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Research on the Mechanism of Development Model In-
teraction for Enterprise Social Media Platforms: A Case
Study of DingTalk from the Perspective of the Standard-
ization vs. Customization Paradox

Sun Yuan"?, Wen Xiaorong’, Liu Yang’, Yang Pingbo’

1. Modern Commerce Research Center, Zhejiang Gongshang
University; 2. School of Business (MBA School), Zhejiang
Gongshang University; 3. Digital Innovation and Global Value
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University, 4. School of Management, Zhejiang University

Abstract With the end of the individual-oriented consumer Internet
business dividend period, the industrial Internet era, which inte-
grates new Internet technologies and provides digital transformation
services for enterprise-level customers, has ushered in development
opportunities. As a special kind of industrial Internet platform,

enterprise social media platforms have experienced the transition

from incremental to stock stage, and play a key role in promoting
industrial digitization and helping high-quality development. How-
ever, such platforms generally face a core strategic dilemma in the
development process: how to find a balance between standardiza-
tion and customization? On the one hand, although standardized op-
eration can reduce operating costs and optimize resource utilization
through common functions and consistent experience, it is difficult
to meet the individual needs of users; on the other hand, although
providing corresponding customized services for users’ diverse
personalized needs can bring a significant increase in user activity,
its relatively high operating costs make most platforms prohibitive.
Therefore, effectively managing the paradox of standardization and
customization, so that the platform can not only meet the needs of
diversified subjects, but also maintain efficient operation, is the
core of such platforms to seize the development opportunities.

In order to answer the core research question of “how enterprise
social media platforms balance standardization and customization
to achieve continuous iteration of development model”, this paper
takes the leading enterprise social media platform in China as the
case object, adopts the longitudinal single case study method, and
explores the mechanism of iteration of development model of enter-
prise social media platforms based on the paradox of standardiza-
tion and customization. This paper obtain the following results. (1)
The enterprise social media platform has experienced the demand
conflicts of different subjects in the three stages of “pioneer pe-
riod-outbreak period-solid period”, such as “enterprise user-indi-

CLINT3

vidual user”,

LIS

platform-user”, “small and medium-sized enterprise
user-large enterprise user”, which leads to the paradox performance
of different stages of standardization and customization. (2) The
“standardization-customization” paradox in each stage corresponds

29 ¢

to “control-autonomy contradiction,” “cost-value contradiction” and
“single point-global contradiction” respectively. (3) Through the
paradox management response of “core demand standardization-us-
er experience value-customized module integration,” the paradox
performance of “standardization-customization” in different stages
is dealt with, which further promotes the iteration of the develop-
ment mode of “scale-industry-base” of the platform. This paper not
only contributes to the two research fields of platform strategy and
paradox, but also provides platform managers with the response be-

havior and development mode of each development stage.

(T#E51T)
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infrastructure enterprises to build overseas business ecosystems in the
context of institutional fragility, and to reveal their overseas institution-
al entrepreneurship models, thereby providing theoretical guidance and
practical inspiration for Chinese infrastructure enterprises to overcome
institutional obstacles in host countries with fragile systems and build
overseas business ecosystems.

The findings are as follows: (D) By taking differentiated institutional
entrepreneurship actions, Chinese infrastructure enterprises gradual-
ly promote the transformation of “project specifications — industry
standards — business rules”, and thus build “point” project ecosystem,
“chain” industry ecosystem and “network’ business ecosystem in the
host country; @ Chinese infrastructure enterprises gradually adopt
the differentiated institutional entrepreneurship model of “institutional
mediation — institutional embeddedness — institutional co-construc-
tion” to promote institutional innovation in host countries and reduce
institutional fragility; 3) Chinese infrastructure enterprises follow the
construction mechanism of “identifying institutional obstacles — tak-
ing institutional entrepreneurship actions — realizing institutional in-
novation — results of overseas ecological construction” when building
overseas business ecosystems.

The theoretical contributions of this study are mainly reflected in two
aspects: First, from the perspective of institutional entrepreneurship,
this study identifies a three-stage process model for building overseas
business ecosystems in the context of institutional fragility and reveals
its construction mechanism. Specifically, it establishes a theoretical
framework for overseas business ecosystem construction from the
institutional entrepreneurship perspective, filling the gap in existing
research on the process mechanism of building overseas business
ecosystems through institutional entrepreneurship. Second, this study
summarizes three overseas institutional entrepreneurship models,

99

namely “institutional mediation”, “institutional embeddedness”, and
“institutional co-construction”, defines their applicable contexts and
conceptual connotations, and thus expands and deepens research on
institutional entrepreneurship.

The practical implications of this study are as follows: First, for Chinese
infrastructure enterprises, when building overseas business ecosystems
in institutionally fragile host countries, they can promote institutional
innovation in host countries through institutional entrepreneurship,
thereby overcoming the risks and uncertainties caused by institutional
fragility and constructing overseas business ecosystems. Second, Chi-
nese infrastructure enterprises can gradually promote the evolution of
project specifications, industrial standards and business rules in host
countries, so as to build “point” project ecosystem, “chain” industry
ecosystem and “network” business ecosystem respectively.

Key Words Construction of Overseas Business Ecosystem; Institu-
tional Entrepreneurship; Institutional Mediation; Institutional Em-

beddedness; Institutional Co-construction
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In terms of theoretical application, firstly, this paper puts forward
the theoretical framework of “subject demand conflict-paradox
performance-paradox management response-development mode
iteration,” which opens the black box of the internal relationship
between subject demand conflict and development mode iteration
in the context of enterprise social work platform, provides a new
perspective for the research of platform development strategy, and
provides a new idea for the analysis framework of paradox research.
Secondly, this paper identifies the multiple manifestations of the
standardization and customization paradox in the dynamic evolu-
tion process, enriches the research on the standardization and cus-
tomization paradox, expands the content boundary of the paradox
research, and also provides an important theoretical reference for
the follow-up paradox management research. Thirdly, this paper
reveals the strategic evolution process of the collaborative evolution
of the response and development model of the standardization and
customization paradox management of the enterprise social work
platform, supplements the strategic research of platform standard-
ization and customization, and further clarifies the internal paradox
management logic of “paradox separation-paradox integration-par-
adox balance”, which makes up for the research gap of the dynamic
transition of paradox management strategy in the actual situation.
In terms of practical enlightenment, this paper provides stage devel-
opment suggestions for platform managers: in the pilot period, we
should focus on one end to seize the market; in the outbreak period,
we should adopt complementary strategies to deepen the value; in
the stable period, we need to build a base ecology of balance and
symbiosis. Platform enterprises should pay attention to the identifi-
cation and management of demand conflicts, and gradually return
standardized and customized options to users in order to achieve
sustainable and healthy development.

Key Words Enterprise Social Media Platform; Standardization;
Customization; Platform Strategy; Paradox Management; Case
Study
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