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Abstract

This paper follows along the lines of Ford et 2DE8) with the purpose of analysing business iotEna. It
focuses on dyadic micro interactions between companepresentatives in a business to busines&xont
The paper draws upon a study of customer servig®peel and their interaction with customers bgphbne
in an industrial setting. The purpose is to analgasiness interaction in the form of conversatiofise
analysis is focused on (1) how past interactioesbaought into the present interaction; (2) if dwoav future
interactions are being called for; and (3) how enésnteraction enables future interaction. Themupiestion
dealt with in this paper is: How can dyadic micnderactions taking place through ordering processes
conceptualised? We use a threefold conceptualizaifointeraction as past, present and future intena
combined with the ARA-model. It is argued that stad mundane micro interactions in a more detaileg
is important in order to increase our understandinlgusiness interactions.
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Customer Service (CS): You haven't received any?

C: No, | still haven't received it.

CS: But we have received... How did we receive tterar. or how...?

C: I've called and talked to him.

CS: But who told us then and what? | mean, whoslthat we should deliver L products? Who have you
talked to? (No25)

Customer (C): I've ordered a pair of L accessoties TB product, but | haven't received any. N
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The above excerpt is taken from a phone call betweeustomer service representative and a customer
representative in a business to business setting.an example of mundane, ordinary conversatioish
constitute a great deal of interactions betweenpeoiies. In order to increase our understandingusiness
interactions, we suggest that closer attention Ishbe paid to these kinds of conversations. In laiger we
outline ideas for how this form of business intémats can be attended to. Five sections followstFiwe
discuss the importance of studying interaction.o8d¢ we describe the study design. Third, we willsent

our analytical approach for studying interactionufh, we present the results. Fifth and finallg discuss

our findings including the benefits and drawback#he approach used.

Marketing and the importance of interaction

Even though interaction has been of central intesiese the start of the IMP Group (Hakansson, 198ard
and Hakansson (2006) pointed out that a primeftasthe IMP Group is to further increase our untiding

of business interaction. Interaction has not yeeireed the acceptance it deserves in the markétergture
and the reasons are that interaction is: “... diffito demonstrate, to analyse, to picture, toceptualise, to
make normative statements about, or to translaie @ management technique” (Ford & Hakansson,
2006:253). Beyond this, the antecedents and outearhénteraction are often unclear and there atenof
conflicting interpretations and meanings amongpiies involved in the interactions (Ford et 2008). It is
also difficult to "... separate the individual actgrre-actions and re-reactions of each actor ¢rate their
causes, effects and outcomes” (ibid., 2008:4). Aeothallenge is the variation regarding the hjsteolume
and complexity (Ford et al., 2008)evertheless, interaction is a primary characierisf the business
landscape since a business relationship is baseepbeated interaction between the counterparturSehal.
(2008) claim that most of the work of analysingatEinships by marketing scholars has been doneghro
reducing a dynamic process into a static one, aschsnapshot at a specific point in time. Thisthadeffect

of relationships being described as a state, rdltlaer as a combination of interactions. Ford e{24108) state
that: “... if we wish to examine business in an iatgive world then our unit of analysis must be specific
process of interaction and how it occurs betweetiquéar combinations of companies” (p. 15). AsIsuc
further conceptualization of interaction is reqdirdo participate in this endeavour, this papeusas on
dyadic micro interactions in the form of conversa between companies’ representatives in a bisshoes
business context. Most interaction episodes aré eglatively insignificant among many others butera
together they comprise the relationship betweenptgicipants (ibid., 2008). As Hakansson and Steho
(1995) state: “A relationship develops over timeaashain of interaction episodes — a sequencetefaa
counteracts. It has a history and a future” (p. Z6)d et al. (2008) also state that routines playmportant
role in providing a basic structure to businessvigt Therefore we argue that in order to reacmare
comprehensive understanding of business interaefioiorms of interaction, also the mundane, roaitand
ordinary should be studied. The purpose of thiglystis to analyse business interaction in the forfm o
conversations. The analysis is focused on (1) hast jpteractions are brought into the presentactern; (2)

if and how future interactions are being called ford (3) how present interaction enables fututeraction.
The main question dealt with in this paper is: Hoan dyadic micro interactions taking place through
ordering processes be conceptualised?

Study design

The paper draws upon a study of customer servicgoprel and their interactions with customers by
telephone in an industrial setting (Salomonson520W/e have chosen to analyse interactions takiagep
through the ordering process, i.e. before, durengy] after ordering. These interactions are one type
interactions among many others taking place betveeeampany and its customers. The ordering prasess
an important part of business interactions sincestions are answered and agreements, decisions and
commitments are made between the parties. The iealpimaterial consists of recorded telephone
conversations between customers and customer sepgcsonnel. The personnel represent a Swedish
industrial company in the building and constructiedustry that sells products for plumbing and meatThe
customers, who mainly are wholesalers, usually Hawng-term contracts with the company. The most
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frequent calls concern information about produgt&es and delivery; ordering of products; makihgrges -
of orders; or making complaints. A total of 80 indag phone calls were recorded at eight differexiasions I
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during a three month period and then transcribéed dustomer service centre receives phone calfs &0
large number of customers each day. Out of thee§stered phone calls, there were only two callagoe
directly related to the same customer.

Time and elements of interaction

The material was analyzed using a combination ef ‘thRA-model” (Hakansson & Johansson, 1992;
Hakansson & Snehota, 1995) and a threefold conakipdtion of interaction as past, present and &utur
interaction (Medlin, 2004). The ARA-model providegonceptual framework of the process and outcarhes
interaction (Ford et al., 2008). It describes thagterent layers of substance that characterigeotitcomes of
an interaction process (the content / nature afisiniess relationship): activity links, resources tand actor
bonds. The first layer concerns thetivities (technical, administrative, commercial and ottiegt are linked
through the relationship (Hakansson & Snehota, 1.9BBe activities build up the relationship and wect,
more or less closely, various internal activitiéshe two parties. Second, through a relationshgue are also
various resourcesthat can be combined and tied together. The resoties (technological, material,
knowledge and other intangibles) represent infiealesource for the companies involved. Thirdreéhare
bonds betweeactorswhich affect how the actors perceive, evaluatetegat each other. The actors become
connected as the relationship develops and thesbbedome established through the interaction aihetcte
the interaction process. These three layers asgcominected and their interplay is a driving foicethe
development of business relationships (ibid.). Hofrd (2004) also states that the interaction leeals be
further developed into a process and an outcon@ofess can have one or several outcomes or normetc
at all and the outcome typically reflects the resfithe process. However interactions have noagdna clear
beginning or end: “Interactions may be paralleeazh other and take place simultaneously, andaictiens
can be sequentially interdependent so that thégwiabn each other and require a certain order atenent”
(ibid., p. 282).

The dimension of time becomes particularly impdrtahen analysing interaction. Ford et al. (2008)
further developed a model of business interactiat telates the three layers of the ARA-moddirtee and
spacethat are considered to be two key dimensionstefaation. Ford et al. (2008) describe that tinmgdly
defines the nature of interaction as a processhiociwsequential events are related to each othiralction is
however difficult to delimit in time since it doe®t have an easily identifiable beginning or enHings
taking place are continuations of previous intéosst Interaction is however not pre-determinedvbat has
happened before and the significance of a singkodp is impossible to assess at the time it ocdlrsse
involved in a single episode are affected diffdseand are also likely to interpret it differentliford et al.
(2008) relates their treatment of time to “... fouay® in which researchers have conceptualised the
problematic characteristics of interaction overeiand of the ways that subsequent interaction éessare
related to each other” (p.19). The first approacitoi ignore any effect between episodes by assuthaig
each episode or exchange is independent of all efhisodes. Each episode is thus analysed and ewnag
separately. A second approach is to consider thigbées are related together over time in a prooéss
development that comprises a life cycle consistihg number of different stages. As such, episedespart
of a process of learning, adaptation, commitmedtdistance-reduction over time. Ford et al. (20818)e that
this approach tends to infer that the developmémnglationships is a rather deterministic, unidii@eal and
linear process. A third approach is the assumpthat interaction over time has a cumulative effect.
Companies are over time considered to be investingach other through their relationship and as a
consequence the experiences and processes muakdye ibto account when the value of a company is
assessed. The fourth approach is to take a loegerhistorical view when studying the process tériaction
over time. Contemporary records can be used tmieeathe commonalities within interaction that noanfy
become apparent over an extended period.

In this paper, we explore interaction using a féftproach, turning it into an empirical questiorsirig
this approach, we chose to attend to the interetwithout making assumptions of an existing refeghip,
its structure or duration. Attending to these mior®ractions, in this case conversations, we daroiw a
priori whether these interactions are part of atjbistory or a joint future. However, this migte hisible in
the interactions. By using this approach, theretlaree issues in particular in the prevailing cqoalization
of interaction that we would like to address. Tinstfissue regards time. We share the notion titatactions
are affected by what has happened previously oce&afions of the future (Ford et al., 2008). Theose
issue regards space. We share the notion thatfisp@téractions should not be regarded as isolateshts
from others with which it is connected (ibid.) diig in parallel or in sequence. However, attendimagse two
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issues we choose an empirical approach which i rdwectly oriented towards understanding intecacti I

“here and now” and the different “building blockgiat constitute the content of the interactionse Tthird
issue regards the participants’ intentions andpnétations of the interactions. Asking the papiggits is the
main mean for the researcher to understand hovecif&pinteraction is related to other interactiomfis is
particularly important when looking for specific oritical events that in some way differ from theliaary
business life. However, we are interested in undeding more about the mundane, ordinary and reutin
business interactions taking place. We believe ithiat fruitful to attend to what actually happeinsthese
interactions. This can be seen as complementaappooaches were participants’ interpretations efehents
are studied.

Attending to the interactions the material was yred from two dimensions. The first dimension relgar
time. We use a threefold conceptualization of extdon as past, present and future interaction (iMed
2004). Needless to say, all interactions observedpaesent interactions. However, we are interegied
finding out if and how past interactions are brduigio the present interaction as well as if and Hoture
interactions are being called for and how preseteraction enables future interaction. This is daita the
notion that the present shapes the selection gbdse as well as the future (Mead, 1932). As olessy it is
difficult to identify or define boundaries of timegarding interactions (Medlin, 2004; Ford et 2008), but
in our case the time boundary of the present iotenmais the time of the phone call. This meang ta are
attending to present interactions in order to lémktraces of past interactions as well as enaldéfsiture
interactions (see figure 1).
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Figure 1. Questioning past and futureinteractionsthrough present interactions

The second dimension regards elements of interadfie use the ARA-model in order to analyze howact
bonds, activity links and resource ties can betifled during the interactions. We use the modehvihe
notion that these elements are results of and efby interaction, being both “inputs” and “outcahef
interaction: “Interaction is the substantive pract®t occurs between business actors through atlich the
aspects of business: material, financial and huamhall of the elements of business: actors, aesvand
resources take their form, are changed and arsftramed” (Ford et al., 2008:12). The analytic schem
illustrated in figure 2 below:

Past interactions Present interactiohs Futuezagctions
Actors la 2a 3a
Activities 1b 2b 3b
Resources 1c 2c 3c

Figure 2. Time and elements of interaction

Results
In this section we will present our results. Wel ¥allow the structure presented in Figure 2 givexamples
of each of the nine combinations resulting fromdiveensions of time and elements of interaction.

la. Actorsand past interactions
Past interactions between actors become visiblerésent interaction in several ways. In the intias,
there was variation regarding to what extent theigewere known to each other. In some phone tiadls
customers introduced themselves more formally thinostating their family name, the company nameand/
location. Sometimes the customers introduced thimesdess formally through stating their first naomdy
and sometimes combined with the company name aridéotocation. There were also some few calls in
which the customer didn’t mention his/her name latbat was nevertheless recognised by the customer
service representative, as in this example:

CS: B-company AB, Ulrika.

C: Hello, it's me.

CS: Hi Susanne, Hi. (No3)
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known to each other. Traces of previous interattiocan thus be found in this and other phone ediisre
their initial interaction (greetings) indicates ththey have spoken to each other before. The cuestadn
number is another example of connecting differatgractions. However, the customer id number wadg on
stated explicitly by a customer in one (Nol) oueifhty phone calls. In many of the phone calleeoactors
involved in previous interactions were referredsiach as customer service personnel (others), satgseers
(No22) or sales managers (No48) of the building mamy or colleagues (No16), sellers (No3) or custsme
(No6) of the customer company. Both parties in iferaction make referrals. In some situations the
interactions are particularly difficult for the adyger to grasp, since they refer to past or futewents
unknown to the observer (No41). We found one examjith a person calling and there were no sigrzast
interactions with this person and the company.béing interested in a special product, was callingrder
to know if there were any retailers dealing witle throduct (No018). Not being able to build upon past
interactions, such as having a customer id numbarticle number the interaction did not run as sthly:

CS: Svensson

C: Hello Anders Larsson, City A.

CS: Hello.

C: I'm interested in SF products.

CS: You mean PSF products?

C: Yes. SF-products. Are there any retailers?

CS: Where did you call from?

C: City A. Between City J and City M.

CS: City A... Well, yes. There would be someones$g Have you heard with P-company?

C: No. | haven’t spoken to anyone. | looked atittternet but | didn’t find that much. (No18)
It turned out the product was not available at eatgilers for resale and couldn’t be ordered bypaeson.
His address was taken in order to send him a bredmd he was recommended to call back at a later t

Throughout the interactions, there are expectatidrizeing able to identify one another. In oneatitn

the customer service representative expressed easbarent when not being able to find the customéne
system right away (No49). It was an example of hlogvactors were struggling with identifying eachest
throughout the interaction.

The customer’s (C) response “Hello, it's me” isqmaral and something one can expect when the partées "~
IFormatted: Font: (Default) J
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1b. Activities and past interactions
There are many different ways throughout the it@was in which previous activities are referred There
are also specific references that are known to patties involved in the interaction, such as omemnbers
(No5); waybill numbers (No3) or shipment numberso4M). These references are used as “tools of
identification” when referring to previous actieé such as orders. The following excerpt is an elarof
this:

C: | ordered F-products April 18 Now | receive from the customer that it has reerbdelivered.

CS: April 19",

C: | have my order number.

CS: Yes... [enters the it-system]

C:1005913.

CS: Let's see. It left us on April 24

C: Ok. So it's green?

CS: Yes. (No5)
Referring to previous interactions might be moreless explicit. Another way of referring to previou
interactions is referring to previous agreements acknowledgements. In one interaction (No4) thetamer
went from being less explicit (an order acknowledget) to somewhat more explicit (an agreement with
sales engineer). The customer service representhtiwever expresses a need for further informadiuth
asks for the order number. An example of a lesdi@txpeference to previous interaction by refegito a
previous order is:

C: The things | ordered last week, have you sént it

CS: Eh... | think it's being sent from me today. Wditsee. I'll check just in case [enters thesigstem].

The thing was | didn’t have any FHR-products.

C: But it's that | have been waiting for.

CS: Yes... but [she sounds frustrated]. Yes andvtleey going to be completed to day.

C: Okay that was the case.

CS: Yes that was the case. (N032)

1c. Resources and past interactions
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In the interactions observed the main resourcernefeto was products. Products were brought into th'-
interaction in two main ways: by stating articlemwher (refers to a specific product) (No28) or byntiening
a specific product’s characteristic (No24; No65)tiBways refer to a specific resource, which hanldealt
with in the past. In one example (No28) the custoatkmits having made a mistake about the number of
products previously ordered and refers to thelartiumber in order to identify the product. An exdenof
previous interactions of resources brought intoitheraction is this excerpt about an order of st@oized
product which the customer wants to cancel:

C: The intention was to put the households togetiese and three and now there is a change andllit w

be two and two instead.

CS: Okay.

C: Is that possible to arrange?

CS: Yes then | just need to check... | can’t see Wdsbeen reported yet because it's special prooct

as you know. It's not a standard article in any w&p | have to check how far... what has happened.

Whether anything has been made.

C: Can you please get back to me?

CS: Yes of course.

C: What was your name again?

CS: Ulrika.

C: Yes because if we calculate two and two instésdot this then.

CS: Yes. Mm... But shall | cancel it completely then?

C: Yes do it if it's possible.

CS: Yes then | will see what | can do.

C: Okay. Thanks. (No22)
As compared to activities and actors, traces of iperactions were not as visible regarding resesiiand we
found few examples of this in the interactions.

2a. Actorsand present interactions
The interactions are taking place between reprasees of two actors (the company and the customer
company) and the actors are being connected thritnggactivities decided in the phone call, sucbrdering.
But the interactions are not restricted to the dy@ther actors are also being brought in and cdedec
through the interactions. A customer can for examptjuest that the customer service representatjgethe
delivery with a name of the person that is the 8jgereceiver of the products. It can be the custom
customer. In the following example, several différactors are being connected through the intemadti
which the customer places an order.

C: Now, | will give you a task and the goods needse there by tomorrow.

CS: Tomorrow?

C: The order number is 24715996. 160 EM-products.

CS: Sorry? 247-

C: 15996. We can't get the goods of from City H aod/ a damn hotel has stopped entirely.

CS: This must be the thing Karin [in B-company’stomer service] was just talking about.

C: We can’t get it loose.

CS: Wait a second. | wonder if | have any...

C: ((xxx))

CS: Sorry?

C: | can't get it loose and now it's totally stopgpe

CS: Stay put.

The customer service representative turns to K& finds out there are no goods in stock. Shres tiar
the phone again.

CS: Hello. Haven't they received an order to City H

C: They have, but | can't get it loose. They dtiate the time.

CS: | see. They haven't had the time to unload.

C: They have worked in three shifts recently. Weeha solve it or chaos will follow.
CS: How many are we talking about?

C: 150.

CS: Yes, no, | can’'t manage to handle that now.iftipossible. Not 150. Let's see...
C: It doesn’t matter how you solve it, as long a&sget it to City S.

CS: Ok, It's only that | don’t know how to deliverThat's the problem.

C: How many are there in a carton? There are 24 itarton.

CS: Well, it's slightly more than 30. Stay put.

{
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The customer service representative calls to a grers the warehouse. Yet another person in the N
warehouse is involved, as well as another custoseevice representative. Products are subsequently IF"_rma“ed’ Font: (Default) J
taken from another customer order. The productblvéldelivered by express railway. It will be delied Arial, 8 pt
to the station by the customer service represemgadind from the end station by a local deliverye Th
customer calling is giving his customers’ name,mhaumber, address and name of the representative i
order to have the products delivered correctly. gNo

The example show that, apart from the interactietwben the customer service representative and the

customer, there are other actors present in tleeaiction; customer service personnel, warehousopeel,

the customers’ customer, distributors and the othetomer (whose already picked order was reduced).

Different actors are connected through the intéast

2b. Activities and present interactions
Activities between the parties are coordinated emthected through interaction. The interactionhisstin
itself a coordination activity. Three examples cfidties found in present interactions are comipletof
orders; delivery costs negotiations; and coordimatf frequency and/or time of delivery. Completioh
orders is the most frequent occurring activity. Tollowing excerpt illustrates the coordinationaofielivery:

C: Ehh... I would like you to send it to the follogmddress [give address]

CS: Grimstagatan... Yes...

C: And you send it all. You have it?

CS: Yes | have it. But then we take it at once?

C: Can he get it on Friday?

CS: Yes that is probably doable. On site on the 3rd

C: Yes that's fine.

CS: Mm... We'll arrange that.

C: Perfect.

CS: Okay. (No34)

2c. Resources and present interactions
Different resources are combined and linked throtlgh interactions. This concerns the transferrifig o
resources, such as products or knowledge and thehim@ of requirements and resources through the
interactions. Throughout the interactions diffenerstources are combined as shown in the followkagrple:

C: Well. I have a bit odd question about K-products

CS: Yes.

C: Do you have DM-products fit for driving?

CS: No. You know, our L-part is not fit for driving

C: It's not?

CS: No. You need a so called B5 — designation aptace our PL-part with.

C: Ok. What's that?

CS: It's the big round one. The one you see instheet so to speak. With an R-part and an L-panatT

one you buy at the VA wholesaler.

C: Well, ok. We have for sure.

CS: Yes...

C: B5 — designation L-part and R-part?

CS: B5, yes.

C: It fits?

CS: Yes. It's a good size so it will be able tofitthe outside of our K-part, our small S-part.

C: Which B-product is it? Is it the one of one meteliameter?

CS: Sorry? We don't have as big as that, or?

C: It's not a meter?

CS: Well, but then it is... It's 100 at the bottand 75 centimetres high. And the KN part will beledl

C: Ok. It's like that. Ok.

CS: So it must be about 70 centimetres a diameter.

C: Ok. So... 70 centimetres?

CS: Yes.

C: Ok. Then | know how it is. Thanks. Now I'll padiby be able to work it out. (No10)
As this example shows knowledge and material ressuare combined through the interactions. It tsano
matter of direct transfer of resources, but bottoracparticipating in creating new combinations,iakh
emerge through the interaction.

3a. Actors and future interactions
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example of reference to future interaction betwtbensame actors is when the customer upon haviecked
prices or availability, and seemingly got the imfation needed says “Ok. | will check that out artilzack to
you” (No23; No47). There are also examples whenctigtomer will get back but are not that specibiowt
who he/she will get back to: “I'll be back” (No1K015; No27). It's in these cases for the custonfiemoa
matter of checking with their own customer (thetoor’'s customer). Sometimes this is mentionedieXpl
by the customer: “I'll talk to the customer and @peck to you” (No36). In some cases, there are onkn
otheractors mentioned in more general terms, suchaaésnanufacturer” (No2). In other cases, the dstor
specified, such as the name of the wholesalerrtottufor purchasing a specific product (No10).

The present interactions also enable future intienas between the same actors or with other actomns.
IFormatted: Font: (Default) J
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3b. Activities and future interactions
As with the examples above with reference to futimteraction of the actors, there are many differen
examples of how potential future interactions conitgy activities are being introduced in the intti@ns.
Examples are when the customer in a phone cadl; hétve gotten the information needed about pribes,
announces that he/she will check this with thein@mustomer and get back to place an order (No1&} i§
illustrated in the following excerpt:

CS: Mm... It's 325969. Do you want me to make anravde

C: I will call the customer and give the price atheén make an order out of it.

CS: Okay.

C: That's fine.

CS: Mm... You'll be back.

C: Yes. (No49)
Other examples of how future interactions are itatdd through present interactions are when retere
numbers such as shipment numbers are produceckimtiraction (No25; No77). Another example was
presented above with the customer who wanted toetanprevious made order (see section 1c. Resource
and past interactions, No22). The customer semgpeesentative could not confirm the cancellatimtr
away. Instead, she promised to get back to theomest when she had checked how far in the production
process the order was.

3c. Resources and future interactions
Finally, the future use of resources can be enabledigh interactions. A customer can be in neeagticks or
product information in order to make a future diecisabout ordering of products. The customer can fo
example ask for a price lists (No67) or a produwets. It can also, as in the following example,abe
combination where the customer asks about a prazhestt and the customer service representatives rigfe
the company’s website. In this excerpt, resoursast as website, brochures and knowledge of its aree
combined in order to provide for future acquiremafitesources (a specific product).

CS: And then you click on... let's see... download targes. Then you get all brochures that are there.

Then there is one... cable... B-company cable progstéss. There are the products.

C: Then it's easy for me and for you also. Them mumbers also?

CS: Yes thereis.

C: Then | will get back later on.

CS: Yes that's great. If you get any problemsgatitme and | will fax you or something.

C: That's good.

CS: Mm... Okay. (No69)
Having presented our examples of interaction, értext section we will discuss the implicationasing this
approach in understanding business interactionedlsas what we so far have identified as the bénetfind
drawbacks of this approach.

Discussion

The call from Ford and Hakansson (2006) about #eglrio increase the understanding of businessatien
and Ford et al. (2008) conceptualization on thgemtilwas the starting point for this study. Ourdstinas
demonstrated how an analysis of dyadic micro icteyas “here and now” can be performed in ordesttow
how interactions become part of a joint historyagoint future. The results show how past intecaxdiare
brought into the present interaction and how futimteractions are being called for and enableduiino
present interaction. A threefold conceptualizatafninteraction as past, present and future intevacis
important in order to understand interaction preessin relation to Ford et al. (2008) study weehamveiled
a mundane and ordinary but nevertheless vitalgfatte complex transformation process that occete/éen
business actors. In the interactions studied wesrgkd how the actors relate to past, present atufefu
activities and different resources. Actors, adtgt and resources are constantly being brought, into
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coordinated and connected through the interacBictors outside the dyad (or even the network) aoeight -~
in order to fulfil commitments about activities aresources. Commitments about future activitiesbaiag
made and commitments from past activities as somestiquestioned. The studied interactions also fré¢vea
interpretations and assessments made by the parttsi at the time of the interaction. One exampé (
section 2a, Actors and present interactions, Nd@wed how a customer presented a problem for the
customer service representative and how she sohesgroblem by connecting different actors. Itlsoaan
example of coping with change through interact@fcourse this interaction is only a fragment ia tiverall
interaction and transformation process that ocbetsieen the companies. However if the customericgerv
representative does not fulfil promises made (dmabfeof the company) it will have an effect on theerall
relationship. As Ford et al. (2008) state: “... tile@s of interaction may be both immediate andylégrm

and current interaction is affected by what hasngilace previously and by the perceptions andaapens

of future interaction held by the actors” (p. 11).

Attending to dyadic micro interactions contributeish knowledge about the mundane, ordinary business
interactions that constitute most of contemporargitess life. We believe that the critical eventsiousual
and memorable events are important to study, butldrbe complemented with more ordinary interaction
Our suggested approach has the benefits of allowingp observe interactions without “jumping betwee
aggregation levels” and using a more flat perspedt order to understand how different interacti@me
connected to each other. This approach also allfmwsunderstanding of how the participants in the
interactions are using different conversation tégpies for connecting present, past and future astens.
Another benefit of the approach is that the intBoas are “naturally occurring” (see e.g. Silverman01).
Using this approach we can also grasp some ofgpects taken for granted by the participants, whaght
not be recalled using other methods (such as ietes). We are able to study the result of the comtiis
first-hand interpretations — still messy — but atiaterpretations the participants make in theriattion. The
focus is on the interaction process rather thanotiteome. A response by a participant is a resuliro
interpretation of a previous contribution made hg ther participant in the conversation. If thesea
misunderstanding in the interaction there are oftigms of efforts to clarify it (restatements, regufor
clarifications etc.). Interviews capture interptietas of previous made interactions sometimes with
considerable time lapse between interview andasctam.

One of the major drawbacks of this approach isitHacomes the researchers “outsider” view instfad
the “insider” view of the participants. It is diffilt for the observer to understand aspects ointieeactions as
well as the meaning and the outcomes of it. Sorpects might appear meaningless to observer buttraigh
the same time be meaningful to the participanteelAted drawback is that refraining from “jumpingtlveen
aggregation levels” means that as observers we tamke enough knowledge of the context (regardoity b
time and space) of the specific interaction. Evengh the approach has the objective of questiopéisg and
future interactions through the present interastjidhere is a risk that the interactions studiezbbee isolated
events. Taking the benefits and the drawbacks isf dpproach into account, we believe that different
approaches should be combined in order to understare about the specific interactions. Observatibn
what happens in the specific interactions couldcombined with interviewing the participants in arde
have more knowledge of their interpretations of ithteraction as well as the context needed in otder
understand the specific interaction. It is alsoay wf bringing in aspects that the participantshinigke for
granted in the interaction and call for their reflens and interpretations of these aspects. Thicipants’
approaches or intentions of entering the interaatight also be revealed.
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