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1 Content Capital Sdn Bhd – Teaching Note 

________________________________________________________________________________________________ 

Conor Vibert developed this teaching note to guide the use of the multimedia case entitled Content Capital Sdn Bhd for 

instructional purposes.  It is not the purpose of this material to serve as an illustration of how to effectively or ineffectively 

address a managerial situation.   

 
Copyright @ 2014, Acadia International Executive Insight Series  

______________________________________________________________________ 
 

SUMMARY  

 

In this multimedia teaching case, Adli Ridzwan, Director of Malaysian Educational Software developer 

Content Capital addresses how his company dealt with a conflict between two employees that was 

lowering production quality. Advice is being sought as to how to proceed in resolving this real life issue. 

Students are offered access to a set of transcribed video clips that outline the issue and its cause along 

with providing context for the issue.  In order to arrive at alternative solutions and justify their choice of a 

solution, students are expected to use sources of information not found in the case. 

 

 

KEYWORDS  

 

• Conflict Resolution 

• Talent Management 

• Software Development 

 

 

CASENET VIDEOS 

 

Each video in this multimedia case features a segment of an interview with one of the organization’s key 

decision makers. The videos describe: 

1. the Issue facing the individual or organization 

2. the Cause of the issue 

3. Background information for the individual, organization and industry 

4. Alternatives for addressing the issue 

5. A suggested Solution and justification 

 

Transcriptions for each video are also available.  Students may not access the Alternatives and Solution 

videos or transcripts. 

 

 

OBJECTIVES FOR TEACHING 

 

There are a number of instructional objectives for this case.  

 

• To enhance the decision making skills of students by having them address a real life issue faced 

by managers of Canadian or international companies.       

• To provide students with a brief introduction to the educational software industry. 

 
1 The Author wishes to thank Adli Ridzwan for his support of this project. At Acadia University, thanks are in order for Dave 

Sheehan.   
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• To offer students an opportunity to analyze a situation using concepts that illustrate conflict 

management. 

 

 

 

POSSIBLE TEACHING STRATEGY 

 

This case is ideal for in-class case analysis or as an assignment. Assuming an 80 minute class, here is an 

approximate class schedule: 

 

Time 

(minutes) 

Task 

5 Introduce case and divide students into groups. 

15 Students view Background case videos and make notes. 

5 Instructor plays the Issue and Cause clip(s). 

25 Students identify alternatives, a solution and rationale. 

20 Instructor guides a discussion around alternatives, solution and rationale. 

10 Instructor plays the Alternatives and Solution clips.  

 

If the case is used as an assignment, the instructor may want to focus assessment on: 

1) Decision-making process. The instructor would evaluate writing style, appropriateness of 

information sources, alternatives, solution and rationale. This approach recognizes that the 

alternatives and solutions offered in the case are not necessarily optimal, and other choices may 

be equally effective. Students can be rewarded for their selection of decision making approaches, 

analytical frameworks and cited reference material. 

2) Outcomes. The instructor would evaluate how closely student responses match those offered in 

the Alternatives and Solution video clips. Or, the instructor could use the insight of an existing 

research paper or analytical framework as the basis for judging outcomes. 

3) A combination of process and outcome. The instructor may apportion the grade between 

process and outcomes.       

  

 

POSSIBLE QUESTIONS FOR ASSIGNMENTS 

 

Students can be asked to identify a set of alternatives to address the issue outlined in the case, a solution 

and rationale. Other questions that will help students prepare for their case analysis include:   

 

• In this instance, what appears to be the primary sources of conflict? 

• What might be some of the processes available to manage the conflict? 

• Do both individuals appear to be of equal stature within the organization? 

 

CASE ANALYSIS 

Issue:   The Issue and Cause video clips outline the problem or challenge of the case.  

• My name is Wan Adli Ridzwan and I am Director of Content Capital. A few years back 

we were in the midst of a big, multi-million dollar project. It became apparent along the 

way that the work produced by our company was shabby and below par. So the result of 

an internal investigation was that two of our employees were at loggerheads. That was 
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the issue that we were facing at the time. The loggerhead relationship between the two 

individuals brought down the morale of the entire team.  Our company is team oriented 

and the members work closely with each other. So when there is a fissure in the line 

process, it will definitely affect the output that is produced. When a team member is at 

loggerheads, they do not communicate and they tend to compete among themselves. They 

tend to sabotage things or worse, they tend to sabotage each others' work. The end result 

is a company that is delivering work that is not up to par. So this situation had to stop. 

Analysis: 

To start their analysis of the case, students should view the Background video clips.  These clips should 

help students grasp the following points or case facts.   

• They make money by receiving fees for completing projects 

• To ensure financial continuity, they invest their proceeds in money market instruments and bond 

funds 

• Clients normally employ more than one thousand individuals and are banks, government or 

insurance companies 

• Content Capital is an e-learning company located in Kuala Lumpur 

• Employees are evaluated based on results. 

 

Researching information sources other than the content of the cases should enable students to garner 

the following insights: (Source: Pappas, 2015)  

 

• Global e-learning industry expected to grow to $107 billion in 2015 

• Malaysia has third largest growth rate for self-paced learning at 41% 

• Globally, market for Mobile Learning products was $5.3 billion in 2012 

• Globally 28.5% of training hours were delivered via online or computer based technologies 

• Globally 74% of companies use a learning management system or virtual 

classroom/webcasting/video broadcasting 

 

With this information in hand students can be challenged to identify an analytic framework that will help 

them organize their thoughts.   

• When dealing with issues of Conflict Management, Martin Charns suggest a set of possible 

modes of conflict management which include avoiding, smoothing, unilateral, forcing, 

confronting and bargaining. 

Effort focused on research coupled with analysis should enable students to present a series of options.  

These can be compared to the options offered by the interviewee which are also summarized below and 

found in the Alternatives video clip. 

• The first option was to let them be mature enough to work out their differences. The 

second option was to get rid of the two. The third option was to get rid of one of them. 

The fourth alternative was to provide counselling to the two members. The fifth 

alternative was to get the other team members to do peer to peer counseling. 
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The Solutions video clip offers the interviewees’ solution to the issue along with a rationale.  Highlighted 

below, this can be compared to the student response and explanation. 

 

• We talked one to one with each of the employees to determine the cause of the rift. 

Mostly it was a personality clash. So in terms of output, both of them were producing the 

same quality of work. They both came in at the same time so there was no seniority aside 

from a month or do. One of them had an advantage in that she was pursuing her 

education. In terms of on paper, it would look good for the company to have more post 

graduate employees rather than undergraduates. So the decision that we had to make was 

mostly based on the other team members. We had to make sure that the morale of the 

other employees was kept high. We had to get rid of the one who was affecting the other 

team members not just the person that they are at loggerheads with. If possible we do not 

like to get rid of employees as it sends the wrong message to other team members. If 

possible we would have liked to keep both of them and have them solve their different 

amicably. But that just did not happen. We could not get rid of both of them because we 

were in the midst of a project and getting rid of both of them would definitely have 

affected the deliverables. So we had to get rid of one. So we were also fortunate when we 

made a decision we also identified a temporary resource to cover her work. 
 

SUGGESTED COURSES 

 

We suggest that this case would be suitable for a number of courses. These courses include: 

 

• Organizational Behaviour 

• Human Resource Management 

• Management 

 

ADDITIONAL RESEARCH 

 

The case offers students opportunities to undertake interesting additional research.  

 

Students may want to delve deeper into how managers make decisions. Classic approaches to decision 

making include works by Cyert and March (1963) and Tversky and Kahnemann (1974).     

 

Students interested in learning more about the industry in general might make use of numerous online 

information sources some of which are noted below.  

 

 

• Ambient Insight Regional Report 

http://www.ambientinsight.com/Resources/Documents/AmbientInsight-2013-2018-Asia-Self-

paced-eLearning-Market-Executive-Overview.pdf  The 2013-2018 Asia Self-paced eLearning 
Market 

• Central Intelligence Agency  https://www.cia.gov/library/publications/the-world-

factbook/geos/my.html  World Factbook - Malaysia  

• Centre for Intercultural Learning. http://intercultures.ca   Country Insights – Malaysia 

• DOCEBO https://www.docebo.com/landing/contactform/elearning-market-trends-and-forecast-

2014-2016-docebo-report.pdf  Elearning market trends and forecast 2014 – 2016. 

• ICEF Monitor http://monitor.icef.com/2012/06/8-countries-leading-the-way-in-online-education/ 

8 countries leading the way in online education 

http://www.ambientinsight.com/Resources/Documents/AmbientInsight-2013-2018-Asia-Self-paced-eLearning-Market-Executive-Overview.pdf
http://www.ambientinsight.com/Resources/Documents/AmbientInsight-2013-2018-Asia-Self-paced-eLearning-Market-Executive-Overview.pdf
https://www.cia.gov/library/publications/the-world-factbook/geos/my.html
https://www.cia.gov/library/publications/the-world-factbook/geos/my.html
http://intercultures.ca/
https://www.docebo.com/landing/contactform/elearning-market-trends-and-forecast-2014-2016-docebo-report.pdf
https://www.docebo.com/landing/contactform/elearning-market-trends-and-forecast-2014-2016-docebo-report.pdf
http://monitor.icef.com/2012/06/8-countries-leading-the-way-in-online-education/
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• World Bank Group http://www.doingbusiness.org/data/exploreeconomies/malaysia Ease of 

Doing Business in Malaysia 

• World Business Culture  http://www.worldbusinessculture.com/Business-in-Malaysia.html  

Doing Business in Malaysia 

• University World News 

http://www.universityworldnews.com/article.php?story=20140925164018658 Huge growth in 

Elearning in Asia: Market report says. 

 

 

REFERENCES 

A number of articles, referenced below, offer insight that might help instructors effectively explore this 

case with students. 

• Charns, M.  cited in Notes on Conflict Management, HPSP #TCG 316, The Crimson Press 

Curriculum Centre 

• Cyert, R. and J.G. March (1963), A Behavioral Theory of the Firm, Second edition, (1992), 

Oxford: Blackwell. 

• Pappas, Christopher, (2015) The Top eLearning Statistics and Facts For 2015 You Need To 

Know,  E-learning Industry, available http://elearningindustry.com/elearning-statistics-and-facts-

for-2015.   

• Tversky, A.; Kahneman, D. (1974), "Judgment under uncertainty: Heuristics and biases". Science 

185 (4157): 1124–1131. 

 

 

 

 

http://www.doingbusiness.org/data/exploreeconomies/malaysia
http://www.worldbusinessculture.com/Business-in-Malaysia.html
http://www.universityworldnews.com/article.php?story=20140925164018658
http://elearningindustry.com/elearning-statistics-and-facts-for-2015
http://elearningindustry.com/elearning-statistics-and-facts-for-2015
http://www.sciencemag.org/cgi/content/abstract/185/4157/1124?maxtoshow=&HITS=10&hits=10&RESULTFORMAT=&fulltext=Judgment+Under+Uncertainty%3A+Heuristics+and+Biases&searchid=1&FIRSTINDEX=0&resourcetype=HWCIT

