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Abstract

Building on the conceptual propositions advanced
by Mustapha and Omoloso-Dada (2025) in
“Bridging Experience and Execution: An Analytical
Perspective on Customer Experience Management
and Retail Sales and Distribution in Nigeria’s
Telecommunications Sector,” this study empirically
investigates Strategic Leadership Integration (SLI)
as a dynamic capability that enables leadership
ambidexterity in Nigeria’s telecommunications
industry. While the earlier work theorised the
interrelationship between Customer Experience
Management (CEM), Retail Sales and Distribution
(RSD), and SLI, the present study extends the
discourse by examining how leadership teams
operationalise these linkages in practice.

Drawing on evidence from 18 semi-structured
interviews across six regional cases involving
Regional Managers, Dealer Recharge Managers,
and Customer Experience Centre Managers in
South-West Nigeria, and supplemented by internal
documents and secondary performance reports, the
study adopts a qualitative multiple-case design
guided by process-tracing logic (George & Bennett,
2005). Within-case and cross-case analyses
conducted using NVivo reveal four recurrent
integrative mechanisms—joint sensemaking, cross-
functional ~ governance, adaptive  incentive
alignment, and reflective learning routines—
through which SLI operates as the micro-foundation
of leadership ambidexterity (Weick, 1995; Maitlis&
Christianson, 2014, Raes et al., 2011; Birkinshaw&
Gupta, 2013; Argyris&Schon, 1978).

These mechanisms translate conceptual alignment
into tangible performance outcomes, including
reduced customer churn, improved sales efficiency,

and enhanced cross-functional responsiveness.
Anchored in the Dynamic Capabilities and
Leadership Ambidexterity frameworks, the findings
demonstrate how leadership teams jointly sense
environmental shifts, coordinate strategic decisions,
and reconfigure operational routines under
conditions of turbulence (Teece, 1997, O’Reilly
&Tushman, 2008, Teece, 2021). The study
contributes to management theory by advancing SLI
as a leadership-level dynamic capability and offers
practical implications for designing integrative
leadership  systems,  balanced  performance
dashboards and adaptive governance routines that
strengthen organisational resilience and sustained
performance in emerging-market contexts (Peteraf
etal, 2022; Wilden et al., 2022).

Keywords: Strategic Leadership Integration,
Leadership Ambidexterity, Dynamic Capabilities,
Customer Experience Management, Retail Sales and
Distribution, Telecommunications, Nigeria.

I. Introduction

The Nigerian telecommunications industry
remains one of the most dynamic and strategically
important sectors in Africa, shaped by rapid
technological change, regulatory volatility and
intense competition among firms such as MTN,
Airtel, Globacom and 9mobile. As of December
2023 there were 224.71 million active mobile
subscriptions in Nigeria (Nigerian Communications
Commission [NCC], 2023), and globally mobile-
cellular subscriptions averaged 111 per 100
inhabitants in 2023 (International
Telecommunication Union [ITU], 2023). These
conditions combined with accelerating digitalisation
mean telecom operators confront simultaneous
pressures to maintain operational excellence
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(exploitation) while innovating for new services and
business models (exploration) (O’Reilly & Tushman,
2013; Rosing et al., 2022).

Despite increased scholarly interest in
ambidexterity, notable empirical and conceptual
gaps persist, particularly within emerging-market
industries. First, existing studies tend to examine
ambidexterity either at the organisational level or
within isolated innovation wunits, with limited
attention to how leadership teams integrate cross-
functional systems such as CEM and RSD to
generate ambidextrous outcomes (Junni et al.,
2023). Second, leadership research often privileges
individual leader behaviours rather than collective,
systemic leadership practices that span hierarchical
and functional boundaries (Uhl-Bien & Arena,
2022). Third, there is insufficient empirical evidence
demonstrating ~ how  integrative  leadership
mechanisms translate into measurable performance
outcomes, especially in turbulent, resource-
constrained emerging-market contexts
(Carmeli&Halevi, 2021; Khan & Lew, 2022). These
gaps are particularly consequential in Nigeria’s
telecom sector, where strategic innovation routines
must be tightly coordinated with frontline retail
distribution and customer experience systems (NCC,
2023).

This study addresses these gaps by
empirically investigating Strategic Leadership
Integration (SLI) as a leadership-level dynamic
capability and by explicating the micro-foundations
through which SLI enables leadership ambidexterity
in Nigeria’s telecommunications sector. Rather than
conceptualising ambidexterity as an individual trait
or a binary structural choice, this study focuses on
collective integrative mechanisms; joint
sensemaking, cross-functional governance, adaptive
incentive alignment and reflective learning routines
that operate across CEM and RSD subsystems. By
examining these mechanisms across multiple
regional cases, the study provides concrete, practice-
grounded evidence linking integrative leadership to
observable performance outcomes such as churn
reduction and sales efficiency.

This framing aligns with recent advances in
the dynamic capabilities and ambidexterity
literature.  Scholars increasingly argue that
ambidextrous leadership is enacted through
dynamic-capability processes that integrate sensing,
seizing and reconfiguring activities across
leadership teams (Teece, 2021; Wilden et al., 2022).
Empirical studies between 2021 and 2024 further
demonstrate that leadership ambidexterity enhances

innovative work behaviours, adaptability and
performance when embedded within integrative
governance and learning systems (Carmeli et al.,
2023; Rauch & Ansari, 2021). Research on
emerging-market strategy likewise highlights the
importance of collective leadership, cross-functional
coordination and adaptive routines in contexts
characterised by volatility and institutional
complexity (Khan & Lew, 2022; Nair et al., 2023).
These developments reinforce the need to
conceptualise leadership integration as a measurable
dynamic capability underpinning the exploration—
exploitation balance in emerging-market
environments.

1.1 Research Objectives and Questions
Revised Research Objectives

1. To examine how SLI enhances environmental
sensing, shared strategic alignment and cross-
functional decision coherence.

2. To investigate how SLI enables knowledge
integration, collaborative governance and decision
agility across CEM and RSD domains.

3. To assess how SLI mediates the relationship
between leadership ambidexterity (exploration—
exploitation balance) and organisational
performance.

4. To evaluate the role of SLI in strengthening
organisational learning, resilience and continuous
adaptive renewal in dynamic environments.

Revised Research Questions

1. How does SLI enhance environmental sensing
and strategic alignment within telecommunications
firms?

2. In what ways does SLI foster knowledge
integration, cross-functional collaboration and
decision agility?

3. How does SLI mediate the relationship between
leadership ambidexterity and performance outcomes
such as churn reduction and sales efficiency?

4. How does SLI reinforce organisational learning
and resilience under conditions of environmental
turbulence?
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II.  Theoretical Background
2.1 Dynamic Capabilities View (DCV)

The Dynamic Capabilities View (DCV), originally
articulated by Teece, Pisano and Shuen (1997),
positions  organisational = competitiveness  as
dependent on the ability to sense environmental
changes, seize emerging opportunities, and
reconfigure internal and external resources. In the
telecommunications  industry characterised by
technological volatility, shifting consumption
patterns and regulatory uncertainty; these processes
are indispensable for sustaining long-term advantage
(Teece, 1997; Teece, 2018).

Recent theoretical updates extend the DCV by
emphasising leadership cognition, organisational
orchestration and collective decision alignment as
core determinants of dynamic capability enactment.
Teece (2023), for example, highlights the centrality
of leadership-based orchestration and “higher-order
managerial integration” in enabling the sensing—
seizing—reconfiguring cycle. Similarly, Peteraf, Di
Stefano and Verona (2022) argue that dynamic
capabilities must be understood not simply as
organisational routines, but as coordinated, multi-
level processes embedded in social interaction,
interpretation and governance structures.

Limitations of DCV in Emerging Markets

However, the DCV faces well-documented
limitations when applied to emerging markets. First,
the framework often presumes institutional stability,
reliable  market information and  mature
organisational  systems; conditions that are
frequently absent in turbulent, resource-constrained
environments such as Nigeria’s telecommunications
sector (Peteraf et al., 2022; Khan & Lew, 2022).
Second, DCV research tends to emphasise firm-
level processes, with limited empirical attention to
leadership integration, cross-functional alignment
and governance fragmentation, all of which shape
dynamic capability enactment in developing
contexts (Wilden et al., 2022). Third, critics argue
that the DCV’s abstract constructs (for example,
‘reconfiguration’) often lack empirical traceability
in settings where decision-making power is diffused,
hierarchical or structurally siloed (George &
Bennett, 2005).

This study addresses these limitations by grounding
dynamic capability processes in observable,
leadership-driven integration mechanisms (joint
sensemaking, cross-functional governance, adaptive

incentive alignment and reflective learning
routines). These mechanisms make the DCV more
analytically accessible and contextually relevant for
emerging-market telecommunications systems.

2.2 Ambidexterity Theory

Ambidexterity theory argues that organisations must
concurrently  pursue exploration (innovation,
customer insight, strategic renewal) and exploitation
(efficiency, discipline, operational optimisation) to
remain competitive. Leadership ambidexterity
represents the behavioural and cognitive capacity of
leaders to balance these contradictory demands
(O’Reilly &Tushman, 2008; O’Reilly &Tushman,
2013).

Recent scholarship, however, highlights several
limitations in applying ambidexterity theory to
emerging markets. First, the traditional structural or
behavioural models of ambidexterity assume
formalised governance, stable organisational
routines and high resource slack; conditions that do
not hold evenly across African telecommunications
systems (Simsek et al., 2015). Second, most studies
conceptualise ambidexterity as a property of either
individual leaders or organisational structures, with
limited theorisation of collective leadership
processes that integrate customer experience,
distribution, network operations and regulatory
engagement (Carson et al., 2007; Junni et al., 2023).
Third, empirical studies reveal that ambidexterity is
often undermined in emerging markets by
misaligned incentives, fragmented information
flows and inconsistent strategic interpretation (Khan
& Lew, 2022; Carmeli&Halevi, 2021).

These limitations underscore the need for a more
collective, integrative and leadership-driven
understanding of ambidexterity suited to emerging-
market contexts. SLI directly addresses this gap by
showing how leadership teams, rather than isolated
individuals, enact ambidexterity through structured
integrative mechanisms.

2.3 Strategic Leadership Integration (SLI) as a
Dynamic Capability

SLI extends DCV and ambidexterity theory by
conceptualising leadership integration as a micro-
foundational mechanism through which sensing,
seizing and reconfiguring processes occur in
practice. Whereas traditional DCV scholarship
emphasises organisational routines, SLI situates
dynamic capability enactment at the leadership
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system level, where strategic intent, operational
intelligence and cross-functional insights converge
(Teece, 2021; Peteraf et al., 2022).

Linking DCV Processes to SLI Micro-Foundations

Sensing to Joint sensemaking: Joint sensemaking
enables leadership teams to collectively interpret
weak signals, customer feedback, regulatory shifts
and competitive dynamics; strengthening DCV’s
sensing  function by reducing perceptual
fragmentation (Weick, 1995; Maitlis& Christianson,
2014).

Seizing to Cross-functional governance: Cross-
functional governance structures (for example,
integrated meetings, shared dashboards, boundary-
spanning committees) allow coordinated choices
about resource allocation, opportunity prioritisation
and operational adjustments, operationalising the
DCV’s seizing component (Raes et al., 2011;
Simsek et al., 2015).

Reconfiguring to Adaptive Incentive Alignment and
Reflective Learning Routines: Adaptive incentive
alignment ensures that both exploration and
exploitation are rewarded, enabling structural and
behavioural adjustments (Birkinshaw& Gupta,
2013). Reflective learning routines institutionalise
double-loop  learning,  enabling  continuous
recalibration of strategies, processes and cross-
functional roles (Argyris&Schon, 1978; Vera
&Crossan, 2004).

SLI therefore does not merely complement DCV
and ambidexterity; it provides their leadership-level
operational infrastructure, translating abstract
theoretical constructs into empirically traceable
mechanisms  applicable to  emerging-market
environments (Teece, 2023; Peteraf et al., 2022).

III. Literature Review and Conceptual
Underpinnings

3.1 Differentiating Strategic Leadership Integration
(SLI) from Related Constructs

Strategic alignment typically denotes the fit between
organisational strategy and structural process or IT
configurations (Chan et al., 1997). Shared leadership
describes  distributed influence among team
members and emergent leadership processes during
tasks (Carson et al, 2007). Boundary-spanning
emphasises inter-unit information flows and liaison
roles (Tushman&Scanlan, 1981). These constructs

help delineate what SLI is and is not: SLI
incorporates elements of these but foregrounds
leadership orchestration and routinised integrative
mechanisms that actively construct and renew
alignment (Chan et al., 1997; Carson et al., 2007;
Tushman&Scanlan, 1981).

3.2 Micro-Foundations of SLI

The micro-foundations of SLI identify the
proximate leadership practices through which
sensing, seizing and reconfiguring are enacted. Each
micro-foundation draws on established theoretical
traditions and recent empirical work to justify its
inclusion.

Joint sensemaking (Sensing): Joint sensemaking is
the structured, collective process by which
leadership teams make meaning of ambiguous or
equivocal signals. Sensemaking research
characterises  this activity as retrospective,
interactive and narrative-driven; it emphasises that
organisational meaning emerges from social
interaction rather than individual cognition alone
(Weick, 1995). Contemporary studies reinforce that
collective sensemaking improves detection of weak
signals and coordinates interpretive frames across
units, thereby reducing perceptual fragmentation in
turbulent environments (Maitlis& Christianson,
2014). In the telecom context, joint sensemaking
commonly took the form of integrative review
forums where customer complaints, field reports of
drive tests and sales indicators were collectively
translated into strategic hypotheses and tactical
responses.

Cross-functional governance (Seizing): Cross-
functional governance encompasses the formal and
informal arrangements through which leaders from
distinct units coordinate choices, set priorities and
allocate scarce resources. Governance scholarship
highlights how decision architecture and interface
processes  influence  strategic  choice  and
implementation (Raes et al., 2011). Ambidexterity
research further suggests that governance can be
designed to manage exploration—exploitation trade-
offs through temporal, structural or contextual
mechanisms (Simsek et al., 2015). In our cases,
cross-functional governance manifested as joint
strategy meetings, shared KPI dashboards and
boundary-spanning committees that operationalised
seizing by converting shared interpretations into
committed action.
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Adaptive incentive alignment (Reconfiguring
behavioural lever): Incentives are a primary
behavioural lever by which leadership can nudge
organisational focus. Research on organisational
design and ambidexterity points out that incentive
systems must be deliberately configured to reward
both short-term operational goals and longer-term
exploratory activities; failure to do so produces
perverse incentives favouring one pole over the
other (Birkinshaw& Gupta, 2013). In practice,
adaptive incentive alignment included harmonised
commission structures, cross-unit bonus pools and
recognition programmes that explicitly
acknowledged both customer-learning activities and
sales discipline. This is often done in the form of
Dealer Awards Ceremonies where active Dealers
are congregated and consistent high volume
performance alongside strict compliance to trade
rules are recognised and rewarded.

Reflective  learning  routines  (Reconfiguring
cognitive/structural lever): Reflective learning
routines institutionalise mechanisms through which
organisations examine underlying assumptions, test
causal theories and adjust governing variables.
Argyris and Schon’s (1978) double-loop learning
provides the conceptual root for such practices,
while Vera and Crossan (2004) link leadership
processes to organisational learning and strategic
renewal. In the studied regions, reflective learning
appeared as standardised after-action reviews, cross-
case debriefs and periodic strategic retrospectives
designed to translate operational experience into
revised routines and resource configurations.

Together, these micro-foundations constitute a
complementary set of leadership practices that make
DCV processes observable and trainable at the
leadership-system level.

3.3 Integrative Proposition (bridging DCV and SLI)

The integrative proposition posits that SLI
operationalises the DCV cycle within leadership
systems by providing concrete mechanisms for
sensing, seizing and reconfiguring. Where DCV
describes what firms must do to remain adaptive;
sense, seize and reconfigure. SLI specifies how
leadership teams enact these processes in practice
through routinised social practices and governance
arrangements.

Empirically, this bridging proposition predicts that
regions exhibiting well-developed SLI micro-
foundations will display superior environmental

scanning, faster decision articulation and more
effective reconfiguration of operational routines.
Theoretically, it reframes dynamic capabilities from
abstract organisational properties into measurable
leadership-level practices, thereby improving
empirical traceability (Peteraf et al., 2022; Teece,
2023). Practically, it points managers toward
specific levers; sensemaking forums, integrative
governance, incentive realignment and learning
routines that can be designed, resourced and
evaluated.

3.4 SLI-DCV Linkage

The linkage between SLI and the DCV cycle is best
understood as a continuous leadership practice in
which interpretive, decision and learning routines
feed one another. In operation, the cycle begins with
joint sensemaking: leadership teams engage in
recurrent interpretive meetings where customer data,
operational metrics and environmental signals are
juxtaposed and discussed. These forums are not ad-
hoc but routinised scheduled reviews, cross-
functional huddles and escalation checkpoints so
that sensing becomes a persistent organisational
rhythm rather than a sporadic activity (Weick, 1995;
Maitlis& Christianson, 2014).

Once a shared interpretation emerges, Ccross-
functional governance provides the formal channels
through which options are evaluated and choices are
committed. Governance translates sense into
decision by specifying who decides, how trade-offs
will be managed, and which resources will be
mobilised. Where governance is integrative; joint
dashboards, boundary-spanning committees, explicit
decision rules can be executed rapidly and with
clarity; where governance is weak or contested,
seizing stalls or devolves into unilateral actions
(Raes et al., 2011; Simsek et al., 2015).

Having committed to a course of action, leadership
confronts the need to reconfigure organisational
inputs and behaviours. Adaptive incentive alignment
nudges behaviour toward ambidextrous goals by
changing reward and recognition architectures to
reduce conflicting motivations and encourage cross-
unit cooperation (Birkinshaw& Gupta, 2013).
Simultaneously, reflective learning  routines
institutionalise the process by which operational
outcomes are systematically interrogated; what
assumptions held, which processes failed and what
structural shifts are required. Over repeated cycles,
these reflective practices accumulate organisational
memory and permit deeper, double-loop changes to
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strategies and roles (Argyris&Schon, 1978; Vera
&Crossan, 2004).

Crucially, these mechanisms are interdependent and
cyclical: reflection informs future sensemaking
(improving signal interpretation), incentive changes
stabilise the behaviours needed for coordinated
decision-making, and effective governance closes
the loop by ensuring decisions are implemented and
subsequently reviewed. This cyclical interaction
produces both reinforcing dynamics where positive
performance validates integration and deepens
routines and balancing dynamics where poor
performance or misalignment weakens trust and
fragments routines (Senge, 1990; Sterman, 2000). In
this way, SLI converts DCV’s high-level processes
into a repeatable, observable leadership practice that
can be diagnosed, cultivated and measured within
emerging-market firms.

3.5 Implications for Empirical Measurement and
Hypotheses

Because SLI is grounded in concrete micro-
foundations, it can be operationalised with
measurable indicators (for example, frequency and
quality of joint sensemaking meetings; integrative
meeting attendance; dashboard adoption rates;
cross-unit bonus arrangements; after-action review
regularity). Best-practice guidance for scale
development and coding reliability should inform
future quantitative extensions (Hinkin, 1998;
Saldafia, 2013; Strauss & Corbin, 1990).

IV.  Hypotheses

4.1 The hypotheses presented below provide a
starting point for structural-equation modelling,
panel-based estimation, and multi-level study
designs that link leadership practices to performance
outcomes.

Hypothesis 1 (H1): Environmental Sensing and
Alignment

H1: Higher levels of SLI will be positively
associated with improved environmental sensing
and strategic alignment across CEM and RSD units.

Hypothesis 2 (H2): Knowledge Integration and
Decision Agility

H2: SLI will be positively related to cross-functional
knowledge integration and leadership decision
agility.

Hypothesis 3 (H3): Mediation Effect on
Ambidexterity—Performance Link

H3: SLI will mediate the relationship between
leadership ~ ambidexterity —and  organisational
performance (for example, reduced churn, improved
sales efficiency).

Hypothesis 4 (H4): Organisational Learning and
Resilience

H4: SLI will be positively associated with
organisational learning capability and resilience in
turbulent environments.

Hypothesis 5 (H5): Feedback Loop Strengthening
Integration
HS5: Positive performance outcomes will strengthen
reflective learning routines, which in turn reinforce
future SLI.

4.2 Theoretical Model

Building on the preceding discussion, the conceptual
framework  positions  Strategic =~ Leadership
Integration (SLI) as the mediating leadership-level
dynamic capability that links Customer Experience
Management (CEM) and Retail Sales and
Distribution (RSD) to ambidextrous organisational
performance. Within the Dynamic Capabilities
framework, SLI translates environmental sensing,
strategic dialogue and cross-functional alignment
into coordinated action. Over time, feedback from
performance outcomes reinforces reflective learning
routines and strengthens subsequent sensemaking
and governance cycles.

4.3 Conceptual Model Illustration

The conceptual model integrates these propositions
into a unified framework. It depicts CEM and RSD
as interacting subsystems whose alignment is
achieved through SLI, conceptualised as a
leadership-level dynamic capability. Through its
four micro-foundations; joint sensemaking, cross-
functional governance, adaptive incentive alignment
and reflective learning routines; SLI enables
leadership ambidexterity which balances exploration
and exploitation to enhance organisational
performance. A feedback loop links performance
outcomes back to reflective learning routines,
reinforcing SLI over time. The model therefore
illustrates SLI as both an enabler and a beneficiary
of continuous organisational learning; a cyclical
system of integration, adaptation and renewal.
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Figure 1: Researcher’s Conceptual Framework

4.4 Boundary Conditions: When SLI May Weaken
or Fail

Despite its integrative power, SLI is not universally
effective. Its impact is contingent on contextual
enablers and structural conditions. Four boundary
conditions are especially salient:

1. Rigid or Entrenched Organisational Culture. SLI
depends on shared cognition, open communication
and willingness to challenge assumptions. In
organisations with rigid, top-down cultures,
defensive routines inhibit joint sensemaking and
reduce the effectiveness of reflective learning.
Leaders may hoard information or protect functional
turf, weakening the mechanisms that enable SLI
(Argyris&Schon, 1978; Senge, 1990).

2. High Leadership Turnover or Fragmented
Leadership Tenure. SLI relies on relational trust,
continuity in interpretive frames and stable cross-
functional routines. High turnover; common in
many telecom regions disrupts shared mental
models, resets governance structures and interrupts
learning loops. The result is a collapse in sensing
coherence and inconsistent application of
reconfiguring routines (Raes et al., 2011; Junni et
al., 2023).

3. Misaligned Incentive Systems and Structural
Dominance. If KPIs disproportionately reward
short-term exploitation (for example, monthly sales
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targets) over exploration (customer learning,
innovation), SLI becomes structurally undermined.
This imbalance leads to gamesmanship, functional
rivalry and informational asymmetry, preventing
SLI from functioning as a leadership-level dynamic
capability (Birkinshaw& Gupta, 2013; Simsek et al.,
2015).

4. Institutional Volatility and Overcentralisation. In
contexts where decisions are overcentralised at
headquarters or disrupted by regulatory shifts,
regional leadership teams may lack authority or
stability to enact SLI. This reduces their ability to
seize opportunities or reconfigure local routines,
even when sensing and learning mechanisms are
strong (Khan & Lew, 2022; Nair et al., 2023).

4.5 Contribution of the Conceptual Framework

By articulating measurable hypotheses, mapping
causal pathways and identifying boundary
conditions, the conceptual framework establishes
SLI as a causal, mediating and learning-driven
capability that advances theory in dynamic
capabilities, leadership ambidexterity and emerging-
market organisational behaviour. It sets the
foundation for future mixed-method and
longitudinal research, particularly structural-
equation modelling, panel-based performance
estimation and multi-level studies that incorporate
frontline, distributor and customer perspectives.
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V.  Empirical Context: Nigeria’s
Telecommunications Sector

The Nigerian telecommunications sector has
evolved into a competitive, innovation-driven
ecosystem characterised by regulatory fluidity,
infrastructural constraints and rapidly shifting
consumer expectations (NCC, 2023; ITU, 2023). As
the operational hub of all major operators, Lagos
and the wider South-West corridor constitutes the
strategic nerve centre for customer experience, sales
distribution and regional leadership coordination
(NCC, 2023). The sector’s complexity and volatility
make it an ideal context for examining how
Strategic Leadership Integration (SLI) operates as a
dynamic capability.

VI. Methodology
6.1 Research Design and Case Selection

This study employed a qualitative multiple-case
design, suitable for capturing complex leadership
processes and uncovering micro-foundational
mechanisms. A total of six cases were selected
based on prior performance data from 2022-2023,
classified as High Integration (n = 2), Moderate
Integration (n = 2) and Low Integration (n = 2).
These classifications were derived from churn-rate
patterns (CEM) and recharge sales velocity (RSD).

Data collection involved 18 semi-structured
interviews:

* 6 Regional Managers

* 6 Dealer Recharge Managers

* 6 Customer Experience Centre Managers
Interviews ranged from 55 to 90 minutes each and
were complemented by internal dashboards, policy
documents, regional reports and field observations.

6.2 Data Analysis and NVivo Coding Procedures

The analytical process followed the principles of
qualitative rigour and was executed using NVivo 14.
Coding proceeded in three structured phases:

1. Open Coding. Transcripts were broken into
discrete meaning units capturing leadership
behaviours, interpretive actions, coordination
episodes and performance references. Codes such as
sensemaking routines, cross-functional meetings,
conflicting KPIs, informal escalation and double-
loop review were generated inductively (Saldafia,
2013).

2. Axial Coding. Codes were then grouped into
higher-order categories to capture relationships and
patterns (Strauss & Corbin, 1990).

3. Selective Coding. Selective coding distilled the
data into core theoretical categories that aligned
with the study’s conceptual model: SLI as a
dynamic capability, leadership ambidexterity,
reconfiguration  practices and  performance
reinforcement loops. The coding concluded with a
case-ordered meta-matrix to compare patterns across
high, moderate and low-integration contexts.

This structured coding procedure enhanced analytic
rigour and ensured coherence between empirical
data and theoretical constructs.

6.3 Trustworthiness of the Study

To ensure methodological robustness, the study
applied the four trustworthiness  criteria
recommended by Lincoln and Guba (1985):

Credibility: triangulated interviews with internal
reports, dashboards and field observations; member-
checking with 6 participants within and cross-case
analyses.

Dependability: audit trail documenting coding
decisions, case summaries and analytic memos;
NVivo query functions used to examine coding
stability.

Confirmability: analytic interpretations cross-
checked with two external qualitative researchers;
reflexive memos used throughout.

Transferability: thick descriptions enable
applicability to similar emerging-market telecom
environments.

VII. Findings and Discussion
7.1 SLI as an Enabler of Leadership Ambidexterity

The analysis demonstrates that Strategic Leadership
Integration (SLI) serves as a pivotal leadership
capability enabling regions to harmonise exploration
and exploitation demands. In high-integration cases,
leaders engaged in structured joint interpretation of
operational and customer insights, allowing teams to
align strategic decisions with real-time market
conditions. Managers consistently highlighted that
integration reduced delays and improved clarity:
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“We don’t wait for separate reports anymore. We
sit together and ask: what exactly is this data telling
us?” (Regional Manager, Case A)

This collective interpretation created a shared
strategic lens that supported ambidexterity; ensuring
customer-experience insights influenced sales and
distribution actions rather than remaining siloed.

7.2 Inter-Case Variations and the Contextual Drivers
Behind Integration Differences

The multiple-case structure revealed patterned
differences between high, moderate and low-
integration regions. These differences were shaped
by leadership continuity, governance structures and
the quality of internal information systems.

High-Integration Cases (A and B) — continuity,
well-aligned KPIs, routinised dashboards and strong
trust.

Moderate-Integration Cases (C and D) — intermittent
integration; governance tendencies favouring one
unit; emerging routines.

Low-Integration Cases (E and F) — fragmentation,
leadership turnover, conflicting KPIs and weak
routines.

7.3 SLI and Performance: A Textual System-
Dynamics Explanation

Even without diagrams, the data reveal two
feedback cycles: a reinforcing cycle (positive loop)
where effective SLI improves performance and
thereby deepens integration; and a balancing cycle
(negative loop) where weak SLI leads to poor
performance, eroding trust and fragmenting routines
(Senge, 1990; Sterman, 2000).

7.4 Integrative Summary of Findings

Three core insights emerge: (1) SLI is both
structural and relational; (2) SLI operates through
cumulative feedback; (3) performance outcomes
both result from and feed into SLI.

VIII. Limitations and Directions for Future
Research

8.1 Methodological Limitations and Multi-Method
Triangulation

This qualitative study would benefit from multi-
method triangulation. Future research could include
Social Network Analysis (SNA) to map
communication flows and cross-functional relational
density (Borgatti, Everett, & Johnson, 2018),

process-tracing visuals and event sequencing to
improve causal tracing (George & Bennett, 2005),
and digital trace data (dashboard logs, scheduling
metadata) to validate behavioural claims.

8.2  Cross-Sector Comparisons for Testing
Generalisability

Cross-sector comparative studies (banking, FMCQG,
health/public sector) would test generalisability and
identify sector-specific vs universal elements of SLI
(Nair et al., 2023; Khan & Lew, 2022).

8.3 Quantitative Operationalisation of SLI for
Theory Testing

Future quantitative work should develop validated
scales for the four micro-foundations (Hinkin, 1998)
and deploy SEM or PLS to test mediation,
moderation and longitudinal dynamics.

IX. Conclusion

This study advances understanding of how Strategic
Leadership Integration (SLI) enables leadership
ambidexterity = and  adaptive  organisational
performance within Nigeria’s telecommunications
sector. By examining six regional cases through a
dynamic capabilities lens, the research highlights
how leadership teams interpret environmental
signals, coordinate decisions and reconfigure
routines under turbulence. SLI is a dynamic
leadership capability that strengthens or weakens
through cumulative practice.

Three Core Contributions to Knowledge

1. Theoretical: SLI as a leadership-level dynamic
capability that operationalises sensing, seizing and
reconfiguring (Teece, 1997; Teece, 2021).

2. Empirical: Multi-case evidence on integration
micro-foundations in an emerging-market industry
(Wilden et al., 2022; Carmeli et al., 2023).

3. Practical: Actionable levers for institutionalising
SLI (sensemaking forums, harmonised KPlIs,
integrative  dashboards, double-loop learning)
(Birkinshaw& Gupta, 2013; Argyris&Schon, 1978).

Recommendation for Organisational Consideration
Organisations should institutionalise SLI through
leadership development, rotational assignments,
joint planning rituals and shared success metrics so
that SLI becomes a durable organisational capability
rather than a personality-dependent practice.
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