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SUMMARY 

The purpose of this study is to provide a positioning of business intelligence in a changing 
environment and proving its affected aspects. Put within company’s ongoing change process. 
The study wishes to harmonize the acceptance of a technological change. This is pursued by 
highlighting (selected) factors that generate an effect on the uncertainty of an adjustment. The 
study is conducted as to create a low cost as possible to enable businesses to achieve goals and 
visions straightforward. 
 
This study provides guidelines in how a business intelligence system acts upon ongoing change 
in an organization. The phenomenon of change will be covered through an in-depth 
investigation of a company that is in the initiation and implementation phase of a BI system. 
By understanding the current thoughts and discussions of the personnel - and following how 
these requests are answered by the investment, a further discussion will be found within 
organizational change theory. This research gets support from an emergent, inductive and 
qualitative approach when discovering concepts and key variables that exist at the analyzed 
company. In this study I will identify factors associated with requests. Conclusively, variables 
of proactivity, duality, risk management and accesibility were found to be inharmonious factors 
for change. This realization was made possible through inductive research as well as through 
prior theory. The business intelligence brings a shared knowledge pool, acting as a great 
mediator for a firms change process. 
 
Most business’ have an ocean of information. Virtually every organization keeps records of 
their transactions, customers and products (among many). Nursing all this information and 
becoming conscious of the data makes the user transmorph and/or advance to a position of 
command. The user and/or organization with the power is the one succeeding. If a company is 
able to exactly understand it’s customers, they have the ability to churn the profits better. 
Creating an ever better change process. 

 
Keywords: Business intelligence, organizational change, information technology
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SUMMARY (Swedish) 

Syftet med denna studie är att skapa en positionering av business intelligence i en föränderlig 
miljö för att påvisa dess påverkade aspekter. Studien är placerad i ett företags pågående 
förändringsprocess. Undersökningen syftar att harmonisera acceptansen av en teknologisk 
förändring. Detta genomförs genom att belysa (utvalda) faktorer som genererar en yttring kring 
osäkerheten av en förändring. Studien utförs för att skapa en så låg kostnad som möjligt, så att 
verksamheter ska kunna nå sina mål och visioner mer klanderfritt. 
 
Denna studie ger riktlinjer för hur ett företagsintelligenssystem (BI system) agerar inom 
pågående förändringar i en organisation. Förändringsfenomenet kommer att undersökas genom 
en fördjupad analys av ett företag som befinner sig i initierings- och implementeringsfasen för 
ett BI-system. Genom att förstå personalens nuvarande tankar och resonemang – och att sedan 
följa hur dessa indikationer för utveckling besvaras av investeringen. Därav har studien 
möjlighet att bli placerad inom organisationsförändringsteori. Denna forskning får stöd via ett 
framväxande, induktivt och kvalitativt tillvägagångssätt, genom att upptäcka begrepp och 
nyckelfaktorer som finns i det analyserade företaget. I denna studie kommer jag att identifiera 
faktorer som hör samman med behov. Konklusivt visade sig variabler av proaktivitet, dualitet, 
riskhantering och tillgänglighet vara inharmoniska faktorer för förändring. Denna insikt blev 
möjlig via induktiv forskning samt genom tidigare teori. Affärsintelligensen ger en gemensam 
kunskapspool och utfaller vara en stor medlare för ett företags förändringsprocess. 
 
De flesta företag har mängder av information. Praktiskt taget alla organisationer förrättar 
register över sina transaktioner, kunder och produkter (bland många). Skötsel av all denna 
information och att bli medveten om datans potential medför att användaren övergår och / eller 
avancerar till en position av ledning. Användaren och / eller organisationen med makten är den 
som lyckas. Detta i sin tur kan medföra en starkare förändringsprocess. 
 

Nyckelord: Företagsintelligens, organisationell förändring, informationshantering  
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PREFACE 

As for my academic progression, it has constructed individual thoughts to emerge. To later on 
being able utilizing these thoughts for advancements in life. I wish the best for the reader in the 
same journey. A great appreciation to family, friends and academy for making me endurable in 
the pursuit for knowledge.  
Following is a citation illuminating track to change.  
 
 

“We must take change by the hand or rest assuredly, change will take us by the 
throat” ― Winston Churchill 

 
 
Experiences and challenges shapes the mind. As a snake having to cast his skin in order to 
survive, the human mind must adapt and act upon change in order to thrive.  
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1.  INTRODUCTION 
In this section a discussion will further explain what the conditions for the scientific problem 
are and what the aim of this study is. The scientific domain of change management will be 
discussed in the background section, whereas the specific statement further on will be in focus. 
 

1.1. Background 
 
This study aims to investigate the harmonizing instigated in a firm from a changing 
environment, specifically, reflecting a business intelligence investment. Defining the micro-
variables fluctating the change. What is considered a changing environment is further defined 
in this section.  
This work takes ground in Sweden. A country which has a great expansive phase in the financial 
and monetary policies, which is denoted through rapid growth in the domestic market. The 
Swedish BNP is expected to grow with 3 per cent of 2017 and is prognosed to grow with 
approximately 2 per cent the two upcoming years of 2017-2019 (Riksbank, 2017). After tough 
years in the financial sector, the market is expected to recuperate. This reflects in companies 
upcoming willingness to invest and develop in new areas – such as with informational 
technology. In the situation of 2017, the present-day unemployment is approximated to be 7 
per cent – despite this, companies announce having difficulties finding the competence needed 
for their business’. With this discussion in mind, it can easily get associated with a more 
advanced competition with personnel, which in turn leads to a highering of the wage rates. This 
implication is not necessarily a negative effect due to Swedens upcoming reforms, described 
through Vismaspcs.se (2017), in particular, the increase of social fees for employees under the 
age of 26 (e.g.), which might make it more unattractive to employ younger competence. It will 
become an increase in the tax charges combined with an increase of costs which will (expected 
to) cancel out. This situation makes companies eager to streamline their resource utilization and 
make sure to use what is used in a correct manner.   
Other than streamlining along with auditing processes and also monitoring business’ from 
different set of viewpoints - companies are enthusiastic about taking decisions with more 
variables in mind. That is, taking decisions in a more stable custom, which needs to stay aligned 
with the organizations vision. Business intelligence (BI) is an area with an exponential growth 
in stabilizing organizations, just this year, a company by the name of Qlik (BI provider) got 
sold to an American investor for 25bn SEK (Malmqvist, 2017), which just proves the interest 
and economical potential of these systems. Lindström (2017) discusses in her article about 
Swedish municipalities and their tough journey to convince interest members that business 
intelligence is a good investment. The author brings light upon the importance of BI where she 
cites a man Elmtoft. Elmtoft speaking of Botkyrka municipality and their BI system and how it 
gives them the availability to notice when there is a decline in their budget, even before the 
actual happening through diverse predictive analysis methods. 
 
The introduction of this text, giving a conjunctural assessment proves the importance of 
becoming aware of the environment in which we are living. Adapting and changing for the 
future. Further on, a discussion of BI and it’s importance in various situations brings this study 
on to discuss about the shift of insight that is created. Taking Botkyrka municipality and 
Lindström’s article in mind, it is possible to draw attention to the succession of information. 
We have now created an introduction for how organizations requires to naturally adapt and 
change. Creating innovative business templates in order to understand the external and internal 
requirements. This positions this research in organizational change theory. 
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1.2. Problem description 
 
I am convinced that an organization has an ongoing change process and that every working day 
implies an (re)adjustment to some extent in the terms of stability, routine and order. The 
microfactors which create an disruption in the terms may create deharmonzation in the ongoing 
changing process until equilibrium is found. In other words, stability shape routine and order 
and vice versa in all scenarios of the three. This is where the root of the problem lies.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
As stated by J. Forrester (1991) in an article of Policies, Decisions and information sources: 
 

 
“Management is the process of converting information into action. This conversion process 

we call decision making. Decision making is controlled by various explicit and implicit 
policies through which available information is interpreted. “ 

 
 

In accordance with constant technological innovations and increased competitiveness, 
companies needs to accelerate to grasp and lever the value their business’ offer. The managerial 
aspect, with Forrester’s citation in mind, requires a change for growth in the correct orientation. 
This study wishes to enlighten the effects of business intelligence and illuminate factors that 
create uncertainty. The operation of business intelligence is considered to be vital for companies 
development to understand change as the external and internal volume of information increases. 
This is supported by Petrini & Pozzebon (2009), implying that information technology has the 
ability to translate isolated contexts to a higher level of consciousness.  
The company which will be studied for evidence of a behaviour and perceived situation, is  
currently in the process of developing its business intelligence to support additional features 
and demands. That is, the organization is in the shaping of a change action. The issue that has 
been raised at the company which has brought this study to life, includes unravelling the forces 
which thrive adjustment in stability, order and routine. Conclusively, the problem lies in 
highlighting change characteristics, in the spirit of a business intelligence investment. What 
variables ordain the development to proceed, are emphasized, as well how the investment 
generate slanter of the change. 
Portrayed below is the problem description. The horisontal lines below represent the continous 
ongoing change, the vertical line and rhombus portray the business intelligence investment. The 
problem description may be portrayed as in figure two, the pulse investment and its presumed 

Stability

Routine

Order

Figure 1 - Backbone of a change (Tsoukas & Chia, 2002) 
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synchronization. This study resembles around whether the investment deharmonize the ongoing 
change in the organization. This will be conceivable by outlining characteristics of the change. 
 
 
 
 
 

 
1.3. Purpose 

 
This study will take an orientation in the specialized area of business intelligence in a context 
of the broader subject of organizational change. The topic involves implementing the best 
practices, tools and techniques for a change in order to optimize usage. Creating guidelines for 
a business intelligence revolution. Alongside the organizations vision of having a system which 
binds together knowledge pools, the next natural step is to incorporate information technology. 
A great opportunity for research to take place. The main purpose is thereby to discover factors 
which are having an effect on the management of change in a variable environment. This study 
will map associations to bring forth variables to examine. BI merely works as a mediator for 
the purpose of this research. Interest lies in realizing how information technology aids in an 
organizational change. What are the factors that have influence on the changing process of 
business intelligence which we note are highly valued or discussed from key individuals.  
The research is wished to reorient and embrace change, making business intelligence an 
evolutionary step for organizations. Making change more consistent and transparent. Instead of 
creating suggestive improvizations, questioning the stability in the organization for change, this 
study wishes to enlight the reader. In its place of researching the subject in the perspective of 
stable change, the scrutinizing refers to the ongoing change. 
 
Exploring the micro-variables influencing the greater change taking place in an organization - 
makes the reader realize the dynamic relationship between a novel investment and its 
legitimization. Why, by whom and where, are queries to have in mind. 
 

1.4. Delimitation 
 
There are several perspectives that has been highlighted throughout theory, but which are not 
applicable to this study. Among these are algorithm-efficiency, one of the areas that will not be 
treated. Another area of interest which will be out of scope is the software development part, 
where there is an association to the organizational change field. It is through the phases of 
requirements engineering, analysis and collection, system design, test, validity and integration 
which the organization evolves. But these topics will have to be delimited to be able to make a 
comprehensive research on the management approach of change. 
 

1.5. Technical statement 
 

In this subheading, we focus on the declaration that the report will have as a focal point. An 
topic which comprises the information required to define the research. This, to be able to come 
back and validate that the statement has been answered in a respectful and meaningful way. 
The first statement works as a inquiry for developing a discussion ground. 

Ongoing change 

Figure 2 – Problem description (Ongoing change, business intelligence as a catalyst) 

 

Slanted ongoing change 

BI 
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• In an environment of change, what are the characteristics in which BI (Business 

Intelligence) has influence upon? 
 
As previously discussed, Business Intelligence will act as a specialized area in the greater 
subject of organizational change. As well, in addition to this statement, phases, scale and 
process features in the investment will be identified. By adding these parameters, we extend the 
research to incur a more valid response. This statement is based upon an inductive approach. 
 
This research question is aligned with the orientation the company is taking. Subdividing the 
research question, as following. 
 

• How a company may erect stability, generate order and create routines – given the 
features from the main statement “…the characteristics…”.  

 
This question will work as a underlying structure in the section of discussion. The study will 
use the primary (first) research question as basis for the methodology and results, which are 
based upon an inductive research. This, to in a later phase discuss and give conclusion to the 
(dis)advantages from a exclusive selection of variables. 
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2.  THEORY 
 
In this chapter, preceding theory is presented, which makes the research more substantial. The 
theory which is identified from this chapter is implicit to create a pre-understanding, enhancing 
the grasping of the environment which the studied company is in. Firstly, creating a orientation 
for the study, secondly, positioning the study. 
 

2.1. Organizational change 
 
Initating this research in the correct orientation includes bringing the reader to the concept of 
organizational change. An area of research which has diverse perspectives. By understanding 
change theory, we are also grasping how the phases can be understood in the sense of BI.  
The distinct perspective which will be embraced in this study is brought by the authors Tsoukas 
& Chia (2002). The authors term the traditional view of change as through stability, routine and 
order to generate development. Moreover, the authors add their individual view that change is 
a natural occurrence. This view becomes a concept which this study will preserve.  
 
The organizational change will work as the primary structure for the research. Business 
intelligence becomes the subordinate level of research. Change does not happen over night, but 
rather is a part of multiple interactions.  
The organizational change perspective proposed by Tsoukas & Chia (2002) will be embedded 
throughout the study as a framework (stability, routine and order), containing the thoughts and 
ideas emerging. The next section will scrutinize in order to provide the reader with a sense of 
how making a change, fits in idiosyncratic orientations. The change structure that is being used 
contains a sense that natural happenings of events is what bring change. Therefore, change 
occurs at all times. The organization is continuously in the aim for stability, routine and order.  
 
 
 
 
 
 
 
 
 
 
 

2.2. Business Intelligence definition and demand 
 
Continuing on the discussion of change and order and stability in an organization - making a 
review of the micro-processes of an organization is of utter importance. By studying the smaller 
variables in the change, we take in consideration the backbone of the organization of will and 
change. Described by Tsoukas & Chia (2002), the understanding on how a change is 
accomplished is in researchers’ focus. Staying on the same path, a concept which incurs 
interdependency along effectiveness is requested throughout the world, which is reviewed and 
highlighted, among several studies, in a report executed by the World Economic Forum 
(Everybody’s Business, 2010). This concept is requested to articulate and to redefine the 
international framework which is (by the time of the study) in use. Specifically, the report 

Stability

RoutineOrder

Figure 3 - Framework for change (Tsoukas & Chia, 2002) 
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examines the technological and economical growth regarding the covered structure. Becoming 
inclusive in any sort of growth, whether it be economic, social, political and/or cultural is of 
interest for active parties.   
Business Intelligence (hereby after BI) is considered to be the power which automates order 
and stability, and through defined queries may process information to present and generate 
specific value in strategic documents. These documents may in turn be used for decision making 
and change in developmental structure (Fernlund & Verner, 2009). Further supported by 
Borissova et al (2016) BI is nowadays associated with what is a key factor for attainment of 
goals in business change. The authors describe BI as a tool of multidisciplinary methods, due 
to it’s combination of algorithms, data mining and various other areas. The future of BI systems 
needs to support organizational demands and support complex analytical insights in a faster and 
better way for each day (Maté et al, 2016; Peters et al, 2016). These two discussions are two 
separate areas of managing the organizational change and as well including cunning procedures.  
Further supported by Petrini and Pozzebon (2009) the expansion of information is supported 
with BI from different aspects, which is presented in table one. The author argues that the 
investment of BI tools may be looked upon from a managerial perspective or in the eyes of the 
technology, which is an underlying infrastructure of the asset. 
 
 

Managerial Change Approach Technological Change Approach 

Focus on the process of gathering data 
from internal and external sources and of 

analysing them in order to generate relevant 
informational development change. 

Focus on the technological tools that support 
the change. Including the capabilities for 

deriving value from information.  

 

Table 1 - Perspectives of BI (Petrini & Pozzebon, 2009) 

 
2.3. BI literature separation 

 
Exercising the above table as framework for identifying literature. This identification has as 
purpose to note what the research frontier in business intelligence aims to. Creating a settlement 
for this specific study in an appropriate research area. Justifying whether the research topic of 
change management is applicable for business intelligence.  
An identification and separation of the research area in studies that has previously and recently 
been conducted with business intelligence as the main keyword(s) will be created. The main 
problem description of the studies is divided in either a managerial or a technological definition 
depending on the conceptual art. The conclusive column describes how the study contributes 
to the research area.  
 
The arguments brought up are objective observations from a random amount of articles. 
Eighteen articles are deemed to be sufficient. Important to note is how the articles are chosen 
based upon the keyword “business intelligence” in different shapes to holistically cover the 
study frontier. Moreover, the articles chosen are peer-reviewed, the purpose is to note the 
research interest. Combining the interest concluded from the identification, with the company 
which will be studied in this paper, will generate a higher level of consciousness in the subject. 
Subsequently, making it possible to enhanced grasp concepts out of interviews. 
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Author(s) Managerial approach Technological approach Conclusion 

Al-Hadad and Zota 
(2016)	 n/a 

Finding an appropriate 
technological solution associated 

with the firms size. 

Defines a architecture for 
SMEs to be able to get a share 

of the BI wealth. 

Alpar and Schulz, (2016) n/a 

Directs BI for the future to allow 
the user to be able to interactively 

improve the analysis or 
visualization (e.g., through 

appropriate filtering, aggregation, or 
clustering). 

Concludes results in a model 
which correlates the support 
needed for a certain level of 
self-service for BI systems. 

Bera and Sirois (2016) Studying the effects of visualization 
on the appreciation of BI technology. 

Utilizing a technology aspect of BI 
to associate along with a 
behavioural performance. 

Dashboards help adding 
additional contexts to 

otherwise complex data 
situations, which aids users 

perception. 

Billand et al., (2016) 
Conducts a study on the incentives 
for firms to retrieve information on 

one another. 

Business Intelligence is researched 
on whether the system may have 

impact on the aspects of economical 
calculations in a company. 

With two separate externalities 
of customer and company the 
level of information gathering 

transforms profitability. 

Borissova, Mustakerov 
and Korsemov (2016) 

Discusses how a group of decision 
makers can take advantage of BI 

information. 
n/a 

Provides a model including 
two levels of analysis of data: 
Administrative; leading to a 

problem description and 
Evaluation; for scoring the 

current information. 

Cherkashyna, Naumenko 
(2013) 

Conditions for corporate functioning 
and their association with economic 

subjects. 

Researching on how the information 
processes of globalisation connect. 

Understanding the basis for 
development, concentration and 

integration of information. 

Identifies the role of BI in the 
process of consolidating 

information flow(s). 
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Author(s) Managerial approach Technological approach Conclusion 

Escher, A., Hainc, N. & 
Boll, D. (2016) n/a 

Provides examples of how a BI 
investment provides with technical 

tools to analyse customer 
behaviour. 

Stipulates an exclusive view of 
how a hospital may use BI for 

resource utilization. 

Fleisher and Hursky 
(2016) 

Describes how collaborative 
behaviour implicitly produces insight 

in competitive and market 
intelligence. 

n/a 

Intelligence practitioners 
embrace emerging 

technologies for their own 
needs. Intelligence work is 

shifting from independent to 
collaborative processing in 

different layers. 

Hsinschun, Chiang and 
Storey (2012) 

Analyses the impact that education 
can have on BI & BA. 

Conducts an analysis of how 
keywords for BI has increased in 

booms and implies there are 
specific major breakthroughs. 

Proposes a new research 
framework for augmenting the 

knowledge of BI & BA. 

Jovanovic et al. (2016) n/a 

BI systems and the integration of 
data are governed by intensive 

flows. Separate data information 
requires massive processing power 

to analyse. 

Provides the field with a novel 
algorithm capable of lowering 

the process rates when 
analysing data flows. This 

algorithm requires a given set 
of information requirements. 

Kharabsheh, Ensour and 
Bogolybov (2017) 

Becoming more aware of the markets 
fluctuations makes a firm more likely 

to become more involved with 
entrepreneurial proclivity. 

Utilizing BI reporting for 
orientation in an unstable market 
secures competitive advantage. 

If a firm is scanning 
information more consistently, 

they are more likely to be 
market-oriented. 

Maté et al. (2016) 
Provides managers in software 

development projects availability to 
take more informed decisions. 

Combines the technique involved 
with BI in creating transparency 

that can later be translated to greater 
success in BI usability. 

Generates an adapted 
framework capable of 

presenting data through 
specific views and enables  a 

orientation of the information. 
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Author(s) Managerial approach Technological approach Conclusion 

Olexová (2014) n/a 

Suggests that requirements 
engineering is the most vital 

discussion point for a BI 
investment. 

The study concluded that relative 
advantage, visibility, result, 

demonstrability and trialability 
all affects the rate at which BI is 

accepted. 

Peters et al. (2016) Examining the (advantageous) 
competitive dimension of BI. n/a 

The study proved an association 
with BI and organizational 
learning along with process 

improvement. 

Popovič et al. (2012) How does culture and maturity 
of information affect BI success. n/a 

Information in a BI dimension is 
categorized into material quality 

and accessibility. 

Ramakrishnan, Jones and 
Sidorova, (2012) 

Proposes a relationship that 
influence the data collection 
strategy (initialization) of BI. 

n/a 

The wish for consistency and 
requiring an organizational 

transformation are linked to a 
comprehensive data collection 

strategy. 

Skyrius et al. (2016) Examining the cultural forces that 
affect BI implementation success. 

Examining the technological 
forces that influence BI 
implementation success. 

Sets up guidelines for balancing 
the human factors and 
technological efforts. 

Visinescu, Jones and Sidorova 
(2016) 

Addresses the quality of 
decisions taken with the 

information given from a BI 
system. 

n/a 

The quality of information 
provided to the BI system may 
either be of harmful nature or 

vice versa beneficial to the 
quality in decision-making. 
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Following this exhaustive search for articles, it is proven that the articles may have a foundation 
in either a managerial or technological approach to change. This was also supported by a 
number of articles, among, Maté et al (2016), Thamir & Poulis (2015) and Visinescu, Jones & 
Sidorova (2016). These referred authors were explicit in their separation of either organizational 
change theory or technological change aspect of BI, whilst others remained more implicit in 
their understanding and research. Summing up the articles examined, there exist common 
themes. Either acting as the driver for a change, or noticing a demand for change from the 
technology. Petrini and Pozzebon (2016) impeccably sums up BI as the tool which reduces 
quantity to quality. By utilizing technological instruments in a managerial approach the 
business’ filters the information to their own extent.  
 
The next subchapter will describe the extracted drivers for initializing a BI investment, as well 
as the factors which influence success and positive perception. This will be of use when 
scrutinizing the organization, as an interconnection between previous theory and novel ideas 
can be created. 
 

2.3.1. Initiative and change theory 
 
Noted from the exhaustive search for business intelligence, authors treat their study from 
different viewports. It is from this therefore possible to extract & extricate variables (from 
hypotheses) in cases the factors are proven to be successfully supported. This will in turn be 
able to be of use for the upcoming study which will be conducted at an organization in change. 
A majority of the authors which are examined emphasise the importance of only bringing forth 
a few but highly strategic keys (Cherkashyna, Naumenko, 2013; Ramakrishnan, 2010; Popovič 
et al. 2012; Billand et al., 2016). Petrini and Pozzebon (2016) defines BI as having two purposes 
– one of information gathering, analysis and the other one being assisting in the company’s 
strategy by contributing with information for change.  
Findings by Visinescu, Jones & Sidorova (2016) proves that the importance of information 
quality diminishes as the space complexity of an issue expands. The space complexity is defined 
as being the abstraction level of an issue and how, when it is rising, the requirements for 
information dependency is lowered. Defining complexity is a relative definition dependent on 
the managers’ knowledge level and experience. Therefore, space complexity becomes a 
common delineation. 
 
Ramakrishnan (2010) stresses on defining a change initiative concerning information systems 
to be grounded on three major topics as following. Firstly (1), understanding the current 
business that the system must apply to as well as deriving decision-support benefitting the 
investment greatly. Secondly (2), by being able to provide a single version of the truth the 
understanding and incentive for the system use improves. The statement of providing a single 
truth is as well supported by Billand et al. (2016). Lastly (3), BI enables the company for 
organizational transformation. The author continues his research with creating an analysis of 
the major topics which have been addressed prior his own study. The topics which are of interest 
for this research include artificial intelligence with its algorithm-optimizing (efficiency). A 
topic including the noticeable economic benefits from a BI investment is also up for discussion. 
Issues that arise from an implementation of BI has been diligently examined. Knowing how to 
quantify the perceived value has also been addressed in the research area.  
The absolute issue scrutinized involves data collection strategy, Ramakrishnan (2010) implies 
that a data collection strategy not only recognizes the actual collection but also the delivery of 
clean and consistent material. Therefore, a success driver for change can be established through 
the process of collecting information from various sources and cleaning up the knowledge 
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(intelligence) pool. This is further defined through Thamir & Poulis research (2015) in 
accordance with Ramakrishnans listing. Thamir & Poulis imply that the main objective is to 
enable interaction with data, render information and to conduct appropriate analyses without 
lengthier effort. This will be aligned with the organization in this research and their needs for 
knowing how to deal with knowledge conflicts which might emerge. The main objective for a 
BI investment may therefore be appropriate to conclude from the theory that it’s alleged to 
transmute information to generate quality insights. By visualizing business intelligence through 
a honeycomb figure down below, it is possible to see how the separated parts needs the 
communicational link to survive and respond to the complex requirements set. A business 
environment is a multifaceted organization where a collection of thoughts, such as through the 
different parts of the honeycomb is appropriate to note as a driver for BI investments. These 
areas in the figure will not be further discerned, but rather works for the reader to understand 
that the business intelligence area has several sub-areas of interest. Each of these areas do also 
have a certain spectrum of change included. Therefore, this figure provides substance for the 
research. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
2.4. Technological perspective of change 

 
There are multiple researchers which have focused on the factors which affect the success 
and/or failure of BI implementation in a technological approach to change (Kharabsheh, Ensour 
and Bogolybov, 2017; Billand et al., 2016; Ramakrishnan, Jones and Sidorova, 2012). 
Numerous of the researcher’s lean towards the requirements engineering being vital (e.g. 
Olexová, 2014). As to, what information should be included and how the process steps of 
gathering shall be designed. The disadvantage of not making a complete requirements 
engineering reflects in unstructured info, in turn, generating volatility in the information (Baars 
& Kemper, 2008).  
Imagine, as example, a competitor analysis (Billand et al., 2016). This information will include 
various formats and information, the ETA (Extracting, Transforming and Analysing) part of 
the information collection will be of high importance to gain the insight inquired. Extricating 
the correct information from the massive source is therefore of high importance. Alpar and 
Schulz (2016) speaks of constructing and shaping an appropriate amount of clustering, 
aggregation and filtering to clarify the request. When speaking of clustering, filtering and 

Figure 4 – Honeycomb figure of a BI system (Brijs, 2016) 
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aggregation, we are speaking of either structured or unstructured data. The structured data refers 
to a specific subset of rows, columns, whereas the unstructured data may have a dynamicity in 
columns and rows. There is no universal solution on how to construct the weight between 
structured and unstructured data for an organization. Although, Baars & Kemper (2008) have 
designed a framework offering an understanding on how the administering for the two formats 
may work as input for evaluation. This understanding will be working as a framework for 
comprehending the massive load of information in which the research is taking place in. 
Portrayed by the below figure. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Based on an infrastructure for analysing the unstructured data information (figure five), it is 
viable to extract the necessary metadata. These identifiers will then be processed to fit in the 
structured data to be able to generate appropriate analysis’. New information which would 
otherwise take manual labour work to cross-check may be added. The framework allows 
businesses to capture more value of their actions. A new method of changing the corporation is 
hereby in the hands of the BI user. 
 
 

2.4.1. Multi-interpretation and its implications 
 
The ability of working in several dimensions, has become a common discussion point and 
advantage for BI systems (Jovanovic, 2016; Popovič et al, 2012; Laursen and Thorlund, n.d). 
That is, the summarized view is represented, but the possibility to expand the view to dig further 
‘down’ (drill-down) is viable. It becomes an easy and fast retrieval to get hold of the information 
which explains a certain behaviour or trend (Bera, Sirois, 2016). This is one of the more vital 
tools contributed by a BI system, the possibility to work in dimensions. A perspective which 
might be of interest for an organizations change, outlined by the same authors. The tool and 
concept is so important that it has received a distinguished name, explicitly OLAP (OnLine 
Analytical Processing). So rather than working with relational data – A relates to B, B relates 
to C etc. – the tool OLAP provides a contextualized source for users to work with. As disclosed 
in figure 2 an expansion of including more dimensions permits the user to create an even more 
complex analysis or multifaceted comprehension of the business performance and/or record 

Figure 5 - Analysis of content collection (Baars & Kemper, 2008) 
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analysis., we can either create an analysis from the cube, based on quarters, regions products or 
mix them all together. This discussion point provides a new way of “confronting” issues of 
change for corporations (Maté et al, 2016). The unique method of operating makes the shift of 
technology feasible. As proven by the ability of combining structured and unstructured data, 
the BI user can change his or her information on a new level.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
An important notice regarding the hierarchical data view is that the data pointer (to where the 
records are held) can be restricted, which enclose confidential information (Colorado.edu, 
2017). This superposition argues that several layers of perception collaborates along to accept 
the system and its availability to present deep analysis. By examining the initiatives which uplift 
the participation for BI it can get fragmented to layers. We have now discussed the identified 
technological perspective and the key elements that build up the research are of ongoing change.  
 
The second orientation that was identified from the literature separation (2.2.1) was the 
managerial approach. This heading will discuss what the research frontier discusses when it 
comes to the managerial perspective. 
 

2.5. Managerial perspective of change 
 
Perspectives of management are essential to any organization as provided by Jacobs, van 
Witteloostuijn and Christe-Zeyse (2013), when discussing any change. Even though the authors 
speak of a more holistic framework to tackle the issues which arise when going through 
changes, they deliberate upon the fact that there is not a complete-recipe to resolve every part 
of certain issues which emerge. On the other hand, there are some factors to be aware of in the 
context of Business Intelligence noted by several researchers. Such as perceived change in 
general (Peters et al., 2016; Hsinschun, Chiang and Storey, 2012; Maté et al. 2016), having 
strategies coping with uncertainty (Bera and Sirois, 2016; Borissova, Mustakerov and 
Korsemov, 2016) and organizational induced stress (Cherkashyna, Naumenko, 2013; Fleisher 
and Hursky (2016). The authors Jacobs et al (2013) discusses how an approaching debate of 
technology learning turns to integrations of social and material perspectives. Further on, the 
writers argue that it is fundamental to realize the importance of how the environment can have 
an impact on the social meaning that is given to technology.  
Identified by Thamir & Poulis (2015), the most successful way of making BI a reality in the 
organization that it is applied to, is by allowing the top business level to put their requirements 
and thereby defining the project. This providing that the most efficacious BI is not when the 

Figure 6 - Conceptualizing multidimensionality as "a cube" (Scheps, 2008) 
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technology is the driver, but rather when it is business-driven. Putting new eyes on the 
importance of realizing the managerial part in a correct way and will also work as aid in the 
proceeding phases of this research. Explaining the large amount of attention researchers are 
putting on the management of making the project implementation a success.  Another of the 
main advancements in the field of Business Intelligence that researchers focus on is the cultural 
aspect. Both regarding the actual implementation and success for the system, but also the 
perception of it’s ability to produce valuable information. As Skyrius et al. (2016) provides, the 
major issue is for people to leave the previously dominating Excel-intelligence along with their 
individual way of extracting data, to creating a collaborative analysis. In the organization, Excel 
is the dominating power as it has tools which are appropriate for the analysis required for the 
work. In contrary to Skyrius et al.’s proposition on collaboration to finding valuable 
information, there are researchers such as Borissova et al. (2016) and Alpar & Shulz (2016) 
which insinuates that self-service and taking advantage of participating in the OLAP tool is of 
interest. That is, rephrasing the reporting hierarchy, to creating reports single-handed, to get an 
insight in the current status of the corporation. 
 
From the information that has been presented in this chapter, we have created an understanding 
that the field of research for BI can be divided in either a managerial or technological approach.  
 

2.5.1. Research fields interlinking change 
 
What is seen with research, presented e.g. by Herschel and Jones (2005) through knowledge 
management, Fleisher and Hursky (2016) per behaviourism and Bera and Sirois (2016) with 
visualisation; is that the field of organizational change theory – defined as an umbrella 
definition (including many parts), has the alternative of expanding. By interlinking and opening 
the eyes when looking at change and more specific business intelligence, from different 
viewports the possibility of influencing the perception of change transmutes. Such as through 
Čiarnienė & Stankevičiūtė (2015) and Fleisher & Hursky’s (2016) Competitive (CI) 
Intelligence and Market (MI) Intelligence insights. Improving the understanding of the change 
through Kharabsheh, Ensour and Bogolybov (2017) with natural conditions for transformation. 
As a good example of the need for interlinking other areas, we noticed how the OLAP (2.4.1 
Multi-dimensional data view) function of BI has taken up greater space in the research space. 
As provided by Herschel and Jones (2005), up to 80% on an average of all business information 
stored in a corporate contains data cannot be stored in a simple relational database. This in turn 
requires other algorithmically and/or mathematical concepts to be implemented to be able to 
handle the data, leading to involvement and embracement of novel fields of research.  
 
Change management is a demanding area of research due to it being the research area which 
unearths inherent and previously hidden contexts’, providing organisations with new 
information – and it flourishes when nurtured with novel fields of science as supported in the 
made discussion. Researchers must stress enough the importance of not totally parting the IT 
infrastructure with responsibilities and informational management, they all together and 
combined create the current stance on change. Through the literature review that has been 
executed, this study will identify as being of an information management approach, associated 
with the field of organizational change. 
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3.  METHOD 
 
The chapter of method aims to state how information will be gathered, how it will be processed 
and also in what way the researcher can validate the concluded results. 
 
By utilizing the understanding of business intelligence presented in chapter two, it is promising 
to make an orientation in the field of change to specify this investigation. This research has as 
purpose to highlight the forces acting in an organization and how these influence the changing 
environment. By allowing ourselves to indulge a managerial framework, with the knowledge 
of the tools given from the technological aspect of BI (chapter two), it becomes an easier task 
of differentiating the sense.  
 

3.1. Research process 
 
The research that will be conducted through this research aims to understand how the 
managerial approach within BI is constructed. This paper aims to reflect upon the current 
practice in management in organizational change and how it (from traditional stability view to 
grasping ongoing change) may be benefitted. In the exploration process, there were activities 
which challenged certain presumptions in order to give answer to the research problem. By 
making an exhaustive theory search and separating areas of business intelligence to respective 
field, the novelty of topics shaped both the methodology and the ideas of the author. When the 
understanding of the problem was comprehended, the massive ocean of the field arose. Several 
of the authors examined pointed towards an increased interest in combining social science and 
business intelligence (e.g. Espinosa, Harnden and Walker, 2008). Inspired further by Gioia, 
Corley and Hamilton (2013) this research does not aim to deduct the available investigations 
and theories, but rather take them as advice on how to get encouraged to advance the field. The 
choice of research will either be of a constructed definition or by using concepts to define a 
conclusion. As the author Khalil (2014) present in his 2014 research “Not everything that counts 
can be counted and not everything that can be counted counts”. Hinting that a qualitative study 
may be of interest for the research field, even though it may not provide with quantitatively 
measurable theory.  
 
The appropriate level of management will have to be delimited for a system perspective of the 
organization to be studied. With this in mind, the author chose four of the core business areas 
of the organization. From these four areas of interest, the research will identify the major 
assumptions and characteristics, to be able to draw examples which support the first step of 
identification of the ongoing change in shape. From the instances, it is a next logical step to 
classify and recognize the key activities or individuals included in the core change. Hopefully, 
this induced method of working will allow the author to create and conclude benefits and 
criticism from reality to answer the query in this study. 
 
The point of this study is to study a car retailer which works under the influence and coercive 
relationship of main dealers, such as Volvo, Renault, Ford and Dacia. It would be possible to 
include even further interest parties, but creating a boundary is in the research’s importance. 
Therefore, the perspective of isomorphism in a coercive manner is not included in this study. 
In this research process, the methodology is of weight for becoming able to produce a results 
which yields response to the put research question. For this case, the data collection for the 
research will be, as spoken before, based upon an inductive approach. The collection will have 
a structured phase of firstly understanding the subject, through the corporate-specific activities. 
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As experiencing the environment, looking through history of changes and listening to 
individuals with visions for the organization. Thereafter, the aim for the empirical part of this 
research is to study the company through manuals, specification documents, accounting plan(s) 
as examples. After this pre-research, interviews will also be conducted with key individuals 
being the owners of questions in mind. In what way the interviews will be used as material, and 
how different individuals are traded against one another will be discerned in this chapter. The 
insight in the method planning insight which is created will hopefully lead to levered 
understanding of how the investment of business intelligence gets directed. 
 
Evaluating the use of a case study, is argued by Yin (2009), as a method having three conditions 
that needs to be met in an appropriate level in order to proceed:  
 

[1] How the research question is proposed (how/why?),  
[2] To what extent the researcher can interfere with the study,  
[3] To what degree present to historical data is used.  

 
The author Yin continues his discussion by expressing that a case study is suitable in the 
situation where the environment and/or situation is not easily understood if it is researched 
outside of the case. This reasoning brings the validation of a case research level to be 
appropriate due to the conditions, discerned in the introduction of this text, being met. 
 
Given the model presented as figure seven below, Ghauri and Grønhaug (2010) assists in 
outlining how the research process may be defined. The sub-level of reflection gives examples 
of approaches that are suitable when doing a study where reflection is in main focus. 
 
 

 
 

 

Figure 7 - Selection from ‘Qualitative research type’ (Ghauri and Grønhaug, 2010) 

 
After reviewing the concepts, this study will be in appropriate prerequisites of a reflective 
phenomenology approach. Excellently described by Ghauri and Grønhaug (2010), the approach 
results in an interpretative technique, which aims to decode, understand and translate – but at 
the same time not embroiling in the frequency (how often) of the experience. It aims to 
understand the natural occurrences of happenings. This will be seen in the results section of the 
study, where the interviews and perceptions are to be transcribed (reflective), the phenomenon 
being the investment. The data results will later be coded in order to categorize the qualitative 
sets. 
 
As can be seen in the heading of 1.5 Technical statement of this study, is that the primary 
inquiry is based upon an inductive research. The discussion on natural existence of procedures 
brings to the next section; describing the research process of organizational change association. 
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3.2. Inductive research & levels of change 

 
In this case, when utilizing an inductive, qualitative research, the main emphasis is on gaining 
novel insights which may result in theories and on creating concepts. The inductive method 
will focus on the researcher being put in the environment, this will be done by portraying the 
perception that change is always ongoing. Grasping the ongoing change means looking at future 
internal plans as well as looking back at history of events, drawing a timeline of actions. This 
timeline will be created as an interest map styled further in the results section.  
Also, constructing a selection of questions probing the experience from co-workers. From Van 
Grembergen, Saull and De Haes, (2003) the reasoning that businesses initially prefer ad-hoc 
conversion, motivates an inductive technique even more appropriate. Giving answer to the 
study in the results section on what the ad-hoc preferences in the organization are. According 
to the same authors, business’ in an IT investment reach different stages of change. Becoming 
an observer and noticing how thoughts vary will include detecting patterns and marks of 
thoughts (Gioia, Corley and Hamilton 2013). The stages which Van Grembergen, Saull and De 
Haes (2003) present as changing levels for a IT investment are as following below. The cursive 
writing refers to the connection the levels have with this specific report. 
 

Level 1. Initial 
The physical demand for change has been discovered at the organization.  
There exist in-house methods to redefine and measure the efficacy of IT setups and system 
developments.  

Level 2. Repeatable 
Continuously improving the invigorated system architecture. This process does not include any 
formal documentations, but requires communication to take part.  
This will be undertaken through the BICC in the results section. 

Level 3. Defined 
Standardized, communicated and documented procedures. Compliance is inconsistent due to 
training still being in progress.  
When having meetings with the BICC the development will take place. This level will thereby 
be put down in memos to become rendered. 

Level 4. Managed 
The strategic and operational planning is in line. Full understanding of issues which arise 
throughout the use.  
Being one in the BICC makes the researcher a huge resource for this level. 

Level 5. Optimized 
The vision and the use is frequently reviewed in order to make the approach better as time 
passes.  
This level is the most vital for this study. Returning for a validation whether the variables from 
the research are appropriate or not. 
 
Being an observer of the field and organization in which the investment is taking ground 
requires the researcher to be a natural part of the situation and event which is taking place 
(Ghauri and Grønhaug, 2010). The observed individual will be witnessed through his or her 
natural environment. The inductive method is used in order to make the researcher have a way 
of identifying in what limited area to look for observations (Ghauri and Grønhaug, 2010). 
 
Upcoming is the data hierarchy or data structure, where we will discuss in what order the 
information may be presented upon. This to guide the reader in on the study and its results. 
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3.3. Data hierarchy 

 
Even though we previously have discussed how change is an ongoing process, the physical 
consent is a barrier to overcome. What is required from the personnel in order to consent to a 
change. By observing an organization and adding pieces of information together from different 
sources of information, it will become possible to provide a picture of the living conditions in 
a particular change. This will be made through holding interviews and thereafter creating a 
puzzle with binary (existent/non-existent) presence of phenomenons. That is, creating a data 
set from individuals’ responses, where themes are existing. As noted by Gioia, Corley and 
Hamilton (2013), one should separate among information in a hierarchy when performing 
qualitative research. The following three properties are what the authors argue data be classified 
to. These will be implicit implemented in the coding chapter of results. 
 
 
 
 
 
 
 
 
Through this, clusters of evidence will be able to be provided. The clusters will have a coding 
structure, as depicted in figure six. The identification of informant terms gets transformed to 
themes. The themes are then defined as existent or non-existent, to provide the study with 
variables. The clusters will be identified through continuous analysing of the collected data, 
where existence of the phenomenon will get acknowledged. Looking to figure eight, themes 
can be created from what is being observed at the organization. These themes create dimensions 
in which we are occupied, e.g. change management or business intelligence more specific. 
Through the data categorization of dimensions, themes and informant terms, it will be possible 
to work and emphasize certain levels of information. Later, in the discussion part we imbue the 
information with significance by connecting it to previous knowledge. Inquiring whether the 
data presented has support from fortified research. 
 
Summarized, the inductive method supported by the data structure in this case will be listening 
to the setting and thereby imbibe the spirit. More physically, holding interviews, described in 
heading 3.5 with key concepts from individuals involved in the process, attending meetings 
where the investment is discussed and assisting in the physical implementation. In this order, 
the timeline of events will be compassionate to understand the changing environment. 
 

3.4. Hermeneutics 
 
An inductive research would not be complete without mentioning the hermeneutical 
perspective. Hermeneutics main focus is on creating a model for the researcher to be 
retrospectively conscious of his or her awareness. It has a discussion point in how the 
understanding expands throughout the process of learning. The more the researcher knows, the 
more he/she has ability to understand – which in turn, makes the point of research continuously 
improving.  In this section we will get familiar of how a change is to be seen in this study. 
 
This explanation refers to the imbibing of the environment. The more meetings that are 
attended, the better the interviews become and vice versa. This is an abstract idea of becoming 

Informant	terms

Themes

Dimensions

Figure 8 - Data categorization (Gioia, Corley and Hamilton, 2013) 
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aware with the investment in order to grasp the idea of a change. This section is a preceding 
text for the upcoming interview technique. 
 
When the fragments are broken down to its elementary pieces, they can be puzzled together to 
create the whole again. The axis’ would refer to the understanding of theory proposed for the 
idea as well as conducting interviews and attending meetings. Provided through Greatrex-White 
(2008) research of a hermeneutic phenomenological approach, understanding of an occurrence 
is created through prior experiences and knowledge.  
A fundamental argument created by the same author, is how important it is to realize that there 
is no fine-grained demarcation from subject and object and that these two are actually working 
in a collaborative way. The person e.g. key individuals (subject) and world e.g. organization 
(object) therefore shall be seen as one part of the constituted change. This discussion goes back 
to the idea of the change not only being a static part, but rather being continuous along with the 
business intelligence and its involved interest parties. We do not focus on cause and reason, but 
rather on how the situation creates value for a certain group of individuals.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
The interpretation pattern implied is brought to existence through understanding of the 
investigation. Greatrex-White (2008) argues that the agency and structure of the world (the 
ongoing change) is constructed through human interactions. This discussion is as well 
supported by Tsoukas and Chia (2002), implying that change is evolved through the individuals 
flows of connected ideas, actions and outcomes.  
The understanding of a phenomenon forms the citation ‘‘an interpretation is never a 
presuppositionless apprehending of something presented to us’’. The conclusion is that 
construing depends on the individuals experiencing nature. That is, the researcher will interpret 
an event and a change according to historical happenings. In this state of mind, it will be 
possible to capture the phenomenon presented in the initialization phase, in the context of 
business intelligence involved with change management. 
 
 

Figure 9 - Hermeneutical spiral (Business.nmsu.edu, 2017) 
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3.5. Interview 
 
Through the figure nine, we observe how pre-understanding generates impact upon the 
researching process. By highlighting this perspective, it is duly noted that the pre-understanding 
might as well shape the interview technique. Through having an active reflection upon the 
power the hermeneutics provide, the validity of the data collected is advanced. The 
advancements reflect considerably in data collection strategies – such as with interviews 
(Ghauri and Grønhaug, 2010).  
 
The individuals for their respective interviews, in this research, are asked: 
“What are the features of a change that you would like to attain in this organization?”. 
 
Within the interviews that will be conducted, it will be of importance to stay accessible to 
opinions which emerge. In the results section, the interviews will be written from what the 
individuals perceive as changing in the environment. What the future visions are, as well the 
goals for the organization. In this study, semi-structured interviews will be held. Supported by 
Kallio et al., (2016) a semi-structured interview is fit through following five phases. Parenthesis 
refers to own allusions of change: 
 

1. Isolating preconditions. (History of change) 
2. Using pre-understood knowledge. (History of change) 
3. Constructing an interview guide. (Ongoing change) 
4. Pilot test to assess the comprehension. (Perceived change) 
5. Conduct the interview. (Vision of change) 

 
By using a semi-structured interview guide we are allowed flexibility due to the dynamicity in 
switching between questions to achieve the richest possible information. The answers provided 
through the interview are to be in-depth, vivid and spontaneous – through this orientation, 
concepts of the change will be allowed to emerge. Being at the scene of the subject will make 
it possible to backtrack when there is a knowledge gap in any sense, coming back to the 
interviewed for additional information. By having a semi-structured interview technique, it is 
possible for the researcher to readjust the protocol according to the respondents answer to find 
out the characteristics which the specific individual finds significant. 
 
In this examination, the researcher wishes the interview to keep a flow, to be able to churn 
information regarding both the theme of the subject, but also inducing follow-up questions to 
deepen the knowledge from several angles. There are techniques for expressing this, such as 
probing through verbal and non-verbal use. Probing in this manner is suggested to be executed 
in such way as; agreeing with the respondent, expressing interest or remaining silent to allow 
the interviewee to have a moment for reflection. It is argued by Kallio et al (2016) that by 
following their framework for semi-structured interviews the credibility, confirmability and 
dependability increases. We will come back to these definitions in subheading 3.11.  
 
For the interviews in this study the selection of individuals is with respect to individuals’ 
knowledge level of the business, only managers and above, such as board members are chosen.  
 
Referring to figure six of themes, dimensions and informant terms, the interview will be 
translated in a coding structure. This, in order to construct a valid response to the technical 
statement of characteristics for a business intelligence investment in a changing environment. 
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3.6. Business Model Canvas 
 
The business canvas is a model applicable when wanting to note how an organization creates, 
delivers and captures value in it’s vision. After the figure, a more detailed explanation of the 
use is explained. By using a business canvas, a creation of a common waypoint for discussions 
when conducting interviews is made. Originally created by Osterwalder and Pigneur (2013) the 
model can be categorized through different posts as portrayed in figure eight. 
 

 
Figure 10 - The BMC (Osterwalder and Pigneur, 2013) 

Let’s start off with the vital question – why is this method of use for a study on 
organizational change specific for business intelligence. Firstly, without understanding the 
business and how to define distinct groups of people an organization aims to reach and serve, 
the researcher does not have a rich initial perception. As stressed by Osterwalder and Pigneur 
(2013) the customers, foremost, comprise the heart of any business model. By segmenting 
needs and attributes, it is thereby more attainable to focus on how to improve the apprehension. 
Shahand, van Duffelen and Olabarriaga, (2015) implies that a BMC (Business Model Canvas) 
is useable for realizing various factors involved in a business’ activities.  
 
In analogy, this method of realisation could be seen as a doctor having to understand its patient 
and organs to be able to put a diagnosis. Without creating rudimentary understanding, the 
hermeneutical method tells us, the indulgent field will be low. This methodology enables the 
investigation to take upon a structured reflection upon the business and its arrangement, which 
in turn facilitates an exploring of the activities. Clear words, by making a BMC the researcher 
understands the history of changes made in the organization. This also refers back to the 
framework in use, explicitly noting the characteristics of stability, routine and order. This 
model will be used as support for noticing where the change occurs. For example, does the 
business intelligence system alter any of the revenue streams, the channels or key resources. By 
proposing this model, the characteristics are in a physical form. More easily accompanied when 
asking (e.g. through interviews) expert questions to key individuals. 
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3.7. Corporate document(s) 
 
Understanding through documents is as imperative as the BMC, which provides with key 
information for obtaining direct insight of thinking in a business. Murphy (2006) differentiates 
between two types of corporate documents which exist in a union. It is the (1) voluntary 
documents which are constructed on given demands and (2) documents required by law.  
Some of the documents (1) are not accessible without the correct authorization. When a 
researcher guesstimates to have appropriate amount of information, it is possible to turn to 
examining of individual players within the organization (referring back to the strategy of 
interviewing). 
Many of the voluntary documents available at the investigated firm is activity-specific, ranging 
from how-to manuals, accreditations, certifications, environmental thinking. The mandatory 
documents, in this case, include among others director reports, balance sheets and cash flow 
statements. Murphy (2006) provides with one simple quotation for the researcher to 
retroactively question “What are the business implications of what I’ve found?”. By portraying 
this assessment to unravelled data, the pre-understanding for insight in strategic management 
will intensify. More specifically, in this case, the corporate documents will be read thoroughly 
to understand the setting and the environment of change. How did the business look ten years 
ago, what are the changes that has been made? What are the changes that are planned to be 
made? In this way, the characteristics will illuminate and the interview will be a smoother 
process. 
 

3.8. Qualitative coding 
 
The qualitative approach which has been chosen gives the researcher great flexibility in the 
form of structuring the representation of the work. Either be it in a top-down or narrative 
(Wisniewski and Hatch, 2002; 1995) technique. For this specific case, the coding will be made 
in a top-down practise. That means reading the transcribed interview and finding themes, 
dimensions and informant terms, transforming them to codes consequently. These codes are 
found in table three, defined as either being similar between interviewees, contain a difference, 
be frequent, form a sequence of thoughts, correspond to a change or be caused from an event. 
 
A qualitative attitude excels in reciting work from the viewpoint of the informer. Coding is 
according to Saldaña (2013) not an exact science and may therefore have different 
interpretations and not always agree with the readers’ belief. Saldaña continues his discussion 
on how the researcher’s previous knowledge and academic discipline outlines the coding 
procedure, aligned with the hermeneutical viewpoint. On one hand Wisniewski and Hatch 
(2002; 1995) imply that there is an importance in uplifting the human existence and 
differentiating it in a qualitative coding. On the other hand, Greatrex-White (2008) brings up 
the discussion on how the subject and object shall not be seen as two separate externalities but 
rather studied as in the way they collaborate. These are two approaches to a matching 
conclusion on how qualitative coding may generate richness in a phenomenon. This way of 
thinking will be followed through in this research by involving the subject of change 
management in the individuals’ knowledge. Not separating the two topics.  
 
Once the interviews have been constructed, conducted and transcribed, the coding will take 
place. As table three depicts, there are multiple definitions to utilize. These will all be 
implemented on a higher level when identifying. The results from the interviews will be cross-
checked against one another and coding will from that emerge. 
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Definition Logic equivalence 
Similarity A � B 
Difference Var(A) ≠ Var(B) 
Frequency Mo(A), Mo(B) 
Sequence A ≻ B 

Correspondence A ⋈ B 
Causation A ∝ B 

 

Table 2 - Contextually understood patterns with logical association (Saldaña, 2013) 

Although, Saldaña stresses to mention that pattern identification may move between these 
patterns. This is due to qualitative studies not always having interest in, or managing to identify 
the regularities of a phenomenon, but rather its anomalies and deviations. Supported by 
Rabinovich and Kacen (2013) a qualitative research takes ground in gathering and collecting, 
coding and analysing through certain perspectives. In the next section we will briefly discern 
the noise which might transpire from a qualitative study. 
 

3.9. Qualitative noise 
 
Compared to quantitative noise, qualitative studies do not have the same flexibility in applying 
an $-value which explains the irrelevant distortion which might transpire (Lui, Mitchell and 
Weale, 2010). Through living and experiencing the spectacle, which is wished to investigate 
further upon, the researcher understands the clamour with a different approach than through 
executing a sort of multivariate analysis. Whereas the proposed technique (e.g. interview) 
allows the researcher to comprehend the environment and situation in which the change is 
emphasized. The authors Hall, Lashua and Coffey (2008) suggest that researchers should bring 
increased attention to the noise which everyday situation produces. The noise does not always 
need to get filtered out, neither does the movements which are produced during e.g. an 
interview. The noise and movement are all part of the shared environment where the researcher 
takes place in a world that is to be investigated. The noise which all-so-often is neglected in 
studies, is argued by Hall, Lashua and Coffey (2008) to be providing substance and depth to 
qualitative information. This discussion is especially vital in a change theory study. Every 
perceived change is an additional element of this research. 
 
By selecting a correlation study, as presented in the next section, the noise is disjointed to some 
extent. 
 

3.10. Selection of variables (Correlation) 
 
When the results have been collected and the coding has been presented the researcher will 
make a choice of what variables to further study. As presented by Encyclopedia of Research 
Design (2010), correlation is a synonym for association and describes the magnitude of an 
occurrence. The same source continues its discussion to prove that the correlation coefficient 
cannot be used to provide a cause-and-effect conclusion, but rather designs an orientation for 
how the researcher may describe his results. Pure mathematically, as provided by Encyclopædia 
Britannica Online (2016), a correlation cannot purely describe the variables more than a pure 
coincidence. Logically, the choice of making a correlation study from the coding results, will 
give the researcher a way of only choosing the most associated variables to study and thereby 
group the variables in themes to continue discussion. In addition, the choice of selecting codes 
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in this manner will make the future work more tangible from the conducted research. Thereby, 
by selecting variables with a high association, we focus on the highest magnitude occurrences. 
 

3.11. Validation 
 
The validation chapter refers to the section where the discussion in this study will be held. Being 
able to give an acceptable assessment of associations and relationships. There exists a silver 
lining throughout a qualitative study. Propositioned by Saldaña (2013) and supported through 
textual information by Ghauri and Grønhaug (2010) there exist three distinct ways of validating 
qualitative information. 
 

• Theoretically, through pre-gained knowledge, putting up loose suggestions, which are 
controlled with support of data.  
Hypothesis testing. 

• Uncovering that the same information exists from multiple sources may be a valid 
proposal. The underlying phenomenon may thereby be provided to be true.  
Review testing. 

• ‘The-good-reason’ is a method where all information is opposed to have a primary 
cause.  
Probing testing. 

 
The second method of controlling with support of existing data from multiple sources will be 
processed in the discussion section in this research paper. By utilizing a study where multiple 
key individuals have a coding variable, the second method is supported – the same information 
existing from multiple sources.  
 
The theories in this work are used as tools, highlighting important aspects, but not as validators 
for the information provided. Theories are thereby used as assists for analysing data. Another 
important feature is to make it easier for the reader to follow along the conclusions, this will be 
made by structuring themes and aggregating the ones which belong together (correlation). This 
feature enables the research to make a structure analysis, knowing how the configuration of 
information is constructed. The trustworthiness of the study will be a great discussion point for 
this dissecting work. As proven in quantitative studies there are multiple tools and techniques 
to prove its validity. A proposed framework for validating a qualitative work is organized 
through Lincoln and Guba (2016, p. 104-120) in their book The constructivist credo as 
following in table 4. 
 

Conventional Inquiry Of Positivism Qualitative Inquiry of Interpretivism 

Internal validity Credibility 

External validity Transferability 

Reliability Dependability 

Objectivity Confirmability 
 

Table 3 - Contextually understood conversion (Lincoln and Guba, 2016, p. 104-120) 
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Credibility refers to the creation of acknowledgment of the results presented. This will be 
completed through extended commitment to the research (physically), pinpointing sources and 
peer debriefing. Keyword for this validity is “believable”. 
 
Transferability insinuates that through “thick” description, the reader shall transfer the results 
to note whether it is applicable to the context. Assumptions and context are vital. 
 
Dependability denotes the consistency of the research. This will be assured through an external 
auditing, where the processes of attaining the results are overlooked. 
 
Confirmability indicates the researcher undergoes a dependent process when investigating. 
The process of confirmability will be done through checking whether there exist bias or 
misrepresentation. Asking the respondents if the information is complete and transcribed 
correctly before exhibiting. 
 
These inquiries will be taken in consideration during the chapter of discussion, where the results 
are in focus whether they fulfil the requirements for being considered as credible, transferable, 
dependable and confirmable. 
 

3.12. Distribution weight 
 
For the researcher to take note in, is that there is an uneven distribution of the time that each 
interview has taken. Also the knowledge level of each individual differs. The time aspect is not 
analysed further, then noting that it is an additional perspective in this subject. The staff that 
has been a part of the study are at key positions to represent the organization as a body 
altogether. The knowledge level although, must be brought to attention. As this is an 
organization that is in the process of making an organization-wide change, all the firm is 
considered to be one entity (one body). There will therefore not be any distinguish between 
individuals. 
 
As regards on how to put the gathered data (from e.g. interviews) in context, the methods which 
are presented in this chapter will be utilized. The theory that became scrutinized and examined 
in chapter two, will be used as a central point in which the information gathered can be reflected 
upon. In this manner, it is appropriate to put weight in the definition of inductive, as the research 
gets life from the inductive approach, important to note that the study is only based upon it. 
The research has a problem statement which is appropriate for this kind of approach, but once 
more, stressing the importance of knowing that it is based upon an inductive research. This 
validity will be further discerned in the chapter of discussion, where theory will either support 
or disapprove of certain assumptions.  



 26 

4.  RESULTS 
 
In this section the outcomes from the approaches discussed under the chapter of Methods is 
presented. The results will in a subsequent section be discussed based upon the principles which 
has been reviewed in the theory chapter along with validators from the Method chapter. 
 
 

4.1. Company description 
 
The organization which is examined works as a first-hand car & truck retailer for Volvo, 
Renault and Dacia. The company is also a second-hand car and truck retailer with various 
products. There is a focus on the previously listed brands. The company also has additional 
business areas, including services of repair and car care, car rental services, construction work 
among many. With their 3bn SEK revenue and approx. 700 employees, the focus must lie on 
keeping the strategies altogether, so the heart of the company is not lost. The company is in the 
current state of need for decision data which is more flexible than before, to the extent that they 
can take consideration for external and internal changes. The organization has relationships 
with main dealers, which in turn create regulations for the organization to follow, it is therefore 
of importance that they listen to future and/or upcoming developments and needs. The company 
works as a company group listed with five sub-companies.  
 
 
 

 
Figure 11 - Organizational group structure. 

 
 
The focal observations were performed on the master company (company group). The master 
company observes the strategic and tactical work for the business, whereas the others mainly 
aim to improve and optimize the operational efficiency. The master company also works 
towards accreditation of various certificates, which puts them in a high ranking regarding 
sustainability and environmental thinking. The flow of information is also of interest to 
describe, due to invoices getting attested at sub-level and the disbursements created at group-
level. This coercive isomorphic view is an interesting aspect which will shape the context which 
in the research is taking place. Regarding business intelligence, the firm has developed a 
thinking to sustain their business’ in a tough climate, where the customers have many options 
– by understanding customers and creating more value, it will be possible to direct the opinions 
and views to churn management. Due to the characteristics of the firm not being a limited 
company, but a family group, the context is once again, exclusive. 
 
 
 

Company	
group

Firm	A Firm	B Firm	C Firm	D Firm	E
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4.2. Collection summary 
 
In order to get the information needed, interviews were held with multiple key positions in the 
organization. These positions were estimated to be appropriate to have the mandate to evaluate 
investments regarding change and BI. The first awareness was that a demand for further 
advanced models in order to portray information has long been requested. Due to the company 
having subsidiary organizations, there exist e.g. local pricing, which the company group have 
as vision to remove. The following table (4) will act as a summary on the different key activities 
and individuals included in the process of data collection for this research.  
 

Position Channel Duration 
Chief Executive Officer Face-To-Face 2 á 0:45 Hour 
Chief Financial Officer Face-To-Face, Interview Multiple (20 Hours+) 

Chief Ecological Officer Interview 2 Hours 
Chief Information Officer Interview 6 Hours 

Group Controller Face-To-Face 2 á 0:30 Hour 
Tin And Paint Manager Interview 1 Hour 

Car Parts Manager Interview 1 Hour 
Car Repair Manager Interview 1 Hour 
Rental Car Manager Interview 1 Hour 

Sales Manager Face-To-Face 2 Hours 
Payroll Unit Face-To-Face 0:30 Hour 

Company Controller (Firm A) Phone Interview 0:45 Hour 
Council of Controllers Meeting 4 Hours 

Subsidiuary CEO (Firm B) Interview 0:45 Hour 
BI Consultant Assistant Conference, Workshop, Focus Group 4+9 Hours 

BI Consultant District CEO Conference, Workshop, Focus Group 4+9 Hours 
BI Consultant District CEO Skype 3 Hours 

BICC Focus group + Project phase(s) 4 á 8 Hours 
Business plans Physical/Virtual n/a 

Process descriptions Physical/Virtual n/a 
Accredition report Physical/Virtual n/a 

System map Physical/Virtual n/a 
Financial statements Physical/Virtual n/a 

Council protocols Physical/Virtual n/a 
Table 4 - Collection overview from case study 

In addition to the above collection summary, the researcher has had the chance to sense the 
ambiance which transpire throughout the organization. The way issues arise and are resolved, 
where processes take form, who design them and in what manner knowledge is shared. An 
extremely vital aspect of context knowledge, developed further in subheading 3.9 Qualitative 
noise. In the next section the results from the information which was gathered will be presented. 
It will thereby be of significant matter to structure the results to form a structure that later will 
be the basis for symposium in the succeeding chapter of Discussion. 
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4.3. Collection results 
 

With support from Appendix A, Business Canvas Model, the knowledge for the researcher, in 
order to conduct the interviews thorougly, becomes present. As discussed in the method chapter 
(3.6 Business Model Canvas and 3.7 Corporate documents) the capability of getting inducted 
and envisioned along with the organization is of weight. This can be described in analogy of a 
doctor that needs to understand the human body in order to be able to diagnostize his patient.  
 
In this part the results from interviews that has been conducted will be presented. The 
interviewee will be referred to as person, individual or respondent I, II, … etc. As stated 
previously both in subheading 3.4 Hermeneutics and 3.8 Qualitative coding, we are not 
interested in the human as an intermediary, but rather the environment which surrounds the 
individual. With support from the qualitative coding aspect, the interviews will be structuredly 
coded in a top-down manner.  
The first contact for the researcher, which was created with the firm, also became the start of 
the investment, thereby this research does not exclude any prior steps. The preceding change 
history in the organization is difficult to discern, but rather creates a pre-understanding which 
not yet, and will not, become confered.  
 
The individuals for their respective interviews are asked: 
“What are the features of a change that you would like to attain in this organization?”. 
 

INDIVIDUAL I. (Chief Financial Officer) 
An early statement which was created from this individual includes how the demand for being 
able to follow-up and analyze the daily operations has been growing among personnel 
throughout the organization. Since there currently exist multiple systems designed for specific 
tasks, the present work turns out to be more time consuming and more complex than is required. 
The interviewee implies that the BI system should have as a prerequisite to support the 
organization with easier accessible information in order to gain higher quality with decision-
making. This will be possible through quality ensured reports, in turn, creating shorter lead 
times and increasing the control of details and foremost, leveraging quality of pre-systems. 
 
One keyword, which supervenes numerous times throughout discussions is the expression 
“Consolidation”. The definition, understood through the individual, describes the process of 
taking an amount of data sources and conforming them to one single stream of information, one 
location. In this way, as stated by the respondent, any request for information would not have 
to become delayed.  
Note: The individual, being of academic character, has knowledge of and is up to date with 
certain definitions contained in the BI field. Therefore, he frequently speaks of inquiries and 
streams of information as being transformed through ‘cubes’ and different dimensions in form 
of business areas (compare with e.g. subheading 2.3.1 Multi-dimensional data view).  
Being aware of the environment whichin the system is to be used is of matter for the respondent. 
Discussion points which emerge are how the phases for implementing a new system must be 
followed thorougly. Both to gain acceptance, but also to become correctly aligned with the 
organizations visions. “We have a need to standardize work; so everyone works with the same 
vision. It can be pursued either through directives or educational work in order to control and 
achieve standard processes.” 
 
In matter of financial statements and its volatility, the individual does not speak explicitly of 
underlying processes and improving these, but rather confronts the physical transactions which 
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take place in business areas. The volatility does take place due to an uncertain climate, which 
in turn, requires the firm to create strategies which align to a specific business model. The 
respondent stresses the importance of accelerating the transformation to a forceful business 
intelligence system, in order to create timely insights. Through the insights the BI system for 
business’, the jurisdiction for decision-making switches from being owned by the corporate 
group to being owned by councils, which according to this individual should have been enabled 
way earlier. Connecting back to a financial perspective, the definition consolidation is 
mentioned, in this meaning, not always connoting the technical conformation of data as 
previously conferred. The individual also refers to the managerial consolidation, (looking 
back at the figure 10 of the organizations hierarchy structure, we can understand it to mean 
consolidating (collecting) all business’ management in one single view). In clearer words, 
gathering company A, B, C, D & E to ONE data view, to have an better overlook with the 
advancements in specific business’ activities. The interviewee further explains that in the 
current situation of the study each and every company is scrutinized for itself and then 
compared A with B with C etc. This present way of analyzing provides a great detailed view, 
but the consolidation of financial statements are sometimes more important to realize, in order 
to know what orientation the whole company and/or market is moving.  
 
“Councils are arenas for decision-making”. Referring back on the previous discussion for 
switching focus in who owns the business and its transactions. The company group shall drive 
the orientation and evaluate strategies, but the activity of efficiency and leading of business’ 
shall be owned through the councils. This individual wishes to create processes which makes 
this a reality. Especially, the interviewee wishes to dissolve the reactive attitude, towards a more 
proactive role. That is, according to himself, taking action before the happening. 
 
The individual speaks of the possibility which business intelligence brings to make followups 
after decision-making. Available in the wanted detail as requested, through, as he perceives it, 
drill-down, accordingly to respective task. The individual describes that some of the systems 
currently in use do have overlapping information. The overlapping makes the present follow-
up multifarious and the organization requires specific competence for the task. The discussions 
leads the interviewee to a new keyword of duality, where the respondent wishes departments to 
have multifaceted knowledge to be able to “cover up” and take part of various information. To 
accelerate principal transformations, everyone gets included and to allow everyone to get real 
time insights into respective project portfolio progress. The individual is proper with pointing 
out that this discussion refers to a vision for the future and may take time to fulfill.  
 
An vital discussion point brought up in several interviews has been concerning Excel as 
ultimate working material. The interviewee speaks of Excel in a ambivalent way: that it both 
has huge potential in formulating queries, but that from time to time it limits the thinking due 
to everyone making their own solutions. “The old way of doing things was better, I’ll just do it 
my way, with that mentality, thats when work starts taking diverse orientations.”. The templates 
(which are used in Excel) then as well use up valuable time due to the grasping in initial 
decision-material. Since the individual has a key role in the investment of business intelligence, 
he also wishes to take the project in a slow & steady manner, bringing everyone onboard the 
same side, through not discarding Excel completely.  
I asked the individual to explain further on from the argument, in order to gain more 
understanding on whether the plan for the business intelligence investment is to transfer the 
knowledge already in practice or to produce and construct novel methods. As a response, the 
vision was explained - creating more advanced or all-inclusive templates, but, personnel usually 
has difficulties in adapting quickly to new tools without the proper training. So it either falls 
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Management interest parties 
Interest parties with overall management functions that 
do not actively participate in the business model. 
Needs / Requirements: 
Purpose of the business model. 
The basis for strategic decisions. 
Overall, short progress reports. 
Overall schedule and budget 

 

Primary interest parties 
Interested parties with great interest, which are highly 
influenced and want to influence. 
Needs / Requirements: 
Purpose of the business model. 
Overall progress reports. 
Overall schedule. 
Information about features and working methods. 
 

Core interest parties 
Interests with management assignments in the line, key 
features of the business model, whose employees are 
highly influenced and want to influence. 
Needs / Requirements: 
Purpose of the business model. 
Overall progress reports. 
Overall schedule. 
Requests for employee participation in reference groups. 

 

Secondary interest parties 
Interested parties who need information, but 
probably not as active, want and need to 
influence. 
Needs / Requirements: 
Purpose of the business model. 
Overall schedule. 
Information about features and working methods 
relevant to the stakeholder. 
 

down to transferring templates in a 1:1 ratio or to provide with the adequate guidance. This 
discussion is surveyed from following citation ”If you’re a bigger organisation, we need to 
implement things which everyone accepts. A 1:1 [replace] ratio gets accepted straight away.” 
One example which has been brought up to the surface is the dissimilar prices which are set on 
certain services throughout the organization. Previously, the prices have been set through the 
major player (factory HQ), but now there exist history records on transactions. So by “owning” 
the data and owning the correct information, it is a more viable process to differentiate prices 
depending on the service required and the dedicated customer segment. Additionally, the 
respondent suggest that there exist several layers, in which to please before the business 
intelligence investment may be of reality. The decision-making is hinted to consist of one layer 
of ‘business’, one of ‘legal’ (e.g. association law, financial inspection, contracts to customers), 
one of ‘decision-making’, and one of economy. As cited ”If we do something novel, we have 
people from certain layers of people that needs distinct convincing”. Continuing on the 
discussion that there are several layers for this investment, and an organization in general, to 
please, the following diagram was constructed to visualize the interest parties.  
 
 
To note, this figure was constructed in between and outside of interview(s) but used as 
discussion material for preceeding interview(s) to be able to get more in-depth. 
 

 
Figure 12 – Interest parties for the business 

 
The use of this figure (11) exemplifies how an organization is built up by interest parties related 
on where in the organization focus is put. The figure, clarified in interviews, shows the company 
interest parties grouped. From this, the respondent addresses the need of communication having 
to be planned in order to access assignments or access role changes and that an advancement in 
system compliance has to be in order. “It is important we make a choice of “good-enough”, 
that is, only choosing the best variables, and then step by step make incremental improvements 
in the organization.” The individual implies that it will be easier to design functions to mitigate 
potential risks through this figure. One risk which the respondent indicates is of interest for the 
company, is how only one per cent of all transactions occur over internet. Due to the customer 
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attitude changing, the firm needs to adapt its approach. In addition, the organization requires 
personnel that are capable of handling the systems. 
Conclusively, the investment of business intelligence is explained not only to be about 
switching focal point, clarifying and consolidation. It is also discussed to include securing of 
and validating of data information. Apparently, the present systems do not support adequate 
flexibility when adding new accounting information. Therefore, this new investment is highly 
precise in timing and needed by several parties. But according to the respondent: “The current 
system have the correct content and proper format, but it does not support additional columns 
as we wish.” Meaning that through information securing, the business will not lose information 
which might bring valuable information. Further developing the thoughts through: “Take a 
complete balance sheet and split it up at cost centre – in turn, creating standardized reports.”. 
The individual ends his discussion with “You need to have and create authority in form of own 
pondus, argumental pondus and organizational strength.”. 
 
CODE: Accesibility, Consolidation, Decision making, Duality, Insights, Jurisdiction, 
Knowledge transfer, Proactivity, Risk management, Validation, Volatility. 
 
 

INDIVIDUAL II. (Chief Ecological Officer) 
It is noticeable on how ideas emerge from this individual and take shape as soon as opportunity 
is given. The only hinder for acknowledging is the fatigueness of technical resources, as well 
as the complexity of the system network which is in current use. One approach which 
materializes throughout the interview is the demand for three specific tools for daily work. 
Provided as following; (a) task management: delegating tasks through a tool. (b) document 
management: simpler way of updating and controlling version history (c) jurisdiction 
management: creating restrictions on certain confidential material. In addition, evolving sharing 
systems. The sharing of systems is proven through the main dealers system Tacdis, which has 
a database that is supported through their own competence center, the organization which the 
respondent works for has worked towards attaining access to the database of Tacdis. “It has 
become a success in the way we have received a batch which reflects the real database. This 
has been one approach of building any kind of data warehouse. Due to the major players in the 
business owning the operational maintenance of the actual information, and they do not want 
to distribute it too much.” The respondent continues his discussion with the use of the database 
along with “We work towards, and measure continously variables of customer satisfaction in 
order to improve our business and understand our customers.”, this is one of the major 
bulletpoints referenced throughout the interview as “Customer satisfaction is the most clarified 
quality measurement we have.”. The individual hereby speaks of measuring the business in 
levels which managers may understand. From the interview spoken, customer satisfaction is 
foremost evolved from great employee satisfaction. One measurement which emerges when 
talking of managers and as well the personnel, which afterall, are the heart of the business – are 
the job descriptions. Through “Keeping the descriptions alive and making the employee to 
understand the goal, we get better results.”. I asked further what the respondent meant by alive 
and received the reply of “If we do not keep job descriptions alive and only focus on making 
them standardized, we lose the reality and usefulness.”. A highly unique perspective on the 
standardization which has been spoken of previously. This perspective will be brought along in 
further interviews. 
 
CODE: Consolidation, Jurisdiction, Knowledge transfer. 
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INDIVIDUAL III. (Subsiduary CEO, Firm B) 
Each and every representative of the organization has different specialized knowledge in a 
deepened level. Through this distinct interview we get taught how budgeting and the overall 
trade is processed. As concerning budgeting, per usual, it is calculated through historical data. 
But as described through this individual an unique way of also using x months a prior the 
budgeting and using these months for regression to situate a whole year is applied. From this, 
it is noticeable that historical data along with mathematical calculations, is used. The budgeting 
although does turn to some hinders, as cited from the individual “The transactional costs per 
product increases by every single year, this in turn, does affect the volume in which we incur. 
How to manage this situation in a budgeterial viewpoint, is an issue.”. The respondent further 
describes that, although the costs increase, there are several product categories, which becomes 
difficult in foreseeing the average cost per, as e.g. model or service. This discussion is followed 
by “Frequently, the average price of all delivered cars the latest X days is used, due to this 
being as close to reality as we can get.”. Although this is more or less, straight-forward 
calculations of noting an average price and cost of products, there have emerged alternative 
trades – such as leasing. Leasing a car means splitting up the total cost in 36 months, and after 
this period, the car is returned to the retailer. This trade is interesting from a financial 
perspective, due to it becoming a revenue every single month, but not as a common sales, where 
the revenue is noted directly. This further challenges the way the business’ think. It is no longer 
possible to utilize the ‘average-price’ approach. On one hand, as explained from the respondent, 
if the firm holds a correctly balanced inventory, in which the market strives - we have a 
profitable business. On the other hand, “Sleeping on your post and thereby dropping focus 
happens easily if you don’t keep an extra eye out.”. This individual pinpoints the fact that a 
cross-functional council is one main key to success, where the council, in turn, is responsible 
with the main feedback with advancements. Pushing for documentation and defining risks 
associated with the investment. This person has a tactical sense, where the situation analysis 
and market analysis are vital components for the liveliness of the firm. Ultimately “We have 
exchanges in each and every business model with external and internal partners.”, “Numbers 
do the talking and inventory obselescensce does not sleep even though we are resting.”. 
 
CODE: Insight, Jurisdiction, Volatility. 
 

INDIVIDUAL IV. (Chief Information Officer) 
Following this interview we receive an insight in the organizations current infrastructure When 
conducting this observation and interview, the individual receives the notification of new 
business datasets (databases) being released in the near future. This brings notice on how the 
response will become, bringing forth key aspects for the business intelligence investment. This 
is a joyful message as explained “This ownership of data information as it has emerged and 
changed now, has been a discussion since 2007, finally.”. Another rapid comment made is on 
the response time of the dataset. As spoken by the individual “I have difficulties believing that 
we will receive the data more than once a day, but if we can receive it in a two hours period, it 
will become possible to note how the forenoon has done, already processed in the afternoon.”. 
The respondent continues his own reflection on the investment by adding “I would like to 
portray the overview of the business, so you can note in real-time and also view it mobile. E.g. 
how many business proposals have customers received, what is the hit-ratio on these 
proposals.”. As the organization presently uses a Microsoft Access database to compute and 
distribute accounting reports – it means they are working with PDF and comparing these with 
one another. Rationalized within the conversation, using multiple PDF files is not an efficient 
method – when gaining access to more information, the firm may create reports and thereby 
compare with different time periods. Defining the ‘cube’, which becomes the SQL statements 
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for an application capable of computing information, is according to the interviewee “The 
organizations competence lies within the data definition of the cube.”. The definitions, or the 
statements that are in the cube needs correct KPI (Key Point Indexes) to become successful. 
The KPI defines whether we are aligned with the rest of the organization or not. There are, as 
illuminated, multifarious factors to take into account.  
 
CODE: Accesibility, Consolidation, Decision making, Insight, Jurisdiction, Validity. 
 

INDIVIDUAL V. (Group Controller) 
From this interview we are learned how the management of contracts and agreements appears 
in order to become profitable. As well how the compliance for personnel must be followed in 
order to triumph in certain aspects. The respondent explains that there does not need to be any 
follow-up on the frequency of agreements in order to even out workflow. It happens 
automatically due to transactions executing every day “We naturally receive an even 
reservation.”. Although, there are multiple other difficulties for this individual in the check-up, 
such as “If we have a second-hand car with a service agreement, it is difficult to see the overall 
surplus, due to second-hand cars being able to become a part of the system at any given time.”. 
Additionally “System A is connected to System B towards System C, so we have full trust in 
System A, which sometimes becomes an issue when faults are made.”. The faults, which often 
are made by human error is difficult to foresee and must be followed by increasing guidebook 
strength and compliance. Ending with the citation “Shared responsibility profitability is made 
possible through synergy.” 
 
CODE: Consolidation, Risk Management, Validity. 
 

INDIVIDUAL VI. (Car Repair Manager) 
The individual explains that they have two distinctive applications for their core business 
activities, which, in later days, have integrated into one single platform. Fortunately, these 
systems are able of creating the indication and synopsis required to improve the business. 
Although, one discussion point as cited “As is in reality, our main dealers have more statistics 
than we do, which we do not have access to. This means that I have to request data and reports 
which they compile.”. This denotes how there is a aspiration for further data for ways of 
streamlining activities. The formulas that the main dealers are using in order to form these 
reports are explained to be complex and it is noteable that the owners of the data need constant 
overwatch to not make the gen lose value. This is hinted to be one of the reasons why the main 
dealers keep their data confidential in this manner. The business is working towards four goals 
as following “LEAN-Excellence are goals in which we incur lead time, customer satisfaction, 
repair instructions and deviations.”. The business whichin this individual is working in works 
under a coercive relationship, which makes the measurements from the LEAN-Excellence 
citation highly valued. Whereas the firm itself has small ability discerning differentiating prices. 
 
CODE: Accesibility, Insight, Jurisdiction. 
 

INDIVIDUAL VII. (Car Parts Manager) 
In this business area it is explained that there is not only one single external partner which 
interacts and updates items. There are a lot of dependent and independent systems which 
connects to partners, which complexifies certain presumptions. The processing of purchasing 
goods has an underlying structure predefined from the main dealers. Where they have decided 
upon whether if a good has been purchased and or ordered the latest year to be reordered. This 
proves that the coercivity exist. The risk is thereby mitigated through predefined processes. It 
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is further mitigated when there is right of return which according to the interviewee is possible 
in 95 per cent of all cases. There exist internal risks as cited “We serve multiple sites of business, 
where each and every one of them need to serve their own business in order to get the good out 
of our system(s).”, another risk identified by the respondent is as following “We need to keep 
an eye out whether customers do come in time or not.”. This individual having a prior 
background where everything was measured, noticed there was a lack of measurements and 
reports being able to carry out this information. Therefore, this individual, along with other 
professionals in computing and coding - extracted certain datasets so that the greater overview 
of transactions was created. The system capable of doing this, is coded in Excel and therefore 
does not support multi-user access. It is a homemade solution, fitting to the current demands. 
 
CODE: Accesibility, Duality, Insight, Jurisdiction, Risk management. 
 

INDIVIDUAL VIII. (Tin and Paint Manager) 
Listening to ideas and concepts emerging as interviews progresses are visible throughout this 
interview. The respondent describes the processes and which KPI (Key Point Indexes) are vital 
for keeping the business activities at a high quality level. Mostforward, this manager keeps his 
employees updated with the quality on a daily basis. Through what he refers to as “daily control 
updates with the team.”. By inquirying deeper questions, it is taught how the daily control 
updates mainly are on customer satisfaction, as this creates additional support from general 
agent(s) for the firm. But the customer satisfaction is learnt to be the external measurement. 
Although, what is of interest is the internal measurement, which is the charge rate. It is a 
difficult size in this business as proven through following citation “Everyone has dissimilar 
charge rates due to everyone working with different product categories. Much billing fails on 
problem [customers] causes.”. This gets followed by “We are calculating and processing this 
charge rate altogether (in the firm) as we are speaking.”. The problem causes that are discussed 
are how the difficulty for measuring a correct and justifiable quality and efficiency are as cited 
“Due to cases of warranty the lead time gets longer. The case has to wait for an approval from 
respective insurance firms. This does not create any fair assessment.”. As can be concluded 
from this interview is that customer satisfaction is of importance for daily operational work. 
 
CODE: Insight, Risk management, Volatility. 
 

INDIVIDUAL IX. (Sales Manager) 
One interesting aspect from this interview is the acquiring of new products, which is made 
through collaboration with another business department. The second department is taking care 
with the finance of the purchase and discount calculation due to the competence being in their 
hands. Note: This proves the complex interconnections that exist throughout the studied 
organization (utmost visible from this part of the study). Many of the decisions taken are being 
supervised and governed through other stations, making the overview more difficult than 
initially thought. Moving on the interview for business activities it is noted as cited “Upselling 
of services are what finances the discounts, which are active during the weekends.”. Therefore 
it is pointed out to be vital to upsell services in order to cover cost(s). The cost of the cars are 
explained to be the largest post for this business area. Another discussion topic which 
materializes through the interview is on the manual labour that is associated with 
communication. The manual labour which is required in order to realize whether the customer 
will return in time with his or her product or not. Explicitly, if customer X has his car for service 
at department A and has rented a car at department B, the communication between the units A 
and B needs to notice whether there will be any further delay or the customer will return as 
planned. In addition the business is explained when it comes to attracting the customer in the 
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first place as cited “This business is thin and not easy, we need to cover our discounts but still 
actively have a lower price than our competitors.”.  
 
CODE: Accesibility, Decision making, Duality, Jurisdiction, Knowledge transfer, Proactivity, 
Risk management. 
 

INDIVIDUAL X. (Chief Executive Officer) 
Interestingly, a novel approach to the car retailing is received. The definition of novelty is 
created through challenging certain assumptions that inductively has been created throughout 
the process of gathering informaton. The assumptions mainly focus on the development of 
financial benefits received from the main dealers. The benefits are proven to be centralized and 
not as feasible to influence from routines as first perceived. Therefore, the work which is 
conducted is understood to have (clearer) and more “strict” guidelines than previously 
understood. The product mix which is owned by the firm is to slighter interest than the actual 
sales which take place. An noteworthy shift in thinking, which brings the focus to the 
transactions occuring rather than the purchase and incuring. There are two financial benefits 
which needs to be differentiated – one of order bonus and another of support for individual 
produts. It is explained that the relationship between the benefitor and the receptor is vital for 
completing good business. Further on, the citation “I believe that a satisfied customer pays 
more money.” becomes a recurring reference where the customer continously is the focus. 
Measuring a business is discussed to not provide any additional value unless it focuses on the 
customer and the activities concerning the environment. “I can think of 100 measurements, but 
you will not be able to see the holistic representation unless you select the correct methods.”. 
In addition, a conversation on a shift through change management is deliberated upon – with 
the correct technology the business transaction can take place elsewhere, virtual or physical. At 
several occasions the definition of human capital as not only a resource, but also a family is 
described. By believing in the own personnel and their force, it becomes an easier business. 
This is, according to the respondent as vital as measuring progress. Conclusively, the future 
holds an unstable market with sophisticated competitive energies. 
 
CODE: Jurisdiction, Knowledge transfer, Validity. 
 

INDIVIDUAL XI. (BI Consultant Assistant) 
In this interview there is a conception of the elementary logic which flows through business 
processes when it comes to the sales of cars. A simple mathematical reasoning as cited  
 
“Say that we want to sell X cars. Out of all sets of customer meet-ups, Z customers would like 
to testdrive a car for preview purposes. The hitrate for an actual transaction from a testdriving 
is H%. In total this would mean we need %&%	×  T testdriving occassions. This logic is applicable 
from several approaches and in different combinations.” 
 
This point of view is interesting through a systematical discussion. If it is possible to transform 
the logical thinking of the business intelligence system, the total awareness of churning and 
determining certain parameters increases.  
 
CODE: Proactivity. 
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INDIVIDUAL XII. (BI Consultant District CEO) 
Previous results from individuals has centered around the internal gathering of knowledge and 
opinions concerning the investment. This information will be regarding the external 
environment, from the system providers point of view. As the result is presented to several 
interest parties, the opinions of these will (where necessary) get embedded along the text. 
 
As noted by the provider, “You have the possibility of combining multiple data streams in order 
to create awareness and multitude insights for business’.”. This brings on to the next level of 
how interest emerging from the discussion, creating a consolidation structure both on the 
operative layer and the legal layer of the organization. Thereby combining data in one bigger 
sack of knowledge and insights, previously unable to be overviewed as accesible. When 
referring to levels of authorization and access, the provider speaks of three quantities, the first 
level one (1), a super-user “administrator”, being able of constructing budgets, running 
prognosis analys’. The second (2) level, a read-only user, having the ability of using drill-down 
in pre-defined sandbox model, where the user is allowed to work with the numbers in the 
fashion he or she wishes. The third (3) and last level, a receptor user, able to obtain a report 
through the system which has been sent from a user of either the first or second rank. This way 
of structuring a hierarchy in the system dissolves the rigid ownership of information to one 
centralized data storage, which in turn may signal the appropriate material to respective 
decision-maker. The participants see this as a chance to consolidate the organization structure 
to one group model. This is enlightened to be independent of ERP (Enterprise Resource 
Planning) and thereby be able to be of use for everyone. The system will work on a common 
platform in order to thaw structures to allocate resources where there’s a prominent need. “No 
matter who you are, you may receive the information which is relevant for the specific 
individual.”. The participants in this dicussions jokingly speaks of the common citation “too 
many chefs spoil the broth”. The citation takes ground in that if there are too many users, the 
firm will go back to stage one, where everyone will be doing reports in their own way. In 
response to this debate, a feature which allows process to be governed makes hierarchy 
structures not disintegrate in total exist in the system. Additionally, a request from the 
participants emerge which includes closing of financial statements and the closing comprising 
balancing of books at a certain date was made, whereas the provider replied with the feature’s 
possibility. By creating deadlines, the insights may rather be distributed without care. 
Continuing on the aspect of hierarchy, the flow of information is clarified to either be divided 
in the operational existing layer, further dimensional layers and/or in a legal layer. When the 
division has been made, the provider explains as cited “A recipe has been saved, which can be 
used over and over again.”, which gives the system administrator availability of choosing what 
data to get included. The most important transpired argument from the participants is to create 
a written mapping on the current status, what systems to get integrated, in order to have the 
chance of positioning on different commitments. 
 
CODE: Consolidation, Decision making, Insight, Jurisdiction. 
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BICC (Business Intelligence Competence Center) 
As the result of the conference in a focus group is presented to several interest parties, the 
opinions of these will (where necessary) get embedded along the text. This part does not get 
embedded in the results for further calculations, but rather proves upon a deeper context. 
 
As according to the sessions the group formed are the ones responsible for the development of 
functions and assessment of features. What shall be included and in what format. For example, 
there has been previous discussions informally on whether it is appropriate to portray a direct 
copy (1:1 ratio) or change certain aspects. From the discussions the underlying configuration 
will be constructed. Another example up for underlying configuration has been the choice on 
which database columns to include in the upcoming BI system. Whether to include customer 
as aggregated “groups” is up discussed. As cited, the customer groups are discussed in this 
manner: “In order to differentiate between external and internal turnover.”. The primary 
purpose of the business intelligence investment is highlighted to focus on reproducing the 
present reporting system (1:1 ratio) which currently, is not consistent in all considerations. 
Fortunately and unfortunately there is a rushed schedule, but everyone agrees that it is not the 
time which will delimit and grade the project, but rather the quality of information and the effort 
everyone puts in. At several occasions the team spirit is lifted by creating a collaborative project 
and not an individual venture. As a final word; “It is of importance that we document essential 
concepts for the future and the ideas of measurement with things in order to develop our 
business.”. The BICC is responsible for the strategy of the system, either following a 1:1 ratio 
relationship with the present system alternatively cleaning the register of code in order to ease 
subsequent work. The group is constructed of personnel from multi-disciplinary areas. The idea 
of bringing everyone together is both the steer the project so everyone is in the same orientation, 
aligned with the organizations vision, as well listening to ideas. Finally, noting where the three 
levels of (one) admin, (two) reader, (three) recipient shall be directed.  
 
 

4.4. Coding results 
In this subchapter the coding overview will be presented for the reader below. To be able to 
follow the discussion in the upcoming section of discussion. 
 
The following table contains an easier overview of the results perceived. The binary existence 
(1/0) corresponds to the individuals coded response. Whether the individual has spoken of the 
phenomenon or not. This will be used in the upcoming chapter of discussion. 
 
 
 
  

Table 5 - Coding overview 
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4.5. Correlation  
In this subsection the results from the coding will be checked through a correlation study 
(discussed in heading 3.10) which portrays to what gradation the coding labels are associated 
with one another. Foremost, whether an increase in a certain variable will increase or decrease 
with a increase in one another. Although, one must not forget that a correlation study does not 
provide a case of causation, but rather the interlinkage of variables. 
 
Due to the labels being described with binary (existing, non-existing) values, it is possible to 
note whether the variables do show up when discussed in another interview. From this, we 
receive the connection that variables have with one another. The presented correlation study 
was constructed through mathematical formulas publicly notorious and therefore will not be 
illustrated further than by providing the formula. 
 
 

* = ,- − ,/
-0% (2- − 2)
,- − , 4/
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As mentioned, the viewpoint upon the correlation matrix which must be stressed is how the 
correlation table (and formula) does not imply causation. It rather proves the association, 
demonstrating how individuals who mentioned e.g. accesibility often mentioned duality etc. 
The presented table 8 is constructed through the use of formula one. 
 
 
 
 
 
 
 

 
 

 
 

We note certain properties from this table. An example is such as when accesibility being the 
dependent variable, portraying the following; decision making (r ≈ 0,48), duality (r ≈ 0,68) and 
jurisdiction (r ≈ 0,48) as significant variables. Although we only interest in variables which 
have a correlation coefficient equal to or above r ≥ 0,5 to be of relevance. Therefore, decision 
making and jurisdiction is rejected from the forthcoming analysis. By selecting the top 
correlations, the study is comprised to only include the most valued variables. In the example 
with accesibility, only duality is chosen, due to our selected lower limit for the correlation 
coefficient being of 0,5. The other associations which becomes highlighted are as following: 

Table 6 – Correlation matrix of collected data 

Formula 1 – Pearsons coefficient formula 
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As the above figure 13 visualises, the selection of associations with variables of a correlation 
coefficient above 0,5 has been chosen and five selections has been made. Two major categories 
were chosen, of accessability and duality. In the subsections to follow, we will further deepen 
the knowledge in the selected variables. Discussing upon the effects that these variables have 
on ongoing change. As the technical statement no. 2 defined, we are interested in answering: 

• How a company may erect stability, generate order and create routines – given the 
features from the main statement “…the characteristics…”.  

What does duality grouped with accessability, proactivity and risk management grouped with 
duality provide in terms of cost benefit for the firm. This will be of discussion in the upcoming 
chapter.  
  

Duality

Proactivity	
(+0,56)

Risk	
Management	

(+0,68)

Accesability

Duality	
(+0,68)

Figure 13 – Selection where r ≥ 0.5 
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5.  DISCUSSION 
In this part of the research, the previously presented results will be analyzed in terms of routine, 
stability and order. This to construct matter from the interviews and observations. Firstly, the 
method used in this section is conferred. The consequences for the results for the firm, will also 
be put in perspective and become deliberated upon. 
Starting with a theoretical exhaustive search, this study is decreed to an organisational change 
perspective with business intelligence as a mediator. The declaration has been examined 
throughout the inductive research by probing the interviewees contextual understanding of what 
characteristics in a change they request and discuss. The choice of a semi-structured interview 
guide was effective in the way that the question(s) had the possibility of being standardized and 
still becoming flexible for the position held by the individual. Thereby taking in consideration 
the weight respective individual has for this research. 

The stages which Van Grembergen, Saull and De Haes (2003) illustrate (discussed in section 
Method 3.2) of; Initialization, Repetition, Definition, Management and Optimization, - are 
present in the organization, agreed from interviews. The first of the stages (initialization), was 
discovered from (e.g.) individual VII. Where the need for a business intelligence system was 
exposed, there although exist certain present alterations in the daily work in order to meet 
demands from the personnel. Second stage of repetition was held by several individuals 
mentioning the LEAN metholodogy, improving processes by a way of thinking, cleaning of 
system architecture and business environment in total (e.g. individual VI, putting weight with 
the LEAN practice). The definition of standardizing, communication and documenting 
procedures was a phase held by several key parties including individual I, III, XII and the BICC. 
The later phases of management and optimization is held by the BICC in total, but there arise 
suggestions and ideas from others, such as with individual I. The compliance for the BI system 
progresses as time pass as noted by the interviewees upcoming release of resistance.  
It was found to be appropriate to disentangle the underlying forces which shape the perceptions 
of change and push the torque of information (Thamir & Poulis, 2015). This was possible with 
interviews and inductive research which later got translated to, as clarified by Gioia, Corley 
and Hamilton (2013) to be part of informant terms, themes & dimensions.  
 

 
 

 
 

 
The informant terms which was documented throughout the research was remade to themes 
which encompassed similar informant terms in the context of harmonization of change. The 
validity of the comprised themes are supported once the same information comes from multiple 
sources. Continuing the discussion of validity, qualitative studies have been clarified to not 
having the same dynamicity in constructing a $-value and thereby clarifying the irrelevant 
distortion. As spoken of in the method section and described through Saldaña (2013) & Ghauri 
and Grønhaug (2010), that in a qualitative research the interpretations are necessary to advance 
the research. This to get any value from the mass of information. Thereby, a correlation study 
follows, which represents to what degree certain themes are associated to one another. And to 

Informant	terms

Themes

Dimensions

Figure 14 - Data categorization (Gioia, Corley and Hamilton, 2013) 
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what magnitude the variables affect the slantering of the ongoing change for stability, routine 
and order. 

5.1. Accesibility and duality 
 
Spoken of from the terms of stability, routine and order – the authors Jacobs et al (2013) reviews 
the forces brought upon from external factors to make the organization desire for adjustment. 
There are numerous factors presented, one of them being that the personnel does not have 
sufficient amount of data. If the organization becomes short on accesible information and 
knowledge,  and through this not being able to respond suitably to challenges and answer to 
(external and internal) interest parties (visualized through figure 12 in the results section) 
inquiries, a deharmonization occurs. Another major consideration from the same article of 
Jacobs et al discusses how knowledge sharing (liken with duality) and the technology (e.g. 
business intelligence) precedes an adjustment of stability, routine and order. The article ends 
the discussion of the argument leading to knowledge sharing being indispensable for 
organizational success. This approach is labeled as a knowledge-based view. The knowledge-
based view can be equalled to individual X, speaking of the holistic representation by selecting 
the accurate measurement methods.  
The association with accessability and duality is partly supported through Skyrius et al (2016) 
together with their presented drivers for a BI investment. The authors identified the existing 
culture in an firm to be of interest and that a culture of stability maintenances cross-functional 
basics. This culture of stability is essential for an information infrastructure. Thereby, this study 
is alleged to contribute with the association of accesibility and duality. In this research case, the 
accessability of information becomes the information infrastructure (management) and the 
duality corresponds to the cross-functional knowledge pool.  
Skyrius et al discusses how business intelligence can be apportioned from either a needs-driven 
investment or a data-driven investment. If the investment is of needs-driven nature - the 
accesibility is transformed to sharing the results. In the case of data-driven business 
intelligence the accesibility is considered to aim at sharing resources. The separation of sharing 
resources respectively sharing results is supported with a citation from individual X as 
following: “I can think of 100 measurements, but you will not be able to see the holistic 
representation unless you select the correct methods.”. Meaning that, there are multiple ways 
of sharing resources and ways of measuring, but they will not provide any value unless the 
result is specified for the specific appropriate insight. In addition, a conversation on a shift of 
positional knowledge (duality) through change management is deliberated upon through 
individual X. With the correct technology, the business transaction can take place elsewhere, 
virtual or physical. At several occasions the definition of human capital as not only a resource, 
but also as a relational family is described. In addition, individual I describes how the skill for 
the board members to monitor the firms managers and executives is followed by their access to 
intelligence. The definition of results-sharing was proven through the frequency of knowledge 
sharing in meetings, where results often were discussed. Referring to the interest parties 
included in the investment, we note how there are multiple layers of parties to please before the 
system gets any value. This statement is supported in the below citation about collaborative 
project(s). 
 
“Collaborative projects almost without exception include dialogue between participants and 

stakeholders, but they also include concrete and typically easily identifiable goals and 
outcomes that provide a useful basis and structure upon which to form more lasting 

relationships.” – (Cowan and Arsenault, 2008) 
 



 42 

Another aspect which was discovered through this research and further supported through 
theory (e.g. Skyrius et al. (2015)) is how the BICC and their mandate to drive the advancement 
of business insights is assisted through collaboration. In terms of accessability, the 
collaboration has multiple factors to take in consideration in advance before the duality may 
form. These factors are listed through Popovič and Jaklič (2010) as access quality and content 
quality. The concept of content and access quality brings vitality to the association of 
accesibility and duality. That is, the more mature the organization is, the better it is to capitalize 
on its intelligence. To structure scattered data and reflect a given situation to the appropriate 
interest party as supported by individual XII. “No matter who you are, you should receive the 
information which is relevant for the specific request”. The purpose of consolidating 
information and providing it in a comprehensive overview is spoken of by Individual VII. A 
staff member which has created his own in-house solution in order to adress and resolve the 
issue of a summary. He puts out that it is important that we keep the functions and business 
departments as they are and do not disrupt the ongoing processes. The individual wishes that 
the firm rather diverge and/or distribute responsibility and jurisdiction (duality). By 
redistributing jurisdiction, it is possible to easier note, identify, scrutinize, govern and control 
changes during the practices for all.  
Individual I and II supported the governing of processes (accessability) by either utilizing 
access tracking or response tracking. This follows that the responsibility for the personnel 
becomes rearranged with support from the accessability of information and the governing of 
information in turn, generates a dualistic knowledge pool. Individual I continued the discussion 
by speaking of constructing, refining and communicating business information. Thereby 
increasing commitment and focus on the suitable goals. Individual II has as task(s) in fulfilling 
and scrutinizing concrete plans of action. These plans of actions can be positively correlated to 
when distributing information. It is necessary to compress and visualize information 
appropriately to bring any sort of value. Conclusively, the organization was concordant when 
pronouncing that contributing with easy accessible information in order to attain information 
which creates higher quality for harmonizing stability in the firm. As the interviewees (e.g. 
Individual I, III, XII) hinted, the stability and preceeding routine is feasible via creating 
automatic mailings, daily controls, insight meetings and tuning meetings. A keyword from this 
discussion will be harmonizing the way the personnel thinks of their jurisdiction, inducing an 
extended understanding of the business in general, thereby increasing the professionalism in 
acquisition and the analysis of information.  
 
Assessment: Accesability and duality are factors of harmonizing disruptive dynamisms for 
stability, routine and order is hereby supported. Accessability demonstrates the governance of 
information, whereas duality distributes responsibility and jurisdiction. 
 

5.2. Duality and proactivity 
 
The definition of duality is an entity consisting of two elements which may be translated to one 
unity (NE, 2017). In the case of this study the definition refers to the likelihood that personnel 
has insight in multiple areas in order to translate their awareness to one knowledge pool. 
Whereas proactivity refers to taking action prior an event has occurred. This, on the contrariety 
proposed by reactivity, where action is taken when an event has occurred.  
The technological function which business intelligence has is to subtract obstacles which might 
have formed in the organization, as explained by Skyrius et al (2016),  the obstacles are usually 
of becoming informed. By streamlining how users use information - Skyrius et al (2016) implies 
that users instead may put more time in solving issues, gaining novel insights rather than 
mastering the technology itself. This partly supports the proactivity approach, where e.g. 
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Individual VII speaks of his in-house solution and how the access to information has provided 
him with an leisurelier way of promoting products and resolving issues. It all broils down to 
the understanding of information, searching for the contextual pattern identification in datasets. 
By doing this, the user has the possibility of strengthening his/her strategic planning on 
multiple levels, serving several business departments. The collection of multiple data streams, 
spoken of by individual I, creates a pool of info shareable to any authorized recipient. Although, 
it must be stressed that the contemporaneous change process sometimes becomes altered or 
postponed due to lack of information or releveant data. Although, individual XII brings up, if 
selecting the choice of the appropriate dataset, constructing transparency and insight.  
Supported by individual XII, the generated information and novel insights gained control and 
manages to adress uncertainty, which in turn puts integry in place. By gaining increased amount 
of information material, the organization will be able to have an enhanced chance of becoming 
proactive. The whole organization is affected by the investment in perspectives of duality since 
BI develops a proficiency for analytical work (reinforced by a study of Ramakrishnan et al 
2012). The competence from BI is additionally spoken of by Skyrius et al. (2015). The authors 
describe the absorptive capacity to be a driver for the development of competency.  
During the inductive study it was noted how individuals constructed their perception and 
insights based upon their position. In terms of duality, a knowledge pool was often assembled 
during meetings. These meetings followed a strict agenda and formally configured to create the 
awareness of the firm. The meetings and their exact construction leads to an interdependency 
upon other staff and thereby the concept of delayed reports is created. The interdependency is 
explained by individual I to increase the TCO (Total Cost of Ownership) due to the reliance 
upon skilful workforce and the constraint on IT infrastructure. 
The proactivity parameter influenced by additional information and insights is supported by 
Kezar (2011), implying that changing a routine requires documentation, activities, results and 
control. These elementary parts are given by the proactive approach, the more motivation the 
individual has, the more wish for change to construct a communal understanding and joint 
information flows. 
 
As stated by Kezar, the foundation for continuous stability and routine improvement work 
becomes corporate interest. As far as the results section proves, the more information the board 
receives, the more they are able to challenge the management performance. With adequate skills 
& knowledge, the implication becomes a more effective report activity, avoiding improvident 
commonalities. Speaking of commonalities, Gadomski, (2009) puts his study in the eyes of the 
receiver of the BI results. The author defines the BI domain, implying that the socio-cognitive 
perspective of the receptor is of weight. Thereby duality and proactivity may be seen as two 
separate parameters for harmonizing change in terms of routine, stability and order - although 
not proven as mutual powers. Even though the communication is seen as a force for engaging 
to discussion, as put out by Olszak and Ziemba (2006). Therefore, the proactivity perspective 
is appropriate to stand as an influence factor of the firm change history. Also the duality 
influence viewpoint is supported by the same authors, where they explain that it is vital for 
analysts to be in the same aligned direction. The transformation of stability requires sufficient 
confidence that the corporation is moving in the correct direction and that the change is 
supporting a coordination for improvement. 
 
Assessment: The discussion leads to proactivity and duality as separate supported variables for 
harmonizing disruption in a firm. Although, they are not jointly working together for the 
frequency of synchronization. Proactivity on one hand refers to gathering of information to 
stabilize order and routine. On the other hand, the duality discusses avoiding improvident 
harmonies amongst key positions. 
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5.3. Duality and risk management 
 
The definition of duality has previously been defined to be the grouping which explains an 
individual having the knowledge of his or her position and additional information on the firms 
whereabout. Speaking of the concept of risk management, according to individual I, is the more 
vital segments in the change process to consider. As has been understood during the stay at the 
organization, regulations and enforcement laws are ever-changing and to some degree difficult 
to foresee. The further growth of reliance of additional party members and their relationships 
becomes a risk in the project. The reliance is considered to be a managerial challenge in terms 
of stability. As individual I and II describes, the cost of adressing order and routine risks 
becomes a direct note.  
Taking a step back and considering the idea of risk management associated with the duality, is 
prominent. Duality is the force which works as the identifier for risks. Having a shared 
knowledge pool constructs a continuum in what is considered as a risk. In this continuum, 
identifying potential threats, evaluating consequences from decisions. By bringing this side of 
the investment, we imply that there are more than technological barriers. The newly thought of 
barriers can not be brought down unless the staff develops the capacity of minimizing 
consequences from cancellations and disturbances. This risk management is  feasible through 
complementing (dual) knowledge.  
 
As noted from this study, business areas in the firm have reached different phases in their 
developmental work. They should thereby take advantage from one another. Olszak and 
Ziemba (2006) portray BI as a power for identifying trends, bottlenecks or other various 
inefficiencies (risk management for order and stability). The authors continue their discussion 
with implying that deviations may be acknowledged through the BI system, but it is as 
important to realize that it requires competence to tackle the deviations. Thereby the association 
with risk management and the shared pool of knowledge may be considered to be established. 
 
The risk management in the organization has lingered in a board-level of knowledge, where the 
investment has followed typical phases of a project. Mainly described through individual I. 
Firstly, the problem definition for the system, produces recommendations regarding the 
introduction (looking at benefits and costs of various systems) for the staff. Secondly, the 
feasability, examining infrastructure barriers and how to fit for the current situation. The 
requirements engineering being the third phase. Defining reports and the influence the requests 
have upon the knowledge-bearer. The phase of the requirements engineering is the most valid 
phase for associating duality with risk management. A phase where it is duly noted how the 
members’ opinions and reasons matter for calculating the value of the change. Fourthly, the 
design phase for the investment, outlining the multi-dimensional analysis cube and stating the 
administrative obligation.  
 
Outlined by Schwaninger (2014), IT management has building blocks of the environment 
conjoining with the system as the organization interacts with the system, depicted in figure 15 
below. The individuals I and XII speak of the transparency, of understanding and prioritizing 
interest parties and their respective expectations. Continuously throughout the process, it is vital 
for the individuals to become and stay congruent with the risk management, achieving 
objectives through incremental steps. 
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The risk profile which was constructed throughout the investment, explained by individual I, 
operated within the legal, predetermined, core ethical & common borders. Foremost, the risk 
management lies within handling the dynamically volatile information flow and providing 
relevant, reliable and timely information. As stated by individual X, there already exist 
numerous indicators for risk management.  
Although, if there is not a way of measuring risk in an appropriate method, the management 
can not bring any value. The risk management of the knowledge duality is to concentrate 
requirements in order to the make the most out of the investment. Thereby, getting insight into 
project portfolio status, maximizing the benefits is vital.  
 
For this study, there was a cross-functional working group, the BICC, which scrutinized the 
plan in order to create a feedback loop for the plan and its risks. The BICC, also supported by 
individual I, has as task to govern and protect the information, its accessability and 
confidentiality (as requested by individual II). By having a cross-functional working team, the 
designing, maintenance and implementatation of a common risk setup is constructed, this is 
done by leveraging the staff involved in the investment. Through instituting an organization-
wide congruity it is possible to adress unique requirements. The team, having a joint knowledge 
pool can integrate reports in order to effectively manage risks and construct a compliance 
program. As e.g. supported from Van Grembergen, Saull and De Haes, (2003), viewing the IT 
infrastructure from a managerial perspective is of weight. This, in order to fully understand the 
plan of risk in the investment. The authors focused on the interest parties and what key questions 
they may have. By understanding these (e.g.) through duality / cross-functional group team, we 
tackle the risks. Thereby, this association is supported. 
 
Assessment: The risk management and duality goes hand in hand, as the continuum of 
understanding increases through duality, the risk handling becomes more tangible. This was 
proven through individual I, II and X – mentioning that there exist indicators for risk, but 
without the correct knowledge on how to tackle the risks we stand befuddled. As regarding the 
routine in the firm, it becomes coordinated through proactive risk management. The stability is 
secured and order is fortified. The slanted ongoing change is harmonized.   
 

 

Figure 15 - Elementary building blocks for model-based change management (Schwaninger, 2014) 



 46 

5.4. Validity 
In this subsection, the results will be discussed as the influence of the qualitative inquiry of 
Interpretivism, which was argued for in the methods section. 
 
Credibility 
The credibility of the material refers to the construction of believability. The information 
gathered is accurate due to the researcher being on site and embracing the actual occurrences. 
The correlation study which was done filtered out the codes and drew the researchers notice to 
what had the opportunity of becoming reviewed.  
 
Transferability 
In terms of transferability, the contextual understanding, (whether the information gathered is 
actually correlated to business intelligence) is considered complete. The results are at numerous 
occasions supported by theory, proven in the section of discussion. Some themes do transpire 
and are frequently touched upon by several of the interviewees, they may therefore be accepted 
as conveyable of the researcher’s point of view. 
 
Dependability 
The dependability denotes the consistency in the results. Opinions are volatile and changing as 
time passes, this may be supported with the hermeneutical spiral, that the more information is 
unravelled, the more changing attitudes become.  
 
Confirmability & bias 
The last criteria for Interpretivism is whether the researcher undergone any bias or 
misrepresentation – quoted by an American poet Wallace Stevens: 
 

“Accuracy of observation is the equivalent of accuracy of thinking.”, 
 

which will work as a compassionate saying in the validity. The thinking comes from induced 
theories presented throughout the process, the researcher has made an effort in reproducing a 
refined portrait of the experiences from a business intelligence investment. Understanding the 
domain which-in the BI is working in creates the confirmability, a domain may be of volatile 
nature, filtering out the misrepresentations is an arduous task. 
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6.  CONCLUSIONS 
In this section, the researcher will close the previous discussions held and formulate an 
response to the proposed problem statement. 
 
A slogan which should be in the company values is to take the chance and be included in 
stability, routine and order to influence guidelines which, in this case, truly has great 
significance for the organization. The business intelligence has provided the staff with a 
enhanced arrangement along with an increased attentive information pool. 
The variables embraced in this research for harmonizing stability, routine and order in the firm 
has been accessability, duality, risk management and proactivity. There were supported 
relations between accessability and duality, risk management and duality. Although, there were 
no supported associations between duality and proactivity, they were supported as separate 
parameters. Thereby included as solitary supported variables. This can be seen with the 
overlapping of the grey elliptical background. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

The BI system works as a mediator for advancing the variables for harmonization of change. It 
can either be displayed from fine-grained access rights (accessability), interpretations 
(duality), flexible architecture (risk management). Or as often spoken of in the results 
sections, a data consolidation from multiple sources, in order to create the greater picture to 
understand beforehand an event (proactivity). The muscle which brings diverse data together 
is a Business Intelligence system. These factors have been analyzed to what degree they affect 
the stability, routine and order in an organization. They have each and every been assessed 
whether they are appropriate to define as efficacious for harmonizing stability, routine and order 
and have passed the validation with various relations as depicted in the figure 16. 
A business intelligence system communicates and creates knowledge which influences decision 
making. The future might hold innovative business areas, uncovering additional business 
performances and opportunities, continously making the firm improve. This firm found it useful 
to develop a robust centralized solution which could handle the request from interest parties 
included in the investment. In this way, the duality is fortified and the strategy of the firm 
covered. The risk management is included in a governance model which fits the organizational 
model for this firm. The governance model is transformed to suit the specific domain. 
  

Figure 16 - Supported variables in terms of harmonizing stability, routine and order in a change 
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7.  FOR FUTURE RESEARCH 
 
As can be custom in science and research world is combining the results provided in this study 
and proposing additional orientations, if a study wishes to continue the research. 
 
This research has been and been based upon an inductive manner in order to unravel variables 
which influence a changing environment with respect to certain aspects. Having the business 
intelligence as the mediator for the research, there has been multiple parameters which shown 
to be of interest. These in turn, may have further connections and associations. First off, I would 
like to point out that it is important to understand why and how the business functions. Each 
and every business is unique, and so is also their needs. Continuing the same discussion, is 
understanding how to measure indicators in the context. Identifying the gap between where the 
group sees themselves and where they are in present time. Developing assocations and mapping 
factors which describes the work, has been of huge help for this research. 
 
Although the investment may intiate at any time, I see it as an importance to realize which 
business areas to prioritize and how to identify waste, inharmonious behaviour and assocations 
which does not function appropriately. How some processes are in need of change more than 
others and how to make change an obvious next step for all staff. By becoming more aware of 
the business management, the maturity is highered and thereby the results will often achieve a 
better result. This research and hopefully as well future studies, will more accurately become 
aware of the variables and influences which are upon a business. In order to become more 
accurate in the predictions of how changes are perceived, small steps are better than huge leaps 
in science. Especially in management sciences, where environments are unique to one another. 
The conclusions and results made from the research portray a picture of how the investment 
shall be lead centralized from within the business in order to achieve a great result. From the 
parameters constructed, it will become easier to justify a BI investment and as well similar 
investment(s). This will be one of the keywords for the future research, justifications are noting 
needs and demands and responding to them in an appropriate manner. Business Intelligence, 
along with other tools, clarify the information and its use.  
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