteki faaliyetlerin planlanmasi ve
zamanlamasi, boliimler arasinda ve igindeki yogun iliskileri tesvik etmeleri ve gerekli
kilmalar icin ¢atigsmalar1 ortadan kaldirmak i¢in onemlidir. Bu tiir ¢atismalardan
kacinmak i¢in, departmanlar arasinda ve i¢inde haftalik toplantilar yapilir. Her
departmanin kendi i bolimii vardir ve ayrica karsilikli onceliklendirme ve
degerlendirme yapilir. Proje yonetimi departmani, satis firsatlart hakkinda bilgi
sahibi olmak i¢in satiglarla ve proje kaynaklarini diizenlemek amaciyla servis
departmaniyla toplantilar diizenlemektedir. Bu nedenle, planlama ve zamanlama icin
toplantilar yapmak, diger boliimlerle iliski kurmak ve birbiriyle iliskili faaliyetler

diizenlemek i¢in firsatlar yaratir.

Egitim firsatlar1, c¢alisanlarin becerilerini giiclendirmelerini ve gelistirmelerini
saglarken, gelistirme programlar tiim ¢alisanlarini daha yiiksek bir seviyeye tasirken,
hepsi de benzer beceri ve bilgilere sahip olur. Bunun hem ¢alisanlar hem de kurumun

kendisi i¢in bircok faydasi olabilir. Egitim ve gelisim, belirli teknik, yasal ve
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kisilerarasi normlara dayanan dogru ve etkili iletisimin 6nemini vurgular. Calisanlar,
egitim ve gelisim programlariin yardimiyla iletisim ve ikna becerilerini, miisteri ve
siire¢ yonetimi becerilerini giiclendirmeye c¢alismaktadir. Bu durum, miisteri
tarafinda oldugu kadar farkli anlam ¢ergevesi olan bdliimler arasinda daha saglikli
iliskiler olusmasina yardimei olur. Saglikli iligskiler proje yonetiminin basarili

sonuglanmasina yardimet olur.
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