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Theoretical Fundamentals

LIABILITY OF
ISSUE > NEWNESS
EXPLANATORY
VARIABLE > ROUTINES
EVOLUTIONARY
META-THEORY > FRAMEWORK
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A generic evolutionary process

____________________

Internal
Selection

Routine

1

____________________

« A multi-level interpretative model

Action
Level

Behavioral
Level

Cognitive
Level
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SECTION II - The business case
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Group Description and Unity of Analysis

The Group in brief
 Business idea

« Products/Services offered

« International expansion

Organizational structure

CEOs CTTTT T T oo T s "
|
| | : | | I
Finance HR IT | Marketing Operations
| |
J
Regional Regional Technical
Management Management Routines
USA Europe Development

Unit of
{| SPA Roma )<:l analysis

e Y
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—— The ‘As i1s’ situation
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Development of a generic corporate routine

OPERATIONS + MARKETING &
QFERATIONS External Expert COMMUNICATION

Co-creation Generation of Application of | Application into 1

Need of a routine corporate corporate . national :
1 1

EEEEER . .

of the routine documetation knowledge branches

‘As is analysis’ - Individual level ‘As is analysis’ — Group level
| COO |
COO COO
—

Branch Manager

| Branch Manager Branch Manager

Local
Trainer Local Local

\l/—, Trainer Trainer

Employee X \ﬂ/ \]J/

Employee X Employee X

CUSTOMER
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Experiment setting and results (1/2)

Experiment setting — Introductory individual interview

« Lenght of the experiment
- Staff members involved in the project
« Areas of variation allowed

I week results - Individual level IT week results - Group level

Branch Manager

Group Leader

Rules-Follower

i

Sales Talent oL - Problematic

Sales Talent Rule:-Follower Problematic
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Experiment setting and results (2/2)
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Main individual variations
* Products used during ‘demarchage’

* Speech during treatment

Product/Service integration

Aromateraphy

Cumulative Groups’ Results

Evolution Group Check Group
|

week I week

Average 154200 Average 1216,55

Max 240600 Max 2 095,00

Min 72000 Min 712,00

Total | week 6 168,00 Total | week 4 866,20 26,75%
11 week 11 week

Average 175430 Average 1 040,65

Max 219220 Max 1 256,00

Min 955,00 Min 756,00

Total Il week ~ 7017,20 Total Il week 4 162,60 68,58%
wow % 13,77%  wow % -14,46%

MsBA - A.A. 2010-2011 | Countervailing the liability of newness| Vincenzo Uli



! UNIVERSITA
DEGLI STUDI DI ROMA
TOR VERGATA

Facolta di .
[ conomia

SECTION III - Discussion
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THEORETICAL MODEL

« Unit of selection and interactors/ replicators definition, Becker (2004)

« Causal mechanism behind the variation, selection and retention process of
routines, Hodgson and Knudsen (2004)

« Behavioral aspects of routines, Pentland and Feldman (2005)

EMPIRICAL INVESTIGATION

« Studying routines as “black boxes”, Cohen and Bacdayan (1994)

« Studying routines through the interviewing system, Pentland and Feldman
(2009)

« Behavioral aspects of routines, Pentland and Feldman (2005)

* The environmental bias, Aldrich (1999)

* The subjective bias, Costello (1996)

MsBA - A.A. 2010-2011 | Countervailing the liability of newness| Vincenzo Uli






E|] UNIVERSITA
=] DEGLI STUDI DI ROMA

TOR VERGATA

—— Individual data results
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Evolution Group Check Group

CE ! Sales Rules Rules Team Sales Rules Rules
Leader Talent Follower Deviant Leader Talent Follower Deviant

291,00 273,00
538,00 361,00
185,00 67400 279,00 85,00 824,00 202,00

21900 32300 431,00 191,00 14300 263,00 19300 203,00
205,00 189,00 183,00 6700 37400 34400 377,80

FIRST WEEK
FIRST WEEK

111,00 58000 419,00 413,00 92,00 141,00 309,00
35300 499,00 353,00 98,00 191,40
497,00 627,00 21800 19900 58,00
é 25000 159,00 346,00 é 26000 26000 174,60
= 157,00 22900 62,00 = 21600 166,00 159,00

S 22300 32600 527,00 S 129,00

8 325,00 446,00 484,00 8 294,00
L 59700 69800 252,00 tw 11700 19300 21400 153,00
45920 35300 41900 499,00 434,00

| week 1 week

Mean 180,00 48120 33420 27420 Mean 14240 41900 19560 270,30
Max 21900 67400 43100 49900  Max 35300 82400 34400 377,80
Min 111,00 291,00 18900 8500  Min 5700 26300 9800 19140

Total 720,00 2 406,00 1671,00 1371,00 Total 712,00 2095,00 978,00 1 081,20

11 week 11 week

Mean 238,75 361,60 43844 41240 Mean 189,00 251,20 293,00 195,72
Max 32500 597,00 698,00 627,00 Max 29400 41900 499,00 434,00
Min 157,00 159,00 62,00 252,00 Min 117,00 166,00 199,00 58,00

Total 955,00 1 808,00 2 192,20 2 062,00 Total 756,00 1 256,00 1172,00 978,60
wow % 32,64% -24,85% 31,19% 50,40% wow % 6,18% -40,05% 19,84% -9,49%
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Evaluation of Be Relax Staff

MISSION
AND
VALUES

COMMERCIAL
ROUTINES
- 9 steps of customer service
- commercial speech
- products catalogue

TECHNICAL
ROUTINES
- massage protocols
- manicure protocols
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Spin Roll Massager (be relax)

Ref: BR30017
Barcode: 3760117200553

>
>
>
>
»
L d
»
»
-

.

Product Description:

Foot Massager made of silicone rubber surface to relieve tensions in tired feet. Can
be used hot or cool. and is provided with an integrated adjustable vibration system.

Product Benefits:

« Super smooth reflexology silicone pins designed 1o relax the entire body through the
ﬁamaﬁms.dmsewﬁltmbtwmolmta/bemmhxami&m

« An integrated adjustable vibration system: 2 vibration speeds to adapt to your
senstivity and activate blood crculation.

« Small and polyvalent in any kind of situation: ussful to simply rest your feet and
maintain a better posture while traveling, or as 2 unigue relaxation ol at home. Can also be
used to massage the back and legs!

Special Techniques:

Powered with 1 AA battery not nduded
Packaging dimensions: 7,9 x 7, 9 18,5 cm
Weigh: 2869
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Branch Manager Evaluation Document

Competences EVALUATION EXPLOITATION
|'-_ Mizsion et valeurs

Le CF les sait o HON

Son Staff les sait o HON
Commercial Speech

Le CF les sait o HON

Son Staff les sait o HON
Setapes du service dient

Le CF les sait il HON

Son Staff les sait il HON

Camet de bord employe

Carnets distribues o toul e stofff et updotes il HON

o ] Communication des chiffres de ventes et d'ohjectifs sux equipes
ke CF e farit oL NON
Formations commerdales

Exiztance d'un tuivi de la formation commerndala

Ip
1]

Formations foftes il NON

Savair des fiches produits

Le CF les sarit o NON

Son Staff les sait il NON
Demarchage

e CF sait k& faire oL NON

Le staff ie fait il NON

r- Dresicode CF: costurme ftailleur

ke CF ke respecte :DU :N ON
Discipline
Applications de sandlions sdaptees aux arreurs de caisse, retards ou absences injustifies
ke CF ke farit I I:JIJ I INDN
Faire une evaluation
Evalustions foites a ko bonne frequence il NON
Evalustions foites au bon lempiote au HON
Swivi des evoluations fail o NON

Structuration et motivation d'equipe

o = Mises en place dincentives mensuels adaptes

L CF b frkt

Mize en place des rapports managers

il NON

Les managers be font ou NON

Mise en place des rapports assistant
L'assistant e fait o NON
Recrutement
Recrutement en continu

ke CF Iz finit

Payes employes

Les payes sont correctes of faites dans les temps

il

il

1 L]
I

HON

HON
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BE RELAX CHECKLIST CLEANING AND MAINTENANCE

Shop Compliance Document

Updated 13022011

DATE AND TIME

BEANCH AND STORE

MANAGER NAME

ok|NolcoMMENTS

CLEANING

Bins are closed with white bin liners and look neat everywhers

The fivor i cleam oo dust, & has been swept and mopped |

The walk and windows are clean - no fnzer marks

The clocks are clean and discrets - not inthe re@i one

MAINTENANCE
The TV works |/ Movie & on

Misi E on/ Music plaver work

Al ceiimg =i bulbs work. incheiine the display ishis (LED or fuo mbes)

Chips on boviate dephvs

Floor sockets work

Wall and dodr painfing & in a good st

The video surveilance system works

The store Iron Meml oraibn work

Securiy exis are not obsmucted

The et Esht sismal is on

-:}K|Z\'Ok'031ﬁ IENTS

CLEANING

The cash desk & clean and products on & are dusted

Price tags are in place and ook neat (not folded nor tom)

TIDYING

Cash desk products stocks are repkenkhed

Notebooks and paperworks are tidied

The cash machine drawers and the fimminme are Gidied. Wires are pot entangled

MAINTENANCE

Tke TPE works

The telephone works

The POS worls (FL Al

The scanner works

The wall memu is ma good state and updated

Leafiet dephys, promotion dsphy, kevaly card disphys are ma good state
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Areas of variation allowed

Service Service Service Product Product Product Sale
Area Name Extension/Add on Area Name Eontine
Ba Up Trvel Pillow
- Addinonal mimates to the basic
Char Mazsazes Bz F=hx sEviCe Travel Products Trvel Ex
Ha Feat Flsht Socks
Express Manicure Shonlder Massazer
- Hand Scrub
hamirure Chsse Manyare |- Hand Moishmmns Mack Maszape Prodocts Wizz Face Massager
- Paraffmes service
First Mamicize Blom Bady Massazer
Erxpress Pedicure All cosmetc products
- Feet Scmab _ o
Pedirure Chssic Pediomre |- Feot Moshmizne Mask :“’m"t‘ Products ) Skin Mask
. (Sorfs& Bibe )
- Paraffmes service
First Pedicume Bib Fials
Hard ScmubMazk
! - Can he combmed with Mapscure Products
COnygend Aromatherapy  (Be Fresh Mfaricvre and Peicws seovice: | ((Op2) Sweat Breath
Carmen Tube
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SERVICES PRODUCTS

Chair Massage Maszsage Produocts
-Ballp - Shonlder Massager
-BaFelax - Wizz Face Massager
-Ba Fesat - Blom Body MMaszager
Manicure Pedicure
- Express Cosmetics products
-Classic Mamicure Pedicare
- Firss Produocts

v

EXTENSION/ADD-ONS
- Hand Feet Scmb
- Hand/Feat Moisturizing Mask
- Paraffine zervice

L

"TEACHING
EXPERTEXCE"
Properly nsage of the product to
foster the effects of the semice

Sales Talent’s variation
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