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Abstract

Information and communication technology already has a long history of influence in

basically all areas of an enterprise. In recent years though, a major discussion emerged

whether information and communication technologies (ICT) offer an additional strate-

gic value for a business.

The different positions maintain reasonable arguments on both sides. One position is

that ICT basically has become a commodity, obtainable by everyone. There would be

no strategical nor competitive gain, so extra efforts in ICT would be in vain. Another

position is that, although, nowadays ICT is easy to acquire, the organisational skills

necessary to manage the change and to profit from a good system are a scarce resource

and difficult to reproduce.

As much as this discussion has been the subject of many academic articles, as little

has the research on the views of practitioners emerged. What is their opinion on the

strategic relevance of information and communication technology? Do they consider it

as merely a necessary commodity, only used to stay competitive, or do they think that

there is a competitive advantage to gain in a sophisticated and possibly leading-edge

system? Also, a third view is conceivable, in which practitioners regard ICT as just a

tool, which serves best by reconsidering the intensity of its use in every new venture.

In order to get answers to these questions, semi-structured telephone interviews with

leading ICT officers were conducted. The outcome gives a broad overview on what

practitioners consider as strategically important in ICT systems and what the current

view of the academic guild on this question looks like. An analysis on where, how and

why the academic- and the business-views overlap or differ from each other, together

with an interpretation of the interview results, concludes the work.
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1 Introduction

Information and communication technology (ICT) has already been influencing basi-

cally all areas of an enterprise for a long time. In recent years though, a major discus-

sion emerged whether ICT systems offer an additional strategic value for a business.

The different positions maintain reasonable arguments on both sides.

One position is that ICT has basically become a commodity obtainable for everyone so

there would be no strategical benefit and extra efforts in ICT would be in vain1. Another

position states that although ICT is nowadays easy to acquire the organisational skills

necessary to manage the change and to profit from a good system are a scarce resource

and difficult to reproduce2.

1.1 Motivation

The discussion whether ICT still offers strategical benefit has been subject of a lot of

academic articles, yet little research on the views of practitioners has emerged. What is

their opinion on the strategic relevance of information and communication technology?

Do they consider it as just a necessary commodity, just used to stay competitive, or do

they belief that there is a competitive advantage to gain in sophisticated and possibly

leading-edge systems? Also, a third view is conceivable, in which practitioners regard

ICT just as a tool, which serves best by reconsidering the intensity of its use in every

new venture.

Approach of this Thesis
To get answers to the above questions semi-structured telephone interviews with

different leading officers—both strategically and technically oriented—have been con-

ducted. In order to not rely just on the empirical evidence as it stands, but also take

social aspects into consideration, the outcome of the interviews will be interpreted by

using a hermeneutic approach.

The outcome is supposed to give a broad overview on what practitioners consider as

strategically important in ICT systems, how the current view of the academic guild on

this question looks like and where it matches and differs from the practitioners’ view.

1 Carr (2003), pp. 47–49.
2 Brown et al. (2003), p. 109.
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An analysis on how and why the academic and the business-views overlap or differ from

each other will conclude the work.

1.2 Chapter Overview

The structure of this work encompasses eight chapters. Starting off from this introduc-

tory first chapter, Chapter 2 provides background information on the evolution of ICT

as well as on the recent emerge of ICT strategies. In order to derive the research of this

work from an approved social science basis, Chapter 3 gives an overview over differ-

ent research instruments, their evolution over time and their applicability in this thesis

work.

Chapter 4 offers a broad view over the current state of research on the value of ICT

in contemporary literature. Different aspects of ICT are covered here: the role of the

ICT management personnel, the strategic appreciation of ICT, the change management

in ICT concerned projects and its influence on the economic performance of a company.

The chapter concludes with a summary of the findings as a basis for the following

chapter.

In Chapter 5 the elaboration of the questionnaire is outlined. After an introduction

on supporting frameworks, the targeted companies together with criteria for good re-

sponses of the interview partners of the survey are given. Basing on the findings from

Chapter 3 the hermeneutic guideline results in the final composition of the question-

naire. The conduction of the interviews in described in the subsequent Chapter 6,

outlining the preparation of the interviews, their execution as well as their later log-

ging.

The analysis of the interview results is presented in Chapter 7, approaching the results

with the concept of the Questionnaire Eye which is developed in Chapter 5. A final

discussion concludes the work and is expressed in Chapter 8 .

2 1 Introduction



2 Background on ICT Strategies in General

In order to assess the current and possible future situation of ICT application in Swedish

companies in general, it is important to take a look at its evolution during the recent

decades. To transfer this development onto the Swedish view on ICT, an investigation

into the Swedish characteristics in terms of information systems is advised.

2.1 Evolution of Information and Communication Technology

Information and communication technologies (ICT) is the revised term for informa-

tion technology (IT). The general understanding defines communication as a part of

information. Therefore, some argue that the term “information and communication

technologies” comprises a redundancy. Yet, the additional distinction between informa-

tion and communication is sensible, as computer-based communication technologies

have a vastly growing relevance in today’s digital world and especially in the business

sector.

Whereas the term ICT itself embraces all micro-processor-based hardware and its

according software items, i. e. also the applications for entertainment purposes, in the

context of this Thesis’ work, the term is primarily focused on the professional business

use of information and communication technologies.

As information and communication technology already has a long tradition of influ-

ence in basically all areas of an enterprise, a short outline of the historically growing

importance of ICT for companies is appropriate. Starting with accounting in the early

stages, ICT took its way into basically every facet of a company and is nowadays in-

timately involved with almost all day-to-day operations. From financial planning and

reporting, human resource management, production planning and nowadays e-mail-

systems and knowledge management, complex simulation and virtual designing of new

products to a complete digital replacement of legacy communication systems like tele-

phones and fax machines, no area of traditional business administration, communica-

tion and development stayed untouched.

2.1.1 Exponential Growth in Complexity

In early years of information systems in the business world computers were mostly used

as advanced calculators. Those computers were huge in physical dimensions, yet slow

3



compared to contemporary standards and moreover extremely expensive. These com-

puters served as centralised computing stations with access terminals spread over the

company and software was developed monolithically without any compatibility consid-

erations. These systems were called mainframes3.

Figure 1: Development of the number of transistors that can be placed on an integrated
circuit according to Moore’s Law4

In the last decades, computing power of information systems has grown exponen-

tially5. As Hutcheson6 explains, Moore’s Law regarding the exponential growth still

persists: it states, that the number of transistors that can be placed inexpensively on an

integrated circuit has doubled approximately every two years since 1958 (see Figure 1).

This development did not only lead to faster and smaller computers but also to a

strong decline in prices. Personal computers started to conquer the desks of office work-

ers and the amount of data collected throughout the company’s functional areas grew

dramatically. Mainframes were shrunk down to branch servers and terminals were re-

placed with personal computers, being able to process data by themselves. Thereby,
3 Ceruzzi (1998), pp. 109 et sqq.
4 Patterson; Hennessy (2005), p. 28.
5 Schaller (1997), pp. 54–55.
6 Hutcheson (2009), pp. 30–32.
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the initial flat hierarchies of a few huge machines with many thin-client-stations were

meanwhile rebuilt into deeper hierarchies with huge computing centres and subsidiary

branch servers, serving multiple terminal stations.

The ongoing recreation process now leads to a structure which is best described as

a net with several independent hierarchies. Departments received their own servers,

each serving several different functions. These computerised department servers are

connected by secure lines, building a net of independent but interacting hierarchical

structures. The current and future trend will consolidate these bunches of servers into

one machine, serving as platform for several virtualised servers.

This development leads to an unforeseen complexity in system design not only regard-

ing maintenance on the hardware level of those networks. Also the software served by

them interacts with other applications making changes and new developments a highly

complicated task. Together with the ubiquitous involvement of information and com-

munication technologies and the adjacent interpersonal interactions between users and

ICT personnel, all this demands an elaborate and balanced management of the involved

technologies and the streams of information.

2.1.2 Recent Emergence of ICT Strategies

Alongside the general impact of ICT on business, also the explicit and especially

business-relevant evolution of systems and applications is worthwhile to discuss. In

this context, the developments presented in the following paragraphs represent factors

that had and have a vast influence on a corporate’s structure and its daily business,

giving a foundational background for the later research.

Outsourcing of Development and Operation
As the in-house advancement and maintenance of the given systems and applications

in companies grew in complexity, consequently the required manpower led to more

and more severe numbers on the balance sheet. By that time—during the mid-1990s—

the idea of outsourcing of development and operation formed a trend throughout the

business world7.

Outsourcing in this context does not necessarily mean that the systems and ICT em-

ployees physically moved out of the company8. In many cases the workers were just

laid off and immediately hired back by the subcontracting ICT company. Only, they

now had consultant contracts and—as a consequence—could and did use their gained
7 Homburg; Krohmer (2006), pp. 59–60.
8 Rockart et al. (1996), pp. 51–53.

2.1 Evolution of ICT 5



experience in other companies as well. After a couple of years of practiced outsourcing

it became clear that this often leads to a loss of company knowledge, as its base was

drawn away.

As Strassmann denoted early in the development of outsourcing strategies, the aware-

ness arouse that outsourcing was not the silver bullet to deal with the problem of rising

complexity and costs throughout ICT applications9. The vanishing company-owned

know-how and the possible adjacent competitive advantage over their competitors lead

to reconsideration of the advantages of this strategy. Alternatives to in-house develop-

ment as well as to outsourcing were searched, so that ICT vendors started to develop

innovative ideas to meet the company’s needs. The major outcome was the so called

“packaged software”.

Packaged Software
The expression “packaged software” typically describes upscale software suites. Ex-

amples are enterprise resource planning (ERP) and customer relationship management

(CRM) suites. As to Tayntor10 those are not sold as standard-applications by small

software outlets, but rather need a huge amount of customisation and configuration in

order to meet the individual company’s needs.

Furthermore, the installation process generally requires the temporal contracting of

external consultants—usually provided by the software vendor itself. For those reasons,

these expensive software installations aim on huge enterprises rather the SMEs.

Still being an improvement on the previous generation of custom-built software, to-

day these applications are seen as inflexible and as an obstacle to integration between

multiple applications11. Critics state, that in order to make use of such software, the

software is not adjusted to the company’s needs, but the company has to be restructured

and aligned to the requirements of the software’s immanent systematic ideas.

Application Service Provider (ASP)
Not only the price of packaged software usually represents a big obstacle, but also

the process of recreating a company’s structural layout keeps managers to refrain from

applying those technologies. Therefore, another recent technology has been developed.

Computer-based services—provided to companies through a computer network—do not

require the huge and strategically significant investments that packaged softwares de-

mand. Whereas the ASP fully owns and operates the given application, the customer

9 Strassmann (1995), pp. 92–93.
10 Tayntor (2006), pp. 236–239.
11 Ibid., pp. 8–10.
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respectively his consultant or ICT expert can define the look and feel of the particular

application. Software offered using an ASP model is also sometimes called On-demand

Software or more recently “Software as a Service” (SaaS)12.

A particular advantage is the simplified software integration due to Application Pro-

gramming Interfaces (APIs)—often relying on open standards like XML and HTML.

Furthermore, the costs for clients are usually not based on the number of physical

workstations as it is typical for traditional softwares. As a result of the large num-

ber of customers using the same system, the vendor is able to improve, update and

manage the applications at his customer’s needs, so a lot of costs for typical upgrades

and improvements can be saved on the customers side13.

Due to service level agreements (SLA), the Chief Information Officer (CIO) on the

customer’s side receives good reliability and security, as for the incident of a failure

or a security breach the vendor can be held accountable. Finally, the total costs for

information and communication technology become more predictable and flexible due

to monthly fees for the particular services and variable service levels made available by

the ASP-vendor.

Yet, the disadvantages must not stay unmentioned. The main point is the loss of con-

trol over a company’s data14. Although the service provider can be held responsible for

security breaches, in some cases such breaches could have disastrous ramifications. Fur-

thermore, the flexibility and customisability of the distributed software suites is limited.

Additional features are difficult if not even impossible to implement. Lastly, a sudden

move to a better competitor compared to the current provider is usually very difficult,

as the users have to be re-trained for the new applications and approved applications

might not be available.

Service-oriented Architectures (SoA)

A very strong development can be seen in the technique of service-oriented archi-

tectures (SoA), simplifying changes in an organisational infrastructure by providing

common interfaces to present and upcoming applications in a company15. That in-

volves a separation of the business process logic from the software’s user interface so

that the business logic can be reused and updated once without a rollout or upgrade to

workstations and users16.

12 Buxmann et al. (2008), p. 500.
13 Ibid., p. 501.
14 Ibid., p. 502.
15 Barry (2003), pp. 3–4.
16 Ibid., p. 148.
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As SoA is a concept for dealing with business processes distributed over different

heterogeneous systems, the existing security mechanisms and policies for these systems

are likely to differ. Therefore, a possible challenge in the introduction of a SoA system is

to develop a general security concept over many different existing security concepts17.

Open Source
There is also an other interesting approach to design, development, and distribution

of software that offers companies lower total costs of ICT, namely the production and

development of Open Source and freeware products.

By definition, Open Source software is released to the public along with the code

needed to compile it. This kind of software is created by groups of developers—paid or

volunteer—which are often spread all around the world. Unlike proprietary software

licenses, Open Source software licenses offer the right to manipulate and customise the

code18. The main restriction of most Open Source licenses is the requirement that any

modifications made to the software must be made public19. Open Source software is

developed with the goal in mind to produce high quality software. That is why by re-

leasing the code to the public, developers as well as experienced users are encouraged

to take apart the source code and to improve it. The personal goal for most of the par-

ticipating developers in these projects is to make those projects part of their reputation

or they intend to gather personal credit for their efforts in developing the software. The

“symbiotic” institutional arrangements translate into an ability to attract contributors

with heterogeneous motivations20.

Besides the advantage in flexibility, a major effect in terms of an economical point of

view is the so called “Lock-In Effect”. It describes the arising costs evoked by a change of

a current situation, making that change economically irrational21. In the light of Open

Source that is where a customer is dependent on a vendor for products and services and

cannot move to another vendor without substantial switching costs.

Yet, if a customer is already locked-in into a certain proprietary software it can be

difficult to switch to something else mainly because of the Lock-In Effect22. In this

light, Shapiro and Varian23 use the definition of network externalities and the associated

direct and indirect network effects. Direct network effects describe e. g. a dependency of

17 Josuttis (2007), p. 175.
18 Stair et al. (2010), p. 168.
19 Henzelmann; Sauer (2006), p. 3.
20 Franck (2003), p. 527–532.
21 Liebowitz; Margolis (1995), pp. 205–226.
22 Buxmann et al. (2007), p. 24.
23 Shapiro; Varian (1998), pp. 183–184.
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a wide-spread file format for a particular word processor and vice-versa24. An indirect

network effect would be the dependency of a software package on a certain operating

system. Those effects can be strong deal-breakers in terms of costs and efforts of change

management.

In the ICT world the reasons for that effect can be e. g. strict software and hardware

update policies and contracts, by which software and hardware have to be updated

after a certain period of time and for a contracted amount of money. Hence, the costs

for re-implementation and training would most certainly exceed the costs for “simple”

updates, so that a company becomes economically locked-in.

In economics, the Lock-In Effect is a situation, in which a customer depends on a

product or service to such a degree that he cannot switch to a different vendor without

significant switching costs25. These switching costs define the degree of the Lock-In

Effect to a major extent.

Yet, also sunk costs are crucial to the Lock-In Effect. Sunk costs represent invest-

ments that have already been conducted26: “The prior investment, which is motivating

the present decision to continue, does so despite the fact that it objectively should not in-

fluence the decision.”27 This sort of costs represent the major psychological part of the

Lock-In Effect, as they obviously cannot physically influence the decision anymore.

Mostly due to lack of experience with Open Source-product and suspiciousness to-

wards the intention of the usually non-paid developers, decision makers still refrain

from daring the switch towards Open Source. In most cases though, the reasons are of

psychological nature in which a reluctance towards the unknown and a fuzzy image of

the motives and dynamics of Open Source projects take over.

There is also a cost advantage in the application of Open Source softwares. The

main points for the beneficial effect are the lower number of administrative workers,

the lower or rather non-existing acquisition costs and—due to a broadly acknowledged

advantage in comparable system security—a lower risk of data loss and break-ins, which

could lead to a loss of revenue due to downtimes28.

Another advantage of the openness of sources of software relies in the “Kerckhoffs’

Principle”29, defining the idea of “security by obscurity” as very unreliable. In terms of

programming software, this means that the vendor as well as the customers rely on the

fact that the source code of the software is not publicly available so that an analysis

24 Buxmann et al. (2007), pp. 21–22.
25 Shapiro; Varian (1998), p. 104.
26 Arkes; Blumer (1985), pp. 124–125.
27 Ibid., p. 124.
28 Chehrazi et al. (2005), p. 16.
29 Schneier (May 15, 2002).
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of the software regarding security issues would be difficult. Still, if there are security

problems and source code becomes public, sloppy programming might lead to severe

problems for a lot of customers. Sources of Open Source applications on the other hand

are read and approved by hundreds of developers all the time, by which issues are being

detected, published and fixed usually in a very short period of time.

Freeware

A minor, yet still to be mentioned role plays the sector of freeware. Freeware differs

from Open Source software in the fact that the corresponding source code is not publicly

available. Still, its use is inexpensive or free of charge for an unlimited period of time30.

Nowadays, the concept of freeware is mainly used to facilitate indirect network effects

for the greater good of software products. A good example is the Acrobat Reader by

Adobe, used to successfully establish Adobe’s Portable Document Format (pdf) in the

market as a de-facto-standard. Still, due to the limited range of application of those

projects their strategic value in business terms can be neglected.

E-Business

E-business—the short term for electronic business—is derived from terms as “e-mail”

and “e-commerce”. Originally understood as comprehending the complete value chain

of a company by digital measures, the understanding of the term has rather shifted

to focus more on the Internet. Accordingly, it defines the conduction of business by

means Internet technologies and includes not only buying and selling but also servicing

customers and collaboration with business partners (e. g. services by ASPs).

Among the first to use the term were IBM, when—in October 1997—they launched a

thematic campaign built around the e-business31. Today, companies are rethinking their

businesses in terms of the Internet and its new culture and capabilities. Companies are

using the Internet to buy services and supplies from other companies, to collaborate

on sales promotions throughout their supply chain and to do joint research. Also in-

creasingly, much direct selling is taking place on the Internet, so that e-business gives

companies, which were formerly distributing only through wholesalers, the possibility,

to move the point-of-sale directly to the customer without the need of intermediates.

30 Stair et al. (2010), p. 169.
31 Thoben et al. (2002), p. 2.
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Internet Technologies
The Internet, in its early days rather used as an academic platform, has changed the

world of communication and interpersonal interaction completely. It gained a major

influence on how businesses work nowadays and the evolution still goes on.

Technologies like e-mail or the web, which may already be called as “traditional”

Internet techniques, still undergo further enhancements and development. For exam-

ple groupware applications—based on web technologies—changed the way the daily

routine in a company gets arranged, synchronised and optimised and the adjacent e-

mail-services became deeply integrated in those processes. Furthermore, the so called

Web 2.0-approaches led to a whole new way the employees of a company share and

hand on their knowledge about colleagues, processes, customers and duties.

As an example IBM recently stopped mapping the skills of their employees by using

so called corporate skill maps. In fact, IBM now started introducing social networking

sites in- and outside IBM’s campus where employees are encouraged to evaluate their

fellow coworkers regarding their skills and knowledge and leave information about their

whereabouts even after dropping out of the company. This enables IBM to know which

department holds which skills and where to find people even after they left IBM in order

to rehire them if necessary32.

Moreover, new technologies start to mature, so the entry barriers hampering the par-

ticipation of their usage vanish. As an example the wide field of cryptography and

the adjacent applications of encryption and digital signatures find their way into the

business world, as confidentiality, non-repudiability and security start getting serious

concerns33 in terms of technical issues.

The rising power of contemporary computer systems does not only lead to an increas-

ing complexity in ICT systems, but also the need to convenience has been acknowledged

by many users34. The former reluctance of users—for a long period of time a major

problem of change management—has been recognised and systems which take the pos-

sible aversion of users into consideration and offer a more transparent approach in their

usage are getting designed.

One of the recently most recognised evolutions that bases on the Internet as its plat-

form is the move from ancient telephone and fax systems over to Voice over IP and Fax

over IP systems (VoIP and FoIP)35. The basis for that is the development of IP-PBXs. An

IP-PBX is a private branch exchange (telephone switching system within an enterprise)

32 Chubb (2008).
33 Eckert (2008), pp. 6–13.
34 große Osterhues et al. (2006), p. 1.
35 Tannenbaum (2003), p. 685.
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that switches calls between VoIP users on local lines while allowing all users to share a

certain number of external phone lines. The typical IP-PBX can also switch calls between

a VoIP user and a traditional telephone user, or between two traditional telephone users

in the same way that a conventional PBX does.

Those systems not only bring the opportunity to reduce the maintenance costs for

general communication by a significant amount of money, but also offer the possi-

bility to have an incomparably more flexible communication systems, which can be

reconfigured, interconnected and extended with virtually no efforts.

2.2 Swedish Originalities

It is already general knowledge that the nordic countries had been leading in the use

of the Internet from the middle 1990s to the early 2000s36 37. This is particularly

interesting, as this lead in experience is supposed to leave traces in the way companies

understand and handle the use of their ICT and their strategic understanding of it.

Hence, this section gives an overview of recent research on Sweden’s ICT experience

in the business and the private persons sector and distinguishes this from literature

findings and statistical findings from Sweden’s governmental Statistiska Centralbyrån.

Findings from Literature
The major reason for the high rate of Internet coverage in Sweden was not only

the economic strength and wealth of the country. More importantly the strategy and

the extensive coordination and cooperation among players from the private and public

sector were the main reason for the strong emerge of Internet diffusion in the late 1990s

and early 2000s38.

The the Organization for Economic Cooperation and Development (OECD) has con-

ducted a lot of research on comparing the status of ICT diffusion in companies in

different countries. Its research on “Broadband access in OECD countries per 100

inhabitants” from 200639 shows that regarding overall broadband subscriptions Swe-

den became overhauled during recent years. Still, in the context of this thesis, the

overall and long-term experience of Swedish companies and workers is of more con-

cern. Therefore, also the “OECD Information Technology Outlook: 2004 Edition”40 has

36 Website Optimization, LLC (2004).
37 Miniwatts Marketing Group (2005).
38 Frieden (2005), pp. 595-613.
39 OECD (2006).
40 OECD (2004), p. 3.
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to be considered, which shows that in 2004 and also in the preceding years, Sweden

has been leading in terms of use of Internet, having a web site or a homepage, using

Internet for banking and financial services, purchasing products online, receiving orders

online and having sold products over Internet marketplaces.

An insightful study on international mainframe perception has been carried out by CA

Inc. in June 200941. The pan-European survey aims to explore the mainframe’s posi-

tion in the organisation and its value as a fully connected resource within a distributed,

web-enabled enterprise. The findings show that the Nordic countries maintain a large

advance in terms of mainframe which impact is still growing. That is especially interest-

ing in terms of the stance towards recent and cutting-edge emerges in ICT developments

(see Figure 2).

Figure 2: Mainframe Perception in Europe: How far is this true within your own or-
ganisation? “The mainframe is now a fully connected resource within the distributed,
web-enabled enterprise, where it carries an ever-growing burden of business-critical
processing tasks.”42

Also the self-assessment of the Swedish people in 2003 draws a clear picture. 43 % of

Swedish men consider themselves proficient in handling of computers and 18 % even

state to be very skilled43. Among women these numbers turn out as 52 % and 9 % re-

spectively. The report also reveals that 51 % of all Swedish Internet users are workers

from rather low organisational hierarchy levels, revealing a comparatively well skilled

average workforce. Furthermore, the percentage of those being connected to the In-

41 Bourne (2009), pp. 7–8.
42 Ibid., p. 7.
43 Findahl (2004), pp. 14 et sqq.
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ternet and using it on a daily basis is 42 %, confirming a very intensive use of the

web.

An interesting study has been conducted by Lundmark and Westelius44. Their re-

search deals with the changes in communication patterns that occurred in associations

connected to the Swedish Sports Confederation (SSC) from 1994 to 2003. The findings

show an early and quite reasonable move towards the use of ICT together with a re-

maining use of non-ICT channels in order not to leave the members behind which are

not yet connected or acquainted with the digital network. Although the study only deals

with non-profit organisations (NPOs), it still goes in line with the empirical evidence of

a highly and early connected Sweden.

Statistical Evidence by SCB

The SCB, the Statistika centralbyrån, is the official bureau for statistics of the Swedish

government. Each year they statistically review the status of the use of Internet by

private persons and by companies. SCB’s findings for enterprises in 200545 and 200846

stress the following issues:

Increase in high speed Internet connections: The share of enterprises that connect to

the Internet using high speed connections continues to increase47. In total, 82 %

of the enterprises had such a connection in 2005. As of 2008 the proportion of

companies using computers in their activities is high and is at a stable level—a

saturation level is reached. Virtually all companies which use computers also have

Internet access. A large proportion of them—almost 90 %—also have high speed

access and the percentage increase seen in the previous years has slowed down.

However, the proportion of companies that have Internet access via mobile net-

works is still growing. The share of enterprises that connect to the Internet also

via mobile telephone networks has increased in recent years from 10 % in 2001 to

25 % in 2005 to 40 % in 200848.

Security is taken seriously: The use of security facilities and softwares among Swedish

enterprises for protection increases. The use of virus protection and other security

software as well as firewalls has grown from 85 % and 69 % to 93 % and 87 %

44 Lundmark; Westelius (2007), pp. 12–16.
45 SCB (2005a).
46 SCB (2008a).
47 SCB (2005a), pp. 9–13.
48 SCB (2008a), pp. 21–23.
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respectively. The use of off-site data backup and servers with secure connections

has increased from 47 % and 43 % to 61 % and 53 % respectively49.

At the same time as Swedish enterprises increase their use of security facilities, a

decreasing share of the enterprises state that they have encountered ICT related

security problems. In total 28 % of the enterprises state that they have encountered

such problems during the past 12 months, which is a decrease of 9 percentage

points compared to 200450.

Every third enterprise outsources ICT operations: There is a trend among Swedish com-

panies to outsource their ICT management51. As of 2005, 35 % say that they have

outsourced all or parts of their ICT operations. In enterprises with 500 or more

employees this share is approximately 69 %. This compares to 30 % for enterprises

with 10-19 employees. These figures were no longer investigated from 2006 on,

so no statistical figures are available after that point.

Swedish companies in European comparison: In the late 1990s and beginning 2000s,

Swedish companies were very mature with respect to the intensity of ICT usage,

comparing them to enterprises from other European countries52. More than 80 %

of Swedish enterprises were having a high speed connection to the Internet in

2005 which meant a first-place ranking for Sweden in Europe. The same holds for

the share of enterprises with web sites, which accounted over 80 %. As of 2008,

the Swedish advance has mostly vanished due to a strong increase and maturity

among the other European countries.

As an example, the percentage of Swedish companies that use automated ex-

changes to send e-invoices is 11 % as of 2008—that represents the 12th place

among the 28 EU-countries, led by Denmark with over 30 %. Still, an interest-

ing question is if the longer ICT experience of the Swedish workforce results in a

comparatively higher maturity of ICT skills.

As the SCB-reports are not always concerned with the same issues, their 2006’ and

2007’ survey reveals more information of the ICT development of Sweden’s enter-

prises53 54:

Remote work became common in larger enterprises: The recent developments in tech-

nology have resulted in greater possibilities for employees to work remotely, i. e. to
49 SCB (2005a), p. 25.
50 Ibid., p. 26.
51 Ibid., p. 35.
52 Ibid., pp. 37–39.
53 SCB (2006a).
54 SCB (2007).
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work from a location other than their employer’s premises. Slightly over 40 % of

enterprises with 10 employees or more have employees who regularly work re-

motely with access to the enterprise’s ICT system. Among smaller enterprises with

10-19 employees, the corresponding share is slightly over 30 % while the share in

very large enterprises—those with 500 employees or more—is 90 %55.

Larger enterprises replace normal post: Enterprises are choosing to replace traditional

postal deliveries of invoices and letters with electronic communication via the In-

ternet, e-mail and e-invoicing. It is primarily the larger enterprises with 500 em-

ployees or more that are—to a great extent or for the most part—replacing regular

mail. Among enterprises with 10 employees or less, a total of 30 % have replaced

regular mail for the better part or to a great extent. For enterprises with 500 em-

ployees or more, this share is 65 %56.

10 % of enterprises submit offers electronically: Those companies which want to supply

goods or services to governmental authorities have the possibility of submitting

their offer in an electronic procurement system. Slightly over one in ten enter-

prises with ten employees or more stated that they had used this possibility during

200557 58.

Outsourcing increases even further: The share of enterprises that outsource their ICT

activities, i. e. assigned management of all or some of their ICT operations to an

external party, has increased since 2005. Slightly over 40 % of enterprises with

10 employees or more stated that they outsourced their ICT operations in January

2006. This is an increase since 2005 when the corresponding figure was 35 %59 60.

The reports from SCB regarding private persons’ use of computers and the Internet

from 200561, 200662 and 200863 only confirm the findings from the business world.

Internet used by all except older people: More than 90 % of all people aged 16–44 used

the Internet during the first quarter of 200564. Among those aged 45–54 the cor-

responding figure was 85 % but among those aged 55–74 less than 50 % used the

55 SCB (2006a), p. 10.
56 Ibid., p. 85.
57 Ibid., p. 38.
58 SCB (2007), p. 23.
59 SCB (2006a), p. 41.
60 SCB (2007), p. 39.
61 SCB (2005b).
62 SCB (2006b).
63 SCB (2008b).
64 SCB (2006b).
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Internet65. The differences between women and men were small except in the

oldest age category where women had a significantly lower percentage figure.

High e-commerce usage: Somewhat more than one out of three among those aged 16–

74 (36 %) purchased or ordered goods or services over the Internet (except finan-

cial services) during 200566, 200667 and also 200868. With the UK having the

highest share of Internet shoppers, Sweden is in fifth place in this area in the EU

in 2008.

Meanwhile, only one in seven people have sold goods or services via the Internet

which is amongst the lowest participations in Europe. For example ebay tried to

step into the Swedish market by introducing a Swedish branch. After not having

the expected success, ebay bought tradera in 2006, yet did not have success to

position themselves. In 2007, ebay closed their own site in Sweden and continues

only with the tradera site. As to ebay, there just was not enough volume in the

market for both.

The Nordic region on top in Europe: In most areas the Nordic countries are the most de-

veloped in the EU concerning access to and use of information and communication

technology. Iceland is in many cases the Nordic country that is in the forefront.

Here more than eight out of ten use the Internet at least once a week. In Swe-

den the corresponding proportion is 75 %, still being among Europe’s leadership

regarding private use of ICT69 70.

Sweden’s overall Internet and ICT diffusion: The survey on private persons’ use of com-

puters and the Internet in 2005 showed that in fact everyone has access to TV at

home71. Almost everyone has a mobile phone and over 80 % have a PC at home.

Nearly 80 % have an Internet connection at home72. In contrast the proportion

that have access to ICT in different forms increases slowly. Apart from that, older

people lag behind younger ones concerning access to computer and the Internet73.

65 SCB (2008b), pp. 17–18.
66 SCB (2005b), p. 26.
67 SCB (2006b).
68 SCB (2008b), p. 23.
69 SCB (2005b), p. 11.
70 SCB (2008b), pp. 49–50.
71 SCB (2005b), p. 15.
72 SCB (2008b), p. 15.
73 SCB (2005b), p. 23.
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Remarks on Sweden
The above results draw a distinct picture of highly ICT educated Swedish workers

and their corresponding companies. It will be of great interest to find out in which way

these findings will show up in the forthcoming answers of decision makers. Particularly

intriguing will be, how they value these outcomes in regard to their direct environment

and their own experience. Therefore, the following points will be considered in the

questionnaire with regard to the Swedish originalities:

1. How did and does the high availability of broadband Internet connections influ-

ence the overall understanding, use and layout of a company’s network infrastruc-

ture?

2. How do decision makers assess their own and their company’s awareness for secu-

rity issues?

3. How strong is outsourcing in their company and which main goals do decision

makers follow by using this instrument?

4. Which services are mainly used with regard to the Internet?

5. How do the decision maker’s experiences look like regarding remote workers?

6. To which extent do companies rely on paperless offices and how do decision mak-

ers describe their experiences with it?

7. In their international experience, do decision makers feel that their Swedish work-

ers are able to deal with digital information systems better than workers from

other countries?
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3 Methodology of this Thesis

The conduction, analysis, evaluation and interpretation of social science researches in

information systems has been subject of lots of discussions among academic researchers

for years and it is still. In order to provide a solid base for the analysis of the result of

this work, this chapter provides a thorough methodological background.

The following sections will explain the above methods and show the evolution in re-

search approaches during the recent decades. Furthermore, an in-depth discussion of

the different possible ways of conducting social science researches will follow, accompa-

nied by a survey on contemporary academic research in these fields, concluding with an

illustration why and how the instrument of an interpretive field study has been chosen

for this thesis work.

The sections in this chapter will show the historical evolution and a schematic

overview over the different approaches in social science. A description of the posi-

tivistic approach in Section 3.2.1 will be followed by Section 3.2.2, referring to the

underlying problem of induction. Section 3.2.3 will explain the emerge of interpre-

tivism, being concluded by today’s view on hermeneutics in Section 3.2.4. The chapter

will close with the Hermeneutic Circle (Section 3.3), which will also serve as the basis

of the research in this thesis.

3.1 Different Research Instruments

Researchers in social sciences put much effort into the classification of different research

methods. Basically four research categories have thereby emerged. These are case stud-

ies, surveys, experiments and archival and historical analyses. In this context, several

recommendations for categorising these methods were proposed.

The above strategies—case studies, surveys, experiments and archival and historical

analyses—have been discussed by Shavelson and Towne74. They proposed the differ-

ent research strategies to be ordered hierarchically. As a result, case studies would

only work for the exploratory phase, surveys would serve the descriptive phase and

experiments would facilitate explanatory or causal inquires. Case studies are suppos-

edly only a preliminary research strategy not feasible to describe or test the following

propositions:

74 Shavelson; Towne (2002), pp. 105–108.
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1. Exploratory phase: case studies,

2. Descriptive phase: surveys and histories,

3. Explanatory resp. causal phase: experiments.

This idea has received a lot of criticism. Yin75 opposes that view, arguing that experi-

ments with an exploratory view have also gained much reputation among the academic

guild. Furthermore causal explanations have been conducted by means of historical

analysis and case explanatory and also descriptive inquires have been performed mak-

ing use of case studies. His conclusion is that case studies are not merely a preliminary

research instrument, but rather serve very well as an independent instrument that is

feasible for conducting each of the phases of a research study76.

Yin’s work77 shows the above mentioned four basic research strategies, while dividing

histories into histories and archival analyses. Table 1 outlines a framework for choosing

and distinguishing between experiments, surveys, archival analysis, history researches

and case studies. As a result, the decision on the kind of research strategy is based

on the form of research question, the extent of control an investigator has over actual

behavioural events and the degree of focus on contemporary as opposed to historical

events.

Table 1: Relevant Situations for Different Research Strategies according to Yin78

Form of Research
Question

Requires Control
over Behavioural

Events?

Focuses on
Contemporary

Events?

Experiment how, why? yes yes

Survey
who, what, where,

how many, how
much?

no yes

Archival
Analysis

who, what, where,
how many, how

much?
no yes/no

History how, why? no no

Case Study how, why? no yes

Since control over behavioural events is not required in this thesis the framework

indicated the use of either a survey or a case study for the following research. The

thesis rather gives an observing overview on opinions of practitioners and academics
75 Yin (2003), p. 10.
76 Ibid., pp. 15–17.
77 Ibid., pp. 5–9.
78 Ibid., p. 5.
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while still trying to avoid any influence in advance—the results of the work may have

an influence of change, for that matter. Furthermore, it does focus on contemporary

events, while it also takes historical and archival sources into consideration, yet rather

for the exploratory phase than for the conduction of the research itself. Moreover,

the thesis encompasses the following questions regarding a company’s information and

communication technologies (ICT):

• Who is responsible for decisions regarding ICT in a company?

• What are those decisions about and which consequences will they have?

• Where do those decisions show their effects?

• How many employees are involved in decision making respectively execution?

• How much of a company’s capital is involved?

• How do companies assess the strategic value of their ICT?

• Why do companies take certain decisions regarding their ICT, i. e. what is their

motivation?

Still, the intention is to consider not only quantitative findings79 but also to take

qualitative80 results into account. That means that also results which are to be inter-

preted have to be considered. That is, to convey an interpretive field study, covering

also non-tangible and non-empirical results from personal statements and opinions of

the interviewees and their rendition, accordingly.

The distinction between case studies and interpretive field studies emerged mostly

in the 1990s, while earlier both were seen as either equivalent or even regarded as

academically worthwhile. Walsham defines the interpretivistic approach as “facts and

values, that are intertwined, [...] both involved in scientific knowledge”81. He emphasises

the use of a grounded theory with the need to construct theory from observed field data,

but still considering existing theory82, especially at a macro level83.

The discrimination between the general understanding of a case study on the one

hand and an interpretivistic approach on the other hand refers back to the historical and

still ongoing discussion whether positivism is the only choice for doing those studies or
79 Quantitative research: data collection and analysis of results tangible by natural science.
80 Qualitative research: data collection and analysis by using in-depth understanding of human be-

haviour and the reasons that govern human behaviour.
81 Walsham (1995a), p. 75.
82 In this thesis, that will be covered by the literature survey in Chapter 4.
83 Ibid., 76.
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if an interpretive or hermeneutic approach is evenly worthwhile or even more suitable.

This question will be answered in the following Section 3.2.

3.2 Evolution of Research Strategies

The evolution of research instruments in social sciences was subject to an interesting

stream of development. The following introduction does not claim to be complete. Yet,

it will familiarise the reader with the major concepts in recent research: positivism,

interpretivism and hermeneutics.

3.2.1 Positivism

Traditionally, the only way of doing social science studies also and especially in informa-

tion systems research was to make use of the positivistic approach. As Feigl84 describes

positivism, two main points generally outline the definition of positivism:

1. All knowledge regarding matters of fact is based on the “positive” data of experi-

ence,

2. Beyond the realm of fact is that of pure logic and pure mathematics rather than

mere opinion, speculation or unverifiable beliefs.

These definitions represent the natural science approach of positivism, considering

only empirical or mathematic results as valid and analysable outcomes. Yet, Lee and

Baskerville85 argue, the field of information systems is not only a science but in fact

also a profession with professional constituents in real-life businesses. They state that

generalisability being the main target of any case or field study should not be based

solely on pure sampling based statistics. Although pure statistics represents a valid and

decent conception, its uncritical application can lead to an improper assessment of a

research study.

3.2.2 The Problem of Induction

The main reason for the critics of an unquestioned application of pure positivism and

the adjacent belief that only statistical respectively empirical data should be relevant is

given by Hume86 and his description of the problem of induction.
84 Feigl (1931).
85 Lee; Baskerville (2003), p. 221.
86 Hume (1985), pp. 142–147.
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Rosen87 divides this problem into two connected sub-problems. The first one is called

the descriptive problem, which is concerned with the way human beings shape their

opinion on unobserved matters of fact. In other words, the descriptive question asks

how they arrive at their opinions about the future. The perception of cold may serve as

an example88:

↓ The experience teaches that snow is cold, so the conclusion is

↓ That in general snow is always cold or at least,

↓ That the next piece of snow will be cold

This can be generalised to the following proposition:

↓ The experience teaches that all Fs are Gs, so

↓ In general, all Fs are Gs, or at least,

↓ That the next F will be G.

The conclusion about this is that human beings have general expectations about the

future and that those are derived from experience by reasoning from detailed facts to

general principles, that is, induction.

Being an interesting fact of cognitive psychology, the descriptive problem does not

answer the second sub-problem. The normative question cares about if those opinions

are justified, meaning if it is reasonable to believe that those conclusions about issues,

which were not actually observed, are generalisable. Taking the above statements more

abstractly, they would result in the following inference:

Premise: The experience teaches that all Fs are Gs.

Conclusion: Hence, in general all Fs are Gs or at least, the next F will be G.

It is reasonable to claim that the conclusion is false while the premise is valid, render-

ing the acceptance of the general proposition unjustified. Hume’s idea is that humans

pass from premise to conclusion without hesitation. That reveals the subconscious adop-

tion of another premise respectively principle, which implicitly plays a role in all induc-

tive reasoning. Hume calls this the “Uniformity of Nature”:

UN: For the most part, if a regularity R (e.g., All Fs are Gs) holds in my experience, then

it generally holds in nature, or at least in the next instance.

87 Rosen (2003).
88 The ↓-characters mark the path of reasoning.
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This belief in the regularity of nature in conjunction with the earlier premise shows

a reasonable deduction, as long as UN can be taken as acceptable. Still, two problems

about the principle of nature’s uniformity have to be specified. First, UN cannot be

taken as a-priori-given and second it has to be proven by inductive reasoning, since it

makes predictions about the future itself. Therein lies Hume’s main point of the problem

of induction. As UN serves as the main element of inductive reasoning, but still has

to be proven by induction as well, since every inductive argument employs nature’s

uniformity as a premise, concluding that no inductive argument can ever justify UN.

As an evident and enlightening illustration, Rosen89 shows the following line of argu-

ment as an example of the inherent circular argument in the reasoning of UN:

Premise: In the past, regularities that have held in experience have been found to hold

in nature generally, or at least in the next instance.

Conclusion (=UN): Therefore, if a regularity holds in experience, it generally holds in

nature, or at least in the next instance.

Although being rather a philosophical question, Hume’s argumentation led to a gen-

eral reluctance of researchers to accept sampling based procedures and interpretive

reasoning as a serious method to draw generalised conclusions.

The main ramifications of Hume’s idea relies on its effect on the positivistic approach,

which seeks to find invariable universal laws governing phenomena, for generalisation

is a main emphasis in the positivistic tradition. As to Lee and Baskerville90, Hume’s

problem of induction thereby stipulates that a statistic inference only provides gener-

alisability in the particular setting in which it is applied. Yet, they do not completely

oppose the use of statistical and empirical measures, but rather plead for a selective use

of a mixture of positivistic and interpretivistic ideas, depending on the nature of the

actual research field.

3.2.3 Interpretivism

The interpretivistic approach takes the basic difference between the social and the nat-

ural world into account and accordingly the research methods in those two worlds are

supposed to be different, too.

As Walsham91 understands interpretivism, it rests on the belief that “our knowledge

of reality is a social construction by human actors [...] and value-free data cannot be
89 Rosen (2003).
90 Lee; Baskerville (2003), p. 241.
91 Walsham (1995b), p. 376.
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obtained, since the enquirer uses his or her preconceptions in order to guide the process of

enquiry and [...] interacts with the human subjects of the enquiry, changing the perceptions

of both parties”.

For Lee and Baskerville92 interpretivism does not claim particular emphasis on gen-

eralisability nor does it strive for setting universal laws, but at the same time does not

prohibit to do so. Taking into account that people create and that they attach to the

world around them, interpretivism is strongly opposing the positivistic approach. That

is, since another critical point in the positivistic view is the inherent suggestion to treat

social affairs as statically assessable. Interpretivism gives the researchers the possibility

to take also social findings into their consideration.

Therefore, Lee and Baskerville advocate the use of their framework of four types of

generalisability, in which they distinguish empirical from theoretical statements and the

according direction of generalisation, that is from theory to theory, from theory to em-

pirical statements, from empirical statements to theory and from empirical statements

to new empirical statements.

The most prominent result from that framework is the conclusion that positivism

and empirical findings are not a general form of generalisability. When doubts arise

about the generalisability of a research study additional forms of generalisation should

always be taken into consideration and not only an increase in sampling size. The

interpretivistic or the later explained hermeneutic approach are suitable examples of

alternatives.

In this context it is important to mention the distinction between first- and second-

level constructs from the social sciences, as it is part of interpretivism. Van Maanen93

refers to first-level constructs as understandings held by the observed people them-

selves, whereas second-level constructs refer to the understanding of the observing

researcher. Considering “interpretations of interpretations” as an important and non-

negligible factor also leads to the necessity of adopting methods different from those

used in natural sciences94.

3.2.4 Hermeneutics

As research on information systems has already been conducted in the 1970s and the

80s, no theoretical framework has become widely accepted. While the earlier described

approaches focus either on the natural science approach (positivism) or on the social sci-

92 Lee; Baskerville (2003), pp. 229–230.
93 Van Maanen (1979), pp. 548–549.
94 Ibid., p. 541.
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ence approach (interpretivism), they both acknowledge different aspects in a research

study.

Furthermore and also among the interpretivistic researchers, several approaches fo-

cusing on information systems have emerged, especially among the implementational

research. Namely the factor research stream and the process research stream had a

strong impact in literature in the late 1980s. Whereas the factor stream tries to identify

variables associated with the success of implementation in ICT ventures, the process

stream focuses on the development of a project.

While those approaches have been revealed as being still too narrow, other views have

been identified by Keil95. He distinguishes between three views in the field of imple-

mentation research, taking various angles of change management into consideration:

Technology acceptance: This view concentrates on the impact of how new technological

implementations change organisations, i. e. how users accept the new technology,

yet not taking the different scenarios into consideration, how organisations and

users differ in usage of those new technologies.

Organisational change: Mostly concentrating on issues of change in an organisation

and regarding the organisation as the key driver of the change, the view virtu-

ally ignores the technical issues. As Myers96 also notes, that view over-simplifies

organisational change by presuming the normal state of an organisation as static.

Organisational problem-solving involving mutual adaptation: Although representing a

mixture of the first and the second view by treating organisational and tech-

nological change as an iterative process, it ignores the fact that unforeseen key

decisions and key events may take place and have a dramatic effect on a project

and a company.

These methods and approaches were widely discussed and represent a good example

of the diversity and multitude of different approaches to assess the perception of ICT

ventures in average. But non of them or their according adaptations are promising and

generally representative. As this thesis work goes a step further, another approach has

to be applied. That is, because not only certain ventures and activities are in focus

here, but rather the perception of information and communication technology and the

respective personnel in general as a strategic resource which has to be planned and

valued on a long-term basis.

95 Keil (1991), pp. 301–302.
96 Myers (1994), p. 187.
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Yet, no all-embracing idea has become used or even discussed in the field of informa-

tion systems research until the mid-90s. Orlikowski and Baroudi97 investigated that in

the dawning 1990’s information systems research is still mostly positivistic. They discov-

ered the need for more exploration of interpretive and critical research. As hermeneu-

tics combines interpretivistic and positivistic elements, they regarded it as an attempt to

dissolve the boundaries between the interpretivistic and positivistic research traditions,

which have usually been seen as rather distinct.

An abstract description of hermeneutic interpretation is given by Taylor98:

“Interpretation, in the sense relevant to hermeneutics, is

an attempt to make clear, to make sense of an object of

study. This object must, therefore, be a text, or a text-

analogue, which in some way is confused, incomplete,

cloudy, seemingly contradictory—in one way or another,

unclear. The interpretation aims to bring to light an un-

derlying coherence or sense.”

This definition outlines, that hermeneutics can give the possibility to view a study and

its finding in its totality and to interpret it accordingly, while other research traditions

fail in this context due to their narrow focus.

While Myers99 argues that a broader perspective with a richer, integrative view on

information systems is needed, he points out that critical hermeneutics according to

Gadamer and Ricoeur provide this integrative perspective. His conclusion evolves af-

ter a comparison of pure hermeneutics, the critical positivistic theory and the critical

hermeneutics100:

Pure hermeneutics: The pure hermeneutical approach focuses on the meaning of a text

or a text-analogue as an organisation and its interpretation. Interpretation, in this

context relevant to hermeneutics, is an attempt to make sense of a study object.

Therefore this object must be in some way confusing, incomplete, cloudy, seem-

ingly contradictory and unclear. The interpretation aims to bring an underlying

coherence or sense to light.

Furthermore, pure hermeneutics also takes the intentions of the concerned hu-

mans into consideration, but omits to explain the unintended consequences of

97 Orlikowski; Baroudi (1991), p. 6.
98 Taylor (1976), p. 163.
99 Myers (1994), p. 185.
100 Ibid., pp. 188–191.
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action. As to Myers101, this weakness is based on ignoring the historical consti-

tution of the organisation and the influence of the world around the social actors

and by that considering the subjective intentions of the individual actors as given.

Critical theory: As Poster102 distinguishes the interpretive theories from the critical

ones, most critical theories focus on a critique of class-based societies and capital-

ist forms of production and a priori assume what the most important oppositions,

conflicts and contradictions are in contemporary organisations. No dynamic inter-

play between the hermeneutic analysis and the theoretical critique is applied, but

rather an objective pre-interpretation is used for the historical background of the

study103.

Critical hermeneutics: In contrast to the preceding approaches critical hermeneutics at-

tempts to consider the totality of meanings in an interpretive and critical way. The

social reality is not taken as a given, but is analysed during the whole research

process in both a subjective and objective way. Furthermore, intended and un-

intended results are considered while also taking the historical background into

consideration.

Therefore, the critical hermeneutics approach as an integrative method empha-

sises both the subjective meanings for individual actors and the social structures

which condition and enable such meanings and which are constituted by them.

Boland, Kling and Iacono argue that critical hermeneutics can be used as a meta-

theory to integrate research emphasis on subjective meanings104 and as a research

instrument that focuses on the institutional character of information systems105.

3.3 Guideline for this Thesis: The Hermeneutic Circle

In consequence to the above evolution of understanding interpretive research the prin-

ciple of the hermeneutic circle has emerged. The intention is to understand an issue as

a whole by considering its individual parts as well as one’s own interpretations and pre-

conceptions and the interpretations and preconceptions of the subjects involved. This

comprehensive way of analysis has gained much attention106. Neither the whole nor

any individual part can be understood without reference to one another. This forms the

101 Myers (1994), p. 189.
102 Poster (1989), pp. 31–35.
103 Toews (1991), p. 476.
104 Boland, Jr. (1986), p. 47.
105 Kling; Iacono (1989), pp. 15–16.
106 See Spitler (2002) for an intensive use case.
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circle, in which the parts are handled to get the understanding of the whole. Gadamer

et al.107 describe the hermeneutic circle as follows:

“Thus the movement of understanding is constantly from

the whole to the part and back to the whole. Our task

is to extend in concentric circles the unity of the under-

stood meaning. The harmony of all the details with the

whole is the criterion of correct understanding. The fail-

ure to achieve this harmony means that understanding

has failed.”

The basic principle of the circle can be better understood considering it as a spiral.

This spiral is explained as follows:

step1: This defines the starting point for every iteration in the process of understanding

step2: The current expectations and the pre-understandings define the concept for the

handling of the iteration

step3: Handling of the individual part itself with reference to earlier results

step3.1: Proving that the expectation covers the result or

step3.2: Revision of the output and adjustment of expectations

stepn+1: Consideration of the next individual part

Klein and Myers108 outline the adaptability of that conception for information systems

research. The parts serve as the interpretive researchers’ and the participants’ prelimi-

nary understandings (i. e. pre-understandings) in the study. The whole consists of the

shared meanings which emerge from the interactions between them. It is important to

mention that participants also adapt ideas from the researcher and that researchers are

getting influenced by the perspectives of the participants.

After a number of iterations of the hermeneutic circle, a complex whole of shared

meanings emerges. For that matter, Klein and Myers109 see the hermeneutic circle as

a meta-principle, on which six other principles rely on. They suggest a framework

consisting of seven principles for contemporary interpretive field studies:

1. The fundamental principle of the Hermeneutic Circle110:

This principle suggests that all human understanding is achieved by iterating be-

107 Gadamer et al. (2004), p. 291.
108 Klein; Myers (1999), pp. 71–72.
109 Ibid., pp. 79–83.
110 Ibid., p. 71.
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tween the interdependent meaning of parts and the whole that they form. This

principle of human understanding is fundamental to all the other principles.

2. The principle of contextualization111:

It requires critical reflection of the social and historical background of the research

setting, so that the intended audience can see how the current situation under

investigation emerged.

3. The principle of interaction between researcher and subjects112:

This principle calls for critical reflection on how the research material were socially

constructed through the interaction between the researcher and participants.

4. The principle of abstraction and generalisation113:

This demands relating the ideographic details revealed by the data interpretation

through the application of the first and the second principle to theoretical, general

concepts that describe the nature of human understanding and social action.

5. The principle of dialogical reasoning114:

Dialogical reasoning requires sensitivity to possible contradictions between the

theoretical preconceptions guiding the research design and actual findings during

subsequent cycles of revision.

6. The principle of multiple interpretations115:

This principle commands sensitivity to possible differences in interpretations

among the participants as they are typically expressed in multiple narratives or

stories of the same sequence of events under study. That is similar to multiple

witness accounts even if all tell it as they saw it.

7. The principle of suspicion116:

The principle of suspicion requires sensitivity to possible “biases” and systematic

“distortions” in the narratives collected from the participants.

Summarising the approach using these principles, it is important to keep the histor-

ical, social and cultural background into consideration in order to be able to interpret

the statements of interviewees correctly. Furthermore, the researcher is supposed to be

aware that he will become influenced by the research subjects as well as they become

influenced by him. Also, theoretical abstractions have to be carefully related to the field

111 Klein; Myers (1999), p. 73.
112 Ibid., p. 74.
113 Ibid., p. 75.
114 Ibid., p. 76.
115 Ibid., p. 77.
116 Ibid.
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study details. The preconceptions have to be questioned at all time and revised if neces-

sary. In addition, the different views of participants on similar issues have to be handled

carefully—that is, kept under permanent suspicion.

The conclusion from this behavioural science research for this thesis is to keep the

above principles and their historical evolution in mind during the following chapters.

That applies to the following literature research on information systems117, to the sub-

sequent development of the questionnaire118 as well as to the actual conduction of the

interviews119 and their analysis120.

117 See Chapter 4 on Page 33 et sqq.
118 See Chapter 5 on Page 55 et sqq.
119 See Chapter 6 on Page 71 et sqq.
120 See Chapter 7 on Page 79 et sqq.
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4 Current Status of Research on Information Systems

In order to ensure the academic as well as the practical relevance of this thesis a com-

prehensive literature research has been conducted. Following Lundmark and West-

elius121 and their study on the “Effects of Quality Management According to ISO 9000:

A Swedish Study of the Transit to ISO 9000:2000”, a comprehensive literature research

will serve as legitimation of the initial expectations motivating the survey among the

enterprises.

4.1 Initial Expectation

Information and communication can no longer be separated from the enabling tech-

nology. Therefore, ICT can be deemed as not having strategic value in any industry or

sector where information or communications have no strategic value. Yet, it is common

sense that nowadays mostly all modern business branches strongly rely on information

and communications. Still, that gives no answer to the question whether ICT is con-

sidered strategically worthwhile in industries where information and communications

have strategic value.

There is no doubt that commodification of ICT is increasing and that the speed of that

commodification is also increasing. The question is if this commodification of infor-

mation and communication technologies inevitably means a loss of strategic value. Or

does it simply imply that ICT in average will gently shift from being a With- to a Because

Of-object?

The idea of With- and Because Of-objects has been coined by J. P. Rangaswami122.

While being interviewed123 he claims that companies keep starting to make more money

Because Of infrastructure than With infrastructure. He defines With-companies as early

movers, which mainly succeed by using or selling a certain cutting edge technology,

they make their main share with those technologies. Because Of-companies use those

technologies and also technologies that have been on the market for some time to im-

prove their position in the market—having a good stand Because Of the intelligent use

of technology.

121 Lundmark; Westelius (2006), p. 1027.
122 J. P. Rangaswami: former Chief Information Officer at Dresdner Kleinwort Wasserstein, one of the

world’s leading investment banks.
123 Searls (2006), pp. 2 et sqq.
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While Rangaswami is rather concerned with ICT businesses, his argumentation does

not only apply to pure ICT companies, but also to any other enterprise in the industrial

or service sector. He sees the main shift in evolution from With to Because Of in a change

of mind regarding the assessment of a return on investment, which—due to difficulties

in measuring the success by financial means—shifts to a judgement of success based

on non-tangible success like quicker decision-making, more effective communication or

more reliable and transparent ICT systems.

In addition, no matter which way the word “strategic” is interpreted in contemporary

literature, basically the same essential extracts are found:

• ICT is important or essential in relation to a plan of action for a given business,

• ICT is essential to the effective conduct of a business,

• ICT is useful in reducing the lead of a competitor in basically any business function.

Enterprises do not always have visible, obvious or even implied strategies. Some

companies are rather satisfied to just operate on the discretion of their competitors in

their market without making concrete long term considerations. For those companies

the strategic value of ICT is disputable, but also the strategic value of anything else, for

that matter.

On the ICT value for all other enterprises a lot of research has been conducted in the

one or the other way. The following chapter will give an overview on the history and

the evolution of different views on ICT questions and their implicit strategic value and

will serve as a basis for the initial expectation of this work.

4.2 Role of ICT Management Personnel

The assessment of the strategic value of information and communication systems is

strongly connected to the assessment of the role of the Chief Information Officer and

his subordinate staff. The development of his position throughout the recent decades

and the accompanying research serves as a basis for getting a first impression and start-

ing opinion on the relevance of information and communication technology in today’s

enterprises.

4.2.1 Historical View

In the 1960s and 70s a pure technician was supposed and generally able to manage the

existing information and communication technology. He was working on a fairly low

abstraction level and served a comparably unimportant service function.
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In the 1980s a general reconsideration took place. By that time it became clear that

due to rising complexity of information and communication technology a dedicated

manager had to be appointed. That new role was called the Chief Information Of-

ficer (CIO) and its job description clearly looks more like a manager in the classical

sense than a technician. Surrounded by technical specialists, the CIO’s main task be-

came to coordinate tasks and his main qualifications were more of interpersonal and

organisational nature rather than solving technical issues himself.

In “Manager or Technician? The Nature of the Information Systems” Ives and Olson124

state that—although the CIO’s role became more managerial—the interaction between

the information manager’s staff and users on any level of a company was very low.

Despite of the fact that certain levels of his subordinates were having intensive contact

with users on their corresponding level, the CIO himself had rather little or no top-level

involvement. His department was not thoroughly integrated in most firms, and by that

it was arranged on an “in between”-level in the organisation. As also Earl125 remarks, in

those days CIOs were not integrated in the board of executives but had to report to the

Chief Financial Officers (CFO), massively restricting the CIO’s own responsibility126.

Already by that time research on the future role of the Chief Information Officer was

conducted. Rockart, Ball and Bullen127 discussed the “Future Role of the Information

Executive”. Opposing the two basically negatively recognised positions among the aca-

demic guild, stating that the role of the CIO would dissolve into a comparatively minor

role of data administration and guardian of data integrity or even disappear through

absorption by a company’s subunits, they defended another position for the ongo-

ing 1980s. They expected the role of the Chief Information Officer to become much

stronger and more proactive, not at least for reasons of profusion of technology, grow-

ing knowledge of users and the lack of effective implementation of new information

capabilities.

Cheney, Hale and Kasper128 describe the “Knowledge, skills and abilities of informa-

tion systems professionals: past, present, and future” as a review of the role of ICT

management throughout the late 70s and the 80s and give an empirical view on the

demands towards CIO’s in the forthcoming decade. Their information was gathered

in 1978, 1987 and in 1988 through structured interviews with a total of 180 senior

ICT managers responsible for planning, training and hiring ICT personnel.

124 Ives; Olson (1981), pp. 49–61.
125 Earl (2000), p. 60.
126 See Section 4.2.2 on Page 39.
127 Rockart et al. (1982), pp. 4–7.
128 Cheney et al. (1990), pp. 240–246.
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They partitioned their questionnaire about the personnel into questions on project

managers representing the highest level below the ICT manager, system analysts and

designers as the mid-level workers and programmers as the lowest level in question. By

doing so, they forced the interviewed managers to give rather generalised answers about

the three groups which created the basis for a well defined outcome of the interpretative

research. Ascending the level of hierarchy, it turns out that the demand for social skills

and managerial knowledge became more and more relevant among the higher levels.

Another important point of concern that became revealed was an increased need for

personnel with database management skills. This indicates a growing awareness that

information has to be valued as a new corporate resource in the dawning 1990s.

The preceding assessments on the future role and relevance of information and com-

munication technology persisted into the 1990s when Rockart, Earl and Ross129 intro-

duced their “Eight imperatives for the new ICT organization”. As a response to the

ongoing discussing how the job-description and the line of action of a CIO and his cor-

responding ICT organisation might be supposed to look like, he defined the main points

which describe a decent strategic way of thinking:

Achieve two-way strategic alignment: To ensure that investments in ICT are targeted

at strategic priorities, ICT management has to be knowledgeable about senior

management’s strategic and tactical thinking. So the CIO should become either

a formal or informal member of the top management team, and other senior ICT

executives should become members of key task forces. As to Rockart130, ICT peo-

ple should be present when business strategies are debated, so that a two-way

communication can take place.

Develop effective interaction with line management: Rockart131 outlines, that the key

people using information technology are the line or functional managers. Being

the persons responsible for the business and technical management of a functional

group, ICT personnel at all levels has to develop strong, on-going partnerships

with line managers. By that, the necessary communication can occur to ensure

that business and technology capabilities are integrated into effective solutions for

each level of the business.

Deliver and implement new systems: The ICT department has to be aware of the fact

that systems delivery includes not only systems development but also procurement

and integration. As the life time of systems in companies shrinks further and

129 Rockart et al. (1996), pp. 47–51.
130 Ibid., p. 47.
131 Ibid.
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further, the ICT personnel has to focus on functionality and has to avoid over-

engineered solutions132.

Build and manage infrastructure: IT units have to operate increasingly complex infras-

tructures. The user with a problem cares not at all about whether the error is

located in telecommunications, mainframes, servers, routers, a database or the

application itself but needs help133.

Reskill the ICT organisation: A highly costly but even more necessary issue is the skill

level of a company’s own ICT personnel. The personnel has to be updated on new

technologies and has to keep track of new developments. Furthermore, also the

business knowledge and skills are more important today than ever before. Also in

this area, the appointed ICT experts have to be trained in order not to loose track

of the users and the company’s ICT needs. Also this help and support has to be

managed by the ICT function134.

Manage vendor partnerships: Outsourcing has been a buzzword during the recent

15 years and in some areas it still counts as a magic weapon for cost reduc-

tion. Especially in information technology, where the own staff might lack certain

knowledge, outsourcing to specialised firms appears to be promising135. Outsourc-

ing ICT allows companies to focus on their core businesses with less distraction,

create a more predictable cost structure for ICT services and reduce the legal risk

and expense of regulatory noncompliance, incomplete backups, slow or ineffective

disaster recovery, unplanned downtime, spotty data availability, escalating storage

costs and other characteristics of inefficient ICT environments.

Yet, the ICT managers have to be aware of the fact that they are supposed to be at

least as skilled as the outsourcer in each area in order to understand what is really

going on136. They have to be able to distinguish between purely transactional and

contractual or more strategic and joint relationships with their vendors in order to

asses the relation in a proper way.

Build high performance: As soon as ICT became a standard unit like all other functions

in a firm, demands for performance goals and economic and operational track

records have risen. Therefore, figures like ICT cost per unit of product or activity-

based costing of ICT services were introduced. Also hard deadlines and a strict

limitation of budget show that the ICT department has become a unit like all the

132 Rockart et al. (1996), p. 48.
133 Ibid., pp. 49–50.
134 Ibid., p. 49.
135 Ibid.
136 Ibid., p. 50.
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others in a company. It has to compete with the market and has to render account

for its activities in order to allow for effectiveness and controllability137.

Redesign and manage the federal ICT organisation: In an increasingly complex ICT

world the question regarding the overall organisation becomes more and more

immanent. Both centralised as well as decentralised structures are promoted,

while nowadays also the idea of a federalisation following the political model

gains support. As every company requires a different structure no general ad-

vise can be given. That being the case, the decision about the general structure

of the ICT organisation is an important task for the ICT manager and has to be

questioned continuously138.

While the authors admit that it is easy to set up those imperatives, they also point

out that it is far more difficult to get those principles in a coherent alignment with each

other139. The principles represent the growing complexity in the work of ICT manage-

ment and consequently lead to the trend of outsourcing, which was a major managerial

approach to deal with that growth of intricacy in the 1990s.

Another interesting argument for the strategic significance is their statement that

companies have managed four major resources for decades: people, money, materi-

als and machines. In the 1990s though, information has become the source of product

and process innovation and the wellspring of new businesses. That made information

and communication technology a new major resource, which ramifications to the other

resources of a company started to affect and change an organisation’s structure140. Due

to this change, the key to an effective and efficient use of ICT should be a reciprocal in-

teraction and integration of the line-leadership and the information and communication

management.

It must not stay unmentioned, that Rockart, Earl and Ross’ views are biased by the

U. S. American urge to technological leadership, which was and is omnipresent through-

out socioeconomic research concerning technological views141.

137 Rockart et al. (1996), p. 50.
138 Ibid., p. 51.
139 Ibid., pp. 52–54.
140 Ibid., p. 54.
141 See Bensaou; Earl (1998), p. 128 and their findings on Asia in Section 4.3 on Page 41.
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4.2.2 Recent Research

Changing Role of the CIO
In “Are CIOs Obsolete?” Earl142 reports a strong change in the role of the Chief In-

formation Officer in the dawning new century. His questionnaire was answered by

80 CIOs from around the globe143. The results show that—as information starts to be-

come acknowledged as an important asset of a company’s entity—75 % of CIOs became

members of the board of executives and 59 % at least report to the CEO or COO rather

than to the CFO, as it was common in earlier years. That demonstrates the increasing

acknowledgment of the importance of the CIO’s work.

As information and communication technologies get more and more complicated and

ubiquitous in a company’s daily business, the pressure on CIOs raises accordingly. Still,

the Chief Operation Officer stays in command of the strategic decisions, while the CIO

gets the responsibilities of a technology scanner, gatekeeper and evaluator, which was

considered as confining. Thus, an upcoming change in CIO’s role is being expected.

35 % believe in a split of their work into a CIO—responsible for strategic decisions,

change and information resources—and a Chief Technology Officer (CTO), who acts as

the CIO’s executive officer, planning the infrastructure, setting technology policies and

managing the daily business of the ICT staff. Actually, a main suggestion of Earl’s work

states, that new CIOs should be selected among people having the potential of becoming

a COO or even CEO, underlining Earl’s assessment of the upcoming challenges to ICT.

Perceived Importance of the CIO and ICT
Contemporary research however is still concerned with whether information and com-

munication technologies and the adjacent managerial personnel are to be considered

important and relevant for a company’s strategy or not. In “Developing a set of manage-

ment needs for IS managers: a study of necessary managerial activities and skills” Wu,

Chen and Lin144 conducted research on an activity competency model (ACM), defin-

ing the perceived importance of managerial activities, skills and knowledge required

by three levels of information systems managers. They interviewed 264 respondents in

order to get a detailed view on the requirements of nowadays middle and top-level ICT

personnel.

Their finding for the three levels in question are that training for the supervisory

level needs to focus more on the activities of leveraging internal and external resources,
142 Earl (2000), p. 60.
143 Answering CIOs were from North America, Europe, Australasia and the United States.
144 Wu et al. (2004), pp. 422–425.
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standard operation procedure design and so forth. The middle level, in addition to the

scope of the supervisory level, needs to focus more on recruiting, crisis management,

etc. For the top level more emphasis needs to be placed on organisational design.

This gives the impression that ICT managers are no different from any other group

of managers, as there seems to be little reason to suggest that management of ICT

personnel demands ICT specific skills. Yet, the generic outcome of the results despite

coming from different types of industries show a remarkable homogeneity. This shows

that nowadays social skills as well as organisational talent are seen as important as plain

ICT specific skills among the ICT management levels.

Although their study incorporates a broad range of companies from different indus-

trial sectors and includes a huge number of participants in their survey, it cannot be

taken as a generalisation, since it focused on the Far Eastern region. Still, it gives a

basic idea of perceived importance, which has to be proven later on.

Upcoming Challenges for the CIO

Ives and Mandviwalla145 performed an investigation on the “Key issues facing In-

formation Systems Executives”. Making use of findings they collected in their earlier

publications and integrating data from “Key Issues for IT Executives 2004” by Luftman

and Mclean146 into their current work they were able to review and analyse the ICT de-

cision maker’s evaluation regarding their own focus of work together with the academic

assessment of the current situation. They compared their own findings of practition-

ers with those Luftman found by interviewing members of the Society for Information

Management (SIM) and its adjacent conference board.

In their survey, ICT managers from industrial firms as well as highly published IS

scholars were asked to identify three to five issues that they felt were of considerable

importance to them at that time. The resulting lists were combined, overlapping issues

were identified and sent out again to both groups with instructions to rate the items on

a four point scale.

The general outcome of that study is that the academic guild considered ICT strategic

planning, alignment147 and security and privacy as the most important issues for CIOs.

There was a slight difference in the view of academics towards the practitioners’ view,

revealing that the practitioners considered ICT strategic planning less relevant. Still,

145 Ives; Mandviwalla (2004), pp. 2–7.
146 Luftman; Mclean (2004), pp. 100–104.
147 In this context alignment means applying ICT in an appropriate and timely way, in harmony with

business strategies, goals and needs.
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ICT strategic planning is among the top 5 of a total of 53 issues being relevant to both

practitioners and researchers.

Although the findings show interesting details of the general assessment and raise

interesting questions, the general outcome has to be taken with caution. It cannot be

understood as globally representative, as the interviewed academics and practitioners

were basically all from the Northeastern part of the United States.

4.3 Strategic Appreciation of ICT

Different International Perceptions
“The Right Mind-Set for Managing Information Technology” by Bensaou and Earl148

compares and distinguishes the Western style of ICT management from the Japanese

way. Describing in detail five main points in which major differences of managerial style

can be found, they try to prove that the Western belief in the strategic relevance and

the veneration of ICT in Western companies and the adjacent discussion of structural

questions lead to an alienation of these technologies in the West. Those five points are

concerned with149:

Decisions on which information systems are needed: The West considers strategic plan-

ning on ICT to be aligned with the business strategy. In contrast, Japanese ICT

investments are driven simply by operational goals.

Evaluation of the outcome of ICT investments: The West is adapting capital-budgeting

processes in order to evaluate the outcome of ICT investments; Japanese firms

tend to judge it by operational improvements.

Influence of technology on process improvements: As Western companies see ICT as

the smartest and cheapest way to improve performance, the Japanese first set

a performance goal and then select a technology to fulfil that aim.

Connection of ICT users and specialists: While Western companies educate their ICT

specialists to become business-savvy in order to facilitate change management,

Japanese companies make use of a rotational system, in which specialists get ro-

tated through the company in order to better understand the different depart-

ments.

Focus of system development: As Western enterprises focus the development and de-

ployment of new ICT systems on the business processes they are concerned with,
148 Bensaou; Earl (1998), pp. 126–128.
149 Ibid., p. 121.
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so that the users are supposed to adopt to it; the Japanese development of new

systems stresses the existing tacit and explicit knowledge, that is already present

in a company.

The major outcome of that discussion shows that Western companies often tend to

over-formalise the handling of ICT concerned questions. This interpretation becomes

even stronger while looking at the statistical figures the authors provide, since expendi-

tures of Japanese companies on information and communication technologies are just

half as high as those in Western companies.

In addition, the per-capita-ratio of PCs in Japan compared to the West is one to six.

Furthermore, the adoption of new technologies is far slower in the East than in Western

companies. The authors’ recommendation is to reconsider the main focus and under-

standing of information and communication technologies in Western businesses and to

try to get to a more operational approach to the application of ICT.

Comparing these findings to the research of Ives and Mandviwalla150 presented in

Section 4.2.2, it turns out that the Western view on ICT management has undergone a

severe process of maturation. An interesting question is how this process has emerged

until today.

Vanishing Strategic Value of ICT?
The article “IT doesn’t matter” from Carr151 is one of the most cited papers opposing

the veneration of the strategic relevance of information and communication technolo-

gies. Arguing that ICT spending increased to up to 50 % of capital expenditures nowa-

days and that managers start to talk about digitisation of their business models, he first

delimit his definition of a strategic resource, by calling it the basis for a continuous

competitive advantage. In order to be an advantage it has to be scarce, i. e. has to be

something the competitor does not have or cannot do, which is not given in a century

where ICT has become an ubiquitous infrastructural technology.

In comparison to other infrastructural technologies as railways or electricity which

first offered big competitive opportunities, the advantage vanished as those technologies

began to become commodities (see Figure 3). Other characteristics of information and

communication technologies in today’s world are the ease of replication and the vast

decrease in overall pricing.

Carr agrees that information and communication technologies provided forward-

looking companies many opportunities for competitive advantage early in its build-

150 Ives; Mandviwalla (2004), pp. 6–7.
151 Carr (2003), pp. 41–49.
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out when it could still be owned like a proprietary technology, only accessible

by one or few companies. Yet, due to the fact that best practices are now

quickly built into software, the opportunities for ICT based additional competi-

tive advantages are increasingly vanishing. In summary, Carr states that the ICT

evolvement is close to its end and he gives three advices to current businesses:

Figure 3: Infrastructural technologies and

the rapidity of their diffusion152

1. Companies should reduce their spend-

ing on ICT because greater expendi-

tures rarely translate into better finan-

cial results,

2. Patience for technologies to mature

because the payoff would be bigger

due to lowering prices of ICT,

3. Awareness that ICT is a mature in-

frastructural technology which does

not offer big advantages by spending

more capital on it but rather leads to

huge problems if disruptions would

occur.

The article “Does IT matter?” by Brown

et al.153 represents a direct response to

Carr’s article above, in which the authors

agree that ICT has become a basic com-

modity that has to be more and more cared

for in terms of reliability and security. Nev-

ertheless, they criticise Carr’s opinion of a

total lack of strategic value in ICT, for they

do not concur that commodity and strategic

value would be conflictive qualities. Agree-

ing that ICT does not inherit the possibility

of strategic differentiation, they consider

information and communication technolo-

gies as inherently strategic themselves as

152 Bourne (2009), p. 7.
153 Brown et al. (2003), pp. 109–112.
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those technologies create options and possibilities which were not available before.

Though ubiquity of ICT is given, it still requires businesses to care for a sophisticated

change management and short response times to new technologies. Those adjacent pre-

requisites of flexibility and agility in a company’s structural setup are difficult to develop

and therein the opportunities for a further gain of strategic advantages over competitors

is hidden. Brown et al.154 foster three—as they call them—broad lessons:

1. In order to benefit from ICT, business practices have to be rethought permanently,

2. Economic opportunities in ICT innovations do not come overnight, but they evolve;

exploitation of them has to be done in small steps,

3. Sustained near-term innovations in business practices lead to a strategic impact of

ICT investments.

Furthermore, Brown et al.155 criticise the comparison of ICT with ancient technolo-

gies like railways and electricity, which aged very quickly at a maturation point soon

after being omnipresent. Not a lot of further impacts were given in railways after the

railroads connected nearly every city. As digital technologies still create new possibil-

ities which were not available before, they permanently generate the urge of thinking

about how to integrate these innovations into business processes in the most effective

way.

As a main outcome, Brown et al.156 conclude that ICT and the adjacent innovations

must not be seen isolated, but cumulated as a company’s asset. ICT decision makers

permanently have to challenge structures and processes in order to realise the best

integration of ICT and to support the daily, tactical and strategic work.

Knowledge Management
An important supporting technique of strategic information technology is the use of

knowledge management. The goal of those techniques is an improved business perfor-

mance of the company.

In their article “An empirical investigation of KM styles and their effect on corporate

performance” Choi and Lee157 describe and distinguish different knowledge manage-

ment styles and their current use among companies. A general classification of knowl-

edge is to distinguish two types of it. The first is explicit knowledge, emphasising the

capability to help create, store, share and use explicitly documented knowledge. The
154 Brown et al. (2003), pp. 109–110.
155 Ibid., p. 111.
156 Ibid., p. 112.
157 Choi; Lee (2003), p. 406.
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second type focuses on tacit knowledge and emphasises knowledge sharing by interper-

sonal interaction.

The resulting question in this context is whether companies are aware of the im-

portance to manage their knowledge and how these different types of knowledge are

handled among modern firms. Yet, due to the magnitude of the research field KM

represents, only selected and explicit KM techniques are being observed here.

4.4 Change Management

Changes in organisational and social structures of a company are always difficult and—

more importantly—often underestimated. This is especially relevant in terms of ICT

transformations. For this reason, not only the quality of technology implementation

has to be considered. Also, change management plays a decisive role in the success of

a new project. The corresponding problems led to an independent research field, on

which this section is going to give a short introduction. That is, because the quality

of change management strongly relies on the stance of decision makers on strategic

value of their information technology. Therefore, this topic will also be part of the

questionnaire in order to get a picture of today’s decision makers’ state of mind.

Interactions between Stakeholders
In “The Relationship between Managers, Developers and Users” by Sannes158 the dif-

ferent roles, problems and complications of stakeholders regarding introduction and use

of new information systems and technologies are discussed. By describing four change

projects in a non-specified Swedish company, he distinguishes three different groups of

internal actors: the ICT function, the senior management and the business functions,

which incorporate the middle management and the users. Those actors participate

in different roles: the roles of participation, influence and communication during the

phases of change. Those phases are the idea phase, the creation phase and the usage

phase. Using Table 2, Sannes159 idea of phases and roles is put into one context, by

which a structured analysis of the four change projects takes place.

The major result of that research is that senior management is basically only involved

in defining time schedules, prioritising projects and usage of resources. It does not

participate actively nor does it communicate intensively with the other stakeholders

of the project and it influences just by steering. The operational unit or the users,

158 Sannes (1996), pp. XII:3–XII:4.
159 Ibid., pp. XII:6–XII:7.
160 Ibid., p. XII:6.
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Table 2: Model for Interpreting the Involvement of Stakeholder Groups160

Phases of a Change Process

Idea Phase Creation Phase Usage Phase

Participation

InfluenceRole

Communication

respectively, only take part in the end of the change process by participating in testing

the system and thereby influencing the development of the human-computer interface.

In contrast to that, the ICT function acts like a spider over the involvement model, as

it takes part in participating, influencing and in communicating in all three phases of a

change process. It relates to all the other actors and eventually plays the strongest role

in that research.

The problem of that outcome is that senior management—which is supposed to de-

fine the strategic guidelines of an enterprise—gives that power away to the technical

department. The final recommendation of Sannes’ research is that senior management

has to define the ICT role and the resulting demands in their business more clearly.

Furthermore, the users are supposed to suggest business models by themselves to acti-

vate them in the development of their systems and to better meet their needs. Finally,

throughout a company more points of dialogue should be build in order to improve

opportunities to influence processes and to shift focus from individual projects towards

the overall business potential.

Problems in Change Processes

In “The magic bullet theory in IT-enabled transformation” Markus and Benjamin161

are considering the different roles and duties of the people involved in a change project.

They use the analogy between a bullet that always hits its mark and information tech-

nologies in order to explain the implications, difficulties and misunderstandings that

are likely to occur. While comparing users with targets, understanding ICT experts

as designers of guns and describing senior line managers as entrepreneurs selling the

weapons, no one is there to pull the trigger. Therefore, the gun is supposed to fire itself

in order to unleash the full power of the new technology to the users, from what in turn

the company is supposed to benefit from.

161 Markus; Benjamin (1997), pp. 55–68.
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The analogy shows that from experience decision makers still think that changes will

take place as soon as a new technology is introduced and that the ICT experts will

indoctrinate the acceptance to the users, which is unlikely to happen. It is more likely

that users thwart the plans even of the world’s best change initiators and technologies,

in case the level of introduction to the users, the acceptance by users and by that the

overall change management is poor. Another threat to a successful change project are

the ICT expert themselves, as they can slow down the process of change because of a

possible loss of control or lack of expertise in the new technologies.

The authors suggest the use of ICT facilitators, who can also be experts from out-

side the company, in order to flexibly coordinate the change process. Additionally, ICT

change-advocates are important, as they can use covert manipulation, symbolic commu-

nication or formal power in order to persuade the users to help with the introduction

of the new system. That is also the major conclusion: a successful change process can

only take place if all levels of hierarchy take part in the change process, participate in

defining the cornerstones of the new system and support the project.

Blind Belief in Technology
Another important issue that has to be incorporated in a change process is the possible

glorification of information technologies. In “The Midas Touch in Knowledge Manage-

ment Projects—Beware, Your Wish Could Come True” by Westelius and Mårtensson162

the authors describe such an over-ambitious project in which a company afterwards

suffers from a too successful change in its information systems structure.

In their article the change project is a newly introduced web-based knowledge man-

agement portal. The problem that occurred was that the system became too popular

among the users which in turn had severe implications on the general knowledge ex-

change in the company. The resulting loss of small talk and the declining number

of personal meetings and personal contacts led to a deterioration of certain types of

knowledge exchange. Thereby, not only the integration of new employees lost qual-

ity and became a longsome process, but also the handling of day-to-day tasks took

more time. The final countermeasure of the company in focus was to introduce weekly

meetings in order to regain human interaction and to rebuild social structures.

Eventually, the question to be asked is when a knowledge management initiative can

be seen as successful and how a successful knowledge management system is supposed

to look like, as the project in the case study technically described a very successful one.

The answer the authors give is the that “successful” has to be used within context: on an

162 Westelius; Mårtensson (2004), pp. 2–9.
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ICT systems level or on an organisational level. For this reason, those systems have to be

seen in their wider contexts and compatibility with those contexts has to be established.

Especially the decision makers of an enterprise have to keep that in mind.

Together with the fact that in large Swedish companies the rate of home workers has

recently increased enormously163 the particular results of this paper become even more

interesting in the light of this thesis work.

Perception of Unintended Use

The set of problems of unintended results of a change project as it is described above

is also the topic of an interesting work on change management called “Gaps Between

Intended and Actual Use—Turning Problems into Opportunities in Health Informat-

ics” by Westelius and Edenius164. Though concerned with the healthcare sector, the

implications of that paper also apply for private enterprises.

The article analyses projects of newly introduced web services of two Swedish non-

profit organisations: the Swedish Cancer Society, a non-profit organisation which

collects money and distributes it for cancer research, and Vårdguiden, the Stockholm

County Council’s web portal for healthcare and telephone support.

Vårdguiden, being the by far bigger organisation in the article, started their web in-

formation project from a non-prominent position. The outcome was uncertain and the

initial management attitude towards unintended use was to view it as errors to be cor-

rected. The first response was to reinforce training and information. Later though, as

also physicians—representing the professional basis of Vårdguiden—started to support

some unintended use, management started to consider that as user feedback in order

to modify the system accordingly. The smaller organisation, the Swedish Cancer So-

ciety, started the project with much higher expectation for the success of the platform

and started earlier to interpret unintended use as suggestion for improvements and

modifications.

By investigating those two cases in detail, the balance between the two stances to-

wards unintended use is explored. The first stance is to consider unintended use as

incorrect, requiring further education and training of users or new ways to enforce dis-

cipline among them. The other way to interpret unintended use is to understand it as

an important source of information regarding what the users need and want.

163 See Section 2.2 on Page 14.
164 Westelius; Edenius (2006), pp. 1–14.
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As these attitudes are not only applicable for medical informatics but also count for

other industries, the general attitude of decision makers towards user participation in

change projects will be of interest in the context of this thesis work.

Treatment of Failing Projects
Another question that has to be raised about the attitude towards change manage-

ment is the question about lasting belief in a new project, although already known as

not successful and helpful anymore. In “Muddling through—The life of a multinational,

strategic enterprise systems venture at BT Industries” Westelius165 analyses a large scale

ICT venture which completion breached every deadline and which budget had to be in-

creased several times. The enterprise systems venture lasted over a decade and included

several companies inside the international group.

The reason for the rather uncritical and virtually ever-lasting support for that partic-

ular venture and the behaviour of management, developers and even the users initially

was that important people believed that the project should be completed. After a while,

some stakeholders would have been losing face if the project had been closed down,

which facilitated an even stronger support for the project.

Though Westelius’ case is particularly special in terms of size and duration it still

poses important questions about the general attitude of decision makers concerning the

insight when, if and why a project might have failed and should be stopped.

4.5 Influence on Economic Performance

An important field of interest is how investments in information technology pay off eco-

nomically and how these payoffs are assessed and perceived by the managerial staff. In

this light a great deal of controversy exists about the impact of information technology.

While some authors have reported positive impacts, others have found negative or no

influence on balance sheet and competitive advantage.

Historical View
The historical point of view shows that in the 1980s no connection between ICT in-

vestment and productivity at the level of firms, industries or the economy as a whole

could be detected166. The so called “productivity paradox”167stimulated economists

165 Westelius (2006), pp. 4–43.
166 Strassmann (1990), pp. 138–140.
167 “Productivity paradox” is an expression coined by Roach (1987), stating that the productivity slow-

down in 1973 in the U. S. started concurrently with heavy ICT investments.
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and information systems researchers to conduct more rigorous scientific analyses of the

relationship between ICT and productivity168.

So did Mukhopadhyay, Kekre and Kalathur169 with their article “Business Value of

Information Technology: A Study of Electronic Data Interchange”. Their practical

research focuses on the electronic data interchange (EDI)-system of Chrysler and its

assembly centre suppliers. They measure the dollar-impact of improved information

exchanges as a result of using EDI.

The analysis of Chrysler’s last ten years by that time confirms that modern informa-

tion systems like EDI have enabled the company to significantly reduce operating costs

associated with carrying inventories, obsolescence and transportation. In their results,

Chrysler was enabled to save about $100 per vehicle just by introducing and relying on

their new EDI, translating to an annual savings of $220 million. Furthermore, also non-

tangible advantages were revealed, as restructuring their supply chain and adapting it

to changing needs became a lot easier and more dynamic and flexible.

Recent Research

The literature review “Information Technology and economic performance: a critical

review of the empirical evidence” by Dedrick, Gurbaxani and Kraemer170 investigates

more than 50 empirical studies based on economic analysis that were published be-

tween 1985 and 2002. By collecting the documented returns on ICT investment at

three levels of analysis—firm, industry and country level—they try to identify those

factors that contribute payoffs from these investments.

They find out that investments in organisational capital through management prac-

tices such as decentralised decision-making, job training and business restructuring

have a major impact on returns on ICT investments. A further outcome is that al-

though returns on ICT investments are positive on average, there is a wide range of

performance among different companies and sectors, with some doing much better

than others. ICT returns are least understood and underestimated in the service sector,

as in general measurement problems are most severe in this market segment.

These findings serve as the source for a couple of interesting questions for the sur-

vey. It will be of interest how decision makers assess the level of their own company’s

ICT investments and how they try to measure the average outcome. In addition, the

special status of the service sector in terms of a possible measurable payoff of ICT

168 Harris (1994), pp. 17–19.
169 Mukhopadhyay et al. (1995), pp. 137–152.
170 Dedrick et al. (2003), pp. 2–23.

50 4 Current Status of Research on Information Systems



investments171 or the adjacent problems provide a starting point for the strategic as-

sessment in that sector in general.

4.6 Summary of the Findings

In order to sum up the findings in contemporary literature and to prepare them for the

next step in this thesis, the development of the questionnaire, this section gives a rough

overview on the issues and questions raised in the current chapter. They are structured

in alignment of the foregoing four sections.

ICT Personnel

In Section 4.2 questions regarding ICT personnel were raised from a historic point of

view as well as from recent research. These questions relate to the role of the CIO, the

perceived importance of him and the CIO’s assessment of upcoming challenges.

Historical Role of the CIO:

• How has the interaction between the ICT department and users and senior man-

agement developed and how is the relationship perceived nowadays?

• How intense is communication with line management and where are problems in

mutual interaction?

• How skilled are ICT workers in terms of business and interpersonal knowledge?

Which kind of organisational structures are applied in ICT departments of today’s

companies?

Changing Role of the CIO:

• How is the ranking and what is the position of the CIO among senior management?

• How does the CIO collaborate with the other functions of the company?

Perceived Importance of the CIO and ICT:

• How do CIOs assess the acknowledgment of their role in the company and how

does senior management see the ICT function?

• Is it more, equally or less important than other functions of a firm?

Upcoming Challenges for the CIO:

• What are the major issues the ICT function is concerned with nowadays?

171 Beims (2010), pp. 175–207.

4.6 Summary of the Findings 51



• Do decision makers confirm the literature findings that ICT strategic planning, align-

ment and security and privacy are of utmost relevance?

Strategic Appreciation of ICT

The following set of questions is dealing with findings from Section 4.3. It addresses

the current state of the strategic appreciation of ICT among decision makers.

Different International Perceptions:

Considering the state of mind behind the Far East perception of ICT, based on what

issues are decisions on ICT investments based upon?

Vanishing Appreciation of ICT:

Do today’s decision makers consider ICT as a necessary commodity or still as a

source for competitive advantage?

Knowledge Management:

• How do companies assess their own knowledge?

• Do decision makers feel that different sorts of knowledge need different ways of

handling (tacit/explicit)?

Interactions between Stakeholders:

• How is the interaction between ICT function, senior management and the business

functions perceived?

• Does senior management see a possible lack in guiding strategic ICT decisions?

Change Management

Section 4.4 outlined the ongoing research regarding the implementation of changes in

a company’s ICT structure and its side effects. Important issues in this context are the

handling of resulting problems, the level of belief in new technology as a competitive

advantage and the treatment of failures.

Problems in Change Processes:

• Has senior management or the ICT function experienced major problems in change

processes due to a lack of cooperation among the different stakeholders?

• If so, did they seek help from outside the company and did that help?

Blind Belief in Technology:
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• Did senior management ever experience a too successful ICT project in terms of loss

of necessary interaction?

• If so, how did senior management react on that?

Perception of Unintended Use:

How is unintended use of ICT systems being handled—does it get strict treatment

with enforced disciplining or is it perceived as a welcome opportunity of improve-

ment?

Treatment of Failing Projects:

How were obviously failing projects handled—were they reworked to meet the

needs in order not to suffer from complete failure or was there an early under-

standing of the problem?

Economic Perception of ICT

The economic evaluation of ICT in general is difficult since it also encompasses a lot of

appreciated non-tangible advantages which are not easily put into numbers172. There-

fore, only rather abstract questions will be raised:

• How does the financial function value the economic impact of the ICT function?

• How do decision makers assess the level of ICT spendings?

• How does the service sector measure the performance of ICT?

The following chapter will incorporate the above questions in the questionnaire of this

thesis work in order to elaborate the current stance of the decision makers concerned

with ICT decisions towards these issues.

172 See Section 4.5 on Page 49.
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5 Composition of the Questionnaire

The development of the questionnaire builds on the research on methodology, the find-

ings in contemporary literature and on current issues that are facing ICT decision mak-

ers and their line of action. In addition, the questionnaire will be aligned with acknowl-

edged frameworks and their definition of strategic meaning in the light of information

and communication technology.

5.1 Supporting Frameworks

Porter’s Value Chain
In order to pose a strategic value, a business function has to be able to provide a

competitive advantage. That also and particularly applies to the ICT function, as it

poses a strong influence in basically every other function of a company.
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Figure 4: Porter’s Value Chain173

173 Porter (1985), p. 37.
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A good way of visualising the competitive advantage of an enterprise is the value

chain, introduced by Porter174 in his book “Competitive Advantage: Creating and Sus-

taining Superior Performance”, as it helps finding and analysing the sources of compet-

itive advantage.

As the goal of any generic strategy of a company is to create value for its buyers

that exceeds the cost of generating that value, not costs but value must be used in

the analysis of the competitive position. This principle is reflected by Porter’s Value

Chain (see Figure 4), identifying the basic activities of a company that generates value.

Subtracting that value from the collective cost of performing the value activities, the

major outcome—the margin—is the result.

Porter identifies those value generating activities as primary activities and support ac-

tivities. Primary activities—listed along the lower part of Figure 4—are those which

physically create the product and its sale and transfer to the buyer as well as its after-

sale assistance. Support activities assist the primary ones and each other by providing

purchased input, technology, human resources and various firm-wide functions. With

the dotted line Porter intends to demonstrate that human resource management, tech-

nology development and procurement can be associated with specific primary activities,

but can also support the whole chain, whereas a company’s infrastructure always sup-

ports the entire chain175.

Depending on the industry a company’s activities are concentrated on, the relevance

and importance of the following five generic categories of primary activities may vary.

Nevertheless, in any company all the categories of primary activities will be present to

some extent and define its competitive advantage. These primary value chain activities

are176:

Inbound logistics: The receiving and warehousing of raw materials, and their distribu-

tion to manufacturing as they are required,

Operations: The processes of transforming inputs into finished products and services,

Outbound logistics: The warehousing and distribution of finished goods,

Marketing & sales: The identification of customer needs and the generation of sales,

Service: The support of customers after the products and services are sold to them such

as installation, repair, training, parts supply and product adjustment.

174 Porter (1985), pp. 36–53.
175 Ibid., pp. 48–52.
176 Ibid., pp. 39–40.
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The support activities—assisting the primary activities in their day-to-day fulfilment—

are involved in competing in any industrial sector. According to Figure 4, the support

activities can be categorised as follows177:

The infrastructure of the firm: Organisational structure, control systems, company cul-

ture, etc.,

Human resource management: Employee recruiting, hiring, training, development and

compensation,

Technology development: Technologies to support value-creating activities,

Procurement: Purchasing inputs such as materials, supplies and equipment.

The most prominent and overall relevant category is represented by the firm’s in-

frastructure (grey area in Figure 4). As to Porter, it consists of a number of activities

including general management, planning, finance, accounting, legal and governmental

affairs and quality management. In contrast to the other supporting activities, which—

depending of the applied industrial sector—usually do not support the whole value

chain, a company’s infrastructure is omnipresent and ubiquitous. For that reason and

for the fact that today’s business infrastructures more than ever rely on information and

communication technologies, information systems is of outstanding relevance in this

category of value activities.

Hence, not only pure technical issues in the interviewed companies will be asked.

Due to the fact that every value activity also employs technology and creates informa-

tion (e. g. buyer data, performance parameters or product failure statistics), the overall

influence of information and communication technologies on the other value activities

will also be of great interest.

Operations Strategy Matrix
In order to analyse the strategic position of an enterprise the categorisation proposed

in the Operations Strategy Matrix (see Figure 5) will be used. This method was first

introduced in “Operations Strategy” by Slack and Lewis178. The matrix denotes the

major decisional areas and aligns them with the performance objectives of an enterprise.

The decision categories represent the main problems companies have to face in their

strategic considerations. The capacity resource is concerned with the development of

the amount of resources needed to match the demand over time. This includes for
177 Porter (1985), pp. 40–43.
178 Slack; Lewis (2002), pp. 54–62.
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example considerations about the overall level of capacity, number, location and size of

sites, magnitude of capacity change and also its timing.
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Figure 5: Slack & Lewis’ Operations Strategy Matrix179

Decisions regarding the supply network are concerned with the relationships across

a company’s supply chain network. The major questions in terms of information and

communication technology in this field are how the digital interpersonal communica-

tions are supposed to be handled, how orders are processed, in which way enterprises

should push new implementations of enterprise interoperability and to which extent

a company wants to share which parts of their knowledge base across their supply

chain in order to gain tighter and better cooperations. Furthermore, considerations like

business-to-business relationships, supply network behaviours, the strategic level of the

extent of the vertical integration and thoughts about partnership relations belong into

this category. Since these informational aspects imply a rather loose connection be-

tween companies, the decisional category of supply networks is put under the generic

term enterprise interoperability.

Process technology deals with considerations regarding the physical and intellectual

investment in new technologies, either if it is for example computer techniques, human

resources or considerations about technical leadership.

The development and organisation section is concerned with the structural and deci-

sional aspects of an enterprise. Which type of organisational design has to be chosen?

179 Slack; Lewis (2002), p. 63.
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Which informational relationships are to be favoured? What kind of central operations

function should be selected? These three domains are considered under the aspect of

enterprise integration, meaning a rather tight connection between the according ITC

environments.

Altogether, the decision areas give a comprehensive overview over a company’s re-

source use. Also, they can provide for a broad analysis of intended and achieved results

of strategic decisions and improve the quality of decision making.

The performance objectives are defined as quality, speed, dependability, flexibility

and cost. Not all of them are conforming to each decision area, though they represent

the most important aspects in these fields. By taking the objectives into account it is

not only possible to measure a company’s performance, but also to evaluate its market

competitiveness and also their most important strategic fields of activity, for that matter.

The significance of the Operations Strategy Matrix in the context of this thesis is

the fine-grained possibility to identify the competitive advantages an enterprise uses

in its market segment. Though it is difficult—if not even impossible—to find definite

answers to where competitive advantages of the interviewed companies may reside, it

is still helpful to keep in mind that each of the business functions in an enterprise offers

sources for those advantages. Furthermore, these advantages are not only to be seen in

financial terms but also in terms of quality, speed, dependability and flexibility, which

are rather non-tangible performance measures. This counts for all functional segments

of a company, but particularly for the ICT department, as it nowadays serves as an

umbrella over the other functions of a company180.

5.2 Target Group of the Questionnaire

The survey in this thesis is supposed to give a broad overview on the perception of

decision makers of the strategic value of information and communication technology.

Therefore, not only one industry sector has to be in focus but a broad cross-industrial

survey has to be conducted. In addition, the decision makers have to have a broad and

abstract picture of their activities and a general strategic approach to them as well.

While smaller companies might still be able to put little focus on their strategic focus-

ing, big players usually cannot allow themselves to consider operations without strategic

foresight. For this reason, the companies in focus are supposed to be among Sweden’s

“big players” regarding turnover, but more importantly regarding number of employees.

180 According to Porter on Page 55.

5.2 Target Group of the Questionnaire 59



In the context of designing the questionnaire in the following sections, this general

target group has to be kept in mind. That is, because only questions have to phrased

that suit those companies. Questions that would only suit small and medium enterprises

would not produce meaningful results.

5.3 Hermeneutic Arrangement of the Topics

The preceding chapters lay the ground for the upcoming questionnaire. Each of them

raises issues which are to be considered in the survey, as these issues are able to give

indications about the strategical relevance of information and communication technolo-

gies in the according companies.

In order to structure these questions and to ease the following interpretation the idea

of the Hermeneutic Circle181 will be applied. The idea is to arrange the raised ques-

tions around the major issue of the strategic value of information and communication

technologies.

For this conclusion to emerge the most prominent points are the perception of the role

of the CIO, the handling of ICT ventures and the awareness of strategic applications. By

doing so, a main concentric idea of the general perception and the actual strategic

relevance of information and communication is supposed to evolve.

The three sub-fields will be supported by seven indicative subtopics in total, leading

the way to the superior generic terms. As these subtopics are still interconnected, they

are arranged around the three major ones in a circular way that also concurs with the

level of bonding.

The supportive topics for the interpretation of the role of the CIO are the way the

Swedish decision makers handle information and communication technologies, the de-

cision maker’s perception of importance regarding the company’s ICT function and the

CIO’s position in the hierarchy of senior management. The handling of ICT ventures is

supported by the impression of the survival of ICT ventures and the according measur-

ing of success. In order to grasp the understanding of the decision maker’s awareness of

strategic applications, questions are posed regarding knowledge management and the

stance towards Open Source projects.

This structure is demonstrated by the Questionnaire Eye in Figure 6. The figure not

only shows the connections between the topics and the underlying structure, but the

allegory of the eye also symbolises the focus this thesis work is concentrating on: the

strategic value of information and communication technologies. The eye consists of

181 See Section 3.3 on Page 28.
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a topology of concentric circles, in which the topics and subtopics and the according

interconnections interact in a coherent way.

1. Relationship with 
Line Management

2. Change 
Management
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Edge and Ancient Applications

18. CIO’s Position among Top 
Management’s Hierarchy

15. ICT Skills of 
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16. Historic Evolution of 
CIO’s Field of Activity

13. Level of 
Outsourcing

17. Expected Changes
in CIO’s Role

7. Efficiency 
Advantages
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Long Term ICT Plan

4. Treatment of
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6. Performance in 
Financial Terms
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10. Extent of Open
Source Usage

12. Motivations
for Open Source

8. Experienced
Efficiency Gains
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Importance of the 
ICT Function

Figure 6: The Hermeneutic Questionnaire Eye182

A numbered order is used for the orbiting questions, outlining the sequence in which

the questions are to be asked while conducting the interviews. The following subsec-

tions will outline this structure in more detail.

5.3.1 Role of the CIO

The elaboration of the significance of the role of the CIOs is crucial in terms of a

company’s perception of the strategic importance of information and communication

technologies. The over- and underestimation of the CIO’s influence plays a dominant

role in the long history of considerations regarding ICT. Therefore, the following three

subtopics will facilitate a proper impression of the perceived relevance of the CIO’s

work.

182 A larger version of the illustration is given in Figure A.1.1 on Page 101 in the Appendix.
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Swedish ICT Handling
As noted in Section 2.2 Sweden already features a comparatively long period of

intensive Internet and ICT penetration. In this light, the special implications of the

outstanding position of Sweden in global ICT statistics is highly interesting.

In order to assess how the high ICT penetration among the workforce has influenced

decisions three major issues are relevant which are explained in detail in Section 2.1.2

and 2.2 respectively:

• The stance towards ICT outsourcing: When did the first moves to outsourcing take

place and how did that develop over time?

• The assessment of leading edge or ancient applications: How do decision makers

assess their own ICT’s status: as technologically leading, as a mix of new and

ancient technology or as “wait and see”, using only mature technologies?

• The perception of ICT skills of the Swedish workforce on average and the accord-

ing development: In terms of the decision maker’s own experiences also in an

international comparative view, how do they assess the ICT skills of their work-

force: left behind, no recognisable difference in comparison with other nations or

comparatively leading?

Importance of the ICT Function
During the recent decades the importance of the ICT function was often underesti-

mated. A lot of companies lost important competitive advantages by neglecting the

significance of that particular business function. Referring to Section 4.2.1 and 4.2.2

and in order to assess the contemporary stance of decision makers towards the ICT

function the following questions are supposed to reveal important insights:

• Historic evolution of the CIO’s field of activities: How did the role of the CIO develop

during the recent ten years in the general opinion of decision makers?

• Expected changes in CIO’s role: How does the expectation of changes in the CIO’s

position and role in companies look like? Will it move to a more technical CTO

(Chief Executive Officer)-role, will it tend to move to a more strategy-oriented

position or are no real changes anticipated?

• CIO’s position among top managements hierarchy: Where does the CIO stand today?

How capacious are the CIO’s responsibilities, where are his borders and whom does

he have to render account to?
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Inner-Company Relationships
As the ICT function of a company nowadays influences basically all other business

functions it is important to keep track of the latest changes and developments in those

adjacent departments more than ever. In order to do so, an intensive relationship and

exchange of information is crucial between ICT’s decision makers and line managers,

but is it reality everywhere? With respect to Section 4.2.1 and 4.4 the following ques-

tions will give support to find an answer to that:

• Relationship with line management: In order to maintain reasonable, practical and

effective implementation of ICT systems, how intense and close is the relationship

to line management?

• Change management: Considering big changes in ICT systems’ structures, how does

the decision maker deal with the changes regarding training and also persuasion

of users to accept and support changes?

5.3.2 Handling of ICT Ventures

The strategic relevance of information and communication technologies in a company’s

daily business is strongly reflected by planning and handling of implementation and

maintenance of ICT systems. To be able to evaluate how ICT ventures are assessed it is

necessary to get an impression of how those ventures are supported even if problems

arise and also how their performance is measured by tangible as well as by non-tangible

means.

Planning and Failure Flexibility
The way a company deals with the daily handling of its own infrastructure reflects

the significance information and communication technologies play in decision makers’

minds. Therefore, not only the possible but—due to the fast development—difficult

planning of the infrastructure as well as the handling of failures and unconsidered us-

ages play a strong role in the interpretation of the perceived importance of ICT in a

company183.

• Existence of an ICT strategy plan: Do decision makers practice long term planning

regarding their ICT infrastructure? Where are advantages and disadvantages seen

in such a planning?

183 See Section 4.1 and 4.4 on Page 33 and 45.
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• Treatment of failed or failing projects: In case ICT ventures fail or show signs of

inadequacy, how do decision makers react to that? Who makes the final call for

cancellation or further support? Additionally, did decision makers experience un-

reasonable and exaggerated support for certain possibly hyped technologies?

• Handling of unintended use: Regarding newly introduced systems, how does the

ICT function consider unintended use: rather as a failure in implementation that

suggests more training or as an opportunity for further improvement?

Measuring Success
According to Section 4.3 and in order to get an impression of how serious the perfor-

mance of a company’s ICT ventures is taken, it is crucial to figure out by which means

management judges the gained tangible as well as non-tangible benefits.

• Economic performance in financial terms: Which measures are used to quantify the

financial success and the monetary advantages of a company’s ICT ventures?

• Measuring non-tangible advantages: How are non-tangible advantages being mea-

sured and evaluated like e. g. capability to increase productivity and efficiency?

5.3.3 Awareness of Strategic Applications

In the light of strategic value there are techniques and ICT systems that offer more po-

tential of improvement than others. That is due to the recency as well as the possibilities

they inherit. In a short interview it is not possible to discuss every system and technique

mentioned in Section 2.1.2. Yet, among those there are two ideas which are of greatest

significance not only because of their recency, but also in terms of their strategic and

controversial value.

Knowledge Management
As seen in the literature research, knowledge management does not only serve as

a big buzzword for the academic guild but finds itself more and more applied in real

life companies. As the expectations concerning a permanent storage of the compa-

nies know-how is strongly seductive, the possible disadvantages are often forgotten184.

Therefore, it is helpful for the assessment of how well thought-out ICT decisions are

in companies to take the technique of knowledge management systems as a guiding

example.
184 See Section 4.3 and 4.4 on Page 41 and 45.
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• Experienced efficiency gains: Which main advantages are expected from a knowl-

edge management system and which where noticed after initiation?

• Discovered problems in knowledge management-techniques: Did decision makers ex-

perience a loss of personal interaction after users had to use knowledge manage-

ment systems and used them intensively? If so, did that lead to a reduction of

efficiency, possibly even to a less productive state than before the introduction?

Stance towards Open Source
The idea of Open Source in terms of computer software lately celebrated its tenth

anniversary with the anniversary of the Open Source Initiative185, but still didn’t find

its definite stance in the business world. A lot of nescience together with ignorance but

also the fear of the Lock-In Effect186 are reasons for the refraining attitude towards those

projects. In order to get an impression of how well informed, updated and reasonable

the answers of the decision makers in this field are it draws an outline also of their

general openness towards new developments and therefore their exhibited flexibility.

It has to be noted that not the attitude about pro or contra Open Source is supposed

to be judged, as this thesis work is intended to stay neutral about that. Still, the quality

of the possible answers already draws a concise picture of the awareness and openness

towards strategic applications.

• Extent of Open Source usage: To what extent is Open Source being used in software

development as well as in application?

• Downsides in Open Source: Which major disadvantages are seen in the application

of Open Source and which problems are being expected?

• Motivations for Open Source: What are the key drivers for the application of Open

Source and where are major advantages being seen?

5.3.4 Arrangement of Topics in Question

The arrangement of the questions takes the criteria for good responses into consider-

ation as described in Section 6.2. In order to get valid and meaningful answers it is

important to be aware of the fact that the interviewees will have a subconscious urge

to present themselves in a good light. Therefore it is advised to start the interview with

185 Tiemann (2006).
186 See Section 2.1.2 on Page 8.
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questions about the environment and the work of the interviewee on the lower more

practical abstraction level to more general questions about the perceptions of their own

position, influence and power.

By following this idea, the interviewee builds up a foundation for a first impression

on the characteristics of his work. That will make it harder for him to put himself and

his work in a better light in the later course of the interview which would not reflect

his actual position in the company and also gloss over possibly encountered problems

or deficits.

Hence, the interviews will start out with the assessment of the inner-company rela-

tionships, will proceed to the subtopics of ICT handling, which in turn will be followed

by investigating the awareness of strategic applications. After that, the rather broad

and general questions about Swedish originalities will follow, ending with the general

perception of the importance of the ICT function and the according subtopics, respec-

tively. The according questions in the subcategories are therefore aligned in a way that

makes the transfer to a new topic easy and smooth, concealing the subtle course of the

interview.

5.4 Final Questions for the Questionnaire

The above questions for the interviews are divided into mandatory and optional ques-

tions. This distinction is necessary since some of the expandable questions are follow-

ups and might already be answered in preceding ones. Furthermore, expendable ques-

tions will not be discussed if the interview is being pressed for time, i. e. optional ques-

tions are only posed if time allows it.

The following pages will present the questions to be posed to the interviewees. As

not all questions will be mandatory, a black star (Æ) will be used to mark compulsory

questions and distinguish them from expendable ones.

I. Inner-Company Relationships:

1. ICT personnels’ relationship with line management:

- How intense is mutual consultation with the functional middle management

regarding decision making and planing of new ICT projects? Æ

- Does line management rather rely on external or internal ICT professionals or

on both to an equal extend? Æ

2. Change management:
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- When it comes to new ICT ventures, which priority does training of both ICT

staff and regular users have? Æ

- How important is it to persuade the staff to actively support new projects and

ventures in the company?

II. Planning and Failure Flexibility:

3. Existence of long term ICT strategy plans:

- How detailed is the long term ICT planning with respect to a possible outdat-

ing of technologies and planning itself? Æ

- What is the maximum time horizon in those plannings? Æ

4. Treatment of failed or failing projects:

- Were there occurrences of experienced unreasonable support for failing

projects and how intense were they? Æ

- Who has the final call for cancellation of further support for the project?

5. Handling of unintended use:

- How is unintended use interpreted: as a need for more training or as an

opportunity for improvement? Æ

III. Measuring Success:

6. Economic performance in financial terms:

- By which means are monetary advantages of a company’s ICT equipment

quantified? Æ

7. Measuring non-tangible advantages:

- Which measurements are used to evaluate non-tangible advantages like pro-

ductivity increase and efficiency? Æ

IV. Knowledge Management:

8. Experienced efficiency gains:

- What kind of knowledge management systems are used and what are the

main advantages to be expected? Æ

9. Discovery of problems in KM techniques:

- Was there a loss of personal interaction or other disadvantages experienced

in the past due to new KM systems and methods? Æ

V. Stance towards Open Source:
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10. Extent of Open Source usage:

- To what extent is Open Source being used in software development as well as

in external applications? Æ

11. Downsides in Open Source:

- Which major disadvantages are seen in Open Source?

12. Motivations for Open Source:

- What are the key drivers for the application of Open Source?

VI. Swedish ICT Handling:

13. Level of outsourcing:

- To which extent is software development, deployment and management being

outsourced? Æ

- Has there been an increase or a decrease of software related outsourcing in

the recent years?

- To which extent is the management and maintenance of hardware being out-

sourced? Æ

- Has there been an increase or a decrease of hardware related outsourcing in

the recent years?

14. Assessment of leading edge and ancient applications and technologies:

- How do decision makers assess their ICT progressiveness: as ancient, as close

following or as early adopting? Æ

15. ICT skills of the workforce:

- In case the company also employs workers in foreign countries, how do ICT

managers evaluate the skills of Swedish workers in comparison? Æ

- On what basis is this assessment founded?

VII. Importance of the ICT Function:

16. Expected changes in CIO’s role:

- In the recent years, has there been a change regarding the influence of the

ICT function on strategic decisions? Æ

17. Historic evolution of CIO’s field of activity:

- What are the anticipated changes regarding the influence on strategic deci-

sions and on the function of the CIO himself? Æ
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- On which particular observations is that assessment based?

18. CIO’s position among top managements hierarchy:

- Is the CIO’s position on the same hierarchical level as the members of the

managing board or is his position below? Æ

- On which particular observations is that assessment based?

A comprehensive overview over the complete questionnaire together with markers on

mandatory and optional questions is given in Table A.1.1 on Page 102 in the Appendix.
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6 Conduction of the Interviews

Before the actual interviews can be conducted, several questions have to be considered.

This starts with the definition of the targeted companies. It has to be defined which

indicators are taken into consideration to include a company in the survey. The next

question to be answered is how a sufficient response rate is defined in general and how

that applies to this work. As a result, a limit to the number of targeted companies has

to be drawn.

The following step is to gather information on the companies to be considered. Those

information include performance indicators as well as general and individual contact

details of the company itself as well as—if possible—the relevant decision maker to

talk to. The first contact with either the company in general or the intended interview

partner has then to be made.

6.1 Preparation of the Interviews

Definition of the Target Group
The companies to conduct the interviews with are supposed to be of a certain size—

they have to be among Sweden’s “big players”187. The size of a company can be de-

scribed by several attributes: the number of employees overall, the number of employ-

ees in Sweden, the turnover as well as a lot of other performance indicators.

There are many Swedish companies featuring huge export figures and massive num-

bers of overall employees. Yet, a lot of those companies do their major production and

management work abroad and only house rather small headquarters in Sweden. Those

companies can not be taken as a representative for the Swedish management approach

as the international influence is too intense. Therefore, in order to find information on

the Swedish perception on the importance of ICT, the number of employees in Sweden

has been chosen as the decisive figure for the size of the company in Sweden.

Adequate Response Rate for the Interviews
As Holbrook et al.188 outline, the response rate is dependent on and influenced by a

number of parameters. The most prominent and most relevant factors are:

187 See Section 5.2 on Page 59.
188 Holbrook et al. (2008), pp. 524–526.
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Incentive for interview participation: Offering a possible incentive is important to stim-

ulate the interviewee’s will for participation,

Length of the interview: The shorter the estimated timeframe of the interview is, the

better are the response rates,

Outer influences: Other factors like available free time of the interviewee, general will-

ingness for participation or economic factors.

In the light of this work these three factors give rather negative impacts on the ex-

pected response rate. That is, as the only available incentive for the interviewee is to

gain access to the findings of this work. Also, the expected length of the interviews

of at least 30 minutes is rather long. Other negative influences result from the posi-

tion of the interview partners and the global economic crisis during the conduction of

the interviews in 2009/2010. As the interviews target decision makers with intense re-

sponsibilities in their line of work, their free time at disposal will be very limited. This

limitation is expected to be even stronger in times of economic crisis.

Holbrook et al.’s189 results denote an overall response rates that varied from 4 % to

70 % and averaged 30 % (mean = 0.30, standard deviation σ = 0.13, min = 0.04,

max = 0.70, N = 114), featuring positive impact parameters. An initial free guess

based on these results and respecting the negative factors described above results in an

expected response rate of 10 % of the contacted companies.

In order to curtail the number of possible companies to interview a line has been

drawn that limits the number of focal companies to the 100 biggest ones. This number

has been chosen so that the companies still feature a relevant size while maintaining a

decent probability for a representative response ratio.

Gathering Information on Swedish Companies

In order to retrieve information on the companies in question the website

http://www.largestcompanies.com from Nordic Netproducts AB190 was used. There,

detailed information on the company’s key figures like turnover, number of employees

and others are given. The information on the 100 biggest employers ordered by num-

ber of employees in Sweden191 thereof has been extracted and listed in the Appendix in

Table A.1.2 and A.1.3 on Page 103 and 104.

189 Holbrook et al. (2008), pp. 511–515.
190 Nordic Netproducts AB (2009).
191 Retrieved figures on companies represent the fiscal year 2008.
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First Contact with Interview Partners
In order to initiate the first contact with the possible interview partners three different

approaches have been taken. These approaches depended on the availability of contact

information on the responsible ICT decision maker.

For one-third of the companies listed on http://www.largestcompanies.com informa-

tion on the names of the responsible CIOs was given. For those companies a mail

has been sent to the guessed address firstname.lastname@company-domain.tld192.

If no bounce returned it was assumed that the constructed mail address reached its

destination.

In case of a bounce notification another mail was sent to the general contact address of

the company, asking to forward the attached and personalised mail to the corresponding

decision maker193. If it was not possible at all to retrieve information on a possible

interview partner a generalised mail was sent to the company’s info@-address194.

Table 3: List of interview partners in chronological order of interviews
Company Industry Sector Interview Partner Position
1. Scania Manufacturing (motor vehicles) Anne-Marie Öhlén Head of IT Infrastructure
2. Gambro Manufacturing (medical instruments) Johan Westman Director of IT - Technology & Architecture
3. Scan Service (wholesale of food) Mats Ahlbäck Chief Information Officer
4. Procurator Service (wholesale of industry supplies) Leif Trulsson Chief Information Officer
5. Nordea Financial industry (banking) Mats Gidlund Head of Architecture IT Solutions
6. Ragn-Sells Service (refuse disposal) Martin Ekblom Logistik-, IT- och inköpschef
7. Posten Service (postal services) Joss Delissen CIO Posten Norden
8. SAS Transport (air transport) Björn Fagerstedt VP IT Architecture & Program Management
9. Nordea Financial industry (banking) Tapio Saarelainen Head of Group IT
10. Busslink Transport (passenger land transport) Gert Gotin IT Manager
11. SKF Manufacturing (fabricated metal products) Göran Ljungdahl Group CIO
12. Securitas Service (security activities) Sune Nanberg Head of IT Securitas Group
13. Saabgroup Manufacturing (aircraft) Peder Johansson VP ICT Operations
14. Södersjukhuset Service (health and social work) Lars Carlsson Medicinteknisk chef, tf IT-chef
15. Veolia Transport Transport (general land transport) Edvard Brinck IT Manager

As a result of this approach 15 decision makers agreed to participate in a telephone

interview. The interview partners are listed in Table 3. It is worth mentioning that out

of these 15 contacts, 13 persons were contacted personally with the researched name

and the guessed mail address. Only one of the participating persons was contacted

indirectly with known name but unknown mail address and one of them was not known

in advance at all. This outcome renders the generalised attempt of contacting decision

makers futile.
192 See Figure A.1.2 on Page 105 for a template of a first-contact mail to companies with known interview

partners and guessed corresponding e-mail addresses.
193 See Figure A.1.3 on Page 106 for a template of a first contact e-mail to companies with known

interview partners but unknown e-mail addresses.
194 See Figure A.1.4 on Page 107 for a template of a first contact e-mail to companies without information

on possible interview partners.
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It is noteworthy that two of the interview partners are from Nordea. Yet, they are

from different divisions in the ICT department with different positions in the company’s

hierarchy. Therefore, it is considered worthwhile to take both standpoints into account,

especially as Nordea is the only company representing the financial sector in this survey.

6.2 Criteria for Good Responses

In order to maintain a high quality among the responses by the interviewees, criteria for

good responses have to be kept in mind. Whether the interviewer succeeds in obtaining

the information he seeks will depend entirely on the communication that takes place

between him and the respondents during the interview itself—that is, in the course of

the question-answer process195.

No matter how capable and willing the interviewer is, the respondent cannot know

the scope, the quantity or the level of the information that the interviewer is seeking in

advance of the questions. Therefore, the questioning process itself must communicate

enough hints to the respondent about the characteristics of the desired information to

enable her or him to shape a response that meets the interviewer’s needs and criteria196.

Furthermore, a differentiation between a high level of response participation and high

quality of responses in terms of overall quality of responses has to be made. The reason

for that lies in the fact that interviewees, confronted for instance with a contradiction

between two of their responses, may well reduce the level of participation, and yet such

a confrontation may be essential to the validity of the response material, increasing its

overall quality197.

Conversely, if respondent participation becomes excessive, it is always possible that

the interview might develop a social quality that may reduce the relevance of the re-

sponse material. For that reason, it is important to keep in mind that respondent partic-

ipation must be evaluated not in absolute terms but always in relation to the quality of

the response. The interviewer has to be aware of that fact in order to be able to guide

the interview in a direction that helps maintaining the wished quality of the outcome.

In this context, Richardson, Dohrenwend and Klein198 define certain criteria for good

interview courses in their book “Interviewing”, dividing them into generalised and spe-

cialised response characteristics.

195 Richardson et al. (1965), p. 127.
196 Ibid.
197 Ibid., p. 130.
198 Ibid., pp. 130–135.
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Generalised Response Characteristics
Generalised response characteristics are those sought in all interviews. They regard

the validity, relevance specificity, clarity and coverage of the responses199.

Validity: Different ways of assessing the validity of a response can be given. First of

all, the interviewer may research some external evidence about the questioned

issue and then check if the answers correspond to those facts. In the light of this

thesis this is rather difficult, as the possible answers are supposed to be subjective

anyway200.

The second check is to control if the answers the interviewee gives to different but

adjacent issues overlap and show consistency. Furthermore, the style or manner of

the responses may be taken into account. That is, if the interviewee shows doubt,

seems uncertain or hesitates in his responses.

The third source of validity is based on the motivation of the interviewed person,

meaning if there are reasons for the interviewee not to give valid responses. For

that reason it has to be kept in mind that the interviewee might be worried about

his personal and professional reputation. The interviewee might be tempted to

answer in a way he thinks the interviewer might expect him to. This is a natural

way of interaction201. Still, the awareness of this reciprocal influence is crucial in

conducting and interpreting the interviews.

Relevance: In order to maintain a good level of relevance throughout the course of

interviews it is important to keep track of the relevance of the answers. While

asking rather open questions it is difficult to have a defined boundary of what is

relevant. Yet, after the first couple of answers the big picture will clear up and the

interviewer will gain the ability to focus questions on relevant issues and has to

make use of that202.

With more narrow questions it is easier to maintain a good relevance among the

whole survey, although it can lead to a reduced participation among interviewees.

Therefore this thesis work makes use of both more narrow and broader questions.

Specificity and clarity: Specificity and clarity among the gained answers is directly inter-

connected to the preceding relevance. It is possible that interviewees give answers

which rather have the character of conclusions themselves due to a wide range

of experience, but give no indication on which evidence that conclusion is based

199 Richardson et al. (1965), pp. 130–135.
200 Ibid., p. 130.
201 Compare also Section 3.3 on Page 28 on the mutual interaction of interviewer and participant.
202 Ibid., p. 132.
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upon. Likewise, the lack of further sources like dates, names and places is usually

an obstacle when interpreting an answer in a suitable manner203.

Coverage: In order to exploit the maximum information from an interview the intervie-

wee has to have a basic schedule of his questions. Furthermore, as the timeframe

of an interview is usually limited, it is also advised to distinguish between vital

questions and optional extra information204.

Specialised Response Characteristics

The specialised response characteristics do not apply to all types of interviews but are

applicable only to certain kinds205. Yet, they cannot be seen in isolation but only in

conjunction with the foregoing ones. A response that features depth is still of little help

if it is not relevant in the scope of an interview.

Depth: Depth in an interview boils down to the feelings, emotions and thoughts of

an interviewee. As this thesis work aims to gain objective findings from rather

subjective answers, it has to be kept in mind to not engage too much in these kind

of responses206.

Unexpected responses: As the interviewer might not know enough about the intervie-

wee’s line of work to be able to formulate all of the most productive questions,

he may welcome unanticipated responses as a source of valuable input for further

questions207.

Length of response: Obviously, there is no direct connection between length and qual-

ity of a response. Hence, it is important to define in advance what amount of

information the interviewer expects on his questions. Therefore, this thesis work

makes use of questions expecting rather short answers that are easily interpreted

and also questions that intend to motivate the interviewee to talk freely208.

Is vital for a good and rich outcome to keep the generalised and specialised response

characteristics in mind before, after and especially during the interviews. It is important

to respond to different situations during the interviews in a proper way and not to

consider the course of the interviews as static.

203 Richardson et al. (1965), p. 133.
204 Ibid., p. 134.
205 Ibid., pp. 135–136.
206 Ibid., p. 135.
207 Ibid., p. 136.
208 Ibid.
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Phrasing the Right Questions
In order to get meaningful and unaffected results from an interview, the phrasing of

the questions is of great importance. In their introduction to leading questions Richard-

son et al. define two main characteristics of them209:

Expectations: Expectations are those components of a question by which the inter-

viewer indicates the response he anticipates the respondent will give or not give.

It can generally be identified by the syntax and logic of the question210. As expec-

tations may lead the interviewee to answer in a certain direction it is important to

avoid assumptions as far as possible.

Premises: A premise—both tacit and explicit assumptions—builds and depends on prior

information. As basically all questions contain premises to some extent, the sig-

nificance of this component depends on whether the premise is informed or un-

informed. Therefore, it is crucial to maintain the premise on a question as well

informed as possible in order to not have the answer led into a wrong direction211.

6.3 Execution and Logging of the Interviews

As the expected time frame of the interviews was more than 30 minutes each, it was next

to impossible to log the results of the conversations in real time or to write a verbatim

report from memory. Therefore, the Voice over IP-based PBX212-software “Asterisk” was

set up offering the possibility to record each interview individually and digitally into

a file. Doing so facilitated to fully concentrate on the interviews and the interview

partners during conduction of the phone calls and to write down the results subsequent

to the interviews.

The interviews themselves followed the guidelines from Section 6.2 regarding criteria

for good responses. The questions from Section 5.4 were posed in the same order to

each interviewee in order to ensure a comparable interview course.

Logging of the interviews started by writing down an initial walk-through of the inter-

view, containing only the timeframes of the relevant answer sections. Subsequently, the

contained statements were put into bullet points and written down in a spreadsheet.

The detailed results are presented in chronological order on Page 138 et sqq.

209 Richardson et al. (1965), p. 171.
210 Ibid., pp. 173–175.
211 Ibid., pp. 175-177.
212 PBX: private branch exchange; a telephone exchange that serves a particular business or office.
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7 Analysis of the Results

The companies participating in the interviews are a representative cross section of ma-

jor Swedish industry sectors. Those sectors are the financial industry, the manufac-

turing sector, the service industry as well as the transportation sector. In order to get

meaningful propositions from the interviews, the interviewed companies are split into

corresponding industry sectors. This categorisation is presented in Table 7. The de-

tailed answers to the questions of the questionnaire are given on Page 160 et sqq. in the

Appendix.

Table 4: List of Interview Partners ordered by Industry Sector
Company Industry Sector Interview Partner Position
Nordea Financial industry (banking) Mats Gidlund Head of Architecture IT Solutions
Nordea Financial industry (banking) Tapio Saarelainen Head of Group IT
Scania Manufacturing (motor vehicles) Anne-Marie Öhlén Head of IT Infrastructure
Gambro Manufacturing (medical instruments) Johan Westman Director of IT - Technology & Architecture
SKF Manufacturing (fabricated metal products) Göran Ljungdahl Group CIO
Saabgroup Manufacturing (aircraft) Peder Johansson VP ICT Operations
Scan Service (wholesale of food) Mats Ahlbäck Chief Information Officer
Procurator Service (wholesale of industry supplies) Leif Trulsson Chief Information Officer
Ragn-Sells Service (refuse disposal) Martin Ekblom Logistik-, IT- och inköpschef
Posten Service (postal services) Joss Delissen CIO Posten Norden
Securitas Service (security activities) Sune Nanberg Head of IT Securitas Group
Södersjukhuset Service (health and social work) Lars Carlsson Medicinteknisk chef, tf IT-chef
SAS Transport (air transport) Björn Fagerstedt VP IT Architecture & Program Management
Busslink Transport (passenger land transport) Gert Gotin IT Manager
Veolia Transport Transport (general land transport) Edvard Brinck IT Manager

The following sections sum up the results from the interviews, abstracting from the in-

dividual companies by using the above categorisation and consolidating the results into

the major three fields of the questionnaire: the handling of ICT ventures, the awareness

of strategic applications and the role of the CIO. In the end of this chapter, the results of

the interviews will be matched against the findings from the literature research in Chap-

ter 4 in order to find possible deviations of the academic standpoint from the stance of

the practitioners.

7.1 Handling of ICT Ventures

The strategic relevance of information and communication technologies in a company’s

daily business is strongly reflected by planning and handling of implementation and

maintenance of ICT systems. The interview partners were willing to provide a lot of

information on the approaches in their respective companies.
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7.1.1 Planning and Failure Flexibility

Existence of ICT Strategy Plan214

The long term ICT planning in the financial industry encompasses a timeframe of

2 to 3 years. The long term planning is of a rather high degree of abstraction with

intentions and directions rather than technical details on implementational options.

The ICT planning is directly derived from the business strategy. This also poses the

biggest challenge in planning as the needs from the business entities are changing very

fast and often.

The strategic planning in the manufacturing sector has a horizon of 3 to 5 years. The

major issues in long term planning are life cycle management and integration issues. In

general, the plans are in sync with the business cycle and compiled with mutual input

from and with the business function, considering ICT as a support organisation to the

business.

The service sector has an average timeframe of 5 years in long term ICT planning. The

major issues being outlined are regarding the general architecture as an abstraction

of the implementation. Also, the planning is done in close alignment with business

leadership and its requirements.

Planning in the transport sector encompasses ranges from a 3 years horizon for gen-

eral architectural issues to 10 years regarding mission critical systems that give the

possibility to gain severe business advantages.

Treatment of Failed and Failing Projects216

In order to avoid deviations in projects courses, the financial sector keeps close track

of their projects. Follow-ups are done on a monthly basis and there are procedures in

place for handling projects which are having problems. There is an assumed percent-

age of 1 % of projects with unreasonable support, which exists mostly due to political

reasons.

Manufacturing companies assure to do pre-studies to avoid unreasonable support for

ICT projects. Also, monthly reports on a project’s progress and on possible deviations are

done. Yet, unreasonable support as well as unrealistic expectations are known problems

to some of the companies.

The situation in the service sector is coherent: basically all interviewees state that

in the past they experienced problems in new ICT ventures. Yet, those problems are

214 See Table A.3.5 and A.3.6 on Page 143 and 144.
216 See Table A.3.7 and A.3.8 on Page 145 and 146.
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reduced to a minimum nowadays due to intense piloting, a strong focus on business

processes, thorough requirement analyses as well as close consultations between the

ICT function and the demanding units in the company.

The transportation industry also experienced occasions of unreasonable support for

obviously failing projects. The number of those incidents has declined massively over

the recent years though, as consultation with line and top management intensified over

time.

Handling of Unintended Use218

The question on unintended use of existing and new ICT systems aroused some con-

fusion in terms of what to understand as unintended use. As a result, the answers were

rather inconsistent throughout the industry sectors, some interview partners could not

even find any answer to it.

As a general outcome of this topic, the usage of new systems is being monitored

throughout their introductory process as well in their early lifecycle in order to avoid

deviations from the intended way of application. If unintended use would occur though,

it will be basically seen as an opportunity for improvement that might give good insight

into issues that would have been overlooked in the first place.

It is noteworthy that without being asked, some of the interviewees directly started to

explain how the responsibility structure would look like in such events. That underlines

how serious those problems would be regarded if they would turn up.

7.1.2 Measuring Success

Economic Performance in Financial Terms220

The assessment of economic effects of new ICT ventures on a company’s balance

sheet is taken very serious in the financial sector. No new project is approached without

being based upon and flanked by a business case concerning e. g. increasing revenue

and decreasing cost. Also, the benefits are monitored in the financial period following

the implementation phase in order to verify and to follow-up the forecasted beneficial

impacts.

In the manufacturing industry the monetary monitoring of ICT projects is equally

intense. Pre-calculations are done beforehand an actual implementation and business

cases are set up for each major venture. Also, the effects on the return on investment

218 See Table A.3.9 on Page 147.
220 See Table A.3.10 on Page 148.
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(ROI) are estimated and possible deviations are monitored by key performance indica-

tors (KPI) and performance benchmarks in order to react on unforeseen amplitudes of

cost.

On average, the companies of the service sector do economic follow-ups of ICT spend-

ing only to a small extent. This is justified by the fact that the cost of and the spending

for existing and new ICT is already at a very low level. Therefore, there is low pressure

to further reduce the cost. The focus is rather on reliability than on further cost reduc-

tion. Only big projects have their own business plans, yet no information on further

cost follow-ups have been given for that matter.

In the transportation sector the spendings on ICT have a higher significance. This is

due to the fact that new projects have a business case with financial guides for e. g. max-

imum pay-off time. Also cost follow-ups are a common measure among the interviewed

companies in order to track the actual success of new projects.

Measuring Non-Tangible Advantages222

The financial sector has descriptions of improvements in data quality, process effi-

ciency, accuracy and other non-tangible corner stones in place. Furthermore, every

project has to have a business case not only considering monetary advantages but also

concerning issues like increased productivity or shortened processes. There is a moni-

toring system in place to track the realisation of those benefits. Yet, the follow-up on

the major business cases has room for improvements. That is due to the vast num-

ber of changes and the possible overlaps of them in the company. Those make the

identification of the causes of non-tangible improvements difficult.

There is no general approach towards non-tangible effects in the manufacturing sec-

tor. It is seen as difficult to identify the reason for those benefits. There are attempts

to calculate e. g. the efficiency gains of a sales person. Also, questionnaires to people

in the process are sent out to get feedback. Yet, there are mostly subjective feedback

systems used regarding ICT. Aligning those results with KPIs is planned, nevertheless it

has not been implemented.

In the service sector, the measurement of non-tangible performance of ICT relies

rather on a gut feeling. It has been stated that nobody in management wants to be

concerned about ICT. It is seen as a service that is just supposed to work. As a con-

sequence of the rapid and constant state of change in business processes due to other

factors than ICT the measuring of non-tangible advantages is seen as difficult to impos-

sible.

222 See Table A.3.11 on Page 149.
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As for the preceding industries, the transportation industry also considers measuring

and identifying why an advantage has been gained as difficult. It is understood that it is

easier to measure non-tangible advantages in production rather than e. g. the efficiency

among white collars. Therefore, projects are only measured from a cost perspective as

no good and no reliable mechanism for the assessment of non-monetary advantages is

in place.

7.2 Awareness of Strategic Applications

In terms of their strategic value there are technologies which offer more potentially

competitive advantages than others. The interviewed decision makers gave significant

insight on their own assessments of those techniques.

7.2.1 Knowledge Management

Experienced Efficiency Gains224

For good reasons the use of knowledge management systems (KMS) in the financial

industry is very limited. As most of the information being processed stands for big

amounts of money, the handling of information is very closed. A lot of restrictions

and the existence of confidential information lead to very little KMS usage. The only

noteworthy systems are wikis in experimentational stage in the ICT department and

little use of Microsoft SharePoint.

A different situation is at hand in the manufacturing sector. As it is very dependent

on research in order to develop new products and innovations the use of KMS is more

intense here. Also, the workforce changes more often than in former times which makes

it more important to capture the knowledge of the employees. Yet, the information is

handled with care as a possible loss of research results or drafts of new products can

mean a severe setback for a company that depends on those results. Another major

way of exchanging and capturing knowledge in the companies is seen in collaboration

tools like Microsoft SharePoint, Microsoft Groove, Microsoft MSN and wikis but also in

applications like video conferencing and web meeting tools, which as a side-effect also

reduce overall travelling cost by a large extent.

In terms of knowledge management the service sector is split in two. The wholesaling

part of the sector makes little use of knowledge management. The most noteworthy

application is to gather external information from market research companies and to

224 See Table A.3.12 on Page 150.
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process them in-house. The other part consists of Securitas and Posten, two compa-

nies which intensively rely on the exchange of information. Therefore, they run broad

intra- and extranets and mixtures of wikis, Microsoft SharePoint installations and inner-

company social-networks. Södersjukhuset does not run any KMS whatsoever.

In the transportation sector knowledge management is used mainly for the support of

customer care and by the in-house ICT departments. Hence, knowledge management on

business processes is mostly done in a top-down-way and used to address the competent

people in their respective areas, facilitating them to exchange information, knowledge

and experience.

Problems in Knowledge Management Techniques226

Due to the overall lack of application of knowledge management techniques, the ques-

tion regarding possible problems has not been answered extensively. In contrast to the

preceding research in Section 4.3, decision makers are aware of the significance of

physical meetings and personal interactions. KMS are only regarded as an addition to

information management in a company. Possible disadvantages in an over-application

of KMS are known, yet not experienced.

7.2.2 Position towards Open Source

Extent of Open Source Usage228

In Nordea—the representative company of the financial sector—Open Source is only

applied in the ICT department. There, it is basically used for software developing pur-

poses with no active support for Open Source projects whatsoever. One reason for that

is the lack of packaged softwares in the banking business which leads to a very frag-

mented software market. Therefore, very little Open Source is used as most of the

application portfolio is proprietary. Also, the vendor has to be of a certain size to be

able to provide stability in terms of trust and support which is an obstacle regarding

most Open Source providers.

To the other three sectors, the concept of Open Source is only used to a small extent.

If decision makers were able to name actual applications of Open Source in their re-

spective companies, the major form of use was in terms of software development and

security applications. In those cases, the in-house software developers use and also

participate in the development of Open Source.

226 See Table A.3.13 on Page 151.
228 See Table A.3.14 on Page 152.
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Downsides in Open Source230

The disadvantages that are seen in the application of Open Source are shared through-

out all four industry sectors. One problem is basically a legal problem as due to Open

Source licensing, the re-publication of own developments usually is mandatory. It is

commonly expected that this will lead to a loss of the gained business advantage and

the intellectual capital.

Also, the support perspective is understood to be problematic, because non-

commercial Open Source projects only have personal obligations to fix possible prob-

lems. In those cases, there is no legal enforcement at hand. Another point is that

Open Source solutions tend to be a lot narrower and more specific than the customer-

tailored developments by commercial competitors. In addition, regulatory requirements

for support are mentioned as a major obstacle for Open Source implementations.

The intensity of training of users which are used to certain commercial systems from

long-established vendors also poses a huge obstacle. A broad need for support as well

as user reluctance to learn new systems and processes are seen here. Commercial closed

source softwares are more accepted and therefore there is less resistance being expected

from the user. In line with this goes that the patch handling and the expected inten-

sity of general maintenance is considered to be more demanding with Open Source

applications, possibly also making the ICT staff reluctant to become familiar with those

systems.

The intense industry diffusion of software of certain de-facto standards231 also poses

a problem. There are more companies offering development and support for broadly

available and well-known commercial closed source softwares than there are supporters

of less-known Open Source projects.

Due to the fact that softwares by commercial competitors are seen as better supported

by the vendor, the anticipation of a cost advantage in Open Source is very little. The

majority expects commercial closed source products to be more costly in terms of licens-

ing cost, yet the user acceptance and lesser training cost are strong arguments against

Open Source. Therefore, Open Source is not seen as a big possibility to reduce cost or

to gain any other benefits whatsoever.

230 See Table A.3.15 on Page 153.
231 De-facto standard: no relevant law or commonly agreed upon standard, but common and well estab-

lished practice that is considered the accepted norm.
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Motivations for Open Source233

As cost reduction is not an issue for applying Open Source, it is interesting to gather

what else there is to be seen as positive in Open Source developments. As the minority

of the companies actually apply Open Source applications in their line of work, the

follow set of arguments can only serve as a collection of expectations.

In general Open Source is considered as stable and it fulfils the needs of most of

the users. Also, motivators can be flexibility and adaptability due to the availability of

source code.

The Lock-In Effect as well as sunk cost234 are known problems with commercial

products and therefore drivers for Open Source evaluations. Therefore, Open Source

software would have to be kept unaltered though, which in turn would reduce the

advantage of flexibility and adaptability.

The concept of Open Source helps to keep up competitive pressure to the main soft-

ware suppliers. That is, because it increases the number of alternative vendors when

evaluating the possibilities of approaching the solution to a problem.

7.3 Role of the CIO

The over- and underestimation of the CIO’s influence plays a dominant role in the long

history of considerations regarding ICT. A valuable overview was given in the interviews

on how the decision makers see their own appreciation in their companies.

7.3.1 Swedish ICT Handling

Level of Outsourcing236

In the financial industry the operation of mainframes and servers, i. e. the ICT in-

frastructure, is almost completely outsourced. Also the architectural maintenance is

subcontracted to a major extent and bought-in as a service. The application develop-

ment and maintenance on the other hand is implemented and supported by external

vendors by around 10-20 %.

For the decision makers of the manufacturing sector, it is commonly understood that

architectural and infrastructural services are more general and can therefore be out-

sourced to a large extend. Yet, a consistent trend cannot be identified. It is common

233 See Table A.3.16 on Page 154.
234 See Section 2.1.2 on Page 8.
236 See Table A.3.17 on Page 155.
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sense though, that software poses the possibility to provide business advantages, there-

fore 70-80 % of software development is done in-house. In general, what is seen as ICT

commodity is being outsourced and one principle is established: “don’t develop where

you can buy”. On average, a weak trend can be identified towards getting outsourced

services back in-house.

In the service sector a strong trend towards subcontracting ICT in general is identified.

The hardware—i. e. servers and desktops—is getting outsourced to a large extent, so are

helpdesk services and services for business oriented systems like applications for ERP

and CRM. It is safe to say that there is a general trend towards more outsourcing in the

service business with an internal ICT department that coordinates and supervises the

bought-in services.

The transportation industry draws a similar picture in terms of outsourcing activities.

There is a general trend to buy-in infrastructural and hardware oriented services and

also the support of the users is partly in the hands of external partners. The major

function of the ICT department is to act as an interface between business and exter-

nal vendors and to meet the ICT needs of the company’s functions with the bought-in

services.

Progressiveness of the Companies’ ICT238

The Swedish companies in general are well aware of the possible risks that can lie in

too progressive ICT systems. These risks are seen in a possible instability due to little

testing, high development cost as well as time pressure and therein reduced product

quality. Therefore, the decision to be on the leading edge is only taken where a severe

competitive advantage is being expected. In systems which represent a commodity no

need to be progressive is seen.

Examples for situations in which a leading edge attitude is seen as useful are in prod-

uct development. In this case being ahead can mean a serious order-winner and thereby

advantage over the competitors. The same goes for security related ICT systems and sys-

tems in the health services, as more advanced systems can prevent intruders and save

lives respectively. Also, business supporting systems like planning of scheduling timeta-

bles in the transportation sector are applications that can offer business advantages over

the competitors.

ICT commodities on the other hand are the general infrastructures which are sup-

posed to “just work”. Where blackouts and breakdowns of potentially unreliable sys-

tems can mean a severe loss of assets, decision makers become very reluctant to be

238 See Table A.3.18 on Page 156.
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ahead and to try new technologies. In that context, the strategy is to rather wait for

maturity of the new systems.

Perception of Swedish ICT Skills240

The industry sector of a company does not neccessarily influence the average ICT

skill level of its workers. Therefore, the assessment of the Swedish ICT skills is to be

evaluated disregarding the company’s field of action.

The general opinion of the interview partners is that the Swedish workforce—ICT as

well as the average user—shows a higher ICT skill level on an international comparison.

This assessment is backed up by several observations.

Young Swedish ICT professionals are rather early adopters, they are seen as more

curious, rather prepared to use new technologies and very open to new developments

and to adopt new techniques. Also, Swedish users are understood to be in the leading

edge of personal knowledge and ICT experience. Scandinavian staff is highly inno-

vative, aligned to the goals of the company and they think out of the box. In direct

comparison, they are more agile than e. g. Central Europeans.

Another valued specific characteristic exists in the Swedish way of work. As Swedes

supposedly have a stronger need for consensus and debate, the starting phase of a new

project takes longer than staffed with people from other descent. Concluding though,

that is considered as an effective way of running projects and it is seen as similar to the

Japanese way of work.

The skills of the ICT staff are understood as being above average, they are more will-

ing to use new technologies and less conservative towards well-established techniques.

Also on the users side, the ICT adoption and diffusion is very high.

Several causes were given for the more advanced ICT skills. At first, the low density in

population still leads to a stronger urge to be connected through Internet. It is assumed

that for this reason, Sweden is still ahead when it comes to the number of devices

connected to the Internet. Due to the high ICT penetration the Swedish use of ICT is

assessed to be on a very high level due to the intense unconscious training.

Furthermore, people in Sweden get responsibility more early in their careers. There-

fore, the possibility to develop intensive skills and experience in a more rapid fashion is

much bigger. In addition, the Swedish view on ICT is more creative, it “gives a longer

leash”. As a result, Swedish ICT professionals are more dynamic and seen as more

“Picasso-like”.

240 See Table A.3.19 on Page 157.
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7.3.2 Importance of the ICT Function

Historic Evolution of the CIO242

In the banking business, the focus on ICT has increased among top management.

The time spent on ICT questions in group management meetings is more than years

ago while the ICT discussion has been moved from sole ICT concerns to the business

organisation. Therefore, ICT can be seen as a more strategic issue than earlier. It is

perceived that the discussion of ICT in the business has gotten much more mature than

it was before. The ICT function is not isolated anymore but is a part of the business

organisation with a shared operating model.

A similar assessment of the development is given in the manufacturing industry. The

understanding of which business advantages are linked to ICT investments as such has

grown. It has evolved that ICT is a regular part of business. Therefore, ICT is now a

business commodity i. e. necessity. A general move of the ICT function from a simple

software provider to a partner of the business is seen while the role, importance and

influence of the CIO has grown. That is due to the fact that the business becomes more

and more dependent on ICT and its role has shifted from simple execution to vendor

management and service delivery.

Also for the companies of the service sector, the impact of ICT has massively increased.

The ICT division moved from an order executing commodity to a department of strate-

gic value where it is understood that “Influence comes when you add value”. ICT is

interpreted as one of the tools to drive business flexibility and efficiency. Therefore,

its importance increases and the need to apply ICT in a structured and aggressive way

intensifies as well. Consequently, maintaining a very close connection to the business

management is perceived as crucial.

The same situation is being apprehended in the transportation industry. The CIO’s

role has become a lot more important throughout the last five years. That is because

almost all business processes are heavily depending on ICT so that today only very

few business development initiatives can be implemented without ICT considerations.

Historically, ICT was seen only as a cost driver, yet in the recent years it became more

involved in business development and in the strategic planning of the company. As a

result, ICT is now a big part of the long-term planning of the companies.

242 See Table A.3.20 on Page 158.
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Expected Changes in CIO’s Role244

Throughout the industry sectors the impact and the influence of the ICT function and

the CIO is seen as increasing. In the financial sector ICT will become more important

as banking services and parts of the value chain will be sourced out. Therefore, top

management will have to consider the ICT perspective and implications even more, as

the ICT function will serve as a central lynchpin connecting the differently sourced parts

of the company. Moreover, the yearly ICT investments are very large making it more

strategic and more important to the general business. It is expected that in 5 years the

CIO will be on the chief officer-level.

In the manufacturing sector, the perceived possibility of gains by ICT to the financial

period is more obvious than it was before. As ICT has gained more influence on business

processes (ERP, MRP, financial systems) a further growth of the CIO’s importance is

expected. In addition, the business is aware that ICT can be an activator to do more

business and more cost-efficient production.

ICT will become more of a driver to the service industry than it was before. That is,

as ICT questions nowadays are on the management team’s agenda.

The strategic relevance of ICT will also rise in the transportation industry as interac-

tion with business units and division managers intensifies. A strong move to centralisa-

tion of ICT is anticipated.

CIO’s Position among Top Management246

In Nordea, the CIO is reporting to the COO who is on the same level as the CRO and

CFO, i. e. the board of directors. It is expected though, that on a 5 years basis the CIO

will be on the chief officers’ level.

In the manufacturing sector, the CIO either reports to the CFO or the COO. Yet, au-

thorities like ICT boards have emerged on which the ICT function reports directly to the

CEO. In general, a change to that constellation is not expected.

The CIOs of the service companies on the other hand are members of their respective

management boards. Their departments are on par with the other business units while

the CIO reports directly to the CEO.

In two of the three companies of the transportation industry, the CIO’s reports to the

CFO, only in SAS he reports directly to the CEO. On average, no change is expected on

this constellation in the future.

244 See Table A.3.21 on Page 159.
246 See Table A.3.22 on Page 160.
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7.3.3 Inner-Company Relationships

Mutual Consultation with Line Management248

In the financial sector, the ICT organisation is mirroring the business organisation,

resulting in a tight relationship. The frames for projects are given by the business units

also and especially in terms of ICT investments. This results in a clear allocation of

tasks and a strong business-wise alignment of the ICT function as such. In new projects

a strong internal ICT steering is present with selective sourcing regarding external staff.

The primary contact is therefore always the internal ICT manager.

The general strategy of the manufacturing industry is to have an ICT department

which acts basically as an ICT supervising function. It keeps the ICT in tight alignment

with the business and the producing functions. For the execution of new ICT ventures,

external staff is used just where the in-house know-how ends—internal ICT know-how

is very much appreciated. The project leadership is always staffed by internal personnel.

In the service industry, the business function understands the ICT department as a

supporting service function. The line management defines demands and needs, which

then are implemented by ICT. Yet, a strong trend is seen in the alignment of business

processes with ICT operations. In service, the move towards using external staff in new

ICT ventures is stronger than in the other sectors.

The transportation sector features an intense integration of ICT into the different

functions of the company. Close attention is payed to new ICT ventures together with

elaborate initiatives describing not only the needs but also consulting the implementa-

tion with the involved business units. Outsourcing in terms of a best source strategy in

ICT development and operations is at hand and is still being intensified.

Change Management in ICT Ventures250

The financial industry approaches staff training in new ICT ventures and the active

support of projects by general personnel with piloting and testing phases, early infor-

mation of the affected users on upcoming changes and intense training during the im-

plementation phase. Also, from experience it is expected that people can be slow in

adopting to new processes so they are given time to adjust and to embrace changes.

ICT departments in manufacturing companies are not that concerned with change

management. It is seen as important, yet neglected to some extent due to the lack of a

general change strategy.

248 See Table A.3.1 and A.3.2 on Page 138 and 140.
250 See Table A.3.3 and A.3.4 on Page 140 and 142.
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The service sector takes more care of staff training and change management. Also,

input from the average user is taken seriously. Therefore, persuasion of staff to actively

support changes is considered and carried out in the planning and preparation phase of

upcoming changes.

As with the service industry, the transport sector does not have a general approach

to staff training in terms of general policies. The need for training is reviewed project-

wise, though. In addition, the responsibility for the change management process is

distributed among the business and ICT function.

7.4 Strategic Value of ICT

The preceding sections consolidate the different results from the individual questions

into the seven parts of the questionnaire. These parts are fractions of the three major

topics of the Questionnaire Eye251:

• The handling of ICT ventures

• The awareness of strategic applications

• The role of the CIO

These topics facilitate the overall assessment of the strategic value of ICT and they will

be discussed below, building the base for the comprehensive assessment of the strategic

value of ICT in Section 8.1.

Handling of ICT Ventures
The average long term planning in the ICT departments of the polled companies

encompasses the upcoming 3 years. Also more far-reaching planning is done with a

time frame of up to 10 years, but that is concerned with fewer topics, on a rather high

degree of abstraction and in close consultation with the business function.

Problems and irregularities in ICT projects have been experienced in virtually all com-

panies. Yet, it appears that those incidents led to several mechanisms in ICT project

management that help to avoid such situations. Examples are pre-studies in order to

determine the precise requirement before the actual start of a new venture as well as

monthly follow-ups and reporting on a project’s progress. The most important reason

for the decline of the number of critical incidents is the closer mutual consultation with

the business management.

251 See Section 5.3 on Page 60.
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The general approach to possible deviations in ICT usage is to monitor it throughout

the introductory process and in the early lifecycle in order to avoid deviations from the

intended way of application. If unintended use would occur though, it will basically be

seen as an opportunity for improvement that can give good insight into issues that have

been overlooked in the first place. In general, the answers of the interviewees showed

that deviations from the planned path of a project are taken very seriously.

In terms of measuring the effect of those new ICT ventures the economic impact

is tracked very closely. Except for the service sector the interviewed companies do

pre-calculations before starting projects, set up business cases in order to be able to

benchmark the outcome and check the effects on the firm’s revenue and cost before,

during and in the financial period following the actual implementation phase.

The measuring of non-tangible advantages stands in contrast to the quantification

of financial effects. No general approach was specified aside from the gut feeling, on

which most of the interviewed decision makers rely on. A reason for that is the fact that

due to companies being in a constant state of change it is difficult to measure effects

other than financial ones due to the complexity of identifying their origin.

Awareness of Strategic Applications

On average, Swedish companies are rather conservative regarding the use of knowl-

edge management systems. While they understand KMS as useful tools to manage and

consolidate their flow of information, the fear of suffering from possible intelligence

leaks overweights.

The effect of this fear is not only a restrictive information policy but also a selective

strategy in terms of the application of KM techniques. This ranges from top-down strate-

gies in handling of information to a complete rejection of KMS in general. In summary,

no pressing necessity to apply those techniques is felt.

Representing a different concept of software acquisition and maintenance to the clas-

sical buy-in, the concept of Open Source was expected to play a stronger role than it

actually does. Yet, to the majority of ICT decision makers Open Source plays a menial

role and offers more downsides than actual possibilities to gain competitive advantage.

One downside is seen in the legal implications that come with the different OS li-

censes. They are understood as a possible threat to intellectual capital. Also, the pos-

sibility to get reliable support for an OS system is apprehended as less likely while the

need for training of both ICT staff and regular users would be much stronger.

Possible advantages in OS are seen in a weakening of the Lock-In Effect. Also, the

possible flexibility and adaptability due to the available source code was brought up.
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Furthermore, cost reduction due to lower licensing cost is mentioned, though in terms

of the total cost of ownership it is not expected to have a serious impact on the balance

sheet due to an increase of collateral cost.

Role of the CIO

The tenor on outsourcing is selective sourcing. The statement “don’t develop where

you can buy” describes this nicely. Yet, the field of ICT that is supposed to be outsourced

is not limited to software development or software in general but has different focuses

from one industry sector to the other. That is, most companies tend to give architectural

issues to external contractors and everything else that is not considered to contribute to

competitive advantage or to the main field of activity of the company for that matter.

The progressiveness of ICT follows a similar selective pattern. Leading edge technolo-

gies are only applied where the possible gain of competitive advantage outweighs the

risks of possible failures. Where blackouts of potentially unreliable systems can cost a

lot of assets, decision makers become very reluctant to be on the leading edge. In that

context, the strategy is to rather wait for thorough maturity of the new systems. This

awareness of potential versus risk results in a general “close follower” attitude regarding

the progressiveness of a company’s ICT systems.

Swedish ICT skills in general are perceived to be far more advanced than the skills

of workers from other countries. Not only the early Swedish Internet diffusion but also

the low density of the population in Sweden serves as a reason for this assessment.

Furthermore, the Swedish open mindedness is given as a reason for better adaptation

of new ICT techniques and changes in general.

Unanimously, the interview partners agreed that the impact and influence of the ICT

department has grown considerably. In virtually all companies, the dependence of the

business function on ICT oriented processes has increased and a much more intense

consultation with line management is observed, making the ICT function a close partner

of the business instead of just being a commodity.

Also, the anticipated future development of the CIO’s role points to a stronger foot-

print of ICT in the business function. The awareness of general strategic relevance of

systems like CRM, ERP and MRP (II) along with their diversification has risen. In order

to fully benefit from them, it is necessary to consolidate those systems in a coherent

manner. This is and will be the expected challenge for the coming years, making ICT

even more relevant to the business function.

Although the work of the ICT functions is being more appreciated now than it was

years before, the CIO is still not a member of the board of directors, i. e. on the top
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management level. In the majority of companies the CIO reports either to the CFO

or the COO and not directly to the CEO. Any change in this constellation is not being

expected.

While the general impact of ICT in a company has increased and been acknowledged

accordingly, so has the mutual consultation with line management. New ventures are

almost always being aligned with business needs, in most cases flanked with pre-studies

and business cases. Business processes and the needs of the users are the established

focus of the ICT function and its projects.

In these projects, change management has become a major factor to consider for the

companies. To the interviewed decision makers, piloting phases and early training of

end users are nowadays critical issues in terms of a thorough project approach and must

not be neglected.

7.5 Matching the Results with Contemporary Literature

The questionnaire for the interviews is based upon the literature research in Chapter 4.

It is of peculiar interest to match the results of the interviews against the findings from

this research in order to find possible deviations of the academic standpoint from the

stance of the practitioners.

Handling of ICT Ventures
According to Ives and Mandviwalla’s252 investigation on the “Key issues facing In-

formation Systems Executives”, ICT strategic planning is among the top 5 of a total of

53 issues being relevant to both practitioners and researchers. The results of the in-

terviews confirm this impact of planning on the work of the ICT department, with the

minimum planning horizon being three years.

In “Muddling through—The life of a multinational, strategic enterprise systems ven-

ture at BT Industries” Westelius253 analyses a large scale ICT venture which completion

breached every deadline and which budget had to be increased several times. Non of

the interviewed decision makers were able to confirm a similar situation in their respec-

tive company, but they stated that instruments are in place to avoid such situations in

the first place.

In “Gaps Between Intended and Actual Use—Turning Problems into Opportunities

in Health Informatics” by Westelius and Edenius254 a set of problems of unintended

252 Ives; Mandviwalla (2004), pp. 2–7.
253 Westelius (2006), pp. 4–43.
254 Westelius; Edenius (2006), pp. 1–14.
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results of a change project are discussed. These unintended results are known to most

ICT managers. Therefore projects are being closely monitored in order to discover

possible deviations at an early stage and to initiate countermeasures in terms of project

alteration or training of users.

The assessment of success of an ICT venture has been described by Mukhopadhyay,

Kekre and Kalathur255 with their article “Business Value of Information Technology:

A Study of Electronic Data Interchange” and “Information Technology and economic

performance: a critical review of the empirical evidence” by Dedrick, Gurbaxani and

Kraemer256. The two articles reveal difficulties in the assessment of ICT performance in

both monetary as well as in non-tangible terms. The interviews display that it is still a

challenge for companies to conduct effective performance reviews. While non-tangible

advantages are almost never measured, most firms do pre-studies, have business cases

in place before approaching new projects and do follow-ups on the respective results.

Awareness of Strategic Applications

Choi and Lee257 describe and distinguish different knowledge management styles and

their current use among companies in their article “An empirical investigation of knowl-

edge management styles and their effect on corporate performance”. The resulting

question is whether companies are aware of the importance to manage their knowledge

and how these different types of knowledge are handled among modern firms. The

outcome shows that knowledge management in general is seen as difficult in Swedish

companies. The fear for loosing valuable corporate information outweights the prospect

of consolidating a firm’s knowledge.

Westelius and Mårtensson258 describe a project in which a company suffers from a too

successful change in its information systems structure in their article “The Midas Touch

in Knowledge Management Projects—Beware, Your Wish Could Come True”. Virtually

non of the ICT decision makers that were interviewed confirmed such an incident which

corresponds to the foregoing results. Yet, this can be connected to a very low focus on

Knowledge Management in average.

255 Mukhopadhyay et al. (1995), pp. 137–152.
256 Dedrick et al. (2003), pp. 2–23.
257 Choi; Lee (2003), p. 406.
258 Westelius; Mårtensson (2004), pp. 2–9.
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Role of the CIO

The “Eight imperatives for the new ICT organization” by Rockart, Earl and Ross259

represents the growing complexity in the work of ICT management that consequently

lead to the trend of outsourcing, the major managerial approach to deal with that

growth of intricacy in the 1990s. Matching this up with the findings of the interviews

the strategy nowadays is “selective sourcing” throughout all industry sectors.

In the article “IT doesn’t matter” Carr260 opposes the veneration of the strategic rel-

evance of information and communication technologies, stating that ICT has become a

commodity with no further competitive advantage whatsoever. In contrast to his idea,

the practitioners disagree and still discover and experience competitive advantages in

the application of new technologies.

The application of ICT in Sweden has already a long history261. The impact on the

skill level of the Swedish workforce is confirmed by nearly all interviewed ICT managers.

The attributes that were used are more flexibility, a better skill level in average and more

openness to new technologies and managerial approaches.

Several articles discussed the evolution of the CIO’s role and its expected impact on

companies in the future. The “Future Role of the Information Executive” by Rockart, Ball

and Bullen262, the “Knowledge, skills and abilities of information systems professionals:

past, present, and future” by Cheney, Hale and Kasper263, “The Right Mind-Set for

Managing Information Technology”, written by Bensaou and Earl264 and “Developing a

set of management needs for IS managers: a study of necessary managerial activities

and skills” by Wu, Chen and Lin265 all address expected challenges for the CIO. The

major points being stressed in these articles are:

The role of the CIO becomes stronger and more proactive: All interview partners con-

firmed that they experienced their departments as more strategically aligned with

the other departments than before, making ICT’s standing more relevant.

Managerial knowledge becomes more relevant among higher levels of ICT staff: All in-

terviewed decision makers understand themselves as business managers rather

than as ICT personnel.

259 Rockart et al. (1996), pp. 47–51.
260 Carr (2003), pp. 41–49.
261 See Section 2.2 on Page 12.
262 Rockart et al. (1982), pp. 4–7.
263 Cheney et al. (1990), pp. 240–246.
264 Bensaou; Earl (1998), pp. 121 et sqq.
265 Wu et al. (2004), pp. 422–425.
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The ICT functions needs a more operational approach: The considerate execution of

new projects and the economic alignment of the ICT function reveal an intense

shift towards an operational approach.

The top level of ICT personnel will focus more on operational design: The time horizon

of planning in the ICT function as well as the diffusion of ICT throughout the com-

panies’ other functions show that the decision makers’ focus mainly on a smooth

execution of their daily work.

In “Are CIOs Obsolete?” Earl266 reports a strong change in the role of the Chief Infor-

mation Officer in the dawning new century and in the position of the CIO among top

management’s hierarchy. Earl’s results show that 75 % of CIOs became members of the

board of executives and 59 % at least report to the CEO or COO rather than to the CFO,

as it was common in earlier years. An according further development of the CIO’s po-

sition cannot be confirmed by the findings of this thesis. The majority of the interview

partners are still reporting to the COO or the CFO, respectively, with no expectations of

a further change, conflicting with the overall assessment of an increasing importance of

ICT to the business function.

The development of the inner-company relationships is discussed by Ives and Olson267

in “Manager or Technician? The Nature of the Information Systems” and Sannes268

in “The Relationship between Managers, Developers and Users”. The articles show a

development from non-involvement of ICT function in the work of the rest of a company

in 1981 to a more integrated function in 1996. As an outcome of the interviews it is safe

to say that this development has continued ever since. According to the interviewed ICT

managers, the ICT function has become a vital part of the practical considerations of the

other functional parts and has gained an intense influence over their work.

Change management is the major topic of the articles “Does IT matter?” by Brown

et al.269 and “The magic bullet theory in IT-enabled transformation” by Markus and

Benjamin270. Brown et al. state that in order to benefit from ICT, business practices

have to be rethought permanently and that economic opportunities in ICT innovations

do not come overnight, they rather evolve. The interviewed practitioners confirm this

standpoint. Markus and Benjamin’s major conclusion is that a successful change process

can only take place if all levels of hierarchy take part in the change process. This is in

line with the mindset of the decision makers’ conclusions.
266 Earl (2000), p. 60.
267 Ives; Olson (1981), pp. 49–61.
268 Sannes (1996), pp. XII:3–XII:4.
269 Brown et al. (2003), pp. 109–112.
270 Markus; Benjamin (1997), pp. 55–68.
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8 Discussion of the Outcome

The final assessment of the strategic value of ICT has to be based upon and encompass

the evaluation and results of the three major fields of interest: the handling of ICT

ventures, the awareness of strategic applications and the perceived role of the CIO.

8.1 Implications and Conclusions

While all interview partners stated a planning horizon of at least three years for mid-

term planning, the majority even stated a five years time frame for issues of a higher

abstraction level. The general treatment of irregularities in ICT projects reveal an in-

tense experience in and therefore fear of deviations in project management. Many

instruments are set in place over the years to reduce unpredictabilities, abnormali-

ties and thereby unreliability of a project’s progress. In addition, the analysis of the

interviews reveals that the financial impact of ICT projects on a company’s balance

sheet is closely monitored not only by the ICT function but also by the company as a

whole. Because non-tangible effects are not easily grasped and apprehended, they are

not sufficiently measured.

In terms of strategic applications, the selected examples of knowledge management

and the application of Open Source draw a inconsistent picture. While knowledge man-

agement is seen as a possibly useful tool to manage and consolidate the information

flow, the fear of possible intelligence breaches outweighs. A similar stance is observed

with the concept of Open Source. More arguments for not applying Open Source in a

company were given than incentives for its application were felt. To summarise, a gener-

ally conservative position towards new and potentially strategically relevant techniques

has been observed.

Among the interview partners the concept of selective sourcing in terms of buy-ins

versus in-house services is widespread. Functions that offer a possibly competitive ad-

vantage are kept in-house whereas functions of commodity are commonly given to ex-

ternal partners. The same goes for the progressiveness of the ICT: where strong benefits

are seen the decision makers go for the leading edge. Otherwise, they avoid being

among the technology leaders, attesting themselves a well considered assessment of

risk versus potential. In the context of a Swedish company’s appreciation of ICT it is

relevant to note that the Swedish workforce is assessed to often be more skilled than

workers abroad.
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The role of the CIO is perceived as being in a constant state of change throughout the

recent decade as well as in the expected future. This change comprises not only the field

of action but also more importantly the general influence and impact on the companies’

strategic decisions. This is established by the further strengthening of the position of

the CIO up to the top management and the managing boards. This stronger influence is

also supported by the intense move to completely integrate the line management in the

planning of ICT ventures, thereby facilitating a cross-linking and integration with each

other to gain from a smoother ICT alignment.

With that being said, it is safe to say that in no way has ICT become a commodity

but rather that the strategic value of ICT for Swedish business leadership has grown

intensely over the recent years. Its influence and impact still grows and therefore its

valuation among the rest of the company, nowadays being on an eye-level with other

functional departments. Yet, the wide-spread approach of selective sourcing as well as

the statements on project management stipulate that practitioners regard ICT as a tool,

which serves best by reconsidering the intense of its use in every new venture.

8.2 Final Remarks

Future Research
In order to prove the assessments and their validity made by the interviewed ICT

decision makers additional views from different perspectives will be of great value. A

cumulated view of line managers, of COOs and CFOs and even the CEOs of companies

can serve as an additional pillar for the assessment of the strategic relevance of ICT,

especially in terms of the importance to the business functions.

Closing Words
The result of this work and its approach can serve as a basis for future research. It

documents that the area of strategic value of ICT for commercial enterprises is and

will stay in a constant state of change. It will be interesting to monitor if the actual

development will hold up to the expectations on the future which were stated during

the interviews.

This work will, hopefully, contribute to impartial research on the evolution of the

significance of ICT in the business world by setting a starting point of orientation.
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Figure A.1.1: The Hermeneutic Questionnaire Eye
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Table A.1.1: Complete Questionnaire for Telephone Interviews
(Compulsory questions are marked by a black star Æ)
Part 1: Inner-Company Relationships

1. Relationship with line management:
- How intense is the mutual consultation with line management regarding decision making? !
- Does line management rather rely on external or internal ICT professionals or on both to an equal extend? !

2. Change management in ICT ventures:
- How important is staff training (both ICT and line staff) when it comes to new ICT ventures? !
- How important is it to persuade the staff to actively support projected changes?

Part 2: Planning and Failure Flexibility
3. Existence of an ICT strategy plan:

- How detailed is the long term ICT planning with consideration of possible outdating? !
- What is the maximum time horizon of the long term ICT planning? !

4. Treatment of failed or failing projects:
- Has there been unreasonable support for obviously failing projects? !
- Who has the final call for cancellation or further support of failing projects?

5. Handling of unintended use:
- How is unintended use of new technologies being treated: more training or opportunity for improvement? !

Part 3: Measuring Success
6. Economic performance in financial terms:

- How are monetary advantages of the company's ICT equipment quantified? !
7. Measuring non-tangible advantages:

- Which measurements are used to evaluate non-tangible advantages like productivity increase and efficiency?!
Part 4: Knowledge Management

8. Experienced efficiency gains:
- What kind of knowledge management systems are used and what are the main advantages to be expected? !

9. Discovered problems in knowledge management-techniques:
- Has there been experienced a loss of personal interaction or other disadvantages due to new KMS? !

Part 5: Stance towards Open Source
10. Extent of Open Source usage:

- To what extent is Open Source being used in software development as well as in external applications? !
11. Downsides in Open Source:

- Which major disadvantages are seen in Open Source?
12. Motivations for Open Source:

- What are the key drivers for the application of Open Source?
Part 6: Swedish ICT Handling

13. Level of Outsourcing:
- To which extend is software development/deployment/management being outsourced? !
- Has there been a increase or decrease in software outsourcing?
- To which extend is management of hardware being outsourced? !
- Has there been a increase or decrease in hardware outsourcing?

14. Assessment of leading edge respectively ancient applications:
- How is the progressiveness of existing ICT being assessed: ancient tech, "wait and see" or leading edge? !

15. Perception of ICT skills of Swedish workforce on average and the according development:
- How performs the Swedish staff in international comparison: left behind, equal or leading? !
- On what particular observation is that assessment based?

Part 7: Importance of the ICT function
16. Historic evolution of CIO's field of activities:

- Has there been a change in the influence on company's strategic decisions? !
17. Expected changes in CIO's role:

- How is the influence on strategic decisions anticipated to change? !
- On what particular observation is that assessment based?

18. CIO's position among top management's hierarchy:
- Is the CIO at eye level with the other board members or is his position below? !
- On what particular observation is that assessment based?
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Table A.1.2: Top 100 Companies ordered by Number of Employees in Sweden – Part 1a

Company Employees 
in Sweden

Employees 
abroad

Employees 
in total

Net Turnover 
(SEK)

Net Turnover 
(EUR)

1 Posten 29,676 2,610 32,286 30,836,000,000 3,012,677,200
2 Volvo AB 28,322 68,708 97,030 303,667,000,000 29,668,265,900
3 Ericsson 19,675 59,314 78,989 208,930,000,000 20,412,461,000
4 Samhall AB 18,416 0 18,416 7,271,000,000 710,376,700
5 Volvo Personvagnar AB 16,758 0 16,758 83,454,000,000 8,153,455,800
6 Scania AB 13,199 20,067 33,266 93,749,000,000 9,159,277,300
7 Nordstjärnan AB 11,948 20,193 32,141 64,202,000,000 6,272,535,400
8 Skanska AB 11,490 46,325 57,815 143,674,000,000 14,036,949,800
9 Sandvik 11,415 37,156 48,571 92,654,000,000 9,052,295,800

10 Manpower Sverige AB 11,000 0 11,000 5,400,000,000 527,580,000
11 Saab (koncernen) 10,992 2,207 13,199 23,796,000,000 2,324,869,200
12 Apoteket AB 10,666 0 10,666 41,710,000,000 4,075,067,000
13 Gambro AB 10,599 0 10,599 14,418,000,000 1,408,638,600
14 Peab AB 10,536 1,409 11,945 34,132,000,000 3,334,696,400
15 TeliaSonera AB 10,152 19,885 30,037 67,695,000,000 6,613,801,500
16 Securitas AB 9,475 212,000 221,475 52,000,000,000 5,080,400,000
17 Swedbank AB 9,313 14,449 23,762 21,702,000,000 2,120,285,400
18 The InfraNet Company AB 9,184 9,184 18,368 10,683,036,000 1,043,732,617
19 ABB Norden Holding AB 9,180 11,466 20,646 60,602,000,000 5,920,815,400
20 Vattenfall AB 9,126 23,675 32,801 164,549,000,000 16,076,437,300
21 SEB (koncernen) 8,884 13,427 22,311 18,710,000,000 1,827,967,000
22 Kooperativa Förbundet (KF) 8,802 194 8,996 35,817,000,000 3,499,320,900
23 Praktikerntjänst AB 8,535 0 8,535 7,553,638,000 737,990,433
24 Nordea Bank AB 8,454 25,490 33,944 55,717,000,000 5,443,550,900
25 AstraZeneca AB 8,419 0 8,419 38,928,000,000 3,803,265,600
26 Handelsbanken AB 7,715 3,118 10,833 19,223,000,000 1,878,087,100
27 Attendo AB (publ) 7,672 3,143 10,815 5,060,608,000 494,421,402
28 ISS Facility Services AB 7,672 0 7,672 3,987,310,000 389,560,187
29 SSAB Svenskt Stål AB 7,333 1,839 9,172 54,329,000,000 5,307,943,300
30 IKEA AB 7,307 n/a 7,307 29,094,000,000 2,842,483,800
31 Lantmännen ek. för. 6,958 5,713 12,671 42,868,000,000 4,188,203,600
32 ICA AB 6,929 15,094 22,023 90,963,000,000 8,887,085,100
33 Axfood AB 6,847 0 6,847 31,663,000,000 3,093,475,100
34 SCA, Svenska Cellulosa Aktiebolaget 6,706 45,293 51,999 110,449,000,000 10,790,867,300
35 Axel Johnson Gruppen AB 6,616 1,809 8,425 19,886,000,000 1,942,862,200
36 Ratos AB (publ) 5,920 9,711 15,631 26,836,000,000 2,621,877,200
37 Nobina AB (Concordia Bus) 5,911 1,695 7,606 6,039,000,000 590,010,300
38 Qidnax Holding AB 5,821 n/a 5,821 6,972,600,000 681,223,020
39 Ambea AB 5,749 2,513 8,262 5,902,000,000 576,625,400
40 E.ON Sverige AB 5,693 383 6,076 37,378,000,000 3,651,830,600
41 Rezidor Hotel Group AB 5,592 2,831 8,423 8,530,983,000 833,477,039
42 Bonnier AB 5,587 6,575 12,162 14,078,000,000 1,375,420,600
43 Adecco Sweden AB 5,459 n/a 5,459 2,373,830,000 231,923,191
44 SAS AB 5,438 n/a 5,438 53,195,000,000 5,197,151,500
45 Hilding Anders AB 5,388 0 5,388 6,946,000,000 678,624,200
46 Bravida AB 5,280 0 5,280 10,511,000,000 1,026,924,700
47 Sodexo AB 5,194 n/a 5,194 3,005,042,000 293,592,603
48 Securitas Direct AB 4,943 n/a 4,943 4,579,861,000 447,452,420
49 H & M Hennes & Mauritz AB 4,924 n/a 4,924 88,532,000,000 8,649,576,400
50 Veolia Transport Sverige AB 4,882 n/a 4,882 4,375,131,000 427,450,299

a Companies with interview partners have been marked; figures converted from SEK to EUR at rate
10.9355; source: Nordic Netproducts AB (2009); retrieved on Nov 18, 2009.
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Table A.1.3: Top 100 Companies ordered by Number of Employees in Sweden – Part 2b

Company Employees 
in Sweden

Employees 
abroad

Employees 
in total

Net Turnover 
(SEK)

Net Turnover 
(EUR)

51 YIT Sverige AB 4,622 n/a 4,622 6,093,579,000 595,342,668
52 Österby Marine AB 4,588 n/a 4,588 338,428,000 33,064,416
53 Proffice AB 4,551 n/a 4,551 4,266,000,000 416,788,200
54 SJ AB 4,539 n/a 4,539 9,029,000,000 882,133,300
55 Atlas Copco AB 4,515 29,604 34,119 74,177,000,000 7,247,092,900
56 Stena AB 4,487 5,254 9,741 26,472,000,000 2,586,314,400
57 Skäreleja AB 4,211 n/a 4,211 5,033,196,000 491,743,249
58 Kwintet AB 4,219 n/a 4,219 6,607,022,000 645,506,049
59 Aditro Group AB 4,197 n/a 4,197 2,254,000,000 220,215,800
60 Göteborgs Kommunala Förvalt. AB 4,094 n/a 4,094 7,749,000,000 757,077,300
61 Busslink i Sverige AB 4,043 n/a 4,043 2,849,463,000 278,392,535
62 Södersjukhuset AB 4,016 n/a 4,016 3,139,134,000 306,693,392
63 Tetra Pak, AB 3,947 n/a 3,947 16,708,493,000 1,632,419,766
64 Assistansia AB 3,915 n/a 3,915 1,590,181,000 155,360,684
65 Saab Automobile Investering AB 3,867 n/a 3,867 15,641,000,000 1,528,125,700
66 Schenker AB 3,859 n/a 3,859 12,056,834,000 1,177,952,682
67 L E Lundbergföretagen AB (publ) 3,771 n/a 3,771 22,350,000,000 2,183,595,000
68 Sony Ericsson Mobile Comm. AB 3,603 n/a 3,603 122,957,012,000 12,012,900,072
69 Tieto Sweden AB 3,585 n/a 3,585 5,182,443,000 506,324,681
70 Holmen AB 3,511 n/a 3,511 19,334,000,000 1,888,931,800
71 Lernia AB 3,449 n/a 3,449 1,973,000,000 192,762,100
72 LKAB 3,444 n/a 3,444 23,128,000,000 2,259,605,600
73 LFV 3,342 n/a 3,342 6,394,000,000 624,693,800
74 Södra Skogsägarna ek. för. 3,335 n/a 3,335 16,834,000,000 1,644,681,800
75 PricewaterhouseCoopers i Sverige AB 3,323 n/a 3,323 3,671,746,000 358,729,584
76 Camfil AB 3,321 n/a 3,321 4,361,000,000 426,069,700
77 SKF AB 3,299 39,902 43,201 63,361,000,000 6,190,369,700
78 Systembolaget AB 3,232 n/a 3,232 21,295,820,000 2,080,601,614
79 Arla Foods AB (publ) 3,215 n/a 3,215 15,190,000,000 1,484,063,000
80 Danderyds Sjukhus AB 3,178 n/a 3,178 2,419,915,000 236,425,696
81 Bergendahl & Son AB 3169 n/a 3,169 9,688,936,000 946,609,047
82 IBM Svenska AB 3,166 n/a 3,166 8,546,497,000 834,992,757
83 DHL Express (Sweden) AB 3,143 n/a 3,143 9,082,107,000 887,321,854
84 Green Cargo AB 3,112 n/a 3,112 6,392,000,000 624,498,400
85 Procurator AB 3,067 n/a 3,067 2,985,255,000 291,659,414
86 Scan AB 3,035 n/a 3,035 11,793,000,000 1,152,176,100
87 Venoor Invco 1 AB 3,027 n/a 3,027 5,740,384,000 560,835,517
88 ÅF AB 2,971 n/a 2,971 4,568,835,000 446,375,180
89 Relacom AB 2,903 n/a 2,903 3,178,556,000 310,544,921
90 Lidl Sverige KB 2,878 n/a 2,878 4,472,501,000 436,963,348
91 Electrolux, AB 2,865 52,312 55,177 104,792,000,000 10,238,178,400
92 SWECO AB (publ) 2,832 n/a 2,832 5,522,800,000 539,577,560
93 Aleris Holding AB 2,780 n/a 2,780 3,309,954,000 323,382,506
94 H & M Hennes & Mauritz Sverige AB 2,745 n/a 2,745 5,205,000,000 508,528,500
95 Octapharma Nordic AB 2,735 n/a 2,735 9,628,787,000 940,732,490
96 Ragn-Sells AB 2,676 n/a 2,676 4,422,488,000 432,077,078
97 Frösunda LSS AB 2,663 n/a 2,663 1,156,135,000 112,954,390
98 Ygeia Topholding AB 2,605 n/a 2,605 12,721,000,000 1,242,841,700
99 Stockholms Stadshus AB 2,568 n/a 2,568 12,271,900,000 1,198,964,630

100 Ahlsell AB (publ) 2,540 2,515 5,055 21,978,500,000 2,147,299,450

b Companies with interview partners have been marked; figures converted from SEK to EUR at rate
10.9355; source: ibid.; retrieved on Nov 18, 2009.
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Subject: Request for telephone interview with IT manager
From: Dirk große Osterhues <dirgr792@student.liu.se>
Date: Mon, 21 Dec 2009 11:02:54 +0100
To: personal

Dear PLACEHOLDER,

my name is Dirk große Osterhues and I am a masters student at Linköpings
Universitet [1]. I am enrolled in the program "International
Manufacturing Management" [2]. I'm writing my master's thesis on the
"Strategic Value of IT for Swedish Business Leadership" (see abstract
attached in plain text to this email). The thesis will cover questions
about IT on the inner-company level as well as on a global inter-company
scale.

In order to do so, I'm conducting telephone interviews with IT decision
makers of the 100 biggest Swedish companies with regard to the number of
employees. Of these, PLACEHOLDER is among the 50 biggest ones. In order
to get representative results, I would like to talk to your head of IT
or -- if not possible -- to a corresponding representatives from his or
her department.

Therefore, I would like to kindly ask you to forward my request to the
corresponding department so that they can decide whether a participation
in my survey is of interest or not. The interview will be conducted in
English and will take no longer than 30 minutes.

I really hope that you can support my attempt to finish my master's
thesis by finding out if there is a special Swedish approach on IT.

I'm looking forward to your reply. Thank you very much in advance for
your time and your support.

Kind regards,

Dirk große Osterhues

[1] LiU: http://www.liu.se
[2] IMM-program description:
http://www.liu.se/en/education/master/programmes/6MIMM

-- 
Dirk große Osterhues <dirgr792@student.liu.se>
* Björnkärrsgatan C.21, 58435 Linköping, Sweden
* Skype: dirkosterhues, ICQ: 108185003

abstract.txt

Abstract:

Figure A.1.2: Template for a first Contact E-Mail to Companies with known Interview
Partners and known corresponding E-Mail Addresses
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Subject: Request for telephone interview with IT manager
From: Dirk große Osterhues <dirgr792@student.liu.se>
Date: Mon, 21 Dec 2009 11:03:25 +0100
To: indirect-personal

Dear Sir or Madam,

please forward this mail to PLACEHOLDER. Thank you.

---------------------------------------

Dear PLACEHOLDER,

my name is Dirk große Osterhues and I am a masters student at Linköpings
Universitet [1]. I am enrolled in the program "International
Manufacturing Management" [2]. I'm writing my master's thesis on the
"Strategic Value of IT for Swedish Business Leadership" (see abstract
attached in plain text to this email). The thesis will cover questions
about IT on the inner-company level as well as on a global inter-company
scale.

In order to do so, I'm conducting telephone interviews with IT decision
makers of the 100 biggest Swedish companies with regard to the number of
employees. Of these, PLACEHOLDER is among the 50 biggest ones. In order
to get representative results, I would like to talk to your head of IT
or -- if not possible -- to a corresponding representatives from his or
her department.

Therefore, I would like to kindly ask you to forward my request to the
corresponding department so that they can decide whether a participation
in my survey is of interest or not. The interview will be conducted in
English and will take no longer than 30 minutes.

I really hope that you can support my attempt to finish my master's
thesis by finding out if there is a special Swedish approach on IT.

I'm looking forward to your reply. Thank you very much in advance for
your time and your support.

Kind regards,

Dirk große Osterhues

[1] LiU: http://www.liu.se
[2] IMM-program description:
http://www.liu.se/en/education/master/programmes/6MIMM

-- 
Dirk große Osterhues <dirgr792@student.liu.se>
* Björnkärrsgatan C.21, 58435 Linköping, Sweden
* Skype: dirkosterhues, ICQ: 108185003

Figure A.1.3: Template for a first Contact E-Mail to Companies with known Interview
Partners but unknown E-Mail Addresses

106 Appendix



Subject: Request for telephone interview with IT manager
From: Dirk große Osterhues <dirgr792@student.liu.se>
Date: Mon, 21 Dec 2009 11:03:13 +0100
To: unknown

Dear Sir or Madam at PLACEHOLDER,

my name is Dirk große Osterhues and I am a masters student at Linköpings
Universitet [1]. I am enrolled in the program "International
Manufacturing Management" [2]. I'm writing my master's thesis on the
"Strategic Value of IT for Swedish Business Leadership" (see abstract
attached in plain text to this email). The thesis will cover questions
about IT on the inner-company level as well as on a global inter-company
scale.

In order to do so, I'm conducting telephone interviews with IT decision
makers of the 100 biggest Swedish companies with regard to the number of
employees. Of these, PLACEHOLDER is among the 50 biggest ones. In order
to get
representative results, I would like to talk to your head of IT or -- if
not possible -- to a corresponding representatives from his or her
department.

Therefore, I would like to kindly ask you to forward my request to the
corresponding department so that they can decide whether a participation
in my survey is of interest or not. The interview will be conducted in
English and will take no longer than 30 minutes.

I really hope that you can support my attempt to finish my master's
thesis by finding out if there is a special Swedish approach on IT.

I'm looking forward to your reply. Thank you very much in advance for
your time and your support.

Kind regards,

Dirk große Osterhues

[1] LiU: http://www.liu.se
[2] IMM-program description:
http://www.liu.se/en/education/master/programmes/6MIMM

-- 
Dirk große Osterhues <dirgr792@student.liu.se>
* Björnkärrsgatan C.21, 58435 Linköping, Sweden
* Skype: dirkosterhues, ICQ: 108185003

abstract.txt

Figure A.1.4: Template for a first Contact E-Mail to Companies with unknown Interview
Partners
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A.2 Interview Results ordered by Company

Interview with Scania

• Interview partner: Anne-Marie Öhlén

• Position: Head of IT Infrastructure

• Interview date: May 5, 2009

• Interview duration: 40:55 min

• Industry sector: manufacturing of motor vehicles

• Employees as of 2008 (in Sweden / in total): 13,199 / 20,067

• Turnover (fiscal year 2008): 9,159,277,300€

Table A.2.1: Protocol of Interview with Anne-Marie Öhlén (Scania)

Part 1: Inner-Company Relationships

1a)

Mutual Consultation

• Decisions regarding business functionality are primarily business-driven

• Decisions regarding technical and infrastructural issues are taken from an ICT perspective

• In general: ICT is business-driven and supports the business

1b)

Use of External Staff

• In general: ICT is in-house

• Strategy is selective sourcing

• No sourcing agreements with external players

2a)

Staff Training
• Methodology and training is important in order to utilize investments in the best way

2b)

Staff Support Persuasion

• Staff is supposed to challenge the current situation all of the time

• Therefore, supporting changes is a natural part of work

Part 2: Planning & Failure Flexibility

3a)

Detail Level of Planning
• Lifecycle management and integration issues are main parts of long term considerations

3b)

Time Horizon of Planning
• 5 years

4a)

Unreasonable Support

• Scania has a “love for deviation”

• Opportunity to learn from errors

4b)

Final Call for Cancellation

• Projects have steering groups which decide on cancellation and what to learn form mis-

takes

5)

Unintended Use

• Strategic projects are monitored on a weekly basis

• This enables to find deviations as soon as possible and to act on them as they occur

Part 3: Measuring Success

6)

Monetary Advantages
• Calculation of net profit value of every project

7)

Non-tangible Advantages

• Attempt to calculate e. g. efficiency gains of a sales person

• No general approach

Part 4: Knowledge Management

8)

Experienced Gains

• The workforce changes more often than before so it gets more important to capture

knowledge
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Table A.2.1 – concluded from previous page

9)

Experienced Problems

• Loss of personal interaction has been experienced

• Combination of personal interaction and KM is seen as crucial

Part 5: Open Source (OS)

10)

Extent of OS Usage
• Very little use of Open Source software

11)

Downsides in OS

• Open Source is basically a legal problem due to the re-publication of own developments

• Open Source is seen as threat to competitive advantage and intellectual capital

12)

Motivations for OS

• Lock-in effect and sunk cost are known problems and therefore drivers for OS evaluation

• Where the company’s software is not unique one should strive for cost reduction – also

with OS
Part 6: Swedish ICT-Handling

13)

Level of Outsourcing

• Software can give business advantage, therefore 70-80 % of software development is done

in-house

• Scania’s ICT was completely outsourced for 5 years, but got back in-house in 2001

• Infrastructural services are more general and can therefore be outsourced to a larger

extent

• Ongoing increase of buy-ins of hardware services, decrease regarding software develop-

ment
14)

Progressiveness of ICT

• When product-driven the strategy is leading edge

• When administrative ICT the strategy is wait and see

15)

Swedish ICT Skills

• Young Swedish ICT professionals are rather early adopters

• They are more agile than e. g. Central Europeans

Part 7: Importance of ICT

16)

Historic Evolution of CIO

• More understanding of what business advantages are linked to ICT investments as such

• Therefore no CIO in Scania

• Understanding has evolved that ICT is a regular part of business

• Therefore, ICT is now a business commodity i.e. necessity

17)

Expected Changes
• Possibility of gains to the financial period is more obvious than it was before

18)

CIO among Top Mgmt.

• CEO of the ICT company of Scania reports to the executive board of Scania

• That sub-company is just a legal entity and therefore not interpreted as outsourced
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Interview with Gambro

• Interview partner: Johan Westman

• Position: Director of IT – Technology & Architecture

• Interview date: December 17, 2009

• Interview duration: 56:40 min

• Industry sector: manufacturing of medical instruments

• Employees as of 2008 (in Sweden / in total): 10,599 / 0

• Turnover (fiscal year 2008): 1,408,638,600€

Table A.2.2: Protocol of Interview with Johan Westman (Gambro)

Part 1: Inner-Company Relationships

1a)

Mutual Consultation

• Business Reference Group (BRG) oversee current and future requirements

• Problem: business function already suggests solutions instead of pointing out problems

1b)

Use of External Staff

• All projects are led by somebody internal

• External resources are used only when internal resources do not suffice to staff a project

• Usually no external project leaders

2a)

Staff Training

• Training is seen as important

• Admittance that the company has deficits in staff training

2b)

Staff Support Persuasion

Part 2: Planning & Failure Flexibility

3a)

Detail Level of Planning

• Planning is easier when ICT plans its own business transformations

• More difficult in cooperation with business; there, planning is done in the BRGs

3b)

Time Horizon of Planning

• 3 year for pure and straightforward ICT projects

• Example: R&D might need a PDM platform and those are horizon-free

• Example: MRP system; is important but difficult to put into time frame

4a)

Unreasonable Support

• Due to high regulatory requirements and documentation needs projects do not really fail

• Documentation requirements lead to more interaction with the business and the end users

4b)

Final Call for Cancellation

5)

Unintended Use

Part 3: Measuring Success

6)

Monetary Advantages

• Quality is more important than ICT costs right now

• Monetary aspects are not that important

• Both due to a current restructuring phase

• Strategic business drivers like supporting the global processes

• Business case is mandatory for new projects

⇒ Continued on next page
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Table A.2.2 – concluded from previous page

7)

Non-tangible Advantages

• There is mostly subjective feedback with regards to ICT

• Aligning results with KPIs is planned but not implemented

Part 4: Knowledge Management

8)

Experienced Gains

• Business process development: captured within their PDM tools

• Free movement of information is handled very carefully in med. business

• Capturing incoming information is handled by complaint handling

• Focus is more on a traditional and a more static view on knowledge management

• Basically back to documentation of processes and communication

9)

Experienced Problems

Part 5: Open Source (OS)

10)

Extent of OS Usage
• No use of Open Source software

11)

Downsides in OS

• Regulatory requirement for support are a major obstacle for OS

• Not possible to hold someone responsible when it comes to liability

• No problem from the intellectual property rights-perspective

12)

Motivations for OS

Part 6: Swedish ICT-Handling

13)

Level of Outsourcing

• ICT commodities are being outsourced

• Principle: don’t develop where you can buy

• Willingness to realign the company if necessary for a best-practice software

• Tendency to outsource the post sale support

14)

Progressiveness of ICT

15)

Swedish ICT Skills

• In Sweden people get more responsibility more early in their career

• Possibility to develop skills in a more rapid fashion in Sweden

• Swedish view on ICT is more creative, it gives a “longer leash”

• Swedish ICT people are more dynamic and more “Picasso”-like

Part 7: Importance of ICT

16)

Historic Evolution of CIO

• Hard work in the recent 2 years to move from a simple software provider to a partner of

the business
17)

Expected Changes

• Not much cooperation with R&D, they have their own ICT skills

• More influence on business processes (ERP, MRP, financial systems)

18)

CIO among Top Mgmt.
• CEO, CIO, CFO are together on an ICT board
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Interview with Scan

• Interview partner: Mats Ahlbäck

• Position: Chief Information Officer

• Interview date: December 15, 2009

• Interview duration: 38:40 min

• Industry sector: service sector, wholesale of food

• Employees as of 2008 (in Sweden / in total): 3,035 / unknown

• Turnover (fiscal year 2008): 1,152,176,100€

Table A.2.3: Protocol of Interview with Mats Ahlbäck (Scan)

Part 1: Inner-Company Relationships

1a)

Mutual Consultation

• Applications and respective cost and functionalities are governed by line managers

• Role of ICT department is to integrate, to support and to facilitate

• ICT department executes, but line management has the responsibility

• Line management specifies the functionality, the technology is responsibility of ICT de-

partment

• ICT provides technology, integration and infrastructure and coordinates ICT related ini-

tiatives

1b)

Use of External Staff

• Scan and Lantmännen joined their ICT units in Conagri

• Consequence: Scan’s ICT deptartment employs just six people

• 90 % of external ICT spending is with Conagri

• CIO of Scan is board member of Conagri, a part-owned ICT support company with 180

people

2a)

Staff Training
• Training is important and recently intensively practiced in a switch of the ERP system

2b)

Staff Support Persuasion

Part 2: Planning & Failure Flexibility

3a)

Detail Level of Planning

• All changes in ICT sector are driven by business requirements and business changes

• Therefore timescale is the same as for project planning and business changes

• No need to change ICT without business requirements

3b)

Time Horizon of Planning
• 2-3 years for strategic business planning

4a)

Unreasonable Support

• No unreasonable support

• Initiative for realigning projects in progress comes from line management

4b)

Final Call for Cancellation

5)

Unintended Use

Part 3: Measuring Success

6)

Monetary Advantages

• In the recent 10 years ICT spending got cut down to half

• Today 0.7 % of company turnover is ICT spending

• That level is accepted by line management, therefore low pressure to further reduce cost

• Focus is rather on reliability than on cost
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Table A.2.3 – concluded from previous page

7)

Non-tangible Advantages

• The measurement of non-tangible performance of ICT rather relies on gut feeling

• Nobody in management wants to be concerned about ICT

• ICT is a service and is just supposed to work

Part 4: Knowledge Management

8)

Experienced Gains

• Very little use of KM

• Market research: biggest part of that is to have subscriptions from market research com-

panies

9)

Experienced Problems

Part 5: Open Source (OS)

10)

Extent of OS Usage
• No use of Open Source software

11)

Downsides in OS

12)

Motivations for OS

Part 6: Swedish ICT-Handling

13)

Level of Outsourcing

14)

Progressiveness of ICT

15)

Swedish ICT Skills
• Sweden is still ahead but the gap is closing

Part 7: Importance of ICT

16)

Historic Evolution of CIO

• CIO is not on the management team: good thing not to be as ICT is only a support function

• CIO reports to the CFO

17)

Expected Changes
• No change to be expected

18)

CIO among Top Mgmt.
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Interview with Procurator

• Interview partner: Leif Trulsson

• Position: Chief Information Officer

• Interview date: December 15, 2009

• Interview duration: 53:30 min

• Industry sector: service sector, wholesale of industry supplies

• Employees as of 2008 (in Sweden / in total): 3,067 / unknown

• Turnover (fiscal year 2008): 291,659,414€

Table A.2.4: Protocol of Interview with Leif Trulsson (Procurator)

Part 1: Inner-Company Relationships

1a)

Mutual Consultation

• Architecture questions are not discussed with the users

• Line management tells needs but is not involved in the way of implementation

• Requirement gathering: input mostly comes from users (80 %)

1b)

Use of External Staff

• ERP systems are mostly serviced by external consultants

• Infrastructure is serviced by both internal and external personnel

2a)

Staff Training

• Staff training is very important, especially in terms of the ICT staff for being the first line

of support

2b)

Staff Support Persuasion
• Super-user concept is implemented, but did not really get accepted

Part 2: Planning & Failure Flexibility

3a)

Detail Level of Planning

3b)

Time Horizon of Planning

• E-commerce features a planning of 3-4 years, aligned with the business planning

• Otherwise there is no long term planning, also due to the economic crisis

4a)

Unreasonable Support
• Unreasonable support did occur about 4 years ago with a derailed ERP system

4b)

Final Call for Cancellation

5)

Unintended Use

Part 3: Measuring Success

6)

Monetary Advantages
• Monitoring of monetary advantages should be implemented, but it is not done

7)

Non-tangible Advantages

• Three dimensions on the wish list: satisfaction from user, efficiency, financial measure

• Difficult in a constant state of change

• Measuring boils down to a gut feeling

Part 4: Knowledge Management

8)

Experienced Gains

• CMS (Joomla) on which the intranet is based on; that is the major information system

• Other systems in place: helpdesk system, project management system

9)

Experienced Problems

Part 5: Open Source (OS)

10)

Extent of OS Usage

• Very strong use of Open Source: CMS, helpdesk and project management systems

• Decision is taken to change the office package from MS Office to Open Office

• Open Source is used since the 1990’s
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11)

Downsides in OS

• No problem with liability and lacking support

• Resistance is being expected in the Open Office rollout

• Therefore a need for broad support is being seen

12)

Motivations for OS
• Open Source software is considered as stable and it fulfils the needs of most of the users

Part 6: Swedish ICT Handling

13)

Level of Outsourcing

• No outsourcing in the Open Source projects

• ERP systems: external consultants are needed and used

• Over the last 5 years outsourcing has stayed on an rather even level

• It is expected to reduce the level outsourcing over the next years

14)

Progressiveness of ICT

15)

Swedish ICT Skills
• ICT skills of the ICT department are on a higher level than in other countries

Part 7: Importance of ICT

16)

Historic Evolution of CIO

• In 2009 the move towards e-commerce did a huge step

• Yet, ICT is not regarded as crucial and strategic as it was before

17)

Expected Changes

18)

CIO among Top Mgmt.
• CIO was attending the board meeting, but not anymore
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Interview with Nordea (1)

• Interview partner: Mats Gidlund

• Position: Head of Architecture IT Solutions

• Interview date: December 16, 2009

• Interview duration: 41:30 min

• Industry sector: financial industry

• Employees as of 2008 (in Sweden / in total): 8,454 / 25,490

• Turnover (fiscal year 2008): 5,443,550,900€

Table A.2.5: Protocol of Interview with Mats Gidlund (Nordea)

Part 1: Inner-Company Relationships

1a)

Mutual Consultation

• Yearly planning of frames for projects of the next year, driven by business units

• Business chief information officers (BCIO) are in place at the line

• Business units decide on all investments on ICT

1b)

Use of External Staff

• Operations and infrastructure services are mainly outsourced to Nordic Processor

• Nordic Processor is a joint venture between Nordea and IBM with around 1,000 employ-

ees

• In-house there are 1,900 ICT employees

• Competence gaps are filled with around 300 consultants

• Another 100 external people from Cap Gemini for general ledger

2a)

Staff Training

• Very structured approach towards change management with the branch calendar

• Branch calendar also contains changes in other departments like e. g. marketing

• Intensive piloting phase

2b)

Staff Support Persuasion
• It is expected that people slowly adopt to new processes; they are given time to adopt

Part 2: Planning & Failure Flexibility

3a)

Detail Level of Planning

• The long term planning is of a rather high abstraction level with intentions and directions

• More process oriented than aligned to certain technologies

3b)

Time Horizon of Planning
• 2-3 years

4a)

Unreasonable Support
• Unreasonable support happens in around 1 % of yearly projects, mostly for e. g. political

reasons

4b)

Final Call for Cancellation

5)

Unintended Use

• Maintenance and lifecycle management is decided within ICT and one business partner

• Projects (> 50,000 Euro) are responsibility of corresponding business unit together with

ICT

• Improvements (< 50,000 Euro) are responsibility of BCIO

Part 3: Measuring Success

6)

Monetary Advantages

• Starting a project is always based on a business case

• Business cases are mainly based on monetary benefits
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7)

Non-tangible Advantages

• There is a description of improvements in data quality, process efficiency, accuracy, etc.

• Follow-up on the major business cases has room for improvements

• Due to the vast number of changes and possible overlaps identifying a cause of improve-

ment is hard
Part 4: Knowledge Management

8)

Experienced Gains
• No use of knowledge management systems

9)

Experienced Problems

Part 5: Open Source (OS)

10)

Extent of OS Usage

• Open Source is being used, but there are no projects which are being actively supported

• Lock-in can happen to certain Open Source software versions when they are getting mod-

ified

• Examples: software development in Java, Ruby and Spring; Linux on the not-business-

critical servers
11)

Downsides in OS

12)

Motivations for OS

• Cost reduction is not an issue

• Motivators are rather flexibility and adaptability

Part 6: Swedish ICT-Handling

13)

Level of Outsourcing

14)

Progressiveness of ICT

15)

Swedish ICT Skills

• Sweden is still ahead when it comes to the number of devices connected to the internet

• In the business that does not matter
Part 7: Importance of ICT

16)

Historic Evolution of CIO

• CIO is among the top management since 2009 (reorganisation of ICT into four depart-

ments)

• Focus on ICT among top management has increased

17)

Expected Changes

• ICT will get more important as also banking services and parts of the value chain will be

sourced out

• Therefore, top management will have to consider the ICT perspective and implications

even more
18)

CIO among Top Mgmt.
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Interview with Ragn-Sells

• Interview partner: Martin Ekblom

• Position: Logistik-, IT- och Inköpschef

• Interview date: December 17, 2009

• Interview duration: 28:10 min

• Industry sector: service sector, refuse disposal

• Employees as of 2008 (in Sweden / in total): 2,676 / unknown

• Turnover (fiscal year 2008): 432,077,078€

Table A.2.6: Protocol of Interview with Martin Ekblom (Ragn-Sells)

Part 1: Inner-Company Relationships

1a)

Mutual Consultation

• Existence of ICT council staffed by top line-managers

• That council decides on new projects and initiatives regarding ICT

• Fully business driven initiation of new projects

1b)

Use of External Staff

• ICT department is in a transition from development and deployment to a purchasing

department

• Requirement and business analysis, project leadership is ICT function’s main task today

2a)

Staff Training

• ICT staff is responsible for testing and project management

• Expertise on the technology is supposed to come from sub-suppliers

• Expertise on the usage however should be at line users

2b)

Staff Support Persuasion

• Massive training happened during introduction of new ERP system

• First step: explaining why new system; second step: how to use new system

Part 2: Planning & Failure Flexibility

3a)

Detail Level of Planning

• Planning ahead is rather on a strategy level

• Focus is on e. g. how the basic architecture should look like

3b)

Time Horizon of Planning
• The business plan is on a 5 year basis, focus is on 1-2 years

4a)

Unreasonable Support

• Systems not fitting the needs were rolled out in the past

• Now, internal ICT staff is more concerned with requirement analysis than with system

development

4b)

Final Call for Cancellation

5)

Unintended Use
• Audits are performed throughout the company monitoring the usage of the ICT systems

Part 3: Measuring Success

6)

Monetary Advantages

• Pre-calculation is done before a project

• No standard procedure to check if the intended effect is gained

7)

Non-tangible Advantages

Part 4: Knowledge Management

8)

Experienced Gains

9)

Experienced Problems

Part 5: Open Source (OS)
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10)

Extent of OS Usage

• Basically no use of Open Source at all

• Mostly relying on Microsoft

• Though expensive, it is reliable

11)

Downsides in OS

12)

Motivations for OS

Part 6: Swedish ICT-Handling

13)

Level of Outsourcing
• Servers and desktop services are going to be mainly outsourced to Logica

14)

Progressiveness of ICT

15)

Swedish ICT Skills
• No difference is seen in comparison with other countries when it comes to ICT skills

Part 7: Importance of ICT

16)

Historic Evolution of CIO

• CIO is head of purchasing, head of logistics and CIO in one person

• ICT division moved from an order executing commodity to a department of strategic value

17)

Expected Changes
• ICT nowadays is on the management team’s agenda

18)

CIO among Top Mgmt.
• CIO is member of the management board
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Interview with Posten

• Interview partner: Joss Delissen

• Position: CIO Posten Norden

• Interview date: December 22, 2009

• Interview duration: 34:10 min

• Industry sector: service sector, postal services

• Employees as of 2008 (in Sweden / in total): 29,676 / s2,610

• Turnover (fiscal year 2008): 3,012,677,200€

Table A.2.7: Protocol of Interview with Joss Delissen (Posten)

Part 1: Inner-Company Relationships

1a)

Mutual Consultation

• ICT function helps the rest of the business to describe the needs and to model the pro-

cesses

• ICT department is called “Business Information Services” with funneling structure

• Four business units with own CIO, reporting directly to the managing director

• About half of the ICT organisation is about interaction with the rest of the business

1b)

Use of External Staff
• Project leaders and architecture are internal, developers are half internal and half external

2a)

Staff Training
• Training and adoption are taken care of very early in a project, especially in big projects

2b)

Staff Support Persuasion

Part 2: Planning & Failure Flexibility

3a)

Detail Level of Planning

• Three views on the application portfolio: platforms, specific apps, apps to get rid of

• In those views, different detail levels of planning are being followed

3b)

Time Horizon of Planning

• Business works with a rolling 3 years plan

• Vendor management (outsourcing management): 5-7 years

• Architecture and applications: 10 years

4a)

Unreasonable Support
• Nowadays not an issue due to focus on business processes

4b)

Final Call for Cancellation

5)

Unintended Use
• In 90 % unintended use is a good thing and is a possibility for improvement

Part 3: Measuring Success

6)

Monetary Advantages

• Usage of Balance Scorecard

• To start a project a business case has to get approved

• Straight forward: what’s the total cost of the project vs. what are the savings

7)

Non-tangible Advantages

• What is the impact on employees, customers and processes and quality

• Bottom line: business case has to contain a positive effect

Part 4: Knowledge Management

8)

Experienced Gains

• Existence of broad intra- and extranet

• Mix of Wikis and MS SharePoint is being used

⇒ Continued on next page

120 Appendix
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9)

Experienced Problems

• Still the most prominent way to exchange knowledge is by personal interaction

• Other channels are still being built up, but not used intensively enough

Part 5: Open Source (OS)

10)

Extent of OS Usage

• A lot of Linux is being used with support by Red Hat

• Also: JBoss with commercial support

• Open Source is always being evaluated when approaching new application area technolo-

gies

11)

Downsides in OS

• Disadvantage is that Open Source solutions tend to be a lot narrower and more specific

• Open Source is not a big possibility to reduce cost

12)

Motivations for OS

• When Open Source software is applied it is kept as standard as possible

• Open Source helps to keep up competitive pressure to the main software suppliers

• Open Source can reduce lock-in effect

Part 6: Swedish ICT-Handling

13)

Level of Outsourcing

• 50/50 proportion of outsourcing

• Tendency is going up: was 0 % of outsourcing 5 years ago

14)

Progressiveness of ICT

• Intention to be fast followers when there are business benefits

• If it’s commodity then there is no hurry

15)

Swedish ICT Skills

• User side: ICT adoption is very high

• ICT staff: above average, more willing to use new technologies and less conservative

• Swedes have a stronger need for consensus and debate -> starting phase takes longer

• In the end that is an effective way of running projects (similar to the Japanese)

Part 7: Importance of ICT

16)

Historic Evolution of CIO

• “Influence comes when you add value”

• ICT is one of the tools to drive business flexibility and efficiency

• Therefore its importance increases

• With that, the need to apply ICT in a structured and aggressive way increases

17)

Expected Changes

• CIO reports directly to the CEO

• Posten is in the middle of a merger; in that, ICT is the key enabler

18)

CIO among Top Mgmt.
• CIO is on an eye level with the other departments
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Interview with SAS

• Interview partner: Björn Fagerstedt

• Position: VP IT Architecture & Program Management

• Interview date: December 22, 2009

• Interview duration: 35:30 min

• Industry sector: transport sector, air transport

• Employees as of 2008 (in Sweden / in total): 5,438 / unknown

• Turnover (fiscal year 2008): 5,197,151,500€

Table A.2.8: Protocol of Interview with Björn Fagerstedt (SAS)

Part 1: Inner-Company Relationships

1a)

Mutual Consultation

• ICT infrastructure initiatives are given and decided by ICT function itself

• Funding is decided by the CEO

• Business ICT development projects are requested from the responsible business unit

• They state the business needs and the requirements on an overall functional level

• ICT does the initial estimation of the project and puts together a business case

1b)

Use of External Staff

• ICT department is completely outsourced into Scandinavian ICT Group

• Scandinavian ICT Group was sold to Computer Sciences Corporation (CSC) in December

2003

• Otherwise no or very little external staff

2a)

Staff Training
• Staff training depends on the extent of contact with the user

2b)

Staff Support Persuasion

• Projects impacting a business unit are requested from those units

• During projects with large impact on users super users and special training personnel are

used
Part 2: Planning & Failure Flexibility

3a)

Detail Level of Planning

3b)

Time Horizon of Planning
• Very long training horizon for crucial systems like ticketing horizon is 10 years

• Infrastructural issues have a shorter horizon

4a)

Unreasonable Support
• Did happen, yet very seldom

4b)

Final Call for Cancellation
• Call for cancellation is done by the CIO together with the respective project owner

5)

Unintended Use

• Base action would be to correct handling by more training

• Possibility exist that it might give good insight

Part 3: Measuring Success

6)

Monetary Advantages

• New projects have a business case with financial guides for e. g. max. pay-off time

• That gets followed up six month after implementation

• That is, so that business units tell the truth about the impact so real prioritisation can be

facilitated
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7)

Non-tangible Advantages

Part 4: Knowledge Management

8)

Experienced Gains

• KM is used mainly for customer care

• KM is present in the ICT department but handled by CSC, not SAS-internal though

9)

Experienced Problems

Part 5: Open Source (OS)

10)

Extent of OS Usage

• No active participation in Open Source

• Rather restrictive policy towards Open Source

• That is due to the outsourced situation in which not many own developers are employed

11)

Downsides in OS
• Liability and support are major disadvantages in this situation

12)

Motivations for OS

Part 6: Swedish ICT-Handling

13)

Level of Outsourcing

• 83 % of ICT is outsourced

• A change of that did not take place and is not expected in the future

14)

Progressiveness of ICT

• Where competitive advantage is seen the strategy in ICT is to be leading edge

• Otherwise mostly fast follower, sometimes even ancient tech

15)

Swedish ICT Skills

• Scandinavian staff is highly innovative, aligned to the goals of the company and think out

of the box
Part 7: Importance of ICT

16)

Historic Evolution of CIO

• CIO’s role has become a lot more important throughout the last five years

• That is because almost all business processes are heavily depending on ICT

• Today very few business development initiatives can be implemented without ICT consid-

erations
17)

Expected Changes
• Strong move to centralisation of ICT

18)

CIO among Top Mgmt.

• CIO is member of the core SAS management board

• CIO reports directly to the CEO of Scandinavian Airlines
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Interview with Nordea (2)

• Interview partner: Tapio Saarelainen

• Position: Head of Group IT

• Interview date: January 4, 2010

• Interview duration: 40:55 min

• Industry sector: financial industry

• Employees as of 2008 (in Sweden / in total): 8,454 / 25,490

• Turnover (fiscal year 2008): 5,443,550,900€

Table A.2.9: Protocol of Interview with Tapio Saarelainen (Nordea)

Part 1: Inner-Company Relationships

1a)

Mutual Consultation

• ICT organisation is mirroring the business organisation, resulting in a tight relationship

• There are no ICT projects but only business projects; only exception is infrastructure

• If the business function has a certain need the ICT function makes the technical choice
1b)

Use of External Staff

• Primary contact is always internal ICT; ICT managers are called BCIOs

• BCIO is CIO for a certain business entity and is member of the business management team

2a)

Staff Training

• When implementing new business app it is always related to product or process change

• Users have to be trained to manage new processes and products

2b)

Staff Support Persuasion
• Very important, yet no further information

Part 2: Planning & Failure Flexibility

3a)

Detail Level of Planning
• ICT planning is derived from the business strategy

3b)

Time Horizon of Planning

• 3 years

• Difficult though as the needs from the business entities are changing very fast

• It is easier in the field of ICT infrastructure
4a)

Unreasonable Support

• Follow-ups on projects on monthly basis

• There are procedures in place for handling projects which are having problems

4b)

Final Call for Cancellation

5)

Unintended Use

• Unintended use will be reported by the business itself

• ICT only controls that the committed benefits are indeed harvested

Part 3: Measuring Success

6)

Monetary Advantages

• Every project has to have a business case concerning e. g. increased revenue and decreased

cost

• In the post-implementation follow-up period the benefits are monitored

7)

Non-tangible Advantages

• Every project has to have a business case concerning issues like increased productivity

• There is a monitoring system in place to monitor realisation of benefits

Part 4: Knowledge Management

8)

Experienced Gains

• Some wikis in experimentation stage are in place and a little MS SharePoint

• A lot of restrictions and existence of a lot of confidential information lead to little KM

usage
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9)

Experienced Problems

Part 5: Open Source (OS)

10)

Extent of OS Usage

• Lack of packaged softwares in the banking business leads to a very fragmented market

• Therefore, very little Open Source is used as most of the application portfolio is propri-

etary

• The vendor has to be of certain size to be able to provide stability in terms of trust and

support

11)

Downsides in OS

12)

Motivations for OS

Part 6: Swedish ICT-Handling

13)

Level of Outsourcing

• Operation of mainframes and servers is outsourced

• Application development and maintenance outsourcing is around 10-20 %

• Architectural maintenance is outsourced to a major extent and bought as a service

14)

Progressiveness of ICT

• Nordea is “active follower”

• Leading edge can be dangerous and can only be approached in close cooperation with the

business

15)

Swedish ICT Skills

• People in the Nordic countries were ahead in terms of being tech-savvy but the gap is

closing

• Population’s low density still leads to a stronger urge to being connected by Internet

Part 7: Importance of ICT

16)

Historic Evolution of CIO

• ICT discussion has been moved from ICT to business organisation

• The time spent on ICT questions in group management meetings is more than years ago

• Therefore, ICT can be seen as a more strategic issue as it was earlier

• Nowadays Nordea has three major resources: money, human resources and ICT

• Discussion of ICT in the business has gotten much more mature than it was before

• ICT is not isolated anymore but is a part of the business organisation with a common

operating model

17)

Expected Changes

• ICT will get even more important

• ICT investments are very large making it more strategic and more important

• In 5 years CIO will be on the chief officers-level

18)

CIO among Top Mgmt.
• CIO is reporting to the COO who is on the same level as CRO and CFO, i.e. the board of

directors
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Interview with Busslink

• Interview partner: Gert Gotin

• Position: IT Manager

• Interview date: January 7, 2010

• Interview duration: 33:20 min

• Industry sector: transport sector, passenger land transport

• Employees as of 2008 (in Sweden / in total): 4,043 / unknown

• Turnover (fiscal year 2008): 278,392,535€

Table A.2.10: Protocol of Interview with Gert Gotin (Busslink)

Part 1: Inner-Company Relationships

1a)

Mutual Consultation

• Close consultation with the business management

• Usually the line part of the company gives the initiative for a new project

• ICT gives input on new applications and seeks connection with the users who will be

impacted

1b)

Use of External Staff

• ICT department has no development skills but rather relies on external consultants

• ICT department works as a connector between business and external vendors

2a)

Staff Training
• Training is a crucial part of projects and not something to be done besides the projects

2b)

Staff Support Persuasion

• If an application is crucial there is no doubt that it is getting used

• If the new system serves more as a support function then it is more difficult

• The line has the responsibility about how the system is used, not the ICT function

Part 2: Planning & Failure Flexibility

3a)

Detail Level of Planning

• Efficiency and cost reduction are most important drivers for planning of new ICT ventures

• Considering outdating: the business unit using a system can change so a new version gets

necessary

3b)

Time Horizon of Planning
• 3 years

4a)

Unreasonable Support

• Unreasonable support did not occur as business asks for something it needs

• It happens that a project does not bring the expected advantages

4b)

Final Call for Cancellation
• Decision is on the owner of the project who usually is on the users side

5)

Unintended Use
• Project owner decides if this gives an opportunity for improvement or has to get fixed

Part 3: Measuring Success

6)

Monetary Advantages
• Usually there are calculations before a project starts

7)

Non-tangible Advantages

• It is sometimes difficult to measure and identify why an advantage is gained

• It is easier to measure the advantages in production than efficiency among white collars

Part 4: Knowledge Management

8)

Experienced Gains

• KM is being used but not intensively

• Trying to find ways to exchange knowledge and experience

• External vendors like facebook are being used
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9)

Experienced Problems

Part 5: Open Source (OS)

10)

Extent of OS Usage

• Open Source is being used in security applications and thin clients

• Following the market in this segment

11)

Downsides in OS

• In small ICT departments (here: 5 employees) it is difficult to have the required know-

how in-house
12)

Motivations for OS
• Support is crucial but it is believed that it is also possible with Open Source

Part 6: Swedish ICT-Handling

13)

Level of Outsourcing

• All software development is outsourced to suppliers, those usually are standard applica-

tions

• No outsourcing in terms of hardware

14)

Progressiveness of ICT

• Strategy is to be on the leading edge except where it is strategically relevant for the

business

• An example is to produce a very efficient application for the bus transportation application

• This is a system for the whole bus industry; in its development Busslink is very close to

the developers

15)

Swedish ICT Skills

• Swedish users are in the leading edge of personal knowledge and ICT experience

• Swedish people are prepared to use new technologies and are very open to new develop-

ments
Part 7: Importance of ICT

16)

Historic Evolution of CIO
• No recent changes

17)

Expected Changes
• No change is planned nor expected

18)

CIO among Top Mgmt.
• CIO is not part of the management group
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Interview with SKF

• Interview partner: Göran Ljungdahl

• Position: Group CIO

• Interview date: January 12, 2010

• Interview duration: 37:40 min

• Industry sector: manufacturing of fabricated metal

• Employees as of 2008 (in Sweden / in total):

• Turnover (fiscal year 2008): 278,392,535€

Table A.2.11: Protocol of Interview with Göran Ljungdahl (SKF)

Part 1: Inner-Company Relationships

1a)

Mutual Consultation

• Controlling ICT is done by business process organisation

• Processes are: customer, demand chain, finance, innovation, manufacturing, personnel

• Each process has a board with process owner, representatives from line organisation and

from ICT

• On top of these process boards there is an ICT board (group management level of con-

trolling ICT)

• Cross process projects are managed by the ICT board which gives the initiatives for new

projects

• In ICT there is a program office managing the project portfolio and the overall execution

1b)

Use of External Staff

• Very centralised structure, most execution work (servers, project work) got outsourced in

2001 to HP

• Task of ICT staff is to translate the business requirements to systems requirements

• Internal ICT staff does not execute projects themselves

• Internal ICT controls the service deliveries and manages the change management

• ICT architecture is controlled internally

2a)

Staff Training

• ICT staff starts in the company already highly qualified and experienced

• “User acceptance test” is part of projects

• Users are taught not only the systems as such but the whole underlying process

2b)

Staff Support Persuasion
• Projects usually have an ICT part and a business part, rarely only ICT

• Also staffed from both sides

Part 2: Planning & Failure Flexibility

3a)

Detail Level of Planning

• Cycle of three years for ICT strategy, revised every year

• In sync with business cycle

• Mutual input of business and ICT regarding planning

3b)

Time Horizon of Planning
• Positioning of current applications is planned on a 3-5 years horizon

4a)

Unreasonable Support

• Monthly report to ICT board from project portfolio regard timing, cost, delivery and qual-

ity

• Unnecessary support is possible due to resource problems

• Unrealistic expectation where expectations are higher than what can be delivered can

occur
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4b)

Final Call for Cancellation
• Mixed situation: usually process boards, rarely ICT board

5)

Unintended Use
• Normally it is an opportunity for improvement

Part 3: Measuring Success

6)

Monetary Advantages

• Yearly budgeting process is in sync with whole company’s budgeting process

• Measuring of spending and output of ICT against budget plan

• Monitoring of deviations by KPIs and benchmarks

7)

Non-tangible Advantages

Part 4: Knowledge Management

8)

Experienced Gains

• Early implementation of collaboration tools like web meetings and phone conferences

• No social networking

• Little use of Wikis

• Very fragmented picture on KM

9)

Experienced Problems

Part 5: Open Source (OS)

10)

Extent of OS Usage
• Very little to no use of Open Source

11)

Downsides in OS

12)

Motivations for OS

Part 6: Swedish ICT-Handling

13)

Level of Outsourcing

14)

Progressiveness of ICT

• Followers position in ICT

• Cost and efficiency is of the most importance, not the progressiveness

15)

Swedish ICT Skills

• Swedish people are still ahead more in ICT but also in the business function

• SKF’s ICT function is centralised to Sweden
Part 7: Importance of ICT

16)

Historic Evolution of CIO

• Role, importance and influence of the CIO has grown

• That is due to the fact that business gets more and more dependent on ICT

• Role has shifted from execution to vendor management service delivery

17)

Expected Changes
• Further growth of CIO’s importance is expected

18)

CIO among Top Mgmt.
• CIO reports to the CFO
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Interview with Securitas

• Interview partner: Sune Nanberg

• Position: Head of IT Securitas Group

• Interview date: January 13, 2010

• Interview duration: 43:30 min

• Industry sector: service sector, security activities

• Employees as of 2008 (in Sweden / in total): 9,475 / 212,000

• Turnover (fiscal year 2008): 5,080,400,000€

Table A.2.12: Protocol of Interview with Sune Nanberg (Securitas)

Part 1: Inner-Company Relationships

1a)

Mutual Consultation

• 250,000 employees but 25,000 computers

• Users i.e. guards usually just have voice communication devices

• 37 countries with own country-specific company structures – the same goes for ICT

• Group ICT consolidates policy and framework efforts

• Initiatives regarding knowledge sharing and communication often come from the CEO

• Business/group related ICT projects: higher management in the business is the driver

• Local ICT development: local business

1b)

Use of External Staff
• Approximately even proportion of external and internal staff in new projects

2a)

Staff Training

• Very important, as the average user is not tech-savvy

• Also, low ICT penetration leads to set up of local ICT education centers

2b)

Staff Support Persuasion

Part 2: Planning & Failure Flexibility

3a)

Detail Level of Planning

• ICT coordinators in regions and business units, they work towards a common goal

• There is a coordinated ICT board that meets monthly

• On the group layer the ICT strategy discussions are on a very high abstraction level

• Strategy is aligned with the business units

3b)

Time Horizon of Planning

4a)

Unreasonable Support

• Projects which are business centered are canceled by the business i.e. the process owner

• Infrastructural projects are maintained and called only by ICT

4b)

Final Call for Cancellation

5)

Unintended Use

• Problems are escalated through ICT helpdesk up to the ICT management

• There are systems that do not fit the needs to full extent, yet support the global framework

Part 3: Measuring Success

6)

Monetary Advantages

• Every major project needs a five-years budget calculation

• Before starting up a project measurements and estimates have to be in place

7)

Non-tangible Advantages

• Non-tangible advantages are not being measured

• Only technical questions are monitored
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Part 4: Knowledge Management

8)

Experienced Gains

• Move from Lotus Notes to more intensive use of social networks

• Intention: fill the gap In the decentralised organisation and globalise the local findings

9)

Experienced Problems

Part 5: Open Source (OS)

10)

Extent of OS Usage

• E.g. in Thailand the whole Securitas national network relies on Open Source

• The mix between Open Source and closed source is the best

11)

Downsides in OS

• More training is needed in projects implementing Open Source

• Patch handling and maintenance is considered to be more demanding

12)

Motivations for OS

• Open Source works pretty good especially in financial terms as it can bring huge cost

advantages

Part 6: Swedish ICT-Handling

13)

Level of Outsourcing

• Outsourcing has increased

• Strict evaluation of outsourcing partner due to security reasons

• Up to operational system level it gets outsourced and then in-house from the application

on

• Plan to give core applications out to external partners

14)

Progressiveness of ICT

• Not leading edge but close follower

• Tendency to shift to the leading edge especially in internal ICT security area

15)

Swedish ICT Skills

• Swedish use of ICT is on a very high level due to high ICT penetration

• Sweden is on the leading edge

• Example: new internal social networking system: Swedish workers input was more sub-

stantial than from other countries
Part 7: Importance of ICT

16)

Historic Evolution of CIO

• ICT will be more of a driver than it was before

• ICT coordinator keeps a very close connection to the business management

17)

Expected Changes
• Stronger ICT influence in the future

18)

CIO among Top Mgmt.

• CIO reports directly to the CEO

• CIO is not a member of the group management layer
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Interview with Saabgroup

• Interview partner: Peder Johansson

• Position: VP ICT Operations

• Interview date: January 13, 2010

• Interview duration: 35:50 min

• Industry sector: manufacturing of aircrafts

• Employees as of 2008 (in Sweden / in total): 10,992 / 2,207

• Turnover (fiscal year 2008): 2,324,869,200€

Table A.2.13: Protocol of Interview with Peder Johansson (Saabgroup)

Part 1: Inner-Company Relationships

1a)

Mutual Consultation

• Infrastructure: ICT organisation has the initiative

• Business applications: business management has the initiative

• Sidenote: Saabgroup consists of 15 companies in one group

1b)

Use of External Staff

• Business decides on the demands and aims of a projects, ICT controls its execution

• Very little external staff

2a)

Staff Training

• Responsibility for training is on both the business and the ICT function

• In general responsibility for training is on the project owner

2b)

Staff Support Persuasion

Part 2: Planning & Failure Flexibility

3a)

Detail Level of Planning

• ICT strategic plan is the input from the 15 different business plans

• ICT is a support organisation that is there to support the business

3b)

Time Horizon of Planning

• ICT has a strategic planning horizon of 5 years

• Product plans feature 5 years

• Short term planning has 1 year horizon

4a)

Unreasonable Support
• Due to intensive pre-studies unreasonable support did not occur

4b)

Final Call for Cancellation

5)

Unintended Use

• Application side: all larger systems and applications have their own steering committee

• They look into how the application is used and check that they are used as intended

Part 3: Measuring Success

6)

Monetary Advantages

• Pre-calculation is done and compared to outcome

• Monitoring the effect on return on investment

7)

Non-tangible Advantages

• It is difficult to measure business benefits

• It is difficult to identify the reason for a non-tangible benefit

• Questionnaires to people in the process are sent out to get feedback

Part 4: Knowledge Management

8)

Experienced Gains

• MS SharePoint, MS Groove, MS MSN, few wikis in development departments

• Video conferencing to reduce traveling
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9)

Experienced Problems

Part 5: Open Source (OS)

10)

Extent of OS Usage

• In-house software developers use and also participate in development of Open Source

• Apart from that very little use of Open Source

11)

Downsides in OS

• Main reason not to use Open Source is tradition

• There is a lot of mature Open Source software nowadays, yet not applied at Saab

12)

Motivations for OS

Part 6: Swedish ICT-Handling

13)

Level of Outsourcing

• Infrastructure: workplace, servers and storage are 80 % outsourced to two vendors since

late 1990’s

• Applications: 70 % outsourced; development is done by Logica with increasing tendency

• Infrastructure at the workplace: 100 % outsourced

• Servers and storage are moving back inhouse to get a mix of 50/50

14)

Progressiveness of ICT

• As to a former CIO: “Saab is leading the ICT area in Sweden”

• Currently Saab is in the front line regarding ICT handling

15)

Swedish ICT Skills

• Saab was one of the first companies to use MRP and MRP II

• Where competitors still build models Saab uses digital markups for a long time already

Part 7: Importance of ICT

16)

Historic Evolution of CIO

• CIO was not involved in the management team in the recent years

• The move into the management team is expected

17)

Expected Changes

• ICT is a support function to the business

• Business is aware that ICT can be an enabler to do more business and more cost-efficient

production

18)

CIO among Top Mgmt.

• Until last year the CIO reported to the CFO, now to the COO

• Also the business units report to the COO
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Interview with Södersjukhuset

• Interview partner: Lars Calsson

• Position: Medicinteknisk chef, tf IT-chef

• Interview date: January 20, 2010

• Interview duration: 31:10 min

• Industry sector: service sector, health and social work

• Employees as of 2008 (in Sweden / in total): 4,016 / unknown

• Turnover (fiscal year 2008): 306,693,392€

Table A.2.14: Protocol of Interview with Lars Calsson (Södersjukhuset)

Part 1: Inner-Company Relationships

1a)

Mutual Consultation

• There is an address for ideas in the hospital: once a week there is a meeting to discuss

them

• Suggestions come from both the users as well as the hospital management

1b)

Use of External Staff

• Last year (2009): 60 % internal, 40 % external

• Estimate for the running year (2010): 40 % internal, 60 % external

2a)

Staff Training

• Staff training is very important, it is the most important milestone

• Ideas come from the users: the user gives the reason for the project so he gives support

2b)

Staff Support Persuasion

Part 2: Planning & Failure Flexibility

3a)

Detail Level of Planning
• Stockholm county council (Stockholms läns landsting) gives a 5 years frame for planning

3b)

Time Horizon of Planning

• Low level planning: budget year

• Strategic planning: 3 years

• Global planning: 5 years

4a)

Unreasonable Support

• Doesn’t happen due to intense piloting

• Very good communication between ICT and the users

• Close consultation between clinical engineering and ICT; both led by the ICT chef

4b)

Final Call for Cancellation

5)

Unintended Use

Part 3: Measuring Success

6)

Monetary Advantages
• No checks

7)

Non-tangible Advantages
• No checks

Part 4: Knowledge Management

8)

Experienced Gains
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9)

Experienced Problems

Part 5: Open Source (OS)

10)

Extent of OS Usage
• No use of Open Source

11)

Downsides in OS

12)

Motivations for OS

Part 6: Swedish ICT-Handling

13)

Level of Outsourcing

• Mainly the hardware is getting outsourced

• Helpdesk is also outsourced

• ICT department had 35 employees in 2009, this year 11, next year 5 people

• Increasing tendency towards outsourcing the ICT function

14)

Progressiveness of ICT

• New projects have to be approved by the Stockholm country council

• They have to feature a 3 to 5 years forecast on their overall impact

• Progressiveness of the ICT function: following the leading edge in technology

15)

Swedish ICT Skills

• Compare to the U.S.: patient documentation system is in level 2, in the U.S. it is at level

5 (best)

• Regarding users being tech-savvy: no answer

Part 7: Importance of ICT

16)

Historic Evolution of CIO

17)

Expected Changes
• Responsibilities will be the same

18)

CIO among Top Mgmt.
• CIO reports to the top management, i.e. to the director of the hospital
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Interview with Veolia Transport

• Interview partner: Edvard Brinck

• Position: IT Manager

• Interview date: January 21, 2010

• Interview duration: 37:20 min

• Industry sector: transport sector, general land transport

• Employees as of 2008 (in Sweden / in total): 4,882 / unknown

• Turnover (fiscal year 2008): 427,450,299€

Table A.2.15: Protocol of Interview with Edvard Brinck (Veolia Transport)

Part 1: Inner-Company Relationships

1a)

Mutual Consultation

• Steering committee meets every quarter to set major priorities

• It consists of representatives from ICT, CFO and from management of each division

• Line management and the ICT function give initiatives for new ICT projects and process

development

• Maintenance function (a mix of different divisions including ICT) runs the execution of

projects

1b)

Use of External Staff

• Major part is done in-house

• For new processes or new fields external consultants are used

• In-house development is rather small, the better part is done together with suppliers and

vendors

2a)

Staff Training

• In the maintenance organisation education is part of each project

• Change management process is part of the maintenance model

• If there are implications on the way of working and on the processes then education is

immanent

• Depending on the project the training is either done by ICT or line management

• Training is taken care of mostly in the maintenance model

2b)

Staff Support Persuasion

Part 2: Planning & Failure Flexibility

3a)

Detail Level of Planning

• ICT planning is aligned with the business plan and the ICT strategy follows that plan

• SWOT (Strengths, Weaknesses, Opportunities, Threats)-Analysis is applied to plan ahead

3b)

Time Horizon of Planning

• Detailed planning: 1 year

• Raw planning: 3 year

4a)

Unreasonable Support

• It occurred that top management decided to go live even before a system was ready

• That was due to political reasons

4b)

Final Call for Cancellation
• If there is a project then there is a steering group which makes the decisions

5)

Unintended Use
• Systems are usually easy and simple enough to not have unintended use

Part 3: Measuring Success

6)

Monetary Advantages

• Cost follow-up: cost vs. turnover

• Currently working on more detailed KPIs to monitor more benefits
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7)

Non-tangible Advantages
• Projects are only measured from a cost perspective

Part 4: Knowledge Management

8)

Experienced Gains

• Software “Expert.net” is in place for areas of competence

• Purpose is to address the competent people in their areas and exchange information

• KM is mostly done in a top-down-way

9)

Experienced Problems

• No disadvantages experienced

• Major advantages are less meetings and less traveling

Part 5: Open Source (OS)

10)

Extent of OS Usage

• Basically no Open Source

• Linux on servers and Open Source-database servers

• Very strong on Microsoft for that matter

11)

Downsides in OS
• Reason: strong global core train agreement on the license side

12)

Motivations for OS

Part 6: Swedish ICT-Handling

13)

Level of Outsourcing

• Best source strategy

• First line support is being outsourced

14)

Progressiveness of ICT

• Long history in working with virtualisation and being leading edge for that matter

• Apart from that in the software area the strategy is rather wait and see

• Reasons for moving early: competitive advantage and cost efficiency by being ahead

• Business administration tools: rather wait for thorough maturity

15)

Swedish ICT Skills
• No comparison can be given on an international level due to the lack of according KPIs

Part 7: Importance of ICT

16)

Historic Evolution of CIO

• Historically, ICT was only seen as a cost driver

• Big change in recent three years: ICT became more involved in business development and

in the strategic planning of the company

• ICT is now a big part of the long-term planning of the company

17)

Expected Changes

• Strategic relevance of ICT will rise as interaction with business units and division man-

agers intensifies

18)

CIO among Top Mgmt.

• CIO has always reported to the CFO

• No change is expected therein
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A.3 Interview Results ordered by Question

Table A.3.1: Results from Question 1a: Mutual Consultation with the Business

Industry Sector: Financial Industry

Nordea

(Mats Gidlund)

• Yearly planning of frames for projects of the next year, driven by business units

• Business chief information officers (BCIO) are in place at the line

• Business units decide on all investments on ICT

Nordea

(Tapio Saarelainen)

• ICT organisation is mirroring the business organisation, resulting in a tight relationship

• There are no ICT projects but only business projects; only exception is infrastructure

• If the business function has a certain need the ICT function makes the technical choice
Industry Sector: Manufacturing

Scania

(Anne-Marie Öhlén)

• Decisions regarding business functionality are primarily business-driven

• Decisions regarding technical and infrastructural issues are taken from an ICT perspective

• In general: ICT is business-driven and supports the business

Gambro

(Johan Westman)

• Business Reference Group (BRG) oversee current and future requirements

• Problem: business function already suggests solutions instead of pointing out problems

SKF

(Göran Ljungdahl)

• Controlling ICT is done by business process organisation

• Processes are: customer, demand chain, finance, innovation, manufacturing, personnel

• Processes have a board with process owner, representatives from line organisation and from ICT

• On top of process boards there is an ICT board (group management level of controlling ICT)

• Cross process projects are managed by the ICT board which gives the initiatives for new projects

• In ICT there is a program office managing the project portfolio and the overall execution

Saabgroup

(Peder Johansson)

• Infrastructure: ICT organisation has the initiative

• Business applications: business management has the initiative

• Sidenote: Saabgroup consists of 15 companies in one group

Industry Sector: Service

Scan

(Mats Ahlbäck)

• Applications and respective cost and functionalities are governed by line managers

• Role of ICT department is to integrate, to support and to facilitate

• ICT department executes, but line management has the responsibility

• Line management specifies the functionality, the technology is responsibility of ICT department

• ICT provides technology, integration and infrastructure and coordinates ICT related initiatives

Procurator

(Leif Trulsson)

• Architecture questions are not discussed with the users

• Line management tells needs but is not involved in the way of implementation

• Requirement gathering: input mostly comes from users (80 %)

Ragn-Sells

(Martin Ekblom)

• Existence of ICT council staffed by top line-managers

• That council decides on new projects and initiatives regarding ICT

• Fully business driven initiation of new projects

Posten

(Joss Delissen)

• ICT function helps the rest of the business to describe the needs and to model the processes

• ICT department is called “Business Information Services” with funneling structure

• Four business units with own CIO, reporting directly to the managing director

• About half of the ICT organisation is about interaction with the rest of the business

⇒ Continued on next page
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Table A.3.1 – concluded from previous page

Securitas

(Sune Nanberg)

• 250,000 employees but 25,000 computers

• Users i.e. guards usually just have voice communication devices

• 37 countries with own country-specific company structures – the same goes for ICT

• Group ICT consolidates policy and framework efforts

• Initiatives regarding knowledge sharing and communication often come from the CEO

• Business/group related ICT projects: higher management in the business is the driver

• Local ICT development: local business

Södersjukhuset

(Lars Carlsson)

• There is an address for ideas in the hospital: once a week there is a meeting to discuss them

• Suggestions come from both the users as well as the hospital management

Industry Sector: Transportation

SAS

(Björn Fagerstedt)

• ICT infrastructure initiatives are given and decided by ICT function itself

• Funding is decided by the CEO

• Business ICT development projects are requested from the responsible business unit

• They state the business needs and the requirements on an overall functional level

• ICT does the initial estimation of the project and puts together a business case

Busslink

(Gert Gotin)

• Close consultation with the business management

• Usually the line part of the company gives the initiative for a new project

• ICT gives input on new applications and seeks connection with the users who will be impacted

Veolia Transport

(Edvard Brinck)

• Steering committee meets every quarter to set major priorities

• It consists of representatives from ICT, CFO and from management of each division

• Line management and the ICT function give initiatives for new ICT projects and process devel-

opment

• Maintenance function (a mix of different divisions including ICT) runs the execution of projects

A.3 Interview Results ordered by Question 139



Table A.3.2: Results from Question 1b: Use of External Staff in ICT Ventures

Industry Sector: Financial Industry

Nordea

(Mats Gidlund)

• Operations and infrastructure services are mainly outsourced to Nordic Processor

• Nordic Processor is a joint venture between Nordea and IBM with around 1,000 employees

• In-house there are 1,900 ICT employees

• Competence gaps are filled with around 300 consultants

• Another 100 external people from Cap Gemini for general ledger

Nordea

(Tapio Saarelainen)

• Primary contact is always internal ICT; ICT managers are called BCIOs

• BCIO is CIO for a certain business entity and is member of the business management team

Industry Sector: Manufacturing

Scania

(Anne-Marie Öhlén)

• In general: ICT is in-house

• Strategy is selective sourcing

• No sourcing agreements with external players

Gambro

(Johan Westman)

• All projects are led by somebody internal

• External resources are used only when internal resources do not suffice to staff a project

• Usually no external project leaders

SKF

(Göran Ljungdahl)

• Centralised structure, most execution work (servers, project work) got outsourced to HP in 2001

• Task of ICT staff is to translate the business requirements to systems requirements

• Internal ICT staff does not execute projects themselves

• Internal ICT controls the service deliveries and manages the change management

• ICT architecture is controlled internally

Saabgroup

(Peder Johansson)

• Business decides on the demands and aims of a projects, ICT controls its execution

• Very little external staff

Industry Sector: Service

Scan

(Mats Ahlbäck)

• Scan and Lantmännen joined their ICT units in Conagri

• Consequence: Scan’s ICT deptartment employs just six people

• 90 % of external ICT spending is with Conagri

• CIO of Scan is board member of Conagri, a part-owned ICT support company with 180 people

Procurator

(Leif Trulsson)

• ERP systems are mostly serviced by external consultants

• Infrastructure is serviced by both internal and external personnel

Ragn-Sells

(Martin Ekblom)

• ICT department is in a transition from development and deployment to a purchasing department

• Requirement and business analysis, project leadership is ICT function’s main task today

Posten

(Joss Delissen)
• Project leaders and architecture are internal, developers are half internal and half external

Securitas

(Sune Nanberg)
• Approximately even proportion of external and internal staff in new projects

Södersjukhuset

(Lars Carlsson)

• Last year (2009): 60 % internal, 40 % external

• Estimate for the running year (2010): 40 % internal, 60 % external

Industry Sector: Transportation

SAS

(Björn Fagerstedt)

• ICT department is completely outsourced into Scandinavian ICT Group

• Scandinavian ICT Group was sold to Computer Sciences Corporation (CSC) in December 2003

• Otherwise no or very little external staff

Busslink

(Gert Gotin)

• ICT department has no development skills but rather relies on external consultants

• ICT department works as a connector between business and external vendors

Veolia Transport

(Edvard Brinck)

• Major part is done in-house

• For new processes or new fields external consultants are used

• In-house development is rather little, the better part is done together with suppliers
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Table A.3.3: Results from Question 2a: Staff Training in ICT Ventures

Industry Sector: Financial Industry

Nordea

(Mats Gidlund)

• Very structured approach towards change management with the branch calendar

• Branch calendar also contains changes in other departments like e. g. marketing

• Intensive piloting phase

Nordea

(Tapio Saarelainen)

• When implementing new business app it is always related to product or process change

• Users have to be trained to manage new processes and products

Industry Sector: Manufacturing

Scania

(Anne-Marie Öhlén)
• Methodology and training is important in order to utilize investments in the best way

Gambro

(Johan Westman)

• Training is seen as important

• Admittance that the company has deficits in staff training

SKF

(Göran Ljungdahl)

• ICT staff starts in the company already highly qualified and experienced

• “User acceptance test” is part of projects

• Users are taught not only the systems as such but the whole underlying process

Saabgroup

(Peder Johansson)

• Responsibility for training is on both the business and the ICT function

• In general responsibility for training is on the project owner

Industry Sector: Service

Scan

(Mats Ahlbäck)
• Training is important and recently intensively practiced in a switch of the ERP system

Procurator

(Leif Trulsson)

• Staff training is very important, especially in terms of the ICT staff for being the first line of

support

Ragn-Sells

(Martin Ekblom)

• ICT staff is responsible for testing and project management

• Expertise on the technology is supposed to come from sub-suppliers

• Expertise on the usage however should be at line users

Posten

(Joss Delissen)
• Training and adoption are taken care of very early in a project, especially in big projects

Securitas

(Sune Nanberg)

• Very important, as the average user is not tech-savvy

• Also, low ICT penetration leads to set up of local ICT education centers

Södersjukhuset

(Lars Carlsson)

• Staff training is very important, it is the most important milestone

• Ideas come from the users: the user gives the reason for the project so he gives support

Industry Sector: Transportation

SAS

(Björn Fagerstedt)
• Staff training depends on the extent of contact with the user

Busslink

(Gert Gotin)
• Training is a crucial part of projects and not something to be done besides the projects

Veolia Transport

(Edvard Brinck)

• In the maintenance organisation education is part of each project

• Change management process is part of the maintenance model

• If there are implications on the way of working and on the processes then education is immanent

• Depending on the project the training is either done by ICT or line management

• Training is taken care of mostly in the maintenance model
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Table A.3.4: Results from Question 2b: Persuasion of Staff to Support new Projects

Industry Sector: Financial Industry

Nordea

(Mats Gidlund)
• It is expected that people slowly adopt to new processes; they are given time to adopt

Nordea

(Tapio Saarelainen)
• Very important, yet no further information

Industry Sector: Manufacturing

Scania

(Anne-Marie Öhlén)

• Staff is supposed to challenge the current situation all of the time

• Therefore, supporting changes is a natural part of work

Gambro

(Johan Westman)

SKF

(Göran Ljungdahl)
• Projects usually have an ICT part and a business part, rarely only ICT

• Also staffed from both sides

Saabgroup

(Peder Johansson)

Industry Sector: Service

Scan

(Mats Ahlbäck)

Procurator

(Leif Trulsson)
• Super-user concept is implemented, but did not really get accepted

Ragn-Sells

(Martin Ekblom)

• Massive training happened during introduction of new ERP system

• First step: explaining why new system; second step: how to use new system

Posten

(Joss Delissen)

Securitas

(Sune Nanberg)

Södersjukhuset

(Lars Carlsson)

Industry Sector: Transportation

SAS

(Björn Fagerstedt)

• Projects impacting a business unit are requested from those units

• During projects with large impact on users super users and special training personnel are used

Busslink

(Gert Gotin)

• If an application is crucial there is no doubt that it is getting used

• If the new system serves more as a support function then it is more difficult

• The line has the responsibility about how the system is used, not the ICT function

Veolia Transport

(Edvard Brinck)
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Table A.3.5: Results from Question 3a: Detail Level of Planning

Industry Sector: Financial Industry

Nordea

(Mats Gidlund)

• The long term planning is of a rather high abstraction level with intentions and directions

• More process oriented than aligned to certain technologies

Nordea

(Tapio Saarelainen)
• ICT planning is derived from the business strategy

Industry Sector: Manufacturing

Scania

(Anne-Marie Öhlén)
• Lifecycle management and integration issues are main parts of long term considerations

Gambro

(Johan Westman)

• Planning is easier when ICT plans its own business transformations

• More difficult in cooperation with business; there, planning is done in the BRGs

SKF

(Göran Ljungdahl)

• Cycle of three years for ICT strategy, revised every year

• In sync with business cycle

• Mutual input of business and ICT regarding planning

Saabgroup

(Peder Johansson)

• ICT strategic plan is the input from the 15 different business plans

• ICT is a support organisation that is there to support the business

Industry Sector: Service

Scan

(Mats Ahlbäck)

• All changes in ICT sector are driven by business requirements and business changes

• Therefore timescale is the same as for project planning and business changes

• No need to change ICT without business requirements

Procurator

(Leif Trulsson)

Ragn-Sells

(Martin Ekblom)

• Planning ahead is rather on a strategy level

• Focus is on e. g. how the basic architecture should look like

Posten

(Joss Delissen)

• Three views on the application portfolio: platforms, specific apps, apps to get rid of

• In those views, different detail levels of planning are being followed

Securitas

(Sune Nanberg)

• ICT coordinators in regions and business units, they work towards a common goal

• There is a coordinated ICT board that meets monthly

• On the group layer the ICT strategy discussions are on a very high abstraction level

• Strategy is aligned with the business units

Södersjukhuset

(Lars Carlsson)
• Stockholm county council (Stockholms läns landsting) gives a 5 years frame for planning

Industry Sector: Transportation

SAS

(Björn Fagerstedt)

Busslink

(Gert Gotin)

• Efficiency and cost reduction are most important drivers for planning of new ICT ventures

• Considering outdating: the business unit using a system can change so a new version gets

necessary

Veolia Transport

(Edvard Brinck)

• ICT planning is aligned with the business plan and the ICT strategy follows that plan

• SWOT (Strengths, Weaknesses, Opportunities, Threats)-Analysis is applied to plan ahead
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Table A.3.6: Results from Question 3b: Time Horizon of Planning

Industry Sector: Financial Industry

Nordea

(Mats Gidlund)
• 2-3 years

Nordea

(Tapio Saarelainen)

• 3 years

• Difficult though as the needs from the business entities are changing very fast

• It is easier in the field of ICT infrastructure
Industry Sector: Manufacturing

Scania

(Anne-Marie Öhlén)
• 5 years

Gambro

(Johan Westman)

• 3 year for pure and straightforward ICT projects

• Example: R&D might need a PDM platform and those are horizon-free

• Example: MRP system; is important but difficult to put into time frame

SKF

(Göran Ljungdahl)
• Positioning of current applications is planned on a 3-5 years horizon

Saabgroup

(Peder Johansson)

• ICT has a strategic planning horizon of 5 years

• Product plans feature 5 years

• Short term planning has 1 year horizon

Industry Sector: Service

Scan

(Mats Ahlbäck)
• 2-3 years for strategic business planning

Procurator

(Leif Trulsson)

• E-commerce features a planning of 3-4 years, aligned with the business planning

• Otherwise there is no long term planning, also due to the economic crisis

Ragn-Sells

(Martin Ekblom)
• The business plan is on a 5 year basis, focus is on 1-2 years

Posten

(Joss Delissen)

• Business works with a rolling 3 years plan

• Vendor management (outsourcing management): 5-7 years

• Architecture and applications: 10 years

Securitas

(Sune Nanberg)

Södersjukhuset

(Lars Carlsson)

• Low level planning: budget year

• Strategic planning: 3 years

• Global planning: 5 years

Industry Sector: Transportation

SAS

(Björn Fagerstedt)
• Very long training horizon for crucial systems like ticketing horizon is 10 years

• Infrastructural issues have a shorter horizon

Busslink

(Gert Gotin)
• 3 years

Veolia Transport

(Edvard Brinck)

• Detailed planning: 1 year

• Raw planning: 3 year
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Table A.3.7: Results from Question 4a: Unreasonable Support

Industry Sector: Financial Industry

Nordea

(Mats Gidlund)
• Unreasonable support happens in around 1 % of yearly projects, mostly for e. g. political reasons

Nordea

(Tapio Saarelainen)

• Follow-ups on projects on monthly basis

• There are procedures in place for handling projects which are having problems

Industry Sector: Manufacturing

Scania

(Anne-Marie Öhlén)

• Scania has a “love for deviation”

• Opportunity to learn from errors

Gambro

(Johan Westman)

• Due to high regulatory requirements and documentation needs projects do not really fail

• Documentation requirements lead to more interaction with the business and the end users

SKF

(Göran Ljungdahl)

• Monthly report to ICT board from project portfolio regard timing, cost, delivery and quality

• Unnecessary support is possible due to resource problems

• Unrealistic expectation where expectations are higher than what can be delivered can occur

Saabgroup

(Peder Johansson)
• Due to intensive pre-studies unreasonable support did not occur

Industry Sector: Service

Scan

(Mats Ahlbäck)

• No unreasonable support

• Initiative for realigning projects in progress comes from line management

Procurator

(Leif Trulsson)
• Unreasonable support did occur about 4 years ago with a derailed ERP system

Ragn-Sells

(Martin Ekblom)

• Systems not fitting the needs were rolled out in the past

• Now, internal ICT staff is more concerned with requirement analysis than with system develop-

ment
Posten

(Joss Delissen)
• Nowadays not an issue due to focus on business processes

Securitas

(Sune Nanberg)

• Projects which are business centered are canceled by the business i.e. the process owner

• Infrastructural projects are maintained and called only by ICT

Södersjukhuset

(Lars Carlsson)

• Doesn’t happen due to intense piloting

• Very good communication between ICT and the users

• Close consultation between clinical engineering and ICT; both led by the ICT chef

Industry Sector: Transportation

SAS

(Björn Fagerstedt)
• Did happen, yet very seldom

Busslink

(Gert Gotin)

• Unreasonable support did not occur as business asks for something it needs

• It happens that a project does not bring the expected advantages

Veolia Transport

(Edvard Brinck)

• It occurred that top management decided to go live even before a system was ready

• That was due to political reasons
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Table A.3.8: Results from Question 4b: Final Call for Cancellation of Projects

Industry Sector: Financial Industry

Nordea

(Mats Gidlund)

Nordea

(Tapio Saarelainen)

Industry Sector: Manufacturing

Scania

(Anne-Marie Öhlén)
• Projects have steering groups which decide on cancellation and what to learn form mistakes

Gambro

(Johan Westman)

SKF

(Göran Ljungdahl)
• Mixed situation: usually process boards, rarely ICT board

Saabgroup

(Peder Johansson)

Industry Sector: Service

Scan

(Mats Ahlbäck)

Procurator

(Leif Trulsson)

Ragn-Sells

(Martin Ekblom)

Posten

(Joss Delissen)

Securitas

(Sune Nanberg)

Södersjukhuset

(Lars Carlsson)

Industry Sector: Transportation

SAS

(Björn Fagerstedt)
• Call for cancellation is done by the CIO together with the respective project owner

Busslink

(Gert Gotin)
• Decision is on the owner of the project who usually is on the users side

Veolia Transport

(Edvard Brinck)
• If there is a project then there is a steering group which makes the decisions
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Table A.3.9: Results from Question 5: Unintended Use of ICT Systems

Industry Sector: Financial Industry

Nordea

(Mats Gidlund)

• Maintenance and lifecycle management is decided within ICT and one business partner

• Projects (> 50,000 Euro) are responsibility of corresponding business unit together with ICT

• Improvements (< 50,000 Euro) are responsibility of BCIO

Nordea

(Tapio Saarelainen)

• Unintended use will be reported by the business itself

• ICT only controls that the committed benefits are indeed harvested

Industry Sector: Manufacturing

Scania

(Anne-Marie Öhlén)

• Strategic projects are monitored on a weekly basis

• This enables to find deviations as soon as possible and to act on them as they occur

Gambro

(Johan Westman)

SKF

(Göran Ljungdahl)
• Normally it is an opportunity for improvement

Saabgroup

(Peder Johansson)

• Application side: all larger systems and applications have their own steering committee

• They look into how the application is used and check that they are used as intended

Industry Sector: Service

Scan

(Mats Ahlbäck)

Procurator

(Leif Trulsson)

Ragn-Sells

(Martin Ekblom)
• Audits are performed throughout the company monitoring the usage of the ICT systems

Posten

(Joss Delissen)
• In 90 % unintended use is a good thing and is a possibility for improvement

Securitas

(Sune Nanberg)

• Problems are escalated through ICT helpdesk up to the ICT management

• There are systems that do not fit the needs to full extent, yet support the global framework

Södersjukhuset

(Lars Carlsson)

Industry Sector: Transportation

SAS

(Björn Fagerstedt)

• Base action would be to correct handling by more training

• Possibility exist that it might give good insight

Busslink

(Gert Gotin)
• Project owner decides if this gives an opportunity for improvement or has to get fixed

Veolia Transport

(Edvard Brinck)
• Systems are usually easy and simple enough to not have unintended use
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Table A.3.10: Results from Question 6: Measuring Monetary Advantages

Industry Sector: Financial Industry

Nordea

(Mats Gidlund)

• Starting a project is always based on a business case

• Business cases are mainly based on monetary benefits

Nordea

(Tapio Saarelainen)

• Every project has to have a business case concerning e. g. increased revenue and decreased cost

• In the post-implementation follow-up period the benefits are monitored

Industry Sector: Manufacturing

Scania

(Anne-Marie Öhlén)
• Calculation of net profit value of every project

Gambro

(Johan Westman)

• Quality is more important than ICT costs right now

• Monetary aspects are not that important

• Both due to a current restructuring phase

• Strategic business drivers like supporting the global processes

• Business case is mandatory for new projects

SKF

(Göran Ljungdahl)

• Yearly budgeting process is in sync with whole company’s budgeting process

• Measuring of spending and output of ICT against budget plan

• Monitoring of deviations by KPIs and benchmarks

Saabgroup

(Peder Johansson)

• Pre-calculation is done and compared to outcome

• Monitoring the effect on return on investment

Industry Sector: Service

Scan

(Mats Ahlbäck)

• In the recent 10 years ICT spending got cut down to half

• Today 0.7 % of company turnover is ICT spending

• That level is accepted by line management, therefore low pressure to further reduce cost

• Focus is rather on reliability than on cost

Procurator

(Leif Trulsson)
• Monitoring of monetary advantages should be implemented, but it is not done

Ragn-Sells

(Martin Ekblom)

• Pre-calculation is done before a project

• No standard procedure to check if the intended effect is gained

Posten

(Joss Delissen)

• Usage of Balance Scorecard

• To start a project a business case has to get approved

• Straight forward: what’s the total cost of the project vs. what are the savings

Securitas

(Sune Nanberg)

• Every major project needs a five-years budget calculation

• Before starting up a project measurements and estimates have to be in place

Södersjukhuset

(Lars Carlsson)
• No checks

Industry Sector: Transportation

SAS

(Björn Fagerstedt)

• New projects have a business case with financial guides for e. g. max. pay-off time

• That gets followed up six month after implementation

• That is, so that business units tell the truth about the impact so real prioritisation can be facili-

tated
Busslink

(Gert Gotin)
• Usually there are calculations before a project starts

Veolia Transport

(Edvard Brinck)

• Cost follow-up: cost vs. turnover

• Currently working on more detailed KPIs to monitor more benefits
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Table A.3.11: Results from Question 7: Measuring Non-Tangible Advantages

Industry Sector: Financial Industry

Nordea

(Mats Gidlund)

• There is a description of improvements in data quality, process efficiency, accuracy, etc.

• Follow-up on the major business cases has room for improvements

• Due to the vast number of changes and possible overlaps identifying a cause of improvement is

hard
Nordea

(Tapio Saarelainen)

• Every project has to have a business case concerning issues like increased productivity

• There is a monitoring system in place to monitor realisation of benefits

Industry Sector: Manufacturing

Scania

(Anne-Marie Öhlén)

• Attempt to calculate e. g. efficiency gains of a sales person

• No general approach

Gambro

(Johan Westman)

• There is mostly subjective feedback with regards to ICT

• Aligning results with KPIs is planned but not implemented

SKF

(Göran Ljungdahl)

Saabgroup

(Peder Johansson)

• It is difficult to measure business benefits

• It is difficult to identify the reason for a non-tangible benefit

• Questionnaires to people in the process are sent out to get feedback

Industry Sector: Service

Scan

(Mats Ahlbäck)

• The measurement of non-tangible performance of ICT rather relies on gut feeling

• Nobody in management wants to be concerned about ICT

• ICT is a service and is just supposed to work

Procurator

(Leif Trulsson)

• Three dimensions on the wish list: satisfaction from user, efficiency, financial measure

• Difficult in a constant state of change

• Measuring boils down to a gut feeling

Ragn-Sells

(Martin Ekblom)

Posten

(Joss Delissen)

• What is the impact on employees, customers and processes and quality

• Bottom line: business case has to contain a positive effect

Securitas

(Sune Nanberg)

• Non-tangible advantages are not being measured

• Only technical questions are monitored

Södersjukhuset

(Lars Carlsson)
• No checks

Industry Sector: Transportation

SAS

(Björn Fagerstedt)

Busslink

(Gert Gotin)

• It is sometimes difficult to measure and identify why an advantage is gained

• It is easier to measure the advantages in production than efficiency among white collars

Veolia Transport

(Edvard Brinck)
• Projects are only measured from a cost perspective
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Table A.3.12: Results from Question 8: Gains from Knowledge Management

Industry Sector: Financial Industry

Nordea

(Mats Gidlund)
• No use of knowledge management systems

Nordea

(Tapio Saarelainen)

• Some wikis in experimentation stage are in place and a little MS SharePoint

• A lot of restrictions and existence of a lot of confidential information lead to little KM usage

Industry Sector: Manufacturing

Scania

(Anne-Marie Öhlén)
• The workforce changes more often than before so it gets more important to capture knowledge

Gambro

(Johan Westman)

• Business process development: captured within their PDM tools

• Free movement of information is handled very carefully in med. business

• Capturing incoming information is handled by complaint handling

• Focus is more on a traditional and a more static view on knowledge management

• Basically back to documentation of processes and communication

SKF

(Göran Ljungdahl)

• Early implementation of collaboration tools like web meetings and phone conferences

• No social networking

• Little use of Wikis

• Very fragmented picture on KM

Saabgroup

(Peder Johansson)

• MS SharePoint, MS Groove, MS MSN, few wikis in development departments

• Video conferencing to reduce traveling

Industry Sector: Service

Scan

(Mats Ahlbäck)

• Very little use of KM

• Market research: biggest part of that is to have subscriptions from market research companies

Procurator

(Leif Trulsson)

• CMS (Joomla) on which the intranet is based on; that is the major information system

• Other systems in place: helpdesk system, project management system

Ragn-Sells

(Martin Ekblom)

Posten

(Joss Delissen)

• Existence of broad intra- and extranet

• Mix of Wikis and MS SharePoint is being used

Securitas

(Sune Nanberg)

• Move from Lotus Notes to more intensive use of social networks

• Intention: fill the gap In the decentralised organisation and globalise the local findings

Södersjukhuset

(Lars Carlsson)

Industry Sector: Transportation

SAS

(Björn Fagerstedt)

• KM is used mainly for customer care

• KM is present in the ICT department but handled by CSC, not SAS-internal though

Busslink

(Gert Gotin)

• KM is being used but not intensively

• Trying to find ways to exchange knowledge and experience

• External vendors like facebook are being used

Veolia Transport

(Edvard Brinck)

• Software “Expert.net” is in place for areas of competence

• Purpose is to address the competent people in their areas and exchange information

• KM is mostly done in a top-down-way
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Table A.3.13: Results from Question 9: Problems in Knowledge Management

Industry Sector: Financial Industry

Nordea

(Mats Gidlund)

Nordea

(Tapio Saarelainen)

Industry Sector: Manufacturing

Scania

(Anne-Marie Öhlén)

• Loss of personal interaction has been experienced

• Combination of personal interaction and KM is seen as crucial

Gambro

(Johan Westman)

SKF

(Göran Ljungdahl)

Saabgroup

(Peder Johansson)

Industry Sector: Service

Scan

(Mats Ahlbäck)

Procurator

(Leif Trulsson)

Ragn-Sells

(Martin Ekblom)

Posten

(Joss Delissen)

• Still the most prominent way to exchange knowledge is by personal interaction

• Other channels are still being built up, but not used intensively enough

Securitas

(Sune Nanberg)

Södersjukhuset

(Lars Carlsson)

Industry Sector: Transportation

SAS

(Björn Fagerstedt)

Busslink

(Gert Gotin)

Veolia Transport

(Edvard Brinck)

• No disadvantages experienced

• Major advantages are less meetings and less traveling
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Table A.3.14: Results from Question 10: Extent of Open Source Usage

Industry Sector: Financial Industry

Nordea

(Mats Gidlund)

• Open Source is being used, but there are no projects which are being actively supported

• Lock-in can happen to certain Open Source software versions when they are getting modified

• Examples: software development in Java, Ruby and Spring; Linux on the not-business-critical

servers

Nordea

(Tapio Saarelainen)

• Lack of packaged softwares in the banking business leads to a very fragmented market

• Therefore, very little Open Source is used as most of the application portfolio is proprietary

• The vendor has to be of certain size to be able to provide stability in terms of trust and support

Industry Sector: Manufacturing

Scania

(Anne-Marie Öhlén)
• Very little use of Open Source software

Gambro

(Johan Westman)
• No use of Open Source software

SKF

(Göran Ljungdahl)
• Very little to no use of Open Source

Saabgroup

(Peder Johansson)

• In-house software developers use and also participate in development of Open Source

• Apart from that very little use of Open Source

Industry Sector: Service

Scan

(Mats Ahlbäck)
• No use of Open Source software

Procurator

(Leif Trulsson)

• Very strong use of Open Source: CMS, helpdesk and project management systems

• Decision is taken to change the office package from MS Office to Open Office

• Open Source is used since the 1990’s

Ragn-Sells

(Martin Ekblom)

• Basically no use of Open Source at all

• Mostly relying on Microsoft

• Though expensive, it is reliable

Posten

(Joss Delissen)

• A lot of Linux is being used with support by Red Hat

• Also: JBoss with commercial support

• Open Source is always being evaluated when approaching new application area technologies

Securitas

(Sune Nanberg)

• E.g. in Thailand the whole Securitas national network relies on Open Source

• The mix between Open Source and closed source is the best

Södersjukhuset

(Lars Carlsson)
• No use of Open Source

Industry Sector: Transportation

SAS

(Björn Fagerstedt)

• No active participation in Open Source

• Rather restrictive policy towards Open Source

• That is due to the outsourced situation in which not many own developers are employed

Busslink

(Gert Gotin)

• Open Source is being used in security applications and thin clients

• Following the market in this segment

Veolia Transport

(Edvard Brinck)

• Basically no Open Source

• Linux on servers and Open Source-database servers

• Very strong on Microsoft for that matter
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Table A.3.15: Results from Question 11: Downsides in Open Source

Industry Sector: Financial Industry

Nordea

(Mats Gidlund)

Nordea

(Tapio Saarelainen)

Industry Sector: Manufacturing

Scania

(Anne-Marie Öhlén)

• Open Source is basically a legal problem due to the re-publication of own developments

• Open Source is seen as threat to competitive advantage and intellectual capital

Gambro

(Johan Westman)

• Regulatory requirement for support are a major obstacle for OS

• Not possible to hold someone responsible when it comes to liability

• No problem from the intellectual property rights-perspective

SKF

(Göran Ljungdahl)

Saabgroup

(Peder Johansson)

• Main reason not to use Open Source is tradition

• There is a lot of mature Open Source software nowadays, yet not applied at Saab

Industry Sector: Service

Scan

(Mats Ahlbäck)

Procurator

(Leif Trulsson)

• No problem with liability and lacking support

• Resistance is being expected in the Open Office rollout

• Therefore a need for broad support is being seen

Ragn-Sells

(Martin Ekblom)

Posten

(Joss Delissen)

• Disadvantage is that Open Source solutions tend to be a lot narrower and more specific

• Open Source is not a big possibility to reduce cost

Securitas

(Sune Nanberg)

• More training is needed in projects implementing Open Source

• Patch handling and maintenance is considered to be more demanding

Södersjukhuset

(Lars Carlsson)

Industry Sector: Transportation

SAS

(Björn Fagerstedt)
• Liability and support are major disadvantages in this situation

Busslink

(Gert Gotin)
• In small ICT departments (here: 5 employees) it is difficult to have the required know-how

in-house

Veolia Transport

(Edvard Brinck)
• Reason: strong global core train agreement on the license side
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Table A.3.16: Results from Question 12: Motivations for Open Source

Industry Sector: Financial Industry

Nordea

(Mats Gidlund)

• Cost reduction is not an issue

• Motivators are rather flexibility and adaptability

Nordea

(Tapio Saarelainen)

Industry Sector: Manufacturing

Scania

(Anne-Marie Öhlén)

• Lock-in effect and sunk cost are known problems and therefore drivers for OS evaluation

• Where the company’s software is not unique one should strive for cost reduction – also with OS

Gambro

(Johan Westman)

SKF

(Göran Ljungdahl)

Saabgroup

(Peder Johansson)

Industry Sector: Service

Scan

(Mats Ahlbäck)

Procurator

(Leif Trulsson)
• Open Source software is considered as stable and it fulfils the needs of most of the users

Ragn-Sells

(Martin Ekblom)

Posten

(Joss Delissen)

• When Open Source software is applied it is kept as standard as possible

• Open Source helps to keep up competitive pressure to the main software suppliers

• Open Source can reduce lock-in effect

Securitas

(Sune Nanberg)
• Open Source works pretty good especially in financial terms as it can bring huge cost advantages

Södersjukhuset

(Lars Carlsson)

Industry Sector: Transportation

SAS

(Björn Fagerstedt)

Busslink

(Gert Gotin)
• Support is crucial but it is believed that it is also possible with Open Source

Veolia Transport

(Edvard Brinck)
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Table A.3.17: Results from Question 13: Level of Outsourcing

Industry Sector: Financial Industry

Nordea

(Mats Gidlund)

Nordea

(Tapio Saarelainen)

• Operation of mainframes and servers is outsourced

• Application development and maintenance outsourcing is around 10-20 %

• Architectural maintenance is outsourced to a major extent and bought as a service

Industry Sector: Manufacturing

Scania

(Anne-Marie Öhlén)

• Software can give business advantage, so 70-80 % of software development is done in-house

• Scania’s ICT was completely outsourced for 5 years, but got back in-house in 2001

• Infrastructural services are more general and can therefore be outsourced to a larger extent

• Ongoing increase of buy-ins of hardware services, decrease regarding software development

Gambro

(Johan Westman)

• ICT commodities are being outsourced

• Principle: don’t develop where you can buy

• Willingness to realign the company if necessary for a best-practice software

• Tendency to outsource the post sale support

SKF

(Göran Ljungdahl)

Saabgroup

(Peder Johansson)

• Infrastructure: workplace, servers and storage are outsourced by 80 % since late 1990’s

• Applications: 70 % outsourced; development is done by Logica with increasing tendency

• Infrastructure at the workplace: 100 % outsourced

• Servers and storage are moving back inhouse to get a mix of 50/50

Industry Sector: Service

Scan

(Mats Ahlbäck)

Procurator

(Leif Trulsson)

• No outsourcing in the Open Source projects

• ERP systems: external consultants are needed and used

• Over the last 5 years outsourcing has stayed on an rather even level

• It is expected to reduce the level outsourcing over the next years

Ragn-Sells

(Martin Ekblom)
• Servers and desktop services are going to be mainly outsourced to Logica

Posten

(Joss Delissen)

• 50/50 proportion of outsourcing

• Tendency is going up: was 0 % of outsourcing 5 years ago

Securitas

(Sune Nanberg)

• Outsourcing has increased

• Strict evaluation of outsourcing partner due to security reasons

• Up to operational system level it gets outsourced and then in-house from the application on

• Plan to give core applications out to external partners

Södersjukhuset

(Lars Carlsson)

• Mainly the hardware is getting outsourced

• Helpdesk is also outsourced

• ICT department had 35 employees in 2009, this year 11, next year 5 people

• Increasing tendency towards outsourcing the ICT function

Industry Sector: Transportation

SAS

(Björn Fagerstedt)

• 83 % of ICT is outsourced

• A change of that did not take place and is not expected in the future

Busslink

(Gert Gotin)

• All software development is outsourced to suppliers, those usually are standard applications

• No outsourcing in terms of hardware

Veolia Transport

(Edvard Brinck)

• Best source strategy

• First line support is being outsourced
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Table A.3.18: Results from Question 14: Progressiveness of the Companies’ ICT

Industry Sector: Financial Industry

Nordea

(Mats Gidlund)

Nordea

(Tapio Saarelainen)

• Nordea is “active follower”

• Leading edge can be dangerous and can only be approached in close cooperation with the

business
Industry Sector: Manufacturing

Scania

(Anne-Marie Öhlén)

• When product-driven the strategy is leading edge

• When administrative ICT the strategy is wait and see

Gambro

(Johan Westman)

SKF

(Göran Ljungdahl)

• Followers position in ICT

• Cost and efficiency is of the most importance, not the progressiveness

Saabgroup

(Peder Johansson)

• As to a former CIO: “Saab is leading the ICT area in Sweden”

• Currently Saab is in the front line regarding ICT handling

Industry Sector: Service

Scan

(Mats Ahlbäck)

Procurator

(Leif Trulsson)

Ragn-Sells

(Martin Ekblom)

Posten

(Joss Delissen)

• Intention to be fast followers when there are business benefits

• If it’s commodity then there is no hurry

Securitas

(Sune Nanberg)

• Not leading edge but close follower

• Tendency to shift to the leading edge especially in internal ICT security area

Södersjukhuset

(Lars Carlsson)

• New projects have to be approved by the Stockholm country council

• They have to feature a 3 to 5 years forecast on their overall impact

• Progressiveness of the ICT function: following the leading edge in technology

Industry Sector: Transportation

SAS

(Björn Fagerstedt)

• Where competitive advantage is seen the strategy in ICT is to be leading edge

• Otherwise mostly fast follower, sometimes even ancient tech

Busslink

(Gert Gotin)

• Strategy is to be on the leading edge except where it is strategically relevant for the business

• An example is to produce a very efficient application for the bus transportation application

• This is a system for the whole bus industry; in its development Busslink is very close to the

developers

Veolia Transport

(Edvard Brinck)

• Long history in working with virtualisation and being leading edge for that matter

• Apart from that in the software area the strategy is rather wait and see

• Reasons for moving early: competitive advantage and cost efficiency by being ahead

• Business administration tools: rather wait for thorough maturity
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Table A.3.19: Results from Question 15: Assessment of Swedish ICT Skills

Industry Sector: Financial Industry

Nordea

(Mats Gidlund)
• Sweden is still ahead when it comes to the number of devices connected to the Internet

• In the business that does not matter

Nordea

(Tapio Saarelainen)

• People in the Nordic countries were ahead in terms of being tech-savvy but the gap is closing

• Population’s low density still leads to a stronger urge to being connected by internet

Industry Sector: Manufacturing

Scania

(Anne-Marie Öhlén)

• Young Swedish ICT professionals are rather early adopters

• They are more agile than e. g. Central Europeans

Gambro

(Johan Westman)

• In Sweden people get more responsibility more early in their career

• Possibility to develop skills in a more rapid fashion in Sweden

• Swedish view on ICT is more creative, it gives a “longer leash”

• Swedish ICT people are more dynamic and more “Picasso”-like

SKF

(Göran Ljungdahl)
• Swedish people are still ahead more in ICT but also in the business function

• SKF’s ICT function is centralised to Sweden

Saabgroup

(Peder Johansson)

• Saab was one of the first companies to use MRP and MRP II

• Where competitors still build models Saab uses digital markups for a long time already

Industry Sector: Service

Scan

(Mats Ahlbäck)
• Sweden is still ahead but the gap is closing

Procurator

(Leif Trulsson)
• ICT skills of the ICT department are on a higher level than in other countries

Ragn-Sells

(Martin Ekblom)
• No difference is seen in comparison with other countries when it comes to ICT skills

Posten

(Joss Delissen)

• User side: ICT adoption is very high

• ICT staff: above average, more willing to use new technologies and less conservative

• Swedes have a stronger need for consensus and debate -> starting phase takes longer

• In the end that is an effective way of running projects (similar to the Japanese)

Securitas

(Sune Nanberg)

• Swedish use of ICT is on a very high level due to high ICT penetration

• Sweden is on the leading edge

• Example: new internal social networking system: Swedish workers input was more substantial

than from other countries
Södersjukhuset

(Lars Carlsson)

• Compare to the U.S.: patient documentation system is in level 2, in the U.S. it is at level 5 (best)

• Regarding users being tech-savvy: no answer

Industry Sector: Transportation

SAS

(Björn Fagerstedt)
• Scandinavian staff is highly innovative, aligned to the goals of the company and think out of the

box

Busslink

(Gert Gotin)

• Swedish users are in the leading edge of personal knowledge and ICT experience

• Swedish people are prepared to use new technologies and are very open to new developments

Veolia Transport

(Edvard Brinck)
• No comparison can be given on an international level due to the lack of according KPIs
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Table A.3.20: Results from Question 16: Historic Evolution of the CIO

Industry Sector: Financial Industry

Nordea

(Mats Gidlund)

• CIO is among the top management since 2009 (reorganisation of ICT into four departments)

• Focus on ICT among top management has increased

Nordea

(Tapio Saarelainen)

• ICT discussion has been moved from ICT to business organisation

• The time spent on ICT questions in group management meetings is more than years ago

• Therefore, ICT can be seen as a more strategic issue as it was earlier

• Nowadays Nordea has three major resources: money, human resources and ICT

• Discussion of ICT in the business has gotten much more mature than it was before

• ICT is not isolated but is a part of the business organisation with a common operating model

Industry Sector: Manufacturing

Scania

(Anne-Marie Öhlén)

• More understanding of what business advantages are linked to ICT investments as such

• Therefore no CIO in Scania

• Understanding has evolved that ICT is a regular part of business

• Therefore, ICT is now a business commodity i.e. necessity

Gambro

(Johan Westman)
• Hard work in recent 2 years to move from a simple software provider to a partner of the business

SKF

(Göran Ljungdahl)

• Role, importance and influence of the CIO has grown

• That is due to the fact that business gets more and more dependent on ICT

• Role has shifted from execution to vendor management service delivery

Saabgroup

(Peder Johansson)

• CIO was not involved in the management team in the recent years

• The move into the management team is expected

Industry Sector: Service

Scan

(Mats Ahlbäck)

• CIO is not on the management team: good thing not to be as ICT is only a support function

• CIO reports to the CFO

Procurator

(Leif Trulsson)

• In 2009 the move towards e-commerce did a huge step

• Yet, ICT is not regarded as crucial and strategic as it was before

Ragn-Sells

(Martin Ekblom)

• CIO is head of purchasing, head of logistics and CIO in one person

• ICT division moved from an order executing commodity to a department of strategic value

Posten

(Joss Delissen)

• “Influence comes when you add value”

• ICT is one of the tools to drive business flexibility and efficiency

• Therefore its importance increases

• With that, the need to apply ICT in a structured and aggressive way increases

Securitas

(Sune Nanberg)

• ICT will be more of a driver than it was before

• ICT coordinator keeps a very close connection to the business management

Södersjukhuset

(Lars Carlsson)

Industry Sector: Transportation

SAS

(Björn Fagerstedt)

• CIO’s role has become a lot more important throughout the last five years

• That is because almost all business processes are heavily depending on ICT

• Today very few business development initiatives can be implemented without ICT considerations

Busslink

(Gert Gotin)
• No recent changes

Veolia Transport

(Edvard Brinck)

• Historically, ICT was only seen as a cost driver

• Big change in recent three years: ICT became more involved in business development and in

the strategic planning of the company

• ICT is now a big part of the long-term planning of the company
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Table A.3.21: Results from Question 17: Expected Changes in CIO’s Role

Industry Sector: Financial Industry

Nordea

(Mats Gidlund)

• ICT will get more important as also banking services and parts of the value chain will be sourced

out

• Therefore, top management will have to consider the ICT perspective and implications even

more

Nordea

(Tapio Saarelainen)

• ICT will get even more important

• ICT investments are very large making it more strategic and more important

• In 5 years CIO will be on the chief officers-level

Industry Sector: Manufacturing

Scania

(Anne-Marie Öhlén)
• Possibility of gains to the financial period is more obvious than it was before

Gambro

(Johan Westman)

• Not much cooperation with R&D, they have their own ICT skills

• More influence on business processes (ERP, MRP, financial systems)

SKF

(Göran Ljungdahl)
• Further growth of CIO’s importance is expected

Saabgroup

(Peder Johansson)

• ICT is a support function to the business

• Business is aware that ICT can be an enabler to do more business and more cost-efficient pro-

duction
Industry Sector: Service

Scan

(Mats Ahlbäck)
• No change to be expected

Procurator

(Leif Trulsson)

Ragn-Sells

(Martin Ekblom)
• ICT nowadays is on the management team’s agenda

Posten

(Joss Delissen)

• CIO reports directly to the CEO

• Posten is in the middle of a merger; in that, ICT is the key enabler

Securitas

(Sune Nanberg)
• Stronger ICT influence in the future

Södersjukhuset

(Lars Carlsson)
• Responsibilities will be the same

Industry Sector: Transportation

SAS

(Björn Fagerstedt)
• Strong move to centralisation of ICT

Busslink

(Gert Gotin)
• No change is planned nor expected

Veolia Transport

(Edvard Brinck)
• Strategic relevance of ICT will rise as interaction with business units and division managers

intensifies
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Table A.3.22: Results from Question 18: CIO’s Position among Top Management

Industry Sector: Financial Industry

Nordea

(Mats Gidlund)

Nordea

(Tapio Saarelainen)
• CIO is reporting to the COO who is on the same level as CRO and CFO, i.e. the board of directors

Industry Sector: Manufacturing

Scania

(Anne-Marie Öhlén)

• CEO of the ICT company of Scania reports to the executive board of Scania

• That sub-company is just a legal entity and therefore not interpreted as outsourced

Gambro

(Johan Westman)
• CEO, CIO, CFO are together on an ICT board

SKF

(Göran Ljungdahl)
• CIO reports to the CFO

Saabgroup

(Peder Johansson)

• Until last year the CIO reported to the CFO, now to the COO

• Also the business units report to the COO

Industry Sector: Service

Scan

(Mats Ahlbäck)

Procurator

(Leif Trulsson)
• CIO was attending the board meeting, but not anymore

Ragn-Sells

(Martin Ekblom)
• CIO is member of the management board

Posten

(Joss Delissen)
• CIO is on an eye level with the other departments

Securitas

(Sune Nanberg)

• CIO reports directly to the CEO

• CIO is not a member of the group management layer

Södersjukhuset

(Lars Carlsson)
• CIO reports to the top management, i.e. to the director of the hospital

Industry Sector: Transportation

SAS

(Björn Fagerstedt)

• CIO is member of the core SAS management board

• CIO reports directly to the CEO of Scandinavian Airlines

Busslink

(Gert Gotin)
• CIO is not part of the management group

Veolia Transport

(Edvard Brinck)

• CIO has always reported to the CFO

• No change is expected therein
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