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Sammanfattning 

Denna studie har gjorts med Sirius International som case-företag. Undersökningen har 

kretsat kring svagheterna som Sirius, tillsammans med författarna har identifierat kring 

det internationella samarbetet och kommunikationen. Det visade sig senare att dessa 

problem var grundade i en låg känsla av samhörighet i organisationen och att detta var 

ett resultat av den låga nivån av kunskapsspridning, kunskapshantering och spridning av 

organisationsrelaterad information. Beslutet togs att undersöka huruvida ett företags-

baserat socialt nätverk kunde hjälpa vid dessa problem och, om fallet var sådant, komma 

fram till vilket socialt nätverk som skulle vara mest lämpat vid avseende på de interna 

behoven och kraven från Sirius. Vid undersökningen om huruvida ett socialt nätverk var 

lämpligt för Sirius gjordes också en undersökning för att identifiera de största 

utmaningarna med en implementation av ett socialt nätverk och hur dessa skall bemötas 

och övervinnas. 

Studien visade att ett företagsbaserat socialt nätverk var ett lämpligt val för att 

överkomma problemen i Sirius och förbättra den internationella kommunikationen, 

samarbetet och samhörigheten. Det lämpligaste sociala nätverket för Sirius blev Yammer 

som bäst täckte de interna behoven och kraven hos Sirius. Tillsammans med dessa 

resultat visade undersökningen att den största utmaningen med en implementation och 

framtida nyttjande av systemet var användaracceptans och generell användning av 

systemet. Om ett socialt nätverk inte används så kan inga av visionerna, målen eller 

syftena med systemet infrias. 

Nyckelord 
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Abstract 

This study has been conducted with Sirius International as a case company. The 

investigation has revolved around the weaknesses Sirius, along with the authors, have 

identified concerning the international collaboration and communication. It was later 

shown that these problems were based on a low sense of unity in the organization as a 

result of the lack of knowledge sharing, knowledge management, and spread of 

organization related information. It was decided to evaluate whether a corporate social 

network (CSN) could assist in these problems and if so, decide what system would be the 

most appropriate in regards to the internal needs and requirements at Sirius. The major 

challenges brought on with an implementation of a CSN, and how to face these, were 

investigated as a part of the evaluation whether a CSN would be appropriate for Sirius or 

not. 

The study showed that a CSN was an appropriate choice for Sirius in order to improve the 

international communication, collaboration, and unity. The most suitable choice was 

determined to be Yammer, as it best suited the internal requirements and needs. Along 

with these results, the largest challenge with an implementation and future use of the 

system was user acceptance and overall usage of the system. If the CSN is not used, none 

of the visions, goals, or purposes will be fulfilled. 
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GLOSSARY 

CSN – ‘Corporate Social Network’, sometimes referred to as “enterprise social network”. It 

is a social network platform based in an organization’s intranet. The purpose of it is to 

further being able to leverage employees’ knowledge through easier means of 

communication and collaboration. 

ICT - An abbreviation for ‘Information and Communication Technology’. It is an 

umbrella term for most kinds of IT systems used today to assist people in their everyday 

life, in terms of e.g. calculations or communication. Consequently, the abbreviation ‘ICTs’ 

mean ‘information and communication technologies’. 

KM – ‘Knowledge Management’, is the process of actively managing, leveraging, finding, 

keeping, and sharing knowledge in an organization. 

KMS - Stands for ‘Knowledge Management Systems’. It is an umbrella term for systems 

that enable or ease the use of certain KM processes. 

KS – ‘Knowledge Sharing’. Are the processes involving the sharing of knowledge within 

an organization with the purpose of leveraging the knowledge employees possess and 

retaining knowledge within the borders’ of the organization. 

Reinsurance - Is a mean of risk management that works by dividing risk amongst several 

insurance companies. It is an insurance e.g. insurance companies can purchase from 

another insurance company, protecting themselves from e.g. bankruptcy or destruction 

of capital. 

Sirius – Is a reference to the organization in the study. The term covers both the 

operational units Sirius International and Sirius America. A more detailed explanation 

can be found in section 4.1. 

SNS – ‘Social Network Site’ or ‘Social Networking System’ is a website where users are 

represented in form of a profile and are able to communicate with other members of the 

social network. Some examples are Facebook, Twitter, and Myspace. 

SSO – ‘Single Sign-On’ is a method used for accessing multiple systems with a single log-

in credential. 
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ABBREVIATIONS AND KEYWORDS 

CRM - Customer Relationship Management 

CSN - Corporate Social Network 

ICT - Information and Communication Technology 

IS - Information Systems 

KM - Knowledge Management 

KMS - Knowledge Management Systems 

KS - Knowledge Sharing 

PNS - Professional Networking Sites 

ROI - Return On Investment 

SaaS - Software as a Service 

Sirius America - Subsidiary, based in New York, USA 

Sirius International - The company, based in Stockholm, Sweden 

SSO - Single Sign-On 

UGC - User Generated Content 
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1 INTRODUCTION 

This section introduces the reader to the thesis subject, the investigated company, and 

describes the problems. The chapter further gives a background and creates an industrial 

context. 

Francis Bacon once said “knowledge is power” (Carpenter & Colvard, 1986). Knowledge 

can be used for learning new things, creating core competences, solving problems, and 

initiating new situations for individuals and organizations (Kumaresan & Liberona, 2013). 

If shared and processed this knowledge would over time serve as strategic competitive 

advantage for organizations (Kumaresan & Liberona, 2013). A key component is thus to 

effectively share this knowledge within the organization. Knowledge management (KM) 

is a term encompassing any processes or practices concerned with the creation, 

leveraging, capturing, managing, and sharing of knowledge (KS), skills, and expertise 

(Swan, et al., 1999). 

The technological change is a challenge that organizations have the power to overcome 

through a proper IT strategy. Through a proper strategy the full potential of the 

information systems (ISs) available can be leveraged (Infotech, 2009; PwC, 2011). This 

applies especially to geographically dispersed organizations that are bound to 

information and communication technologies (ICTs) for communication and 

collaboration over long distances. However, this necessity can turn into a significant 

advantage when ICTs are used properly as a vehicle for the processes and practices 

concerning KM. Recent research (PwC, 2011) shows that the alignment of IT and business 

strategy is especially essential for organizations competing within the financial services 

market and is the major engine for accelerating their business. The same research has 

revealed that current IT operating models are seldom constructed to keep pace with 

rapidly changing business strategy, implying that more focus ought to be devoted to this 

issue (PwC, 2011). With new emerging technology continuously making it easier to 

leverage IT, more organizations ought to put more focus on the benefits and advantages 

of this (Roberts, 2000; Li & Jhang-Li, 2010). 

Since their introduction, Social Network Sites (SNSs) such as Facebook and Myspace have 

attracted millions of users (Ellison, 2008). Recently organizations have recognized the 

potential in using these kinds of ICT based social networking systems inside the 

organization (Sena, et al., 2008). The systems have the ability to conduct digital based KM 

that makes issues such as distances between dispersed offices and a large sized workforce 

less significant. These internal systems are referred to as corporate social networks 

(CSNs) and usually have the main objectives of sharing knowledge, building trust, and 

creating an important communication channel through which information is spread 

peer-to-peer rather than in documented form (Sena, et al., 2008). 
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This study on KM, KS, and CSNs has been conducted with Sirius as a case company. Sirius 

is an organization within the reinsurance business1 i.e. a risk management business in the 

financial sector. The organization is globally spread to ten countries with a head office in 

Stockholm, Sweden. Business is conducted in areas such as property, aerospace, marine, 

and credit and bond with customers all over the world. Sirius has identified internal areas 

of weakness within global collaboration, information spreading, and unity and has a 

vision of improving this through restructuring the current IT systems and possibly 

through an introduction of a CSN. 

1.1 BACKGROUND 

Sirius, as a globally dispersed and knowledge intensive organization needs to leverage all 

its employees’ intelligence and expertise in order to remain competitive on the market. 

However, as many other companies within the financial services industry, Sirius is rather 

conservative in the way they conduct their business and there is generally certain 

reluctance to making any significant changes that might affect the way people work. In 

recent years, after the acquisition by The White Mountains Group, Sirius has gone 

through a reorganization leading towards a more centralized control from the 

headquarters in Stockholm. One of many challenges with this consolidation has been to 

establish a sense of unity within the whole organization, a challenge proven to be difficult 

due to many obstacles, e.g. the large variation of methods and tools used in different 

offices. This has been addressed by initiatives as e.g. introducing common software for 

insurance premium pricing (GPI), teleconferences, and other tools to facilitate and 

streamline everyday working tasks. Despite these global initiatives, trying to make sure all 

offices use the same tools, many of the old tools are still being used locally. This is 

because the new global tools are more generic and not always optimized for the specific 

needs and the way people work at the local branch offices. To remedy this problem, 

global initiatives such as GPI were supplemented with a reference group where each 

office had one representative.  

The reference group members were power users appointed to collect feedback from 

system users from their local offices and formulate it into system requirements. These 

requirements and ideas for improvement were to be communicated and discussed on a 

regular basis at reference group meetings. It is a good concept if there is a good 

communication and common understanding within the whole reference group. However, 

observations have shown that Sirius struggles with both of these prerequisites and thus 

the focus should be on establishing a common ground where the company as whole can 

collaborate and grow. This realization set the main course of this research towards 

investigating CSNs as a potential solution to the problem in these specific settings. The 

reason why CSNs could be a potential solution is because they have been designed with 

the purpose of supporting the communication, improving the global collaboration, and 

                                                 

1 The organization and its business is explained in more detail in chapter 4.1. 



3 

 

improving the common understanding (DiMicco, 2008; Richter & Riemer, 2009; Roso, et 

al., 2011; Koch, et al., 2012). As of now, Sirius is in the planning phase of a larger 

restructuring intranet initiative which this study could give important insights to. 

1.2 THESIS OBJECTIVE 

The objective is to explore and investigate how CSNs would work in Sirius. This 

investigation will result in a recommendation for what functionality is the most 

important to Sirius and whether a CSN is a suitable tool for improving communication, 

collaboration, knowledge sharing, and common sense of unity within the organization. 

The recommendation will be based on an analysis of current needs and requirements 

continued with the results of an investigation about available alternatives through an 

academic approach. Further, this recommendation will be given by answering the 

research questions stated in the following section. The results will hopefully lead to an 

increased understanding within Sirius concerning the user needs that need to be taken 

into account for in a future implementation of a global covering intranet. The objective is 

also to attempt to contribute to research within the area of KS and CSNs and the concrete 

application of these. 

1.3 PROBLEM DEFINITION 

The situational analysis of Sirius has shown that there is a certain lack of unity amongst 

the local branch offices. This weakness is believed to be caused by insufficient 

communication and knowledge sharing across the geographical boundaries. Employees 

usually know very little about what is happening at the other offices which is believed to 

be the cause of the lack of unity. In order to address this problem, Sirius needs to support 

the international communication and knowledge sharing. It is an initiative that has been 

down prioritized for a long time and has been put in the shadow of other initiatives – 

initiatives which connection to the company’s business has been more obvious. Thus, the 

company management has not devoted much time or resources to investigate the 

solutions and tools they could use in order to improve in this aspect. One tool e.g. being a 

CSN of which they know very little of. The lack of knowledge within the area, such as the 

benefits or threats of the systems, further thwarts the willingness to look into the systems 

any deeper. Moreover, the vast amount of available systems further discourages 

management to investigate the cause any further. The information available in literature 

is often very unspecific and attempts to generalize a lot. Because of this there is an 

incentive to attempt to make this information more specific towards CSNs and fill in the 

gaps of the concrete applications of these. 

All these considerations resulted in the research questions of the thesis: 

(1) Is a CSN an appropriate tool to increase communication, collaboration, and 

knowledge sharing for organizations within the financial services industry? 

(1.1) What CSN alternative is the most suited for Sirius? 
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(2) What major challenges does an introduction of a CSN pose and how should they 

be addressed? 

1.4 DELIMITATIONS AND LIMITATIONS 

1.4.1 DELIMITATIONS 

The focus of this research is specifically on an evaluation of appropriateness of CSNs and 

the implications of these in Sirius. A large proportion of this research can be applicable to 

companies with a similar profile; medium sized, globally dispersed organizations within 

the financial services sector. This is however as far as the generalization of this research 

goes and in order for it to be relevant for other types of organizations in other industries, 

the study would need to be significantly broadened. 

Even though it is known that CSNs can be used for external exposure towards potential 

customers, business partners, and future employees (Sena & Sena, 2008; O’Shaughnessy, 

2012), the focus of this thesis is narrowed down to investigate CSNs solely for internal use 

within organizations. 

1.4.2 LIMITATIONS 

Because of the limited resources allocated to this study, the internal interviews have been 

limited to the Stockholm branch office of Sirius. The external interviews conducted were 

limited to the same geographical area. Moreover, the validity of the study may be lowered 

by using information published by the vendors of the CSN solutions. However, attempts 

to lower this bias have been done by using findings from unbiased sources such as 

independent organizations and external reviews. 

During the external investigation concerning the most appropriate CSN for Sirius, the 

initial weeding phase of the study was limited to 26 systems. The reason for this being 

that there is a vast amount of systems available on the market, more than what possibly 

could fit in a study of this size. Hence, the choice was made to include the systems with 

the largest names on the market - summing up to a total of 26. Further, in this initial 

weeding phase many systems were discriminated early on. There was no possibility for 

the authors to e.g. do testing or weighing of all the 26 systems, i.e. the weeding phase was 

very rough due to time restrictions. Furthermore, some of the strict requirements could 

be anticipated as too strict. It created a yes/no technique of ruling systems out but this 

was required, again, due to time restrictions. 

1.5 OUTLINE 

Chapter 2 describes the methodology used for conducting this study. 

Chapter 3 is the section where the full groundwork for the area of knowledge is laid. It 

presents the theoretical framework based on literature which is needed to fully 

understand the area of research. The most important theories are summarized in a table 

at the end of the chapter. 
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Chapter 4 describes the case company and the findings from the internal review. The 

findings are summarized into a requirement analysis. 

Chapter 5 includes the review of available CSN solutions that are matched with the case 

company’s requirements previously assessed. This chapter further concludes implications 

regarding the planning, introduction, and use of a CSN. 

Chapter 6 presents the final conceptual and empirical conclusions along with 

recommendations for further research within this area. 

Chapter 7 includes a discussion regarding the results and findings. 
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2 METHODOLOGY 

This section introduces the approach to the thesis and the investigation conducted. The 

research questions are motivated, the theoretical research method is described, and the 

empirical method is described, argued, and motivated. 

2.0.1 AUTHORS’ THOUGHTS 

The company and the topic in question was chosen because of the possessed curiosity the 

authors had regarding both the business area of the company and the problem topic. The 

business area of reinsurance and the area of KM, KS, and communication were all areas of 

interest to the authors. As the areas were fairly unexplored an incitement existed to 

explore this research area in order to broaden the personal knowledge base. The topic at 

hand is an interpretation of the problem at Sirius in an attempt to align the problem with 

the academic area of research. The situation at Sirius was that a new IT system was under 

development and the company wanted assistance with one of the features of the system. 

From there the problem was interpreted and aligned with the academic perspective and, 

finally, the investigation was initiated. A graphical interpretation of the road taken to 

assess the problem and come to the stage where the investigation was initiated can be 

found in figure 1. 

 

Figure 1: The problem roadmap 

There has been previous research in the area of CSNs, but to some extent gaps still exist. 

More specifically, concerning this company type, for this purpose, and for the problems 

Sirius is facing. Furthermore, as very little internal information on processes and systems 

exist in documented form a lot of the processes and systems presented are what the 

authors have interpreted from interviews, conversations, and observations. Although, 

some parts of the presented company structures do exist on paper but have been remade 

to become more pedagogical and easier to understand. 

2.0.2 PROCESS PLAN IN SHORT 

The first thing that was done in this project was a situation analysis. The situation 

analysis was an internal review to grasp how things worked, how the different 

departments communicated, where problems lied in the current IT systems, where 
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improvements could be made, what the individual needs were, and what the case 

company wanted out of the investigation. 

Because of the amount of data that has been gathered, e.g. through internal interviews, 

the research approach could admittedly be deemed a quantitative research. However, the 

data that has been gathered has been qualitative and the amount of interviews that have 

been conducted was to increase validity of the qualitative research, not to aim for 

quantitative proof. Consequently, an interpretivist mindset has been used to be able to 

analyze the data from the semi-structured interviews and in order to work out results. 

Certainly, an alternation of positivism and interpretivism has been used but mainly the 

emphasis has been towards interpretivism. 

 

Figure 2: The overall process plan 

In the early stage, on parallel with the review of the company, the problems were viewed, 

reviewed, observed, and interpreted. The reason for this was to properly formulate 

research questions that, on one hand, could assist the company with their problem but, 

on the other hand, contributed to the research in the area. The research questions are 

hence formulated in accordance to the specific area of investigation and the problems at 

Sirius. In this thesis both primary and secondary data is used (Collins & Hussey, 2009). 

The theory base is primarily consistent of scientific journals and books from the physical 

KTH library and online databases. Search engines have primarily been Google, Google 

Scholar, and the KTH Library Primo search tool. The Primo search tool gives access to 

databases such as ScienceDirect, Emerald, Scopus, and Dawsonera. 

Following the first stage of establishment and initialization (see figure 2) the internal 

meetings and interviews came next. After that, the external review and interviews were 

conducted. These interviews were all of the semi-structured kind. This to keep this 

empirical information gathering process as dynamic and flexible as possible, to get the 

vital information out of it while still keeping clear goals and a joint aim (Collis & Hussey, 

2009). 

The basic research design of initially revising the internal needs, before looking to the 

systems that are available and the functionality of these, is further supported by Richter 

and Riemer’s (2008) theories. The theories are regarding the methodology on how to 

appropriately analyze functionality and suitability of systems for an organization. These 

theories are further described in the next chapter. 
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2.1 RESEARCH DESIGN 

In this section, basic structure of both the internal interviews conducted at Sirius and the 

external interviews is presented, explained, and motivated. Further in depth explanations 

regarding the research process is explained, including problem identification, analysis 

process, interview process, and the analysis of empirical findings. This section follows the 

flow of figure 2. 

2.1.1 REVIEWS OF COMPANY, PROBLEMS, AND LITERATURE 

This first stage included a lot of establishment of business and grasping of processes and 

work routines. The company business needed to be reviewed and learned. This was done 

through a few internal meetings with a department senior manager followed by internal 

group meetings, both department specific and international2. This contact with the 

company was to observe the processes and systems because very little information existed 

in documented form. The discussions, meetings, and observations lead to the final topics 

of interest. These concluding topics are important in order for the authors to know what 

subject to focus on during the literature review. The process the authors used, i.e. the 

observations, is explained by Collis and Hussey (2009) to be an abductive approach. The 

purpose of this is to lay ground for the theory to be used. 

What greatly assisted in the early problem and topic identification was the pre-study 

conducted by the authors a month before the actual thesis work begun. The initial 

contact with Sirius and the topic idea revolving around KM and KS in globally dispersed 

organizations emerged a couple of weeks before the pre-study. Because of this early 

contact and subject clarification, the pre-study subject could be chosen at an appropriate 

stage. A clearer representation of this can be observed in figure 3. The pre-study subjects 

were on KM and KS in globally dispersed organizations and the study included a 

thorough literature study. Thanks to this, early on in this thesis the problems and 

investigation topics were clear and a narrower and more focused literature study on a 

specified topic could be conducted once the thesis work began. 

 

Figure 3: The topic and subject development process 

                                                 

2 All meetings are summarized in Appendix E. 
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Once the problems, topics, and the general subject were decided the literature review was 

initiated, being the last part of the first stage of the process plan (see figure 2). This being 

said, the authors have not worked along the waterfall method, i.e. finalizing each step 

before starting the next one. For example, the internal interviews started before the 

literature review was completed. The literature review involved reading books, scientific 

articles, and other relevant literature on the subject of KM, KS, ICTs in the context of KM, 

and CSNs. 

2.1.2 INTERNAL DATA GATHERING 

The internal interviews started as soon as enough relevant information about the subject, 

per se, had been gathered. The information was required to develop proper interview 

questions that the thesis would benefit from. Not being knowledgeable enough could 

potentially hinder efficient information gathering during the window of opportunity that 

is the interview. This marks the importance of preparations. Moreover, before the 

internal interviews the authors also participated in different sorts of meetings e.g. 

international conference meetings and update meetings on the development of certain 

systems. This was to further broaden the initial knowledge base in order to conduct high 

quality interviews. 

The authors chose to use a semi-structured approach for the internal interviews. The 

information gathered from both the internal and external interviews is the primary data. 

By keeping the interviews flexible and dynamic, a proper gathering of appropriate 

information was enabled. The reason for this was because the interviewees possessed a lot 

of information that the authors were not, at an earlier stage, able to retrieve and during 

the interview specifically ask about. The interviewees had to be able to, with their own 

words, explain processes, chasms, gaps, opportunities, wishes, preferences, etc without 

the authors being knowledgeable about the work that the interviewees conduct. The 

result of this was a broad ground work, creating a larger picture of the organization and 

assisting in the understanding of which gaps that could be filled. 

Certainly, these kinds of semi-structured interviews have downsides too. Often they are 

time consuming and problems can occur, especially when analyzing and compiling the 

data gathered into a more readable format (Collis & Hussey, 2009). In the case of this 

thesis this would have been true. The authors avoided some of the time consuming work 

by rapidly writing down notes during the interviews. Another method is to use an audio 

recording device to keep a higher focus on the interview and later transcribing the audio 

into documented notes. However, in previous experience of the authors, this process has 

been a huge time sink. Instead they avoided this by documenting immediately as the 

words were spoken. 

The internal interviewees were chosen from two segments. First off administrators of the 

system were chosen and interviewed3. This was because these interviewees would possess 

                                                 

3 For questions see Appendix A, part 1. 
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information that was vital for the later interviews, e.g. they knew exactly what systems 

were available, approximate user statistics, etc. The second group of interviewees was 

users of the different systems4. The interviewees were grouped into administrators and 

users because it was clear from the start that different user groups would give input on 

different things as they have different perspectives. Clearly there is a difference in an 

administrator saying “We believe this happens because X and Y” and a user saying “I do this 

because of Y and Z”. The interview questions can be found in Appendix A. 

The interviewees were all contacted through personal contact and conversation. This 

procedure also clarified the suitability of the respondent in question, deciding upon facts 

such as user group, knowledge within the area, company title, etc. If the respondents 

were suitable they were personally asked whether they would like to participate in an 

interview. If they had time, interviews were booked with date and time. After the 

interview each interviewee had the option to remain anonymous - which one of them 

wished to remain. This interviewee has been named John Doe 1 (abbreviated JD1). Else the 

interviewees will be referred to as by real name through initials. More specific 

information on the interviewees at Sirius can be found in Appendix C. 

2.1.3 EXTERNAL DATA GATHERING 

First of all, it is important to acknowledge that the internal and external interviews have 

had different purposes. Moreover, the second thing to acknowledge is that the external 

review has had two parts; information gathering through literature and benchmarking 

through interviews. 

The first stage of the data gathering was to gather information available from literature. 

The problem with these sources was however the risk of bias as a lot of the information 

available was available through the vendors of the systems. Hence the benchmarking was 

required in order to increase the validity and to gather real life information and opinions 

from companies currently using such systems. This basic information on other systems 

was gathered through reviews, studies, and evaluations created by different kinds of 

parties e.g. the vendors themselves, independent researchers, and companies working to 

evaluate and compare systems. 

The external interviews have been conducted to gather and analyze how the systems have 

worked, what has not worked, what the points have been with the system, functionality 

included, etc. This method is referred to as benchmarking and in the case of this thesis 

mainly cross industrial inspirational benchmarking has been carried out. The subjects of 

choice for the external interviews were mainly KM experts within global companies 

competing within knowledge intensive industries, such as management consulting, 

construction, telecommunication, and the financial sector. Interviewees were also chosen, 

not because they were experts on KM, but because they were responsible, in charge, or 

administrators of the systems with inside information. 

                                                 

4 For questions see Appendix A, part 2. 
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The companies for external interviews were chosen based on the authors’ assumptions 

about their high expertise within knowledge management that is essential for their 

business. The aim was to increase the chance of capturing best practices and challenges 

related to implementation and use of CSNs within knowledge intensive global companies. 

Further information that was sought through these external interviews was functionality 

that made the systems successful. This was in order to compare and validate the data 

regarding systems and functionalities found in literature. 

As in the case of the internal reviews, the data gathering method during the interviews 

was quickly typing down the information as it was told. This was, as in the case of the 

internal interviews, to improve time efficiency and saving time on the stage of data 

analysis. 

At the end of each interview, the interviewee was asked about their desired level of 

anonymity looking to their and their company’s name in the thesis report. No 

organization wished to be completely anonymous as long as they got to see, edit, and 

approve the data that was bound to their or their company’s name before any of it was 

published. 

2.1.4 DATA ANALYSIS AND CONCLUSIONS 

The research questions were the basis for structuring the data analysis process. This 

relation is illustrated in figure 4, showing what stages of the data analysis that 

corresponded to each research question respectively. 

On parallel with the literature review, the internal company data was analyzed in several 

steps. The first step was to summarize all the interviews into one common readable 

format. This was done by analyzing the interviews separately and summarizing equal 

opinions, thoughts, wishes, and beliefs into one document. This information was further 

extracted into requirements that were put into a requirement table. Following this the 

second step was initiated, being the weighing of the requirements, but because the needs 

were difficult to compare, they needed to be categorized. The individual weighing, 

showing the importance of the requirements on a scale one to seven was then drawn to an 

average score to which the category was assigned. The choice of a seven-scale grade was 

inspired by Bailey and Pearson (1983) who conducted a study on IS measurement and 

proposed this type of scale for this specific purpose. Further, along with the weighing of 

the requirements, a weighing of how well today’s systems satisfy these requirements was 

conducted - showing in the same table (table 5). This table format was constructed by the 

authors, being tailor made for this purpose. The weighing was done by averaging between 

two parties, being the two authors, whom both considered all data acquired through the 

internal review. 

After assigning the average scores to the categories these were visualized in a radar chart. 

The choice to use a radar chart was made because it has the ability to, in a compact way, 

visualize, and compare several entities simultaneously. It conveys good overview 

information, allowing one to form a general impression (Mehta, 2012). Certainly, the 
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radar chart is disliked by a part of the audience because of the exponential growth of area 

as the values increase linearly and thus misleading the reader (Peltier, 2012). Since it is the 

values of each axis and not the area of the graph that is the main focus in this thesis’ 

requirements analysis, this method was considered as the most appropriate for 

visualizing the requirement weighing data. Requirements were further refined by 

implications from benchmarking. Together, these led to the answer to the first research 

question illustrated as “RQ1” in figure 4. 

When it became clear whether a CSN was an appropriate alternative to cover the 

expressed needs and requirements, the next stage was to answer research question 1.1, i.e. 

what CSN is the most suitable for Sirius. The first stage was an assessment of the most 

recognized third party CSNs. This assessment ended up with a total of 26 systems which 

in turn became the subjects for weeding phase 1. Here, the pros and cons of each CSN 

were assessed mainly based on data from expert reviews, data sheets, and user opinions. 

These pros and cons were specifically connected to the requirements assessed in the 

internal review. This data was then analyzed and ultimately the suitability of each 

alternative could be defined. Four CSNs went on to weeding phase 2 where they were 

reviewed in depth and tested in accordance to the requirements. This resulted in the 

choice of the most suitable CSN recommended for Sirius, being an answer to research 

question 1.1, illustrated as “RQ1.1” in figure 4. 

 

Figure 4: Overview of the work conducted in the study 

By assessing all data gathered through the internal review, external review, 

benchmarking, and literature - parallels could be drawn. These parallels were the 

common traits discovered and emphasized in the gathering of the data in the previous 

phases. Looking to these common traits challenges could be identified for the 

implementation and specific functionality of a CSN. By assessing these challenges 

throughout all phases of the project, accurate results were reached. These challenges 

ultimately led to the answer to the last research question, illustrated as “RQ2” in figure 4. 

2.1.5 REVISION OF RESULTS 

All results have been made as clear, narrow, and obvious as possible. Not only to make 

the results easier to interpret, but also to give the reader a better flow in the text. 

Following this, tables and graphs were made in order to visualize the data in a clear way. 
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The graphs also told a great deal about e.g. how well the current systems satisfy the 

requirements today. They also showed how the situation could look like if a CSN was 

implemented. The results are hence a combination of the concrete weighing data 

conducted and gathered regarding the systems and the interpretivistic data gathered from 

interviews regarding the challenges and requirements. 

The critical requirements collected, deciding whether a CSN is appropriate or not, were 

listed in order to get an overview that could be easily interpreted. The reason for this is 

that it needed to become obvious whether Sirius was a good stereotypical organization 

for the financial business or not. 

The results have been concluded through an interpretivistic approach which included 

studying and reviewing rather than measuring. Even if there are concrete measurements 

in the thesis, these are based on reviews and internal and external studies which could be 

interpreted differently under different circumstances and are hence partly interpretivistic. 

2.2 VALIDITY AND RELIABILITY 

An attempt to keep the validity high has been done by keeping the data and the report 

well-structured in a natural linked process. Overlooking the structure of the thesis it is 

obvious that one chapter is linked to the other, that all parts are necessary, and that from 

the problem naturally reaching the results and conclusions. Further, along the process of 

the thesis, many of the conclusions have been visualized with tables. The reason for this 

has not only been to more easily keep track of the progress, but also to ensure viable 

results. Moreover, many parameters and variables were accounted for during the result 

analysis, thus achieving detailed and valid results. Validity, being how well the results 

correspond to the problem of investigation, is hence ensured (Collis & Hussey, 2009). 

Using a qualitative approach with interviews could potentially limit the possibilities of 

replicating the study with the same results. Replicability of the study would ensure the 

reliability of it i.e. that the findings are trustworthy (Collis & Hussey, 2009). This could 

indeed be difficult with this qualitative approach. The authors have attempted to ensure 

reliability of the interviews by always being two interviewers present for each interview 

and hence lowering the risk of misinterpretations and bias in the processing of the results 

and information. To further increase the validity a relatively high number of internal 

interviews have been conducted, concerning the scope of the investigation. 

All sources and references were chosen with care in order to keep the reliability of the 

study. To further interview and use external experts and researchers within this area of 

investigation, to review the area of study, the scope of the thesis, and other general 

thoughts were not only done to make the process of staying on an appropriate path 

easier, it also ensured validity. Moreover, it is important to acknowledge that the internal 

investigation and review mainly covered one department in the Stockholm office. This 

means that the whole population, which has been the subject of this research, has not 

been covered in the review. To increase the validity, the authors participated in 
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international and department spanning meetings and teleconferences in order to gather 

further data and get a broader perspective. 

In the study the authors used the method of external interviews to validate the results 

and information gathered from literature. The reason for this was that the information 

collected on the specific systems was biased. The reviews available were often either 

conducted by or on behalf of the vendor of the specific systems. The validity of this 

information was thus low and an attempt to increase it was through checking the truthful 

opinions provided by companies currently using the same or similar systems. The 

benchmarking conducted through external interviews was mostly cross industrial and 

inspirational. This choice was a result of the author’s dilemma at the initiation phase of 

the project. The question was whether to do the benchmarking at (1) companies in the 

same business as Sirius, (2) companies in the same business sector as Sirius, or (3) across 

different industries. If all interviews would have been conducted at companies in the 

same business (1), there would have been a high risk of having interviewees withholding 

information or being untruthful in order to conceal information that would leave them 

exposed to a competitor – and this would have decreased the validity of this study. Only 

investigating companies in the same business sector as Sirius (2) would have been the 

best choice, although due to limits in time and having near contact with other companies 

the choice was made to do a cross industry (3) benchmarking. Certainly the validity 

would have been higher if all external companies would have been in the finance sector, 

but cross industrial benchmarking leaves room for other perspectives and ideas i.e. 

having an easier time looking outside the box. There is however a problem with 

benchmarking: no company will admit that their system is e.g. “bad” or “inappropriate”. 

This could potentially influence both the validity and reliability of the primary data 

gathered in this study. 

Overall, as the authors are digital natives, i.e. part of the generation raised with electronic 

media and social software, an uncertain amount of bias might have been induced into the 

interpretation of collected data and the conclusions. In early stages of the thesis, there 

could e.g. have been beliefs from the author’s side that these kinds of systems had the 

ability to deliver more than they actually could - which potentially could cause a loss of 

reliability. However, authors were aware of this risk and made all the efforts possible to 

be as objective as could be. 
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3 THEORETICAL FRAMEWORK 

In this section a relevant theoretical background is presented for this research. The chapter 

begins with an explanation on knowledge management, different knowledge types, and how 

this relates to the overall corporate strategy. This is followed by an introduction to ICTs and 

how these could assist in the KM process. Lastly, CSNs will be introduced and explained. 

These areas are defined in order to create an understanding of the area investigated and 

analyzed in the empirical part. 

3.1 KNOWLEDGE MANAGEMENT AS A PART OF THE OVERALL CORPORATE 

STRATEGY 

3.1.1 KNOWLEDGE MANAGEMENT AND DIFFERENT KINDS OF KNOWLEDGE 

For hundreds of years, KM has been practiced amongst people. Owners of family 

businesses have passed on skills, commercial wisdom, and knowledge to their children 

and apprentices. Businessmen and workers have exchanged ideas and ”know-how” on the 

job. The term knowledge management is hence nothing new and is yet considered a 

young field with multidisciplinary roots (Maier, 2007). It was, however, not until the 

1990s that business and chief executives started to discuss the concept of KM more 

thoroughly (Hansen, et al., 1999). The discussions were concerning the opportunities a 

more proper assessment and utilization of KM could provide. One of the first obstacles 

that arose was concerning the definition and interpretation of the term knowledge. Maier 

(2007) explains that there is a vast amount of definitions of the term knowledge and that 

this is due to the amount of varied research on the area. It is further explained that many 

authors have issues making a distinction between knowledge and information. One well 

known approach to provide clarification within the area was when Nonaka (1994) made a 

distinction and explained that information is the very flow of messages and that 

knowledge is created by this flow.  

Nonaka (1994) is further famous for his distinction between tacit and explicit knowledge. 

Tacit knowledge is explained to be the knowledge that is rooted in action and 

commitment and hence has a personal touch to it. Explicit knowledge is, on the other 

hand, transmittable in formal language. Hislop (2002) provides an own explanation of the 

same entities, exemplifying that tacit knowledge represents inexpressible knowledge 

people possess. Tacit knowledge includes physical skills, such as the ability to ride a bike, 

but also cognitive skills, such as a person's value system. This kind of knowledge is hence 

biased and based on a person’s beliefs and commitments and Hislop (2002, p. 167) 

explains that “One of the main characteristics of tacit knowledge is therefore that it is 

personal [...]”. The author further explains that explicit knowledge is free from such 

personal baggage and can be used and communicated in a pure and objective form. 

Walsham (2001), on the other hand, argues against the view of seeing knowledge as a 

commodity. Instead he prefers to view knowledge as something in people’s mind which 
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they can represent to others through communication. These representations are to be 

interpreted by a third party, based on their own knowledge (Walsham, 2001). The 

interpretations and definitions are many, but what most of the authors seem to agree on 

is that explicit knowledge is fairly easy to put into words whereas tacit knowledge is more 

difficult (Hislop, 2002; Maier, 2007; Powell & Ambrosini, 2010). 

It is now clear that the term knowledge could be hard to understand and easy to 

misinterpret. Some even argue that the term knowledge management (KM) is 

contradictory (Alvesson & Kärreman, 2001). This is, firstly, due to the fact that the nature 

of knowledge, per se, is pretty hard to grasp. Knowledge is argued to be unspecific and 

dynamic, based on values, meaning, process, and understanding - making it very hard to 

e.g. communicate (Alvesson & Kärreman, 2001; Hislop, 2002). Management on the other 

hand is explained to be related to organizing and structuring - which is not something 

that can be conducted with knowledge, due to the nature of it (Alvesson & Kärreman, 

2001). Further, other voices have been risen, explaining that KM is highly dependent on 

culture and the specific context in which it is applied (Glisby & Holden, 2003). The 

authors explain that the models and theories developed in one culture might not be 

suitable in another. For example, Nonaka’s models, developed in Japan, that might not be 

suitable in other cultural contexts, such as in the Western world (Glisby & Holden, 2003). 

The authors argue that all KM is highly dependent on culture and that the models 

developed elsewhere should be used as tools and advice, rather than as strict models, and 

that the different management strategies used ought to be adapted accordingly. 

3.1.2 KNOWLEDGE MANAGEMENT STRATEGY 

As far as different management strategies go, KM strategy is the subject of interest here. 

“A knowledge strategy can be defined as balancing an organization’s knowledge resources 

and capabilities to the knowledge required for providing products and services superior 

to those of competitors” (Zack, 1999, p. 131). Certainly, the overall aim of a corporate or 

business strategy is to develop competitive advantage. The main goal of a KM strategy is 

to appropriately handle the competencies in an organization in order to support the 

corporate strategy (Maier, 2007). Of course, a KM strategy is not the only part of a 

corporate strategy. More parts are also included (with a content depending on 

organization), such as operations, human resources, market, innovation, etc. Figure 5 

loosely represents this5 and is based on theories by Maier (2007) and Kotelnikov (2013). 

                                                 

5 Parts have been intentionally left out because they are outside the span of this theoretical 
framework - such as business strategy, functional strategy, and many smaller founding parts of 
the larger overall corporate strategy. The purpose of figure 5 is to create a flow of the theories in 
the framework. The same applies to the following figure 6 and 8. 
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Figure 5: Knowledge management alongside other parts of the overall corporate strategy 

Maier (2007) explains that either is the KM strategy integrated with the overall business 

strategy or it should be treated as a separate business strategy. The author explains that 

there is a broad consensus that KM has to be solidly linked to an enterprise, corporate, 

business, or functional area in order to ultimately create economic advantage. Although, 

it is further explained that many organizations simply implicitly apply a KM strategy by 

looking to one of these overall strategies, while some apply this in a more concrete way 

through e.g. Hansen’s, et al. (1999) theory on KM strategy. What Hansen, et al. (1999) 

proposed was two major strategies: the codification and the personalization strategy. The 

codification strategy implies that the organization takes care of its knowledge by carefully 

storing it in databases where it can be easily accessed and used by anyone in the 

company. The personalization strategy is when the knowledge resides within the people 

who developed it. What is included in these strategies is e.g. communication methods, 

incentive systems, etc. For example: 

 Ernst and Young apply the codification strategy, or the people-to-documents 

approach. Knowledge acquired is to be extracted into electronic repositories to 

later be reused by anyone in the organization, e.g. work schedules, market 

segment analyzes, benchmark data, and interview guides. The incentive system 

works through the annual performance review, in which the amount of 

contribution is reflected on. 

 McKinsey instead applies the personalization strategy where they work with their 

knowledge through e.g. conversations, dialogue, brainstorming sessions, and 

colleagues as advisors in projects. What they do to maintain this successfully is by 

fostering the social networks through e.g. transferring people between offices and 

creating directories of experts. 

 Bain, Boston Consulting Group, also emphasize a personalization strategy and has 

an incentive system where the degree of high-quality-dialogue an employee has 

had with others can account for as much as a quarter of his or hers annual 

compensation. In this personalization strategy, computers often work as a tool to 

assist communication, not to store knowledge, and knowledge is mainly shared 

through person-to-person contact. Hansen, et al. (1999) advise an 80-20 split 
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amongst the two strategies with whichever main strategy being the one most 

suitable to the organization. 

3.1.3 OPPORTUNITIES AND THREATS REVOLVING AROUND KM INITIATIVES 

A strategy for managing knowledge has certain goals. Maier (2007, pp. 116-117) explains 

that some of these goals are: 

 Identifying existing knowledge continuously by making knowledge transparent. 

 Change (parts of) the culture within an organization to encourage an environment 

of effective knowledge use, creation, and transfer. 

 Improve communication and cooperation between individuals, groups, teams, and 

projects. 

 Improve retention of knowledge by capturing knowledge before it leaves the 

organization. 

Several authors agree and explain that e.g. people leaving organizations with valuable 

knowledge is a major threat to organizations and that this needs to be assessed properly 

(Ferguson, et al., 2010; He, 2013; Kumaresan & Liberona, 2013). He (2013) develops the 

argument and adds that students and newly graduates may have little or no work 

experience and this is why a system for KS inside an organization is important. Another 

reason why a strategy for KM is beneficial is when trying to eliminate the key person 

dependency some organizations struggle with (Kumaresan & Liberona, 2013). Further, 

many conclude that successful knowledge sharing by a proper KM strategy is a vital 

source of competitive advantage. This is, obviously, through mastering the points above 

(Gupta & Govindarajan, 2000; Stewart, 2001; Maier, 2007; Ferguson, et al., 2010; Powell & 

Ambrosini, 2012). Maier (2007) develops and explains that aligning KM services to units 

where strategic decisions are made might substantially benefit the organization. 

An initiative of implementing a functional KM system clearly has its benefits and it is 

explained that interaction between e.g. subsidiaries or international offices are becoming 

increasingly important (Gupta & Govindarajan, 2000). Although, no one says that an 

introduction of such a system will be painless. Kumaresan and Liberona (2013) explain 

that convincing people and making them share their knowledge is one of the toughest 

challenges of KM, thus implying that successful KS is very important. Gupta and 

Govindarajan (2000) do however argue that in this kind of knowledge transfer process, 

the target’s motivation to acquire this knowledge is, by far, more important than the 

source’s ability to share. Some authors argue that people are more willing and confident 

to share knowledge belonging to their own knowledge domain (Ferguson, et al., 2010; Lin, 

et al., 2013). Ferguson, et al. (2010) further emphasizes through their empirical work that 

one dangerous factor that needs to be considered is “old habits die hard” where 

employees like the current work routines and refuse to change. Others argue that the 

organizational culture is the largest promotional or hindering power when it comes to the 

handling of knowledge (Stewart, 2001; Maier, 2007). In this cultural aspect, trust amongst 

employees, and the access to rapid answers and information are examples of vital parts. 
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Other vital parts include managerial support with sufficient budgets and continuous 

support throughout the initiative, an ICT and good organizational infrastructure, and 

continuous participation of employees through motivational inspiration (Maier, 2007; 

Ferguson, et al., 2010). 

It was further argued by Maier (2007) that a KM initiative, and any design of KMS, should 

take the individual’s responsibility for his or her knowledge into account. This might 

mean that e.g. groups should be responsible for their handling of knowledge (Maier, 

2007). Stewart (2001) and Walsham (2001) argue that knowledge is very efficiently spread 

within communities of practice (CoP), even through both geographical and cultural 

barriers. A CoP is a community, a group of people with a shared interest and a common 

knowledge base. For example a group of salespeople within a pharmaceutical company, a 

computer support team, or simply a group of friends with a shared interest (Walsham, 

2001). It is argued that these groups could play an important role within an organization, 

looking to channels through which knowledge can spread and how people find the 

knowledge currently available (Walsham, 2001; Stewart, 2001). 

For any approach an organization might take, there are several researchers and 

practitioners who wish to emphasize the importance of an ICT as an enabler, or a vehicle, 

to fulfill a KM strategy or implementation (Walsham, 2001, 2002; Maier, 2007; Ferguson, 

et al., 2010; Mohannak, 2013). 

3.2 ICT AND ITS ROLE IN KNOWLEDGE MANAGEMENT 

 “ICT in general and KMS in particular play the role of an enabling technology for knowledge 

management, but have to be viewed as only one part in an integrated, holistic knowledge 

management initiative” - Maier (2007, p. 21). 

3.2.1 THE DIFFERENT KINDS OF SYSTEMS 

There are different kinds of KM initiatives in organizations today and introducing ICTs 

has become a popular choice to assist in the KM process. This follows today’s progress of 

usability and sophistication of computer systems and the general habit of using 

computers, both in the private and professional sector. An ICT for KM is a tool in an 

organization that usually comes in different forms, with different functions, and for 

different purposes. Li and Jhang-Li (2010) explain that the usage of an ICT for 

collaboration and communication will lead to improved KS. Walsham (2002) tried to 

segregate and label these different kinds of systems, which has been illustrated in figure 

6. The author explains that these are the systems that could benefit and offer 

opportunities to support the human ”sense-making” and communication processes. 

Firstly, there are the computer-based systems that provide a facility to engage in 

electronic communication. This can be in a simple form such as e-mail or more 

complex forms such as Lotus Notes (Walsham, 2002). 

The second set of systems is the ones supporting human knowledgeability through 

e.g. computer based human action guides. A form such as this one could be 
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computer systems that sequentially lead the users to the right people or right 

department in, for example, a call center (Walsham, 2002). Another example is a 

chess computer supporting a chess player (Nielsen, 2011). They are computer 

systems that boost or help humans or assist human intelligence in their everyday 

life (Walsham, 2002; Nielsen, 2011). 

Under the third label are computer systems that support thinking by structuring 

data. An example of this is the Google search engine. What it does is to structure 

the data for the user, but the engine per se is reliant on the tacit knowledge of the 

user to find what he or she is looking for (Walsham, 2002). A graphical 

representation of the overview of these systems is shown in figure 6. 

 

Figure 6: The different kinds of functions ICTs can provide as a part of the full KM system 

or strategy 

As clearly shown in figure 6, an ICT should be a complementary part, asset, or tool of the 

KM initiative, system, or strategy - but not the strategy itself. It has appeared that 

organizations often have had a hard time leveraging knowledge through ICTs (Walsham, 

2002). Hislop (2002) explains that technology-based knowledge sharing can only be 

successful under specific conditions. Maier (2007) does however argue that regardless of 

what kind of organization is in question - an ICT will always help or will be useful in some 

regards. 

3.2.2 THE DIFFERENT KINDS OF INITIATIVES 
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Certainly there are both opportunities and potential threats when using or implementing 

an ICT for KM. Thompson and Walsham (2001) explains that there are different kinds of 

ICT KM initiatives which all have different opportunities and threats. A graphical 

overview is shown in figure 7. 

 The first category is explained to be initiatives which seek to collect and archive 

explicit knowledge. This knowledge data can be in forms of documents, reports, 

presentation slides, best practice, and other knowledge repositories. From the 

empirical work it seemed that these initiatives were the ‘flagship’ initiatives, but 

with the lowest success rate (Thompson & Walsham, 2001). The low success rate 

appeared to emerge from the fact that a lot of the information saved into these 

repositories was experienced as irrelevant to the personal circumstances of the 

user. This as a consequence of the reluctance from users to invest time to share 

their knowledge with the database. 

 The second category of KM initiatives includes the ones which seek to make raw 

data into shorter, useable forms of information. Examples are templates, profiles, 

CASE tools, decision-making tools, and ‘technology-push’ reports and news. These 

were explained to be more successful due to the method of taking raw data and 

making something out of it with meaning to the user. (Thompson & Walsham, 

2001) 

 The third category of initiatives is the ones relying on continual communication 

between individuals. These initiatives include mentorships, community-of-practice 

(CoP) indexes, e-mail, special interest groups, and all kinds of informal interaction. 

The empirical work conducted by Thompson and Walsham (2001) showed that 

these initiatives were the most successful ones. This is a consequence of e.g. the 

ease of staying context specific and the eliminated need to repair and keep old 

information up-to-date. (Thompson & Walsham, 2001; Walsham, 2001) 

 

Figure 7: The different categories of ICT KM initiatives 
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Some authors agree that interpersonal communication is necessary because no other type 

of knowledge transmission method is as effective when transferring complex knowledge 

(Maier, 2007; Powell & Ambrosini, 2012). Although, the fact that face-to-face meetings are 

expensive in dispersed organizations should not be neglected. This is however a case 

when electronic interaction can be a very effective tool (Walsham, 2001). 

3.2.3 OPPORTUNITIES AND THREATS 

So far, many of the opportunities have already been shown, e.g. in the form of increased 

competitive advantage. This is, naturally, through the form of a happier and more 

effective workforce. Mohannak (2013) explains that having proper KM structures and 

systems will enable staff members to have an integrated view of what knowledge is 

available, or what knowledge gaps there are. Hendriks (1999) also argues for this, 

explaining that barriers such as distance and language could be eliminated through 

proper KM. This could be done through ICTs. Olsson Neve (2012) explains that 

organizations that regularly work in teams are naturally more willing to share their 

knowledge and that a properly chosen ICT could assist in this process. Li and Jhang-Li 

(2010) argue that an ICT could lever KS and staff to steer and coordinate their actions 

themselves to a higher degree, decreasing key-person dependency. Moreover, Roberts 

(2000) concludes that ICTs and the process of regularly using database interaction can 

enhance a company’s capacity of rapidly responding to market changes. This is by 

utilizing ICTs’ data distributing power to quickly spread information within the 

organization. Booz-Allen and Hamilton (1998) agrees on this and explains that especially 

the access to the databases over the Internet can help organizations leverage the power of 

all expertise inside the organization. 

Kumaresan and Liberona (2013) showed interesting statistics from an empirical 

investigation conducted on organizations in Europe and the US. They showed that about 

81% of organizational units have, or are willing to, adopt a KS program. They also showed 

that almost 91% of the respondents considered KS very important to them. Walsham 

(2002) explains that overall throughout organizations there is a confident aura of 

positivism which tends to oversell ICTs as solutions for a KM program. In other words, 

managers tend to believe that a well working ICTs will solve all issues regarding KM and 

KS and thus overestimating the capabilities of the systems. Garcia-Perez and Ayres (2010, 

p. 43) also agree, explaining that “organisations are at risk of assuming that implementing 

one or more of those tools will be a silver bullet to overcome the limitations of their intra-

organisational knowledge sharing processes”. Walsham (2002, p. 268) continues and 

explains that in a worst case scenario, a system working for KM and KS could become “a 

large warehouse that nobody visits”. Further, Ferguson, et al. (2010) illuminate problems 

regarding an ICT-introduction for KM. The authors explain that specifically the 

acceptance of a system could be low because the system could be marked as “just a tool 

for IT-geeks” or that “old habits die hard” where the attitude is “why change when I know 

the current system works fine?”. The authors continue by arguing that organizations 

often try to merge KM with ICT, but that these programs potentially could negatively 
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influence the overall KM system because it does not include everyone - or because, as 

previously mentioned, people refuse to use it (Ferguson, et al., 2010). Walsham (2002) 

agrees, explaining that people may be reluctant to utilize these KS activities because the 

organization’s incentive system encourage individualistic behavior - and not team 

contribution. Kumaresan and Liberona’s (2013) quantitative investigation questions this 

argument, as in their investigation only 20% of respondents rated highly the incentive 

form of bonus rewards e.g. performance appraisals as motivational factors for KS. Instead, 

the investigation showed that 70% of the respondents rated organizational support and 

self-motivation as main motivational factors for KS highly. Further, the authors showed 

that 60% of the individuals involved in the investigation either disagreed or strongly 

disagreed that their organizations supported KS. 

As for further threats regarding ICTs in KM; from an interview conducted by Powell and 

Ambrosini (2012, p. 216), they extract that “There is almost this expectation that you can 

learn from everything you do [...] There are lots of reasons why you wouldn’t want to share 

all of your learning. There are lots of reasons why you are not going to learn from 

everything you do”. This quotation empowers what the earlier authors explained about 

reluctance to share (Walsham, 2001, 2002; Ferguson, et al., 2010). Swan, et al. (1999) 

further argues that an ICT network structure could potentially even limit KS by building 

so called electronic ‘fences’. The ‘fences’ are metaphors for the boundaries that already 

exist between departments within an organization. In other words, building electronic 

fences mean reinforcing and creating a second barrier between departments. Further, 

Ferguson, et al. (2010) and Payne (2008) argues that encouraging, increasing awareness, 

and promoting participation in the KS programs and systems is needed for a system to 

ultimately create an impact in performance - but that this could be very difficult. To 

overcome many of these threats and challenges Swan, et al. (1999) argues that instead 

intranets should be constructed and designed as a social network, in which the users take 

responsibility for the parts where they feel they can contribute. 

3.2.4 COMMUNITIES OF PRACTICE 

Many authors stress the importance of communities in organizations. This is motivated 

through explaining that a community will always be stronger than an individual (Payne, 

2008; Ferguson, et al., 2010; Gairín-Sallán, et al., 2010). Communities of practice (CoP) 

were introduced in chapter 3.1, but will again be repeated and defined here by Wenger 

(2011, p. 1) as “[...] groups of people who share a concern or a passion for something they do 

and learn how to do it better as they interact regularly”. CoPs are important, according to 

Walsham (2001) who explains that, not only because the individuals in the group help 

each other to increased knowledge in the area of interest, but also because they possess 

important knowledge which externals could make use of. Gairín-Sallán, et al. (2010) 

explain that many of these networks and communities often exist in online or virtual 

environments, conducting work together from geographically dispersed locations. 

Because of the versatility of these communities, Maier (2007) stresses the importance of 

an ICT to support interaction in these CoPs. The author (Maier, 2007, p. 181) continues by 
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stating that most of these communities “probably would not exist or stay alive without 

these technologies”. Mohannak (2013) explains that the integration between knowledge 

and technology will develop a human centered networked society in which computers 

and ICTs leverage knowledge and expertise in organizations. Following this, many 

authors stress the importance of that intranets designed today ought to take a human 

centered view – this being in the shape of social networks. Li and Jhang-Li (2010) propose 

using social networks to connect people with the same expertise across a company’s 

boundaries to create and utilize CoPs. Jeed (2008) argues that social software inside 

organizations improves collaboration, KS, and innovation. Payne (2008, p. 11) concludes 

that “Organizations simply cannot afford to ignore social software”. 

3.3 SOCIAL NETWORKS AND ICTS 

As ICTs are developing, their field of application becomes increasingly broader. Since the 

1990’s, social software has been used to facilitate social interaction on the Internet. This 

has become one of the main research subjects in recent years as the popularity of 

computer mediated social interaction has risen rapidly (Ellison, 2008). Porter (2008) 

mentions in his book on social web that one of the reasons for social web becoming the 

fastest growing software in the world is that humans are, by nature, very social. Porter’s 

(2008) theory is derived from the famous Lewin’s equation explaining that an individual’s 

behavior is a function of their personality and environment. Lewin’s theory differs from 

earlier behavioral theories, such as the Freudian theory, that did not focus on the effect of 

the environment on one’s unconscious behavior, but rather on the effect of individual’s 

innate properties (Porter, 2008). The bottom line of Porter’s theory is that since humans 

are social beings, the software we use to communicate must be social too (Porter, 2008). 

The potential of social networking in corporate context has been discovered in the late 

1990’s and has drawn the attention of many researchers and companies since then. This 

has given a rise to a common definition related to social networks in corporate contexts: 

corporate social networks (CSNs) (Sena & Sena, 2008). For the sake of clarification, it is 

here emphasized that CSNs are closely related to ICTs. In figure 8 this connection is 

represented. 

This section (3.3) begins with an overview of social network theories in order to build up 

a foundation for research of computer mediated social networks. Thereafter, in section 

(3.4), the focus is narrowed down to CSNs. 
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Figure 8: How CSNs relate to the subject of KM 

3.3.1 CONCEPTS AND DEFINITIONS WITHIN SOCIAL NETWORKS 

Social networks have naturally drawn considerable attention of researchers in the field of 

social sciences. As a natural result, many definitions have been constructed to help 

scientists communicate their thoughts and findings in the field. A network is defined as a 

set of nodes, connected by edges. In the field of social sciences, the nodes represent 

actors of a network which can be individuals as well as groups, organizations, etc 

(Borgatti & Foster, 2003; Brass, 2012). The focal actor, or node, is often referred to as ‘ego’ 

and the actors directly connected to the ego are called ‘alters’ (Brass, 2012). The edges, or 

ties, mark connections between two actors and can either be unidirectional or 

bidirectional, depending on the characteristics of the relation. The social network 

perspective focuses on the relationships between nodes rather than on the attributes of 

individual nodes (Brass, 2012), even if the latter is of interest too since the resources 

possessed by nodes also play an important role in social networks (Lin, 1999).  

A central principle of social network analysis is that relations between actors, that are the 

building blocks of social networks, cannot be studied in isolation from the rest of the 
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network, since it is the network that is conditioning the relationship (Williams & 

Durrance, 2008). Borgatti, et al. (2009) categorize the relations between actors into four 

different types: (1) similarities as gender and interests, (2) social relations such as family 

members, friends, or colleagues and also affective social relations as likeness, hate, etc, (3) 

interactions representing actions between nodes such as communication, help given, etc, 

and (4) flows of information, resources, beliefs, etc. An alternative definition of relations 

in the context of social networks is a flow of material or non-material resources such as 

emotional support, information, financial support, etc (Faust & Wasserman, 1999). Both 

definitions appear to be referring to the same phenomenon being obvious that Borgatti is 

elaborating on Wasserman’s definition making the division more comprehensible 

through grouping relations into four clearly segmented types.  

An important notion within social networking research is that all nodes of a social 

network are seldom tied to every other node which results in an establishment of 

different conditions and features within the network (Williams & Durrance, 2008). 

Transitivity and homophily are two important principles describing the effect caused by 

these conditions (Williams & Durrance, 2008). The principle of transitivity is based on 

the assumption that if actor A has relation with actor B and actor B has relation with 

actor C, then there is a high probability that actor A has a relation to actor C. The theory 

relating to this phenomenon is called Granovetter’s (1973) ‘strength of weak ties’, 

proposing that weak ties enable reaching audiences that are not accessible with strong 

ties. Granovetter (1983, p. 1361) defines tie strength as “combination of the amount of time, 

the emotional intensity, the intimacy (mutual confiding), and the reciprocal services which 

characterize the tie”. Strong ties, such as between family members, are often redundant 

and make a closed social circle and lead seldom to other social circles which, on the other 

hand, weak ties often do. Weak ties are more valuable for actors in an organizational 

context since they promote heterogeneity within the network and are therefore more 

suitable for e.g. finding novel information due to lower redundancy of information 

(Hansen, 1999; Borgatti, 2009) and finding jobs (Granovetter, 1973). Heterogeneous 

networks with many weak ties are therefore more desirable within an organizational 

context. 

Another theory relevant to social network analysis is the theory of homophily, implying 

that the tendency for interaction between actors is strengthened as an effect of 

commonalities between actors such as gender, education, organizational unit, etc 

(Borgatti & Foster, 2003). Research done on homophily in organizational context 

indicates a profound impact on the performance of individuals and groups within an 

organization (Reagans & Zuckerman, 2001; Borgatti & Foster, 2003). According to Reagans 

and Zuckerman (2001), there are two main views on the impact of homophily. The first 

view argues that homophily has a positive impact on organizational performance by 

eliminating interpersonal boundaries and thus boosting the teamwork, avoiding potential 

conflicts, and increasing learning capabilities. The previously mentioned Granovetter’s 

theory, about the strength of weak ties, supports the second view on homophily, which 

inclines to the view that homophily is undesirable because it can lead to creation of 
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barriers between different people or groups within an organization and strengthen the 

“us versus them“ thinking pattern (Borgatti & Foster, 2003). Moreover, Borgatti and 

Foster (2003) explain that homophily is argued to decrease the power of influence of 

minorities - making them even weaker within social networks. At the same time, already 

powerful networks are assumed to gain even more power by boasting more influential 

people, leading to segregation. 

3.3.2 EMBEDDEDNESS 

There is a theory that actors’ influence within social networks is determined by their 

embeddedness. The term embeddedness refers, in this context, to how well the actor is 

connected to the content discussed in the network and to other network members 

(Agterberg, et al., 2010). Agterberg, et al. (2010) identified four types of embeddedness as 

factors determining their social influence on others: organizational-, structural-, 

relational embeddedness, and embeddedness in practice. Organizational embeddedness 

refers to how well an individual is acquainted with the organizations strategies, rules, 

routines, etc. Relational embeddedness describes the personal aspect of social 

connections, such as reciprocity, trust, group feeling, and face-to-face contact, which are 

some of the important factors that increase the willingness to actively participate and 

share knowledge in the social network (Agterberg, et al., 2010). Embeddedness in practice 

is a measure on how much of an individual’s knowledge that is relevant to other members 

of the network. The last of the four types of embeddedness is called structural 

embeddedness which is related to the knowledgeability of what other members of the 

network know. The hypothesis that Kleinnijenhuis, et al. (2011) started their study with 

was that: the higher degree of embeddedness people, or “actors” exhibit, the stronger is 

their social influence in networks. This assumption was tested in an empirical study 

conducted by Kleinnijenhuis, et al. (2011) where it applied to all types of embeddedness 

except for organizational embeddedness, which had a slightly negative impact on social 

influence, especially the one connected to embeddedness in practice (Agterberg, et al., 

2010). This implies that social networks are not very suitable for managerial types of 

activities but rather as a communication tool for knowledge exchange. In order to nurture 

social capital within these networks, it has been advised that the intervention from 

management should be minimized or be at least only supportive; characterized as “care”, 

“cultivation”, “light touch”, or “nurturance” (Alvesson & Kärreman, 2001; Kleinnijenhuis, 

et al., 2011). 

3.3.3 SOCIAL CAPITAL 

A social network analysis helps to investigate the complicated phenomenon of social 

capital, representing the benefits derived from relationships with others (Brass, 2012) or 

the value of connections (Borgatti & Foster, 2003). The notion of social capital has 

become a frequently discussed topic in the past decades. Some authors claim that the 

expression can be confusing or misleading as capital is individualistic in its nature and 

too broad - involving many dimensions such as positive versus negative, structural versus 
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cognitive, bonding versus bridging, and individual versus group (Pawar, 2006). Moreover, 

Pawar (2006) argues that the measurement of social capital is a subject to validity issues 

because it is unquantifiable and immeasurable. Instead, he suggests splitting up the term 

into constituent phrases as collective action, relationships, and trust. Brass (2012), on the 

other hand, sticks to the generally accepted definition but suggests that there are two 

main perspectives on social capital. The first, the individualistic perspective, focuses on 

how individuals can benefit and generate social capital from their social relations. The 

second perspective is collectivistic, meaning that the social capital comes from the 

collectively built relationships between actors which provide benefits for the group. An 

important dimension of social capital is trust (Falk, 2000). Falk (2000) implies that trust 

arises from shared norms and positive relationships within a community and has a 

profound influence on the quality of the interaction between actors. Trust is thus an 

important prerequisite for profound interactions in a social network. The following 

sections will discuss the role of ICTs in the social context. 

3.3.4 SOCIAL NETWORKING AND ICT 

Aleksic-Maslac and Magzan (2012, p. 272) argue that “[...] effective ICT implementation 

enables expansion of social and economic networks and strengthens institutional and 

academic ties by thus building social capital”, suggesting that ICTs should be used in the 

academic settings to build social capital. A study by Steinfield, et al. (2010, p. 1156) 

indicated benefits from implementing ICTs in terms of social capital in organizational 

settings. Their results suggest the following:  

 “When ICT use was aimed at accessing and enhancing human and intellectual 

capital, such as use of online databases for recruitment, intranets to enhance 

employee access to information and education, and collaborative tools to connect 

with off-premise researchers, companies reported better performance outcomes. 

Social capital in the form of connections to people who can provide access to 

information and opportunity predicted company performance, particularly for small 

start-up companies. The pattern of results complements prior work that establishes 

the importance of social capital in regional business clusters by demonstrating how 

certain ICT uses complement personal relationships to enhance the likelihood of 

success among companies in the region.” 

These results imply that in order to fully utilize their inherent social capital, corporations 

should utilize available ICTs to support and encourage the interaction and social 

connections between employees. 

As ICTs are evolving, more and more sophisticated services for computer mediated social 

interaction are being introduced. The set of technologies that enable computer mediated 

social interaction over the Internet is often referred to as Web 2.0. Shang, et al. (2011, p. 

178) describes Web 2.0 as “[...] a network platform on which peers contribute to the 

development of tools, content, and communities on the Internet”. Unlike Web 1.0 in which 

the content was strictly controlled and generated by website administrators, Web 2.0 is 



29 

 

more interactive and a large part of the content is user generated (Kaplan, 2010). The 

Web 2.0 framework provides a set of functions that enable users to collaborate, publish, 

and share social media such as texts, files, and communicate through audio and video 

media through e.g. instant messaging (van Zyl, 2010). Some of the most characteristic 

functionalities of Web 2.0 are presented in table 1. However, there are also some skeptics 

of the definition ”Web 2.0”. For example Barassi and Teré (2012, p. 1281) argue in their 

paper that “Web 2.0 is a cultural construct profoundly influenced by business rhetoric” and 

Allen (2012) claims that there are difficulties to agree upon e.g. what functions that are 

included in this framework and where the exact borders go between the different versions 

of Web, such as 1.0, 2.0, and 3.0. 

Web 2.0 features Used for 

Blogging 
Online journals where the blog owners can post messages 
and the readers can post comments 

Collaborative real-time 
document editing 

Simultaneous editing of documents by multiple users 

Really simple 
syndication (RSS) 

Subscribing to web feeds from chosen websites in order to 
get automatic updates 

Social bookmarking 
Sharing favorite bookmarks with other members in a social 
network 

Tagging Keyword tracking to specific content on web sites 

Wiki 
Collaboration and knowledge sharing by allowing users to 
create, modify, and remove content from wiki website 

Sharing social media 
content 

Embedding streaming media into the website 

Table 1: A presentation of the characteristic technologies of Web 2.0 

A more specific term, Social Networking 2.0, has been coined to describe the social 

interaction with the help of Web 2.0 technologies (van Zyl, 2009). Van Zyl (2009) 

concludes that there are three basic criteria defining Social Networking 2.0 based on her 

literature study of earlier research on this topic. The first criteria (1) is the support for 

social networking by making it possible to build and view different types of ties between 

people and to aid in the discovery of potential ties. The second criteria (2) is that at least 

two out of the three mediated communication modes illustrated in figure 9 must be 

supported in order to enable participants to share information between each other. The 

third criterion (3) covers the ability to give and receive so called social feedback, which is 

a rating of contributions made by the participants of the social network. 
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Figure 9: Communication modes supported by CSNs 

3.3.5 SOCIAL NETWORKING SITES 

The technologies of Social Networking 2.0 have enabled the creation of social software 

applications such as Social Network Sites6 (SNSs). These type of websites have become 

very popular amongst Internet users and thus attracted much attention from academics 

(Richter & Riemer, 2009). This section touches theories dealing with definitions, 

differentiating factors, basic functionalities, and classification of SNSs. 

Definition of Social Networking Sites and characteristic functionalities 

With regard to the nomenclature revolving around SNSs, Ellison (2008) points out that 

there is a difference between Social Network Sites and Social Networking Sites and that 

these definitions are often used interchangeably, which can cause confusion. The 

difference is that networking puts a stronger emphasis on relationship initiation between 

two actors that were formerly not familiar with each other. This is, according to Ellison 

(2008), normally not the primary intention of SNSs and therefore the word network is 

more appropriate. The focus of SNSs lays thus not primarily on offering a possibility to 

get to know strangers but to articulate, visualize, and build upon users’ existing social 

networks (Ellison, 2008). In order to start scientific disclosure on SNSs, researchers have 

made attempts to establish a consensus around what basic functionalities SNSs provide to 

their users. Ellison (2008) is one of the first researchers to attempt to define basic 

functionalities of SNS. Her proposition is as follows: 

 (1) construct a public or semi-public profile within a bounded system,  

 (2) articulate a list of other users with whom they share a connection,  

                                                 

6 SNS is also sometimes referred to as Social Networking Systems. 
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 and (3) view and traverse their list of connections and those made by others within 

the system. 

In another study on a similar subject, Koch & Richter (2008) found and specified six basic 

functionalities that SNS offer. The first was identity management, enabling users to 

present themselves to the rest through their personal profile. Koch & Richter (2008) 

suggest that social interaction is a type of human performance and that presenting 

oneself for others is comparable to staging on a scene. It is thus important that the 

identity management is well adapted to the social context of the SNS. The next 

functionality was expert finding which adds customizable search functions to the SNS, 

facilitating in search for the right competence amongst the users. This enables the 

identification of tacit knowledge within the SNS. Context awareness was the third 

functionality allowing users to see how they are connected with each other. According to 

Koch & Richter (2008), this feature supports the establishment of common trust which 

also plays an important role in successful collaboration. They also point out that sharing 

friend lists leads to practical utilization of Granovetter's strength of weak ties principle 

(Granovetter, 1973). The next functionality found was contact management which enables 

users to maintain their personal network, including setting access restrictions, grouping 

contacts, tagging people, etc. This enables the users to maintain and organize their 

profile. Another functionality that is essential for collaboration is exchange, offering 

direct sharing of information, as for example photos, videos, and instant messages. The 

last functionality mentioned by Koch & Richter (2008) is network awareness that enables 

users to be aware of what is happening in the network through information feeds. 

Even though Koch & Richter (2008) have presented a more granulated grouping of SNS 

functionalities, they overlap with Ellison’s (2008) grouping to a great extent. Constructing 

a profile falls within identity management, listing own and friends’ connections is 

mutually exclusive with functionalities for context awareness, contact management, and 

expert finding. However, Ellison (2008) does not cover functionalities such as exchange 

and network awareness that are essential parts in modern SNSs. 

The differentiating factors of Social Networking Sites 

An important characteristic that differentiates SNSs from other types of computer 

mediated communication tools, such as websites dedicated to specific communities of 

interest, is that SNSs are constructed around people rather than around the content or 

the processes (Ellison, 2008). The focus around people makes the sites into egocentric 

networks where the individual users are in the heart of the social network. Furthermore, 

the majority of SNSs are primarily used to strengthen the pre-existing social relations, 

which is yet another element differentiating SNS from earlier systems for many-to-many 

communication, such as forums, blogs, and chat rooms (Ofcom, 2008; Ellison, 2008; Koch 

& Richter, 2008). 

 

 



32 

 

Classification of Social Networking Sites 

In recent years, the booming popularity of public SNSs has resulted in a plethora of new 

types. To get a better overview, it is appropriate to investigate how SNSs can be properly 

classified. Ellison (2008) proposed a classification approach, distinguishing between four 

different types of SNSs depending on where their point of focus is. The four types are 

profile centric, passion centric, business centric, and user generated content (UGC) centric. 

Ellison’s (2008) classification is described in table 2 with examples corresponding to each 

type and visualized as a context tree in figure 10. The focus of this thesis lays specifically 

on internal, business centric SNSs. The theories in relation to the other three types will 

thus not be examined in any further detail. 

Type of SNS Examples of SNSs Description 

Profile centric Facebook, Google+ 
General and most common type of SNS. Profile 
centric sites  that are either targeting broad 
audiences or specific demographics 

Passion 
centric 

Dogster 
This type of SNS is built around users’ shared 
passions and interests 

Business 
centric 

LinkedIn,  
IBM Connections 

Focuses on business people to tie relations with 
each other or potential clients 

UGC/media 
centric 

YouTube, Myspace, 
Flickr 

Focuses on media content created by users 

Table 2: Classification based on SNS focus with corresponding examples 

 
Figure 10: A simple construction of a classification tree for SNSs based on their niche with 

corresponding examples 

A two type categorization of Business centric SNSs has been proposed, determined by 

their openness and purpose. The first type, Professional Networking Sites (PNS), are SNSs 

built on open platforms, that are publicly accessible to professionals and companies, 

where the focus is on extending and strengthening their professional relations and 
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searching for potential employees or employers (Ofcom, 2008). PNSs can also be used by 

companies for promoting their brand by creating brand communities and also to conduct 

marketing research (Kaplan, 2010). Some of the most popular PNSs are LinkedIn, XING, 

Hall.com, TalkBizNow.com, and Ryze.com. The second type of business centric SNSs are 

in this thesis referred to as corporate social networks (CSNs), which is also the subject of 

narration in the following section. 

3.4 CORPORATE SOCIAL NETWORKS 

In recent years, the growing popularity of SNSs have attracted the attention of many 

companies (Sena & Sena, 2008; Kügler & Smolnik, 2013; et al.) which in turn has led to a 

rapid development of SNSs specially designed for organizational use. Dozens of systems 

of this kind have been developed and a number of abbreviations and terms have been 

coined to define this type of applications. The definition used in this thesis for this 

particular type of SNSs is CSNs. It has been used by Sena & Sena (2008) to describe SNSs 

designed as a platform for a company’s internal collaboration and social interaction 

between employees. However, the agitation of researchers and companies interested in 

this phenomena led to the introduction of alternative definitions of CSNs - such as Social 

Business Software (SBS) (Jive, 2012), Enterprise Social Networking Site (DiMicco, et al., 

2008), Enterprise Social Software Platform (ESSP) (Kügler & Smolnik, 2013), Enterprise 

Social Networking software (Perez, 2013), and Internal SNS (Koch, et al., 2012). There are 

no significant differences between the different definitions and therefore the authors 

chose to settle with CSN as the definition to be used in this thesis. Amongst others, Koch, 

et al. (2008) and Richter and Riemer (2009) encourage for further research targeted on 

finding success factors for introduction and use of social networking sites in corporations. 

This section presents theories about the organizational impact associated with the use of 

CSNs. 

3.4.1 CHARACTERISTIC PROPERTIES 

There are several characteristics that make CSNs different from public SNSs. The first 

being the availability: SNSs are more open, while CSNs are usually restricted to employees 

of an organization. As a consequence, the communication within CSNs is typically 

happening behind the company’s firewall (Richter, 2009), it is thus the company itself 

that is responsible for keeping the communicated information hidden from the outside 

world where it could potentially cause harm to the company. In the case of SNSs, the 

website providers are normally the ones responsible for following the confidentiality 

specifications stated in the user agreement. Thus, the users have to rely on a third party 

and do not have any real control to whom the information they share reaches. In public 

SNSs, users are often allowed to set privacy and confidentiality levels for the information 

they publish - which becomes obsolete should the SNS security be breached. 

It is important to note that albeit CSNs can be utilized both internally and externally 

(Sena & Sena, 2008; Koch, et al., 2010, 2012; Kügler & Smolnik, 2013); the focus of this 

research is limited to internal use and therefore external activities such as marketing, 



34 

 

customer communication, and external recruitment are not included in this particular 

study. The next section presents theories about how CSNs are used in general and what 

purpose they have in organizations. 

3.4.2 PURPOSE AND USE 

In order to determine how CSNs should be used to get the best possible results, it is 

important to examine their purpose from both an organizational and an individual point 

of view. Dimicco, et al. (2008) have in their case study identified three concrete individual 

level purposes for using CSNs. These are connecting with co-workers, advancing 

individuals’ careers within the company, and campaigning for projects. Dimicco’s, et al. 

(2008) study is remarked by Richter and Riemer (2009) who explain not to focus on work-

related benefits and suggest a more appropriate classification of CSN use into three 

modes of use, each providing specific work-related benefits for individuals. The first 

mode is for identifying experts and knowledge bearers. It means basically that CSNs 

facilitate in searching for people with certain expertise or experience which in turn 

contributes to a more effective access to an organization’s total internal knowledge being 

largely constituted by all employees’ knowledge. This is mentioned as the most common 

mode of use in Richter’s and Riemer’s (2009) study. The second mode of use is building 

personal context, meaning that CSN users create a common environment together based 

on their commonalities, such as interests and contacts. The benefit coming from this is 

fostering feeling of unity with co-workers which in turn helps in developing trust, having 

a positive impact on inter-employee collaboration (Kramer, 1999; Richter & Riemer, 

2009). Further, they conclude that social context is an important complement to 

communication for fostering communication over distance by facilitating context 

awareness. The third mode of use, according to Richter and Riemer (2009), is fostering 

existing relationships by keeping contact with peer employees through the rich contact 

management functionalities available. For a better overview, the three modes of use are 

represented in table 3. 
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Mode of use Benefit How CSNs can help to achieve the benefit 

Identifying 
experts and 
knowledge 
bearers 

More effective 
utilization of an 
organization’s 
internal knowledge 

By providing adequate search functions 

Building 
personal context 

Stronger feeling of 
trust, improved 
collaboration 

By providing a channel where fellow co-
workers can create communities and share 
personal-related information across 
geographical and other boundaries 

Fostering 
existing 
relationships 

Monitor availability 
of human resources 
and get easily in 
touch with other 
employees 

Providing access to contacts’ status updates 
and messaging functions 

Table 3: Three different modes of use defined by Richter and Riemer (2009) 

On a functional level, typical applications included in CSNs are tools for social 

networking software, community building, and social media monitoring. These can be 

used as facilitators of collaboration, communication, and knowledge sharing (Andriole, 

2010; Kügler & Smolnik, 2013). 

Kügler and Smolnik (2013) point out that employees and managers are relatively seldom 

aware of the benefits that CSNs offer, compared to those offered by other types of 

information systems. They also claim that it is more appropriate to assess the benefits on 

individual level, since success factors on group level are often loosely coupled, ad-hoc, and 

flexible, making it difficult to assess the performance benefits on group level which has 

often been a goal in earlier studies. A suggested theory for an investigation of the impact 

that CSNs have on individuals is the boundary theory (Kügler and Smolnik, 2013). It is 

based on an assumption that every individual have various roles that are characterized by 

the tasks that the individual is performing on the social systems that he or she is part of. 

Typical social systems include interaction with work peers, executives, business partners, 

friends, family, etc. A role conflict can occur when people do not understand each other’s 

roles. Sharing aspects of each other’s' personal lives makes employees get to know each 

other better and thus making role conflicts less likely to happen (Koch, et al., 2012). This 

in turn leads to reduced stress and an increase in organizational commitment (Koch, et 

al., 2012). Since the main purpose of SNSs is sharing aspects of users’ social lives, it implies 

that in work settings SNSs, or CSNs, would lead to positive emotional results by blurring 

the boundaries between employees, and in that way contributing to an establishment of 

greater consensus between the users, strengthening their bond to the SNS community. 

Koch, et al. (2012) have investigated CSNs’ role in blurring between work- and social life 

and found a strong positive correlation, suggesting that successful use of CSNs 

contributes to better employee engagement, improved morale, and reduced turnover. 

This translates easily to organizational benefits, such as improved knowledge sharing and 
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team dynamics, as well as providing for better team productivity, albeit the starting point 

of the analysis has been on an individual level. 

3.4.3 CHALLENGES, THREATS, RISKS, AND WAYS TO OVERCOME THEM 

Deployment of CSNs in organizations has its challenges. Extensive planning and 

forethought is required by the company in order to align the network with the overall 

corporate strategy (Sena & Sena, 2008) and to avoid the risks associated with wrong 

deployment into the company’s existing ecosystem. This need is not unique to CSNs and 

applies generally to all ICT systems for KS in corporations7. This section includes theories 

dealing with potential issues related to the deployment of CSNs, along with theories on 

how these issues can be overcome. 

Security and confidentiality 

A study conducted by Ofcom (2008) presents the common risks and issues related to 

confidentiality of information being sent to SNSs, many of which apply to CSNs as well 

due to the commonalities in their use. The findings suggest that users tend to assume 

that everything has been taken care of by the website administrators and are seldom 

aware of potential issues related to privacy and safety. This applies especially for users 

with little or no experience in using SNSs, who often experience difficulties with setting 

up their privacy settings properly. In a CSN context this can pose a threat of disclosing 

delicate information, which in some cases can be harmful, even within the organizational 

boundaries. Without sufficient privacy and security controls an internal social network 

that is somehow connected with any of the public social networks runs a risk of losing 

control over information e.g. by publishing intellectual property that should not be 

disclosed to the world outside of the corporation (Plumer, 2013). 

Diffusion into the workforce 

Richter and Riemer (2008) illuminate that the introduction of a new system can be a 

painful process if there are already systems fulfilling similar or same purposes. If users are 

used to certain practices, they are seldom eager to change in order to adapt to new 

systems. This unwillingness to change also affects the reception of benefits offered by the 

new system and even further thwarts the chances of successful diffusion into the 

workforce. 

The characteristics of work tasks play an important role on users’ incentives to use CSNs 

(Raeth, et al., 2011). Employees constrained by strict work processes are normally less 

motivated to use CSNs because the system does not contribute much to the result of their 

work. On the other hand, employees with fewer constraints, dealing with less structured 

problems, often benefit from knowledge exchange with other workers and thus their 

incentives are stronger. This relation and its impact are, suggested by Raeth, et al. (2011), 

to be measured by task equivocality and interdependency. Supporting reciprocity 

amongst employees is a suggested way to solve the incentive issue without excessive cost. 
                                                 

7 More on this in section 3.2. 
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This is based on the theory suggesting that if a person makes use of the resources 

available to him or her through CSN, he or she is likely to contribute in helping others 

(van Zyl, 2009). This also applies the other way around - if this person contributes, he or 

she expects to receive help in return. This is a mechanism leading to a culture of 

successful knowledge sharing (van Zyl, 2009). 

According to studies conducted by Plumer (2013), around 70% of today’s business 

transformation efforts fail due to lack of engagement. A proposed method to handle this 

problem is to incorporate gamification mechanisms into the company’s processes, since 

games help to get people engaged (Plumer, 2013). Gamification is primarily based on the 

same powerful techniques that game designers use to keep players interested in playing 

their games. Some of the most important mechanisms are feedback, measurements, and 

incentives towards the players, or in this case, employees. Plumer (2013) also stresses the 

importance of incorporating the gamification initiatives in line with the company’s 

culture so that the leverage is maximized. 

Integration with existing systems 

Richter and Riemer (2009) emphasize that it is often hard to predict the impact of new 

technologies deployed within an organization by taking only the features into 

consideration. What is often more important is to understand how people are using 

existing systems and appropriate the new system to these patterns to embed it within 

existing ICT enabled work practices. Moreover, they argue that co-evolution of the 

systems is the most effective way to implement new technologies, meaning that in the 

best of the worlds, the systems should “grow side by side together within the context of 

shared practices” (Richter & Riemer, 2009, p. 8). This implies that it is easier to succeed in 

integration of CSN if it is integrated as an add-on feature to an existing system, rather 

than introduced as an completely new, stand-alone application. 

3.5 THEORETICAL SUMMARY 

In order to summarize for the reader, a recapitulation of above-named theories is 

presented in table 4. This table presents a condensed overview of theories in the 

theoretical framework, as well as their connection to the thesis subject, ordered by 

appearance in the chapter. 

Theory name 
and  references 

Description 
Connection to  
the study 

KM affected by 

culture (Glisby & 

Holden, 2003) 

All KM is highly dependent on culture and that the 

models developed elsewhere should be used as tools 

and advice, rather than as strict models, and that the 

different management strategies used ought to be 

adapted thereafter. 

Emphasizing that an 

analysis of company 

culture is important in 

order to correctly assess 

their needs from a KM 

perspective. 
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KM strategy 

importance 

(Hansen, et al. 1999; 

Maier, 2007) 

Every organization should choose a KM strategy, e.g. 

a personalization or a codification strategy. The 

chosen strategy should be appropriated according to 

the company’s way of conducting business. 

Moreover, successful knowledge sharing is said to 

become a competitive advantage. 

Assessing the strategy 

helps determine the 

specific requirements and 

needs. Further explanation 

on why knowledge sharing 

is important to motivate 

this study. 

ICTs as enablers for 

KM strategy 

(Walsham, 2001, 

2002; Maier, 2007; 

Ferguson, et al., 

2010; Mohannak, 

2013) 

Emphasizes the importance of the usage of an ICT as 

an enabler to fulfill a KM strategy or 

implementation. However, it is important to 

acknowledge that an ICT alone cannot solve all the 

problems revolving around KM and KS. It is a 

support tool and not the solution itself. 

Motivates the choice of 

investigating ICTs to assist 

the company to manage 

and share knowledge. 

Interpersonal 

communication 

(Maier, 2007; Powell 

& Ambrosini, 2012) 

Interpersonal communication is necessary as no 

other type of knowledge transmission method is as 

effective when transferring complex knowledge. 

Motivates the choice of 

investigating a social 

system for KM and KS. 

Proper KM with 

ICTs eliminates 

barriers (Hendriks, 

1999) 

Proper KM could eliminate barriers such as distance 

and language. This e.g. through ICTs. 

Explains that ICTs are 

relevant for this study. 

Teamwork and KS 

(Olsson Neve, 2012) 

Organizations that regularly work in teams are 

naturally willing to share their knowledge. 

Helps in assessing the 

requirements for the 

company. 

ICTs leverage 

expertise (Booz-

Allen, 1998) 

Using ICTs and the Internet can help organizations 

leverage the power of all expertise inside an 

organization. 

Motivates the choice of 

investigating an ICT. 

ICT risks (Ferguson, 

et al., 2010; Garcia-

Perez and Ayres, 

2010) 

A number of risks come with an introduction of an 

ICT for KM. For example ‘old habits die hard’, ‘just a 

tool for IT geeks’, an overconfidence that the system 

will solve all problems, etc. 

Getting a perspective on 

risks associated with ICT 

for KM. 

Requirements for 

success (Payne, 

2008; Ferguson, 

2010) 

In order for a KS programme and system to work 

and create an impact especially encouragement, an 

increase of awareness, and promotion of 

participation is needed. This is however very 

difficult. 

Helps in assessing the 

requirements for the 

company. 

Motivational factors 

(Kumaresan and 

Liberona, 2013) 

Best motivational factors are organizational support 

and self-motivation, compared to e.g. monetary 

incentives that only have marginal effects. 

Helps in assessing the 

requirements for the 

company. 

ICTs should support 

CoPs (Maier, 2007; 

Payne, 2008; 

Ferguson, et al., 

2010; Gairín-Sallán, 

A community is always stronger than an individual. 

Communities share and contain a lot of knowledge. 

Hence an ICT should support these. 

Helps in assessing the 

requirements for the 

company. 
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et al., 2010) 

Social software 

(Porter, 2008) 

One of the reasons for social web becoming the 

fastest growing software in the world is that humans 

are by nature very social. Therefore the software 

should also be social in order to satisfy their needs. 

This theory helped in 

choice of CSNs as research 

subject. 

Network theory 

(Borgatti & Foster, 

2003; Brass, 2012) 

A network is defined as a set of nodes, connected by 

edges. In the field of social sciences, the nodes 

represent actors of a network. The social network 

perspective focuses on the relationships between 

nodes rather than on the attributes of individual 

nodes. 

Background, explaining 

that the relationships are 

of focus. 

Social interaction 

(Agterberg, et al., 

2010) 

Actors of common characteristics have higher 

tendency of interaction. There are various opinions 

on the beneficence of this social phenomenon for 

organizations. An actor could be both an individual 

or a whole department or office. 

Helps in assessing the 

requirements for the 

company. 

Embeddedness 

(Agterberg, et al., 

2010) 

The higher degree of embeddedness the people, or 

“actors” exhibit, the stronger is their social influence 

in networks. 

Deeper understanding of 

the dynamics of relations 

and influence within 

social networks. Helps in 

assessing the 

requirements for the 

company. 

Social networks 

work better 

unmanaged 

(Kleinnijenhuis, et 

al., 2011) 

Managers should not control the social networks 

within a company since it might harm the 

established dynamics and limit knowledge sharing. A 

network should rather be nurtured. 

Helps in assessing the 

requirements for the 

company. 

Trust in social 

networks (Falk, 

2000) 

Trust heavily influences the quality of the interaction 

between actors. 

Helps in assessing the 

requirements for the 

company. 

ICTs supporting 

social networks 

(Steinfield, et al., 

2010) 

To fully utilize an organizations social capital, 

available ICTs should be used to support interaction 

and social connections between employees. 

Motivates the choice to 

investigate social ICTs. 

Defining SNS 

(Ellison, 2008) 

The major difference between “websites for certain 

communities” and “social networking sites” is that 

SNSs are constructed around the people rather than 

around the content or the processes. 

Defining a SNS. 

Different types of 

SNSs (Ellison, 2008) 

There are four different types of SNSs. (1) profile 

centric, e.g. Facebook and Google+, (2) passion 

centric, e.g. Dogster, (3) business centric, e.g. 

LinkedIn and IBM Connections, (4) user generated 

content centric, e.g. YouTube and Myspace. 

Defining the area of 

interest: internal business 

centric SNSs. 
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Characteristic of 

CSNs (Richter, 

2009) 

The most distinctive characteristic being that a CSN 

is like an open network, but it is still hidden behind 

the hosting company’s firewall - hiding confidential 

and sensitive information. Further characteristics 

being e.g. shared files for collaboration purposes and 

the restricted access to the network. 

Defining a CSN. 

Purpose of CSNs 

(Richter and 

Riemer, 2009) 

There are three main purposes of using CSNs: (1) 

being able to identify experts and knowledge bearers 

within an organization, (2) building personal 

context, (3) fostering already existing relationships. 

Showing what CSNs can 

be used for. 

Benefits of CSNs 

(Koch, et al., 2012; 

Kügler and Smolnik, 

2013) 

Managers and employees are seldom aware of the 

benefits that CSNs offer. A few of these benefits 

being e.g. increased internal social commitment, 

better employee engagement, improved morale, and 

reduced turnover. 

Emphasizing benefits of 

using CSNs. 

Risks of CSNs 

(Plumer, 2013) 

CSNs come with risks. An example being if the 

privacy and security controls are not sufficient, 

sensitive or harmful information could leak to the 

public. 

Emphasizing risks of using 

CSNs. 

Risks of the usage of 

CSNs (van Zyl, 

2009; Raeth, et al., 

2011) 

Not all employees benefit equally from using CSNs. 

This depends a bit on the work task conducted by 

the employee. The largest threat to a CSN is low 

activity by the users and there are several different 

motivational factors to make users use the system. 

Emphasizing threats to 

the system, helping in 

assessing the 

requirements for the 

company. 

Evaluating systems 

(Richter and 

Riemer, 2009) 

Looking at features of a system alone will make it 

near impossible to predict the success rate or 

usefulness of a potential introduction. It is more 

important to understand how people are using 

systems and assessing their needs and requirements. 

Further, it is easier to succeed with an introduction 

of a system if it is integrated with current systems 

rather than being a completely new stand-alone 

application. 

Motivating the choice of 

overall thesis 

methodology and 

evaluation method of 

systems. 

Table 4: A summary of the relevant theories and their connection to the subject of the 

thesis 
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4 ASSESSING THE NEEDS - SIRIUS 

This section aims to describe the situation at Sirius today and what tools are in use. The 

situation is mainly based on an internal review conducted through interviews. With this 

follows a presentation of identified gaps, problems, and needs. 

The department in focus in this investigation has been the technical department. This 

technical department is responsible for the programs, systems, and processes when 

evaluating exposure and risks. A result of this is that the department, as a whole, is 

working as the pricing unit for the products (calculating insurance premiums). The tools 

and systems investigated are the ones the department is using today for internal 

communication and knowledge sharing. The findings in this section inherit from the 

internal interviews with company employees8, mainly within the technical department. 

The interviewees referred to are not explained or found in the bibliography, but instead 

in Appendix C. All interviewees have two- or three letter reference names corresponding 

to their initials. 

4.1 THE COMPANY IN DETAIL 

4.1.1 BUSINESS 

Sirius is a reinsurance company. What differentiates reinsurance from normal insurance is 

that reinsurance is commonly known as a normal insurance9 an insurance company 

purchases from another insurance or reinsurance company. A normal insurance is what a 

person can purchase in order to insure their car, house, or health. A reinsurance is a mean 

of risk management, protecting against e.g. bankruptcy and destruction of capital when a 

larger accident or incident occurs. More informally, this risk management is done by 

transferring a portion of its risk to another insurance company (the reinsurer) so that no 

organization is alone viable when larger incidents occur. Typical incidents (or claims) a 

reinsurance company is involved in are large forest fires, storms, earthquakes, tsunamis, 

or when larger or a high amount of properties are damaged in general. Late examples 

being the Costa Concordia incident and the hurricane Sandy - in which many insurance 

and reinsurance companies were involved. (Investopedia, 2013; Business Dictionary, 2013; 

DA, 2013) 

Insurance underwriting is the process of evaluating risks and exposure of potential 

clients. This process decides how much coverage clients should receive, if any, and how 

much they should pay for it. Sirius is an active underwriter of most classes of non-life 

reinsurance. The most important class of business is property alongside with other classes 

                                                 

8 Internal interview questions can be found in Appendix A and the names of the interviewees that 
chose not to be anonymous can be found in Appendix C. 
9 A normal insurance is a first step risk protection. 
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such as aerospace, marine, and credit and bond. The organization is also active with 

normal insurance within areas such as international health and travel, property, aviation, 

and contingency. 

Insurance and reinsurance companies belong to the financial business sector. Other lines 

of businesses in this sector being e.g. banking, investment banking, financial planning, or 

securities analysis (Kolakowski, 2013). Organizations and companies within this sector 

have unique traits that classify them. One being that many of the companies operate 

under strict regulatory constraints on how they run their businesses (Damodaran, 2011). 

Another being that the organizations are slow to change, have a lot of momentum, and 

rather being safe than sorry (DA, MN; 2013). 

4.1.2 COMPANY STRUCTURE 

Sirius International is a company with its head office in Stockholm, Sweden, and is a 

separately capitalized company within the White Mountains Group, Ltd. Sirius 

International is the largest reinsurance company in Scandinavia with the goal of 

becoming the best reinsurance company in Europe. The organizational structure is a bit 

confusing, but an attempt to make it a bit clearer has been done in figure 11. Firstly, the 

Sirius International Insurance Group, Ltd, is a Bermuda holding company. Secondly, the 

organization consists of two operating companies: (1) Sirius International Insurance 

Corporation (“Sirius International”) with a head office in Stockholm and (2) Sirius 

America Insurance Company (“Sirius America”) with a head office in New York. Sirius 

America is a 100% owned subsidiary of Sirius International. Together the two operational 

units aim to cover the entire world. This full organization is owned by the White 

Mountains Insurance Group, Ltd - which is a financial services holding company with 

primary business interest in property and casualty insurance and reinsurance. As of 2011 

the White Mountains Insurance Group, Ltd, was the 32nd largest in the world, based on 

premiums written (McMahon, 2012). 



43 

 

 

Figure 11: The structure of the organization 

Sirius International have branch offices in Bermuda, Copenhagen, Hamburg, Liège, 

London, Singapore, and Zürich whereas Sirius America has its branch offices in Miami 

and Toronto. An overview of this is represented in figure 12. The organization has around 

400 employees in total worldwide. 

 

Figure 12: An overview of the head and branch offices of the organization 

For the remaining parts of the study, the name Sirius refers to the organization as a 

whole, i.e the mother company being Sirius International. Within Sirius International 
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Sirius America also resides. Information gathered in this section is based on the 2011 

annual report (Sirius Annual Report, 2011), a presentation held by the company supervisor 

about the organization10, and the official webpage (Sirius Official Webpage, 2013). 

4.2 KNOWLEDGE SHARING TODAY 

4.2.1 COLLABORATION 

To achieve better results, an increase in collaboration is often perceived as an effective 

method. This is also true at the Stockholm office of Sirius. It is described to work very 

well within the specific departments, but slightly worse in between departments. When 

asked, interviewees gave several reasons why the collaboration within the departments 

worked so well, e.g. because of the willingness to help, short decision paths, high amount 

of knowledge, and the close physical proximity to this knowledge (JD1, LM, LA, TK; 2013). 

An issue was however highlighted, being the low understanding and the ability for 

departments, all within the Stockholm office, to communicate with each other (BS, MN; 

2013). A reason for this was brought up, being the fact that the departments currently 

have no natural channels in which to communicate through (BS, 2013) and because 

interdepartmental communication is seldom regarded as business critical. Overall on a 

scale one to seven, one being the worst on the scale and vice versa, the interviewees 

graded the existing local collaboration to an average of 4.9. It was explained that as the 

organization has grown, the original ways to spread knowledge through physical 

meetings and collaboration had rendered useless because of the rise in costs when 

involving more and more people (IS, BS; 2013). 

When the subject of international collaboration and the efficiency of this was brought up, 

the interviewees explained that there were a lot of parameters that needed to be 

considered. For example, the work conducted between two underwriters, one sitting in 

Stockholm and the other in Singapore, was explained to be as good as it possibly could be 

(TK, LE, BS; 2013). Although, other kinds of information spreading and communication, 

both business, organizational, and socially related were at times lacking. It was explained 

that it was mostly the business directly towards customers deciding what kind of 

information and knowledge that was communicated and to whom (JD1, BS; 2013). 

Basically, it was the work that decided the points of contact (MN, 2013). On a scale from 

one to seven, the interviewees graded the quality of the international collaboration to an 

average of 4.1. A reason for this was also given, explaining that one simply do not know 

the employees in the other offices as well as one know the ones in your local office and 

hence, international contact that was not strictly business related, was unusual (TK, 2013). 

A consensus existed amongst the interviewees implying that the international contact, 

communication, and collaboration indeed had areas of improvements. Many different 

voices were raised, explaining that there ought to be a better team spirit and a more equal 

attitude inside the organization (AD, BS, DA, IS; 2013). A lack of this showing in 

                                                 

10 See Appendix E, meeting with David Anderson January 11, 2013. 
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symptoms of bad internal communication in a reference group11, a low level of knowledge 

sharing, long response time, low quality and redundant information sharing, disregard, 

bad flow of organization-related information, and lack of clarity in the IT-infrastructure 

(both locally and internationally) (JD1, LM, IS, MN; 2013). These symptoms were 

explained to have several causes. An important background fact is that the company 

structure had changed a lot in the last few years. The White Mountains Group acquired 

Sirius and with that came new regulations and processes (DA, 2013). Further, Sirius 

America was recently made a subsidiary of Sirius International after previously being a 

sister company (DA, 2013). Many interviewees saw this as a cause to the mentioned 

negative symptoms in the international communication. They claimed that this 

restructuring somehow created a sense of lack of influential power and that the branch 

offices are not being kept up to date about what is going on in the headquarters, a place 

which from most projects are controlled (TK, JD1, IS; 2013). It was further explained that 

not being kept up to date could cause the branch offices to believe that there are more 

things going on in the Stockholm office than there really is and that they are being kept 

in the dark (IS, 2013). Consequently, it creates grudges and lowers the team spirit and 

belongingness. 

Other causes why the international collaboration had areas of improvements were the 

matter of time deficit, unsatisfactory communication channels, and systems (JD1, LA, BS, 

MN; 2013). Stress and being under a lot of pressure can manifest in symptoms such as bad 

response time and a lack of knowledge sharing, which was explained to be the cause in 

the Sirius Stockholm office (JD1, LA; 2013). Furthermore, a lack of proper communication 

channels to reach out to the right sources was mentioned as a possible cause too (BS, 

2013). For example, Sirius has no natural system to spread neither “underwriting 

information to underwriters” nor normal information related to the organization (BS, 

2013). Moreover, the amount of IT systems was explained to be unnecessarily excessive 

because they have been expanded over time not being properly thought through (MN, 

2013). 

4.2.2 CULTURE 

It was earlier explained that the organization, being a reinsurance company, falls into the 

financial services sector. With this comes e.g. heavy regulation and many top-down 

processes (IS, 2013). Especially since being acquired by The White Mountains Group, 

Sirius has been forced towards more control and stability (IS, 2013). It was explained that 

the belongingness has increased since the acquisition, but it is still not perfect (IS, 2013). 

The culture, especially locally on the different offices around the globe is heavily affected 

by local regulations, legislations, culture and rules (IS, 2013). The business is supposed to 

be conducted in an equal way in all offices, but the rules affect this to a large extent (IS, 

2013). It was explained that there was a lot of politics involved when many underwriters in 

                                                 

11 A reference group that is to give input to the developers and requirement summarizers of a 
certain IT system. 
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different offices think that everything should be done their way (MN, 2013). This creates a 

lot of momentum and resistance in the organization for every individual or organizational 

change. 

The organizational culture can be illustrated in a graph, in which the interviewees placed 

Sirius equally to what is previously shown in the chapter (IS, MN; 2013). The graph is 

shown in figure 13 and is based on Haworth’s theories on different organizational culture 

types (Tharp, 2004). 

 

Figure 13: The type of culture in Sirius 

New employees at the firm do not go through a specific process of introduction. This is, 

according to Koch, et al. (2012), an important moment for establishing bonds with the 

company. This applies especially to recent graduates with limited social network and 

knowledge within the field and this profile is unusual for recruits at Sirius. Thus, it seems 

to be working out well when they get shown where to conduct their work and are 

instructed to ask their neighbors if they have any questions on systems, procedures, and 

important meetings (IS, 2013). Sirius International used to have a system of shadowing 

another employee to learn the routines, but nowadays it is up to each department to help 

the person to get integrated in the systems, procedures, and the community (IS, 2013). 

It is not uncommon that organizations have an internal system with a function to show 

the knowledge and competencies of employees (Eppler, 2001; Dana, 2009; et al.). The 

procedure of gathering this information about employees is often more difficult than the 

implementation of the system itself and in order to be successful it needs to be based on 

the right reference information and presented in a framework that everybody can relate 

to (Eppler, 2001). Even despite this obstacle, once the individual knowledge is mapped, it 

can be applied more efficiently as an organization’s aim is rather knowledge application 
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than knowledge creation (Grant, 1996). The process of gathering and mapping employee 

knowledge can be done in different ways - for example: 

 Letting employees admit their own competencies. 

 Having their colleagues admitting their competencies. 

 Management admitting employee competencies. 

When this subject was brought up in Sirius the majority was positive to the thought of 

having one's colleagues recognizing the persons competencies to be gathered in a 

database (BS, LA, IS; 2013). Most interviewees were also positive towards admitting one's 

own competencies or a mix of these two (AD, JD1, LM, LA, MN; 2013). Having 

management admitting competencies were not the most popular choice, but one 

interviewee explained the dangers of not having a top-down controlled system for 

assigning these competencies. First of all, employees could end up getting more work 

assignments than the line managers could see (TK, 2013). Second, these time consuming 

assignments could get out of hand and take up several hours every day (TK, 2013). Having 

self- or colleague admitted competencies could work as guidelines for management, but 

should not be the final call (TK, 2013). Furthermore, voices were raised implying that 

admitting one's own competencies could be very difficult as it is difficult to grade if you 

are “good enough at it” (LM, 2013). As a consequence, if this type of system is to work it 

needs all employees’ participation (JD1, 2013). 

Admitting competencies outside of one's normal work assignments could certainly take a 

lot of time and effort from employees, ultimately resulting in having to help, assist, or 

respond to questions from other employees in the organization. During the internal 

interviews, the incentive for participating in such collaboration- or knowledge sharing 

programs to help or assist colleagues were brought up with mixed results. A couple of the 

interviewees mentioned the “feeling” of helping or assisting a fellow colleague as 

incentive enough (AD, LA; 2013). Another wanted to share and help in order to make sure 

the colleagues can learn and be more effective at what they do (BS, 2013). A third deemed 

it a mandatory part of one’s role as an employee to share knowledge and help each other 

out, no incentives should be needed (TK, 2013). A fourth illuminated the monetary aspect 

as an incentive that would increase the willingness to help, assist, and participate (JD1, 

2013).  

4.2.3 COMMUNICATION 

The kind of contact, the kind of information spread, and the frequency of this differs a lot 

amongst individuals in the organization. The frequency is dependent on e.g. the time of 

the year. During different times of the year the work load peaks where a lot of renewals of 

customer contracts take place. During these peak periods, the frequency of international 

contact increases (LM, 2013). 

First of all, it is important to emphasize that there is different information communicated 

throughout the organization. There is:  
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 (1) business related information, which is information regarding a deal or a 

contract e.g. technical details and pricing information. Sometimes this is 

international contact as the deals and contracts require that, from Sirius side, two 

underwriters sign it and that these two underwriters sometimes sit in different 

offices. 

 (2) information related to the organization e.g. changes or news. 

 (3) social discussions and contact - including everything from general discussions 

concerning other insurance companies, through questions regarding how to do 

something in a certain system, to contact on a more personal level (LM, LA, JD1, 

TK; 2013). 

This information spreads in different frequency. The business related information, 

internationally, spreads amongst colleagues and contract underwriters at a very shifting 

frequency. During the “renewal” times, when most contracts are being annually renewed, 

the frequency of international contact is high (several times per day) (BS, 2013). But 

during calmer periods, the frequency could be as low as once every few weeks (JD1, 2013). 

The organization related information is spread weekly and monthly at a continuous pace 

locally on the Stockholm office (IS, 2013). Internationally, the organization related 

information was barely spread at all (IS, 2013). The international social contact was very 

dependent on the employees’ personal relation to employees in other offices. While some 

had daily social contact with other offices, some had none (TK, LA, LM, JD1, BS; 2013). 

This international contact was explained to be very important for most of the employees 

at Sirius, but especially for the underwriters (LM, JD1; 2013). Further, an increase in social 

international contact would undoubtedly be beneficial for the organization (LA, 2013). 

One of the reasons for this is to create a social familiarity between employees, with a 

result of decreasing risk of misinterpretations and employees getting upset by another 

parts way of e.g. expressing him- or herself in English12. According to Kügler and Smolnik 

(2013), employee connectedness positively correlates with successful information transfer 

and can be strengthened by using a CSN in the case of globally dispersed organizations. 

An increase in social contact could further help in the unity problems in the organization, 

which ultimately could lead to an increase in the common view on e.g. risk (LA, 2013). 

4.2.4 SYSTEMS AND COMMUNICATION CHANNELS 

E-mail, telephone, and eye-to-eye meetings 

Being the main communication and knowledge sharing tools of today, locally, the mailing 

system, telephone, and ‘knocking on the colleague’s office door’ are used by everyone on a 

daily basis. Mailing more than phoning for some employees, as it keeps a log of what has 

been said by whom (LA, 2013). 

The mailing system is what the employees rely on to be kept up to date on changes in the 

organization, invitations to meetings, and changes in other systems (the forum, the smart 

                                                 

12 English is the principal language in Sirius, but not all employees are native speaking. 
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system, etc) (LA, AD, DA; 2013). This works both locally and internationally. As a 

consequence, the mailing system is the backbone of the communication in the 

organization (JD1, LM; 2013). However, having the mailing system as the only 

communication channel often leads to employees receiving information redundant or 

irrelevant to their work task, position, or area of interest (IS, BS, JD1, LM, TK, LA; 2013). 

Mailing lists exist, but they are clumsy and it is difficult to filter them appropriately (BS, 

2013). Being the main communication channel, the mailing system provides 

communication of all the kinds of information previously mentioned - business, 

organization, and socially related. It is a channel working one-to-one, one-to-many, and 

many-to-many. 

Locally, the basic communication and knowledge sharing system of simply ‘knocking on 

each other's office doors’ is anticipated as the absolutely most effective tool to share 

knowledge. It is fast, effective, and usually requires the least effort - even though the 

person contacted might not have all of the required information (DA, LA, BS; 2013). But, 

of course, this method only works locally. It is a redundant method to reach knowledge 

internationally. The information spread through this channel is commonly business 

related and certainly spiced with social interaction and communication. 

As opposed to popular belief, telephone is not considered the most effective 

communication tool as many of the employees (in the technical department) periodically 

have a lot of international contact. Some have this contact with other offices in Europe, 

but others have a lot of work together with the offices in e.g. Singapore or Bermuda. 

Telephone is not an effective communication tool because of the time perspective, 

looking at the different time zones and hence office hours (JD1, 2013). Telephone is 

however a very fast tool and is certainly used to a large extent when the situation allows 

for it. This channel is only used for the purpose of business related information. 

The insurance smart system 

Many businesses today have a smart system respectively in order to use computer power 

to assist the company in optimizing processes that earlier were conducted by man alone, 

such as decision making based on certain data. In the insurance business a smart system 

is a computerized tool an underwriter is able to use in order to help the decision making, 

whether to accept or deny a specific customer with certain associated risks. Also, the 

system is able to provide an acceptable premium based on the exposure and risk of the 

customer (DA, 2013) (Onlinedegrees, 2013). 

At Sirius, along with the smart system, there is a SharePoint web page in place to provide 

access to things that are connected to the smart system. These are mainly in the form of 

shared electronic documents i.e. templates, guides, cheat sheets, and general information 

(DA, 2013). Further, in an attempt to increase communication between the users of the 

system, a discussion board was introduced on the page. The purpose of the board was for 

users to be able to write, talk, communicate, and ask quick questions to one another. 

They also established a reference group, consisting of one representative from each office, 

in order to bring forward e.g. user opinions, input, and bugs to the developers of the 
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smart system in Stockholm. The page was supposed to be used by these members as a 

communication and input channel, but with no success (DA, 2013). Statistics show that 

only the ‘shared files’ part of the page is used at all (AD, 2013). Some of the users had the 

shared files (templates, guides, etc) locally on their computers, again decreasing the need 

and usage of the page (JD1, 2013). Lately, the page has turned to become a source of news 

about the system - which in turn falls into the category of organization related 

information. 

There are a lot of mixed feelings regarding this web portal. The general consensus is that 

it is “ugly”, “messy”, “things are not in the right place”, and that the page is overall 

redundant (LM, AD, TK, BS, MN, DA; 2013). The only good thing about it is the few 

documents lying in the shared files part of the page, containing e.g. guidelines and things 

that help with the usage of the smart system (JD1, 2013). It was however argued that the 

thought behind the page was good, wishing to spread information regarding the system 

by putting it all in one place instead of mass-mailing out e.g. information on updates (AD, 

2013). Overall, to have one place with all the information regarding that system was 

appreciated (AD, 2013). 

Chat system 

For instant communication inside the organization there is a chat system. The system is 

the Office Communicator 2007, including functionality such as normal chat, group chat, 

seeing availability of other users, screen sharing, and remote desktop control (AD, BS; 

2013). 

The system is used by only a few individuals, but most people appreciate the system and 

like the thought behind it (AD, DA, JD1, BS, IS; 2013). There were several reasons, mostly 

individual, why people chose not to use the chat system. One interviewee explained that 

the initial instructions for using the system were bad or vague, which was followed by a 

lack of interest to use it (JD1, 2013). Some explained that they did not like to be disturbed 

when working by instant pop-ups or sounds from a chat system (TK, IS; 2013). It was 

clarified that the size and flexibility of the system was a good feature, but not the demand 

for instantaneous response (TK, IS; 2013). Another argued that the chat fills no function 

when the mailing system is so much alike (MN, 2013). The last non-users argued that the 

credibility is lower in this chat because there is no function to save the chat log (LA, MN; 

2013). Through mailing the history is automatically saved and can be backtracked (LA, 

MN; 2013). Despite these downsides, the interviewees emphasized in regards to the chat 

system, that they liked the idea behind it and would appreciate some similar system if it 

was integrated better and included further functionality more suited to this business (LM, 

JD1, LA; 2013). 

The information spread in the system is both business and socially related and mainly 

considered a one-to-one communication channel - but it is used for group conversations 

internationally as well (BS, 2013). 
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WebEx 

WebEx is a system in place for mainly international instant communication. It has the 

functionality of a conference telephone, screen sharing, and chat. It is mainly used for 

common international meetings and presentations (AD, 2013). The system is considered a 

good source of information and channel for input and opinions (JD1, 2013). Although, one 

interviewee explained that especially the older generation of users like to participate in 

the conversations and bring input - but that they do not want to administrate or host a 

conversation like this (LM, 2013). The reason for this being that it is anticipated as rather 

difficult to host, but very easy to participate in (LM, 2013). 

Forum 

To give all underwriters of the organization a common platform, a page (or web portal) 

was introduced called the Underwriters Forum (“UW forum”). The page has similar 

functionality as the smart system web page with e.g. shared files, guidelines, portfolio 

reports, and results. The extended functionality of this page is however a sort of a news 

feed which very few users have access to make posts in, but all the underwriters have 

access to read (AD, MN, LA; 2013). The purpose of this was to be able to spread 

information that many are interested in through one channel, instead of always mailing 

all information to the people of interest (DA, 2013). When asked, interviewees did 

however explain that this “feed”, given the amount of posts, contained very little 

information that was related to individual interest or work position areas (LM, JD1, LA; 

2013). The interesting and used part of the page was the shared files which, as the name of 

the forum suggests, contain information related to the underwriters and the work they 

conduct (LA, JD1, BS; 2013). The most interesting files were, as explained by one of the 

administrators of the page, a couple of files containing information concerning the 

organization (LA, 2013). 

The page has the purpose of spreading business related information with a small feed of 

organizational related information (DA, 2013). The users, overall, had the opinion that the 

purpose of the page was good but “it is not quite there yet” (LA, BS, MN, JD1, TK, DA; 

2013). An example of this was brought up, explaining that even though news were 

published there for underwriters - the information still has to be mailed out to make sure 

the information reaches everyone (BS, 2013). 

Lotus Notes 

Lotus Notes is still in use but under deconstruction. The system used to be the main file 

and information exchange system around five years ago, but as the system grew outdated 

the choice was made to switch to newer platforms and internal SharePoint-sites (BS, 

2013). Today the system is used by only a few people at a low frequency, but information 

regarding e.g. the business, the organization, personnel, planned business trips, etc is still 

added (TK, 2013). The layout could be described as today’s programs to browse in 

databases with. It is very old and not especially intuitive (BS, TK, MN; 2013). The purpose 
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of the system was to save and make available both organizational and business related 

information to all the users of the system (BS, TK; 2013). 

Shared opinion on the current systems 

All users of the systems shared one opinion of what was good about the systems: 

whatever document, manual, guide, template, or information one might be looking for, 

they knew where to find it (JD1, LM, BS, MN; 2013). The files are currently saved in 

different clusters and learning what files are in which cluster is very doable. This is also 

the only pro that was mentioned. The concept of having files in places belonging to the 

different softwares or positions was approved and appreciated, so that you know ‘where’ 

to look for ‘what’ (JD1, LM; 2013). 

Other channels of communication 

The subject of organizational related information has been mentioned and only a few 

channels for the spreading of this have been demonstrated. The internal review does 

however show that, locally, there are further channels for the spreading of this 

information. Firstly, the Stockholm office have a weekly newsletter sent out via mail (IS, 

2013). This letter contains information regarding matters such as people coming or 

leaving, planned trips, planned visitors, larger damages, when the fridges are being 

emptied, why an elevator might be broken, vaccination times, etc (IS, 2013). Secondly, 

there is a monthly local conference where the CEO presents economical results, damages, 

trends, development of larger claims, and where the different departments present what 

they are currently doing, present newly hired people or people retiring (IS, 2013). Thirdly, 

the local Stockholm office have an annual conference where more in depth financial 

results are presented, real lines of business are explained, and the current situation in the 

world is discussed (IS, 2013). On this conference there are three people presenting: The 

CEO, the CFO, and the chief underwriting officer (CUO) (DA, IS; 2013). 

All in all, the organizational information spread locally in the Stockholm office is working 

out well. However, internationally it is worse (IS, 2013). The employees in the Stockholm 

office barely know what is going on in the other offices, even though they belong to the 

same organization, and it is believed to be the same the other way around too (MN, 2013). 

The basic spreading of organization related information throughout the company is low 

or non-existent, quoting one of the interviewees: “Let us just say that there is a room for 

improvement.” - MN, 2013. 

General conception 

The general conception regarding all systems for work, collaboration, and 

communication is that employees are sick and tired of the continuous introductions of 

new systems (LA, AD; 2013), being in line with what Richter and Riemer (2009) argue in 

their paper. The conclusion that can be drawn from this is that there is friction and a 

general resistance when it comes potentially introducing a new system of any kind. 

Moreover, the general business, stress, availability, and time constraints are explained to 
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be a major obstacles when it comes to making sure employees actively participate in any 

new system that relies on activity or participation to function well (LA, 2013). 

4.2.5 PREVIOUS AND FUTURE PLANS 

Sirius have previously had plans and measures to increase unity and eliminate barriers. 

These have been in the shape of e.g. creating side teams and unions across departments 

to do some specific task (IS, 2013). These teams have been out for after work drinks and it 

worked overall pretty well, but they were restrained to the Stockholm office (IS, 2013). 

Further, developing an satisfactory intranet to increase unity and team spirit have been 

up for question several times during the past 10 to 15 years, but have never gotten farther 

than a conceptual phase (IS, BS; 2013). The reason for this is explained to be that this 

question has kept getting down prioritized (BS, 2013). Moreover, Sirius used to have 

business unit meetings to communicate this kind of organizational news and 

information. The meetings were held locally in Stockholm and representatives from the 

other offices were flown in. These meetings did however get too expensive and were 

suspended (MN, 2013). 

Once again the question regarding an organization-wide intranet is up and being planned 

for (IS, BS; 2013). The plans are to pilot out a Microsoft SharePoint based intranet system 

in Stockholm to see how well it could work (IS, 2013). If it works well, an international 

initiative would be the next step (IS, 2013). A consultancy firm has been contacted to help 

in the conceptual phase of designing and specifying what options there are and what 

functionality potentially would be desirable for the different departments (IS, 2013). 

4.2.6 THE STRATEGY 

Looking into the systems and processes it is obvious that Sirius finds itself on the second 

grade of a four-grade maturity of collaboration scale developed by Infotech (2011). This 

means that they have an immature collaboration strategy where the needs for 

improvement are identified but are often “hot-fixed” by custom solutions that vary 

between teams or organizational units. This has a negative impact on the overall global 

collaboration and must be addressed in order to move up on the scale towards a more 

mature strategy and ultimately a fully integrated strategy - which is the highest position 

on the scale. These steps are illustrated in figure 14. 
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Figure 14: The organizational collaboration scale 

Without an appropriate collaboration strategy, there is a serious risk that employees will 

not use the technology and the governance of the new system fades away (Infotech, 2011). 

This risk can be reduced when both the IT department and all business units pair up for 

the creation of the collaboration strategy. 

4.3 REQUIREMENT ANALYSIS 

It is important to segregate the individual from the organizational needs. The reason for 

this is that the two have different aim. The organizational aim is leaning more towards a 

better structure, a better flow, and optimization of processes, whereas the individual aim 

is towards making the individual work tasks smoother and easier. 

4.3.1 INDIVIDUAL NEEDS 

A finding in this investigation has been about how restrained the employees are when it 

comes to time. Following this, a user need was illuminated - to be able to see availability 

of others (LA, JD1, LM; 2013). This can be done today through Outlook Calendar, but that 

was described to be: “Not exactly what is wanted”. Simply knowing if the other person is 

available “Right now, in his or her office and available for a quick question” in a clear, 

easy, and simple way was wished for. Even more if this was applicable internationally. 

Because of the anticipated overflow of redundant information reaching employees, better 

filtering was wished for (JD1, MN, LA, LM; 2013). This applied to both mails and the feed 

of all kinds of news. Very often employees receive information uninteresting to them 

because of old and undynamic mailing lists, or a news feed that was not able to be filtered 

properly. A better function for this was requested so that a personal RSS feed could be 

integrated with the (potential) organization related news feed, along with other external 

feeds (MN, LM; 2013). 

Further, many functions were available to employees who did not need them. The need 

for an adaptable "start-page" or similar was however wished for. Maybe not a tailor made 

page for every user, but at least for the different offices or the people conducting different 

kinds of business (LA, 2013). This kind of hub or start-page was wanted, where everything 

required to conduct everyday work would be available. For the systems that were 
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interesting, a functionality of having user comments or corresponding "post-its" inside 

the systems was wished for (LM, 2013). One system, that was mentioned by many 

interviewees, to be able to be reached through a kind of start-page was easier access to a 

common CRM (customer relationship management)-system, which does not exist today 

(TK, MN; 2013). Furthermore, another way to save and group data was wished for e.g. so 

that information could be grouped by country or company instead of by deal and contract 

(MN, 2013). 

The current chat system became somewhat made redundant by the lack of automatic 

saving of the chat log (LA, MN; 2013). The information communicated between people 

sometimes needs be backtracked and lacking the “log” function makes the chat unusable 

by some. Hence there is a need for automatic logging of this kind of communication. 

It was agreed by the interviewees that a more agile way of knowing who knows what 

information and where this information is seated would be good. An overall increase in 

peer-to-peer communication was anticipated as a good idea. This could happen either 

through a discussion forum or further encouraged one-to-one communication (JD1, AD, 

LM; 2013). Any system that could make this more effective was replied to positively. 

Through any system, the information of interest differed a lot between individuals. Some 

wanted to reach best practices and business related information easily, whereas others 

simply wanted better relations and social contacts (LM, LA, DA, AD; 2013). All agreed that 

general information through news feeds was wished for, but only if it could be filtered 

properly. 

4.3.2 ORGANIZATIONAL NEEDS 

The most important finding from the organization’s perspective has been the lack of 

channels for spreading information. Internally, at the Stockholm office, it is conducted in 

a fairly good manner. Globally however, between international offices, the situation is 

worse. Employees explained not really knowing what is going on at the other offices of 

the organization (MN, 2013). This is indeed a problem, implying a lack of unity and team 

spirit. The information that needs to be spread is partly organization-related information, 

e.g. what is going on at the office, who is being employed, leaving, traveling, etc. The 

other parts are business information, economic information, status updates, how far 

certain projects have come (IS, 2013). It was further explained that, from an 

organizational perspective, it would be easier to put this information in one place where 

the users could pick it up if they wanted to, instead of having management feeding the 

employees information in hope that they like how it tastes (IS, 2013). Hence, it would be 

better to have one well working system or source where management continuously can 

make new information, news, and changes available (BS, 2013). This system needs good 

filtering so that the right information is available for only the people that are interested in 

it, e.g. in the groups of offices, departments, or positions (IS, BS; 2013). 

To make such a system work, employees need to actively see the feed. This was found to 

only be possible if people pass by the feed when conducting normal work, i.e. by 
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automatically reaching the feed without actively going through a process to find it (BS, 

2013). To make this work, a common system with an integrated function for this is 

required. Initiatives have been taken, seeing if discussion boards, news feeds, chats, etc 

having been working - but at the times the functions have been in different systems 

separately and never properly integrated. These projects were not as successful as hoped. 

Further, a CRM-system is required globally, preferably integrated into a common system 

(MN, TK, BS; 2013). This is important to ease the access and optimize the process of 

handling information regarding the customers. 

What hinders these organizational needs today is that Sirius has no common global 

intranet for sharing neither organization related information, feeds, nor CRM to be 

integrated into (BS, 2013). Following this is that each office has their own structure, own 

systems, and own processes for conducting projects (BS, DA; 2013). All these factors play a 

role when looking into the unity of the organization. A common global intranet amongst 

all offices could be a starting point to increase the team spirit and feeling of 

belongingness for the employees. Moreover, in the interest of the organization - peer to 

peer or one-to-one contact is encouraged and appreciated. It was mentioned that an 

increase in any sort of contact across borders will make projects, deals, and processes 

smoother and more effective (LA, 2013). 

For a potential introduction of such a global covering system, the users emphasized 

certain needs and requirements on the functionality of it. Some of these were e.g. 

integrated news feed, easy access to software needed to work, and a single log on 

platform where all shared documents needed could be reached (LM, JD1, BS, TK, MN; 

2013). Further findings have been the requirements of user friendliness and flat learning 

curve because of reasons such as the high average age of the employees. The average age 

is 47 amongst men and 48 amongst women (AD, 2013). A finding previously mentioned 

that employees are sick and tired of the introduction of new systems and this further 

supports the finding that the systems need to be user friendly and have a flat learning 

curve. This is also supported by the theories by Richter and Koch (2008), explaining risks 

of introducing a new system when there are already many in use13. 

4.4 CONCLUDING THE REQUIREMENTS 

A common conclusion of both organizational and individual needs follow. The reason for 

the merging of the two is that even though they might not have the same aim, they still 

narrow down to the same situations and problems with equal requirements. Further, as 

explained in theory by Kügler and Smolnik (2013), assessing the individual needs is not 

only easier, it also provides higher validity of the requirements.  

4.4.1 REQUIREMENT CATEGORIES AND WEIGHTS 

                                                 

13 Further explained in theory chapter 3.4.3. 
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It is difficult to grade the importance of different requirements and especially hard to put 

them all in relation to each other on a common scale. The requirements have hence been 

categorized into five categories so that these in turn can be compared to each other in a 

common overview. The categories chosen were specifically aimed at the aspects identified 

as important for this study. These being communication, collaboration, information and 

knowledge spreading, social, and systems. The first three are self-explanatory. The social 

aspect focuses on the relations between employees, being a subject that has been brought 

up during the theory and the interview part of this study. System denotes the 

requirements that are put on the systems per se in order to function well within the 

organization. The following table represents how both individual and organizational 

requirements are covered by existing ISs along with their goal. These results have been 

quantified on a seven grade scale with a 0.5 point resolution, seven being the highest 

score and zero being the lowest. The weighing process is explained in depth in the 

methodology chapter. The weight is the importance of the requirement and the coverage 

today is how well the requirement is covered today by current systems. 
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Category Specific requirements Weight 
Coverage 

today 

Communication 

Standardized global communication channels 7 4 

Good response time between individuals 4 5 

Steady frequency of international contact 2 2 

A relatively low amount of emails 5 1 

Support and encourage one-to-one communication 6 3 

  Average 4,8 3 

Collaboration 

High rate of collaboration 7 4,5 

Encourage international collaboration and contact 4,5 2 

Decrease boundaries and lower electronic fences 5,5 2 

Employees having high influential power 6 2 

An equal and united way of conducting business 7 5,5 

High rate of participation and activity 6 5,5 

  Average 6 3,6 

Information and 
knowledge 
spreading 

Easy to find specific information globally 6,5 3 

Good global flow of organization-related information 6 1,5 

Good communication channels; the right information reaches the 
right people 

6 3,5 

Good overview of other employees and competencies 5 1,5 

One channel for international organization-related information 6,5 2,5 

Personal RSS and well filtered news feed 7 2,5 

Automatically seeing/accessing the channel for organization-
related information 

5 5 

Easy to add organization-related information to one channel 6 6 

  Average 6 3,2 

Social 

Getting to know employees at other offices 4 2 

Feeling of belongingness 6 4 

Common understanding and norms on all offices 6 5 

Overall good social communication and contact 4,5 2,5 

  Average 5,2 3,4 

System 

Global common portal for communication and collaboration 6 2 

Integration and possibilities to merge with current systems 6,5 2 

Easy access and overview to available systems and software 7 6 

Same systems used in all offices 7 3 

Adaptable start-page for each employee position 7 1 

Easy access to shared files that are grouped appropriately 6,5 5,5 

User friendly 7 5 

Flat learning curve 7 4,5 

Able to see availability of others 6 3,5 

Common database and system for CRM 6 2,5 

Integrated instant messaging with extended functionality 4 3 

  Average 6,4 3,5 

Table 5: The requirement analysis concluded with corresponding values representing the 

situation today 

Looking to these results it is clear that the largest areas of potential improvements are in 

system and information and knowledge spreading. Although, not to undermine the other 
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categories as they all obviously have areas of improvement which all could add value to 

the organization. 

4.4.2 REQUIREMENT OVERVIEW AND ILLUSTRATION 

A visualization of results makes it easier for the human eye to interpret the results. A 

good way to display multivariate data, such as the one presented in table 5 in the previous 

section, is with help of a spider chart, sometimes also referred to as a radar chart or a 

kiviat diagram. The average results from table 5 are displayed in figure 15 being a spider 

chart with five axes. Each axis represents the measured dimensions of the ISs. The red 

line represents the internal requirements and the blue how well these are covered by 

systems currently in use today. This way, the largest gaps in systems today can easily be 

identified by the eye. For a more detailed illustration, see Appendix G figure 23. 

 

Figure 15: A graphical overview over the requirements of Sirius and the coverage provided 

by the systems today 

Overall it is obvious that the systems today do not sufficiently cover the needs and 

requirements of the organization. The following chapter aims to give answer to how these 

needs and requirements can be reached. 
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5 SATISFYING THE NEEDS 

This chapter describes the general obstacles, problems, preconditions, and solutions when 

incorporating a CSN in an organization. Based on this, the first part ends in a concluding 

statement to whether a CSN is appropriate for Sirius or not. Following this is an analysis of 

the most appropriate CSN for Sirius based on the needs and requirements assessed in the 

previous chapter. 

Now the requirements and needs have been assessed and visualized. To plan an overall 

collaboration strategy for covering these needs would be the best way to start, but it 

would be a very complex project so it was decided to be left out of the scope of this thesis. 

Instead, the focus is on investigating how the needs and requirements outlined in the 

previous chapter can be covered by a CSN in general and decide whether it is worth the 

effort to incorporate a CSN at all. However, investigating preconditions and setting goals 

for internal social collaboration comes in the first place and choosing an appropriate 

platform comes second (Donston-Miller, 2011; Infotech, 2011). 

Again, the first step is to investigate preconditions and set the goals based on the needs 

and requirements assessed in the previous chapter. The second step is then the 

investigation on the currently available CSN solutions and evaluating them in respect to 

the company’s needs. 

The external interviewees referred to in this chapter are not localized in the bibliography 

but instead in Appendix D14. 

5.1 PLANNING FOR A CSN 

There should always be a business goal with each corporate initiative that a company is 

planning to undertake and the introduction of a CSN is no exception. Although, to define 

these goals certain organizational preconditions must be assessed in order to 

acknowledge whether the initiative should be taken or not. 

5.1.1 PLANNING PHASE IMPLICATIONS 

Some preconditions and potential hinders have already been highlighted in the 

theoretical chapter. Some of these being difficulties implementing a CSN if there are 

already many systems in place, usage resistances of the system, and challenges 

concerning the sensitivity of the information communicated. Further important 

preconditions and obstacles have been highlighted through an external investigation. 

First of all, it is important to establish that there certainly is a purpose and vision when 

taking any organizational initiative. In the case of implementing a CSN the vision is to 

leverage the current workforce and to capitalize the knowledge it possesses to a higher 

                                                 

14 Which is the overview of the external interviewees where the reference naming is included. 
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degree (Tele2, 2013; Skanska, 2013; SEB, 2013a). Skanska (2013) further explained that their 

vision also was to more easily spread organization related information globally from e.g. 

the board (Skanska, 2013). According to Olsson Neve (2013) a CSN could very well be the 

final step needed to tie up the loose ends and make the employees realize that they are 

part of something bigger, thus reaching the mentioned premises. In the case of SEB 

(2013a) it was simply a need for something more. The systems previously in place did not 

sufficiently live up to the expectations and needs the employees have to work efficiently. 

Functionality, which is taken for granted in most systems today, was missing and was 

definitely needed (SEB, 2013a). Swedish insurance company Folksam have also had the 

same issues, hence also being in the phase of implementing a CSN to overcome most of 

these issues and to further leverage the full potential of the workforce (SEB, 2013a). 

Further purposes of choosing a CSN was, as supported by theory, to retain knowledge 

within the organization (SEB, 2013b; Tele2, 2013). People leaving the organization - 

through either change of work or through retirement - is a serious threat to the overall 

competence pool of the organization and thus, increasing communication and knowledge 

spreading through a CSN becomes beneficial (SEB, 2013b). SEB (2013a) further argued that 

easy access to a fairly small amount of information in the form of e.g. presentations 

instead of having a vast bulk of information encourages reuse of material. This does in 

turn lower the risk of having errors or faults in the material and also keeps the material 

up-to-date (SEB, 2013a). 

General preconditions that must be assessed for usage and success of the CSN can be 

divided into four different categories: technology, culture, attitude, and security (Tele2, 

2013). The technical preconditions are e.g. is the system mergeable, are there enough 

servers to support the system, does the organization possess sufficient competence to 

install it, and is it possible to implement an overall “single sign-on” functionality (Tele2, 

2013; SEB, 2013a). The cultural obstacles are the obvious differences in culture which in 

turn could hinder usage and success of a CSN, e.g. in Russia or Kazakhstan where people 

are less open (Tele2, 2013). The problems in the attitude category is e.g. senior employees 

being reluctant to use new systems or new technologies, or users not daring to ask 

questions (Tele2, 2013; Skanska; 2013). The fourth category involving safety is e.g. when 

there is a lot of sensitive information in the organization that is not allowed to be leaked 

even to other parts of the organization, which in turn defeats the purpose of openness a 

CSN provides (Tele2, 2013; Skanska, 2013). Olsson Neve (2013) explains that these 

preconditions and obstacles might not be able to be overcome through a sufficiently 

covering system, but instead that it is these barriers that need to be overcome individually 

through other initiatives. Indeed, a system could lower these barriers but the barriers 

need to be assessed in order to know whether the issues in the organization are 

defeatable by using a system or by taking other kinds of initiatives, i.e. there is a high 

probability that current systems provide all that is needed from them (Olsson Neve, 2013). 

Supported by theory, the internal investigation, and the external investigation: one thing 

users want is simplicity. A system should be extremely easy to understand to get it 

established amongst the users. A software such as Dropbox was a good example, a 
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program which works seamlessly and is easy to understand for any user (BearingPoint, 

2013). It was further found that the larger the system, the more difficult to establish. This 

is because of reasons such as high friction during implementation as users overall 

thinking that the system is “slow”, “too large”, or “too difficult” (BearingPoint, 2013). 

Overall simplicity was preferred over wide functionality (BearingPoint, 2013). 

What is further suggested by theory, and has been found to exist in Sirius today, is that a 

relatively high average employee age 15  could be an obstacle for a successful 

implementation of a CSN (Olsson Neve, 2013). The same issues existed in SEB (2013a) 

during their implementation, certainly it worked, but overcoming the momentum and 

friction is tedious and requires a lot of time and effort. Something as small as each having 

an individual visible profile in the CSN requires arguing and explaining (SEB, 2013a). For 

most of these high age employees there was a need for minor educations to change their 

mindsets towards more openness (SEB, 2013a). A younger audience is much more 

adaptable and open to new technologies (SEB, 2013a). It was further explained by SEB 

(2013b) that it always takes time for a traditional organization to change its attitude, 

culture, and behavior and getting a social tool that becomes a part of the everyday work. 

Many of these problems can be overcome with appropriate planning and early awareness 

of the problems that might arise. It is important to e.g. realize that the system will not 

install itself automatically amongst employees and that for a system to get successfully 

implemented and have an impact at all a lot of preaching and teaching is needed (SEB, 

2013a; BearingPoint, 2013; Skanska, 2013). SEB (2013a) further explained that through 

profiling and using a CSN it becomes more obvious that when communicating 

throughout the organization one is speaking to an individual rather than to an email-

address, and that this is a small step towards proving the worth of the system. It was 

explained by BearingPoint (2013) that the market is leaning more and more towards this 

kind of one-on-one communication. What is interesting in today’s industry in many 

sectors, especially the consulting, banking, or insurance business – is that products and 

solutions are tailor made for each customer. The kind of information that needs to be 

communicated in the organization is how-to, not the exact what-to. Through this there 

are contacts being more spread, not the information per se (BearingPoint, 2013). Olsson 

Neve (2013) supports this, arguing that a CSN is supposed to be used to create relations 

and networks and not simply to share information. 

Low usage of systems has been something many organizations have been fighting with 

(SEB, 2013a; Tele2, 2013; Skanska; 2013). To overcome this goals and strategies are needed, 

as mentioned, to prove the worth of the system. Preaching and teaching was mentioned 

as main methods when attempting to assist the users of the system to use the system to 

their advantage (SEB, 2013a; BearingPoint, 2013; Skanska, 2013). A strategy for incitements 

for usage of the systems is the bottom line, which can be done in many different ways. 

SEB (2013a; 2013b) explained that, beyond preaching and teaching through meetings, 

                                                 

15 A relatively high average age in this context is an average of around 50 years old. 
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webinars, screen sharing, teleconferencing, and inspirational lectures, they adapt the CSN 

after the needs and requirements of the different departments. BearingPoint (2013) 

explained that they will lower the local usage space on the work computers to force 

employees to start trusting the intranet cloud file saving and sharing system. Tele2 (2013) 

had an incitement by continuously gathering usage information through surveys, 

meetings, focus groups, and having group leaders asking specific questions to specific 

employees and through this, basically adapting the system after the user wishes. Further 

thoughts existed on gamification and, through this, awarding employees for using the 

system. These awards could be in the form of e.g. a professional CV-photoshoot as an 

award when an employee had created an exceptionally good profile contact card in the 

CSN (Tele2, 2013). 

5.1.2 VISIONS AND GOALS 

As previously mentioned, an organization commonly has a vision for what they want out 

of the CSN. Examples of these visions were leveraging the current workforce, spreading 

organization related information more easily, and retaining knowledge within the 

organization. These may be visions, but through an implementation more concrete goals 

must be set up in order to reach these. 

A vision e.g. Tele2 (2013) and Skanska (2013) had set up was to more easily spread 

organization related information globally. To reach this they required the functionality of 

having dynamic groups with information and knowledge feeds bound to them. The result 

was that the information flow throughout the organization became much more agile, 

ultimately leading to e.g. less information related top-down emails (Skanska, 2013). Many 

organizations had the vision to further leverage the internal knowledge the employees 

already possessed (SEB, 2013a; Skanska, 2013; Tele2, 2013). What ultimately became the 

killer functionality in some of the CSNs was the “competence search” (SEB, 2013b; Tele2, 

2013). Being able to quickly and easily locate the competence needed wherever it may be 

seated in the organization was highly appreciated and a success. 

SEB (2013b) described one of their visions as a need for better information management 

and communication between users. This initially led them to the path towards having a 

CSN. The situation on the market spoke of a change in consumer behavior and an 

increase of usage of online social networks which in turn strengthened their choice of 

having a CSN (SEB, 2013b). The old intranet was very fragmented and was in need of more 

collaboration, transparency, integration, and customer focus (SEB, 2013b). Accordingly, as 

the goal of implementing a CSN was in line with this vision and strategy. Further visions 

and goals of creating faster onboarding and better knowledge retainment were explained 

to have become successful after the implementation (SEB, 2013a). 

Not all visions come true though. Both Skanska (2013) and SEB (2013a) had the vision of 

decreasing the amount of emails landing in the employees mailboxes. This could have 

been through an introduction of better and improved channels of information and 

knowledge spreading. The final outcome of this was that while the emails regarding 
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personal one-to-one communication stayed the same after the implementation of the 

CSN, the amount of “information-emails” decreased (Skanska, 2013; SEB, 2013a). This was 

a step in the right direction, but it was not believed to be a solution to the vast amount of 

emails landing in the employee inboxes. It was however believed to be a solution to the 

information contained in the emails towards more communication and less knowledge 

and information spreading which instead was spread in other channels (Skanska, 2013; 

SEB, 2013a). A reason why the amount did not decrease was explained to be the society, as 

such is heading more towards a communication model based on digital communication 

in the form of e.g. emails and decreasing these probably should not be the goal but 

instead changing the content of them (Skanska, 2013). Further, a CSN is not a 

replacement for the email-system since they serve different purposes. A CSN primarily 

serves for locating experts (Jarrahi & Sawyer, 2013) whereas the email-system is more 

suitable for sensitive communication across platforms (Bennett, 2013). 

Overall, BearingPoint (2013) did not believe that a CSN would add enough value to their 

organization in order to put the money and effort into adding one. This does however go 

against SEB’s (2013b) opinions who argued that no organization will manage well without 

one - it is just “needed to function well”. SEB (2013a) further argued that not all CSNs are 

suitable for all organizations. For example the system in use there, IBM Connections, is 

relatively extensive and for a smaller organization, this system might not be as suitable 

(SEB, 2013a). 

5.1.3 REACHING THE GOALS 

The importance of support from management and the full organization is important 

when creating a strategy for e.g. implementation or collaboration (Tele2, 2013). As 

motivated by theory, not having this support could ultimately lead to strategic failures 

through e.g. missing the point of the strategy, not covering all the essential parts, or 

failing in establishing the strategy in the organization. 

According to findings in Infotech’s (2011) report, a firm with an immature strategy (such 

as Sirius) should start by examining how the existing tools cover the needs of the 

collaboration patterns in order to reveal the areas of improvement. During the internal 

company review, interviews were conducted with parties from both the IT- and the 

business department and the goals for internal collaboration and knowledge sharing, 

based on existing collaboration patterns and tools, have been formulated. Each 

collaboration goal is a basis for setting the requirements that should be met by a CSN. 

These requirements should be as verbose and concrete as possible in order to maximize 

the chance of choosing the right system to cover these requirements and ultimately 

reaching the visions at Sirius. 
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Table 6: Collaboration goals are paired with their corresponding requirement on the 

system, all striving towards a vision 

Again, these goals and requirements are based on the internal review. The purpose of 

highlighting them is to properly assess what system is the most suitable for Sirius. 

5.1.4 ORGANIZATIONAL REQUIREMENTS 

Theoretical, internal, and external findings all emphasize that all CSNs might not be 

suitable for all organizations. The critical parameters to take into consideration when 

deciding suitability of a CSN for an organization are:  

 Amount of employees 

 Culture and department attitude (e.g. egoism, competitiveness, and psychological 

distance between employees) 

 Hierarchical model and power 

 Amount and grade of sensitivity in the information 

 Average employee age and openness to new IT systems 

 Ability to merge with current systems 

 Business branch and kind of products 

 Grade of dispersion of offices 

 Grade of support from management and amount of potential resources 

 Maturity of the collaboration strategy 

Vision Goal CSN requirements 

Increase 
employee 
communication 
and improve 
knowledge and 
information 
flows 

Leverage 
internal 
expertise 

 Searchable employee profiles with area of 
expertise 

 Sophisticated search functionality for 
localization of experts  

 Co-Worker availability indicator  

 Communication log 

Increase global 
awareness and 
unity 

 Customizable activity streams 

 Incentives/tools to support participation 

Right 
information 
reaching the 
right people 

 User group membership (business unit as well as 
expert groups) with RSS feeds 

 Possibility of subscription to external RSS feeds 

Streamline 
systems into 
one 

 Customizable dashboard from where users can 
access information, systems, and tools they need 
for everyday work 

 Comprehensive and user friendly 

 Single Sign On (SSO) functionality 

 Good integration possibilities and co-evolution 
with existing systems 
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 IT competence for implementation and integration 

 Appropriate resources allocated for continuous education and promotion 

 Current systems in place and collaboration patterns 

 Rules and regulations 

These parameters have all been assessed in order to come to a conclusion to whether a 

CSN is appropriate for Sirius or not. Looking to the parameters above though the 

question of “how general this list is” arises. If the parameters found at Sirius correspond 

well to the average organization in the same business, then the results found at and for 

Sirius are also applicable for other organizations. One generalization that can be drawn is 

the organizations in the same business as Sirius, which in this case is the financial 

business. 

The parameters have all been described in detail in earlier sections and chapters and 

most, but not all, parameters correspond well to an average organization within the 

financial business. The parameters that are not equal for Sirius and the financial business 

are the amount of employees, the grade of dispersion of offices, and the maturity of the 

collaboration strategy. Examples to why these parameters are not as “equal” to the rest of 

the financial business are e.g. Sirius does not have a high amount of employees because it 

is not needed, and that the organization is internationally dispersed all over the planet - 

which is not a common case in the financial business. Thus, the next section that 

concludes whether a CSN is appropriate for Sirius or not also applies to the financial 

business as a whole. 

5.1.5 CONCLUDING VERDICT 

To sum up the organizational situation in a few words, the conclusion is that the 

employees are well educated and possess a lot of knowledge and following this there is a 

need for a method to better be able to localize the specific knowledge within the 

organization. Following this, an implementation of a CSN comes with many benefits and 

advantages, naturally outweighing the disadvantages and threats and all in all tying up 

the loose ends and closing the loop. Thus, the answer is: Yes, a CSN is a suitable system to 

fill in the gaps in the organization Sirius. 

5.2 LOOKING AT THE ALTERNATIVES 

Now that the collaboration vision and goals along with the concrete requirements for a 

CSN are articulated, it is time to continue to the next stage, being the matching of the 

most commonly used third party CSN solutions to these requirements. Due to the rising 

popularity of CSNs, there is a vast number of third party vendors and solutions available 

on the market, intrinsically  implying that it is not any longer a viable solution to develop 

an entirely own CSN. This is because it would take more time and cost more to develop 

than to buy or rent an already proven third party system. The first part of the matching 

procedure was mapping and listing the most known third party CSNs along with their 

focus, their pros, and their cons. Further, the specific suitability of the system for use 
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within Sirius was deduced from the grade of satisfaction of requirements articulated in 

the previous part. 

Sustainability of the system was one of main properties examined. It usually pays off in 

the long run to choose the right CSN that allows for further business growth and stick to 

it instead of using different systems for similar purposes (Kim, 2013). This aspect is thus 

very important for any company and considerable effort should be put into choosing the 

right CSN solution to reduce the risk of failure or switching to another solution. 

Although, as this method and certainly the previous results to whether to use a CSN or 

not applies to the overall financial business as such, the following results do not. 

Choosing a CSN for a specific organization will give a non-generalizable result which only 

applies to the organization in focus. The bottom line is that any results from this point on 

are only applicable to Sirius. 

Data was gathered mainly from expert reviews and user experiences published on the 

Internet. To increase the validity, the evaluation data had to be confirmed from at least 

two sources. There were 26 alternatives included from which 4 were recognized as 

suitable. These became a subject for a more thorough evaluation which included actual 

testing of the remaining CSNs. User and administrator experience were subjects for this 

part of evaluation. 

5.2.1 FINAL GUIDELINES 

More than doing everything to match the specific systems with the organizational and 

individual needs and requirements in an organizations, further things should be kept in 

mind. Many points have already been addressed but Savitz (2012) gives some extra 

guidelines and support in this process. The author initially explains that a CSN also 

should be tied to the business goals. The point being to assess the outcomes of what an 

implementation of a CSN could be and if these outcomes are in line with the business 

goals. The author further explains that along with the assessment of these goals the 

organization must identify the parts of the communication that actually is not working 

now, e.g. that the shared knowledge of the organization is trapped in email or that 

important documents are hidden in people’s inboxes or desktops (Savitz, 2012). 

A point Savitz (2012) emphasizes in his article is something BearingPoint manages well. It 

is the philosophy of not fixing what is not broken (Savitz, 2012). BearingPoint, early on 

realizing that a CSN is an enhancement tool and not a replacement for something else, 

decided that this tool will not add enough value and is not worth implementing 

(BearingPoint, 2013). 

In the case of SEB they chose three commonly and well known systems to investigate in 

further depth and to determine the one with the highest grade of suitability (SEB, 2013b). 

The three systems were Jive, SharePoint, and IBM Connections (SEB, 2013b). The result of 

the investigation was that Jive was a challenger on the market, an interesting product 

with interesting tools. The system had the best user experience but did not cover all parts 

and would not fit very well with either the IT- or the business strategy. The choice was 



68 

 

hence made to let this system go at an early stage. Looking at SharePoint, the result was 

plainly that this system had too much focus on file sharing and information exchange and 

too little on the social bits. The last system to be investigated, IBM Connections, was the 

system SEB finally chose (SEB, 2013b). The motivation was that the system was very 

people centric, the collaboration capabilities were better than in SharePoint, and an IBM 

system was easier to integrate with current IBM systems already in place (SEB, 2013b). 

Another condition that added to the choice of IBM Connections was an already 

established strong partnership between SEB and IBM. What can be observed from this 

case is that SEB did not start at a very broad stage, regarding the amount of systems 

investigated, but that the result probably would have been the same as the organization is 

already IBM heavy and in need of a large and very well covering CSN. It is however 

questionable whether SEB followed Savitz’s (2012) advice when it comes to choosing the 

system, as he explains that one should choose a system based on current gaps or barriers 

in the communication - not on the specific functionality. 

Other non-technology specific points Savitz (2012) makes are, for example, that 

managerial support is crucial and that management further can help by preaching 

openness instead of appropriateness. The users of the system should feel safe and 

comfortable sharing and should not need to worry too much about management always 

controlling the appropriateness-level of everything written. Trust is needed in the users to 

make their own judgment. To further assist in the implementation of a CSN, Savitz (2012) 

explains that building anticipation in an early stage is important. This and to educate the 

users before the system is in place, not just after it has been rolled out. To ensure usage 

and participation, incentives is a good tool. Rewarding employees through recognition 

and acknowledgements from supervisors and executives through a social network is one 

method to encourage participation (Savitz, 2012). 

Although, as there is no one-size-fits-all system out there the following section will 

attempt to narrow down the vast amount of systems. The narrowing down is the first step 

towards coming up with a final appropriate system for Sirius. 

5.2.2 RESULTS OF THE FIRST WEEDING 

This stage started through a mapping of the systems available. These were put into a table 

and each was investigated in order to find pros and cons. In this early “weeding” phase, 

the systems had to be rapidly filtered in order to narrow down the vast amount of 

systems. The complete list of CSNs included in this first weeding phase is shown in table 

11 in Appendix F. Some critical requirements assisted in this phase of rapid narrowing. 

Some of these requirements were e.g. the option to have the system on-premise16, smooth 

integration with SharePoint and the Single Sign-On (SSO) capability. So, the remaining 

systems from this weeding phase are in the following table 7. 

                                                 

16 On-premise being that the system is based in house and not in a cloud service. 
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Table 7: The remaining systems from the initial weeding phase 

5.3 IN DEPTH REVIEW OF REMAINING SYSTEMS 

The remaining four systems to be investigated and reviewed in further depth are: Jive, 

Socialtext, tibbr, and Yammer. The evaluation is made partly through information from 

the vendor, partly from external non-biased reviews, and partly through testing of the 

software by the authors. 

The testing of the software has been done with the authors as two separate users, one 

administrator and one user. The company used as a testing example is just a placeholder 

company and has nothing to do with the research per se. It is worth mentioning that the 

testing has been conducted on trial versions and some of the information gathered could 

be untrue, e.g. as the functions missing in the trial version might still exist in the full 

version. 

5.3.1 JIVE 

Jive has evolved from a CSN called Clearspace created by Jive Software in 2006 (Marks, 

2009). Jive Software has been around since 2001 and they have gradually developed their 

product as an all-round CSN with many features to satisfy various customers’ needs 

(Fairchild, 2012). Groupon, HP, PricewaterhouseCoopers, McAfee, T-Mobile, and Swiss Re 

are some of the more famous organizations currently using Jive (Jive, 2013). 

CSN Main focus Pros Cons Suitability 

Jive 
Engage 
Platform 

All-rounded 
CSN 

Co-authoring documents, action 
based decision support, good 
overview over company 
communication. Can pull 
information from other 
applications and web pages. Very 
elaborated. 

Integration with other 
systems could be improved, 
although there is Jive 
Connect to integrate with 
SharePoint. 

Suitable, since it is a well 
proven and elaborated 
CSN with strong social 
and information sharing 
capabilities. 

Socialtext 

Employee 
collaboration 
and social 
communication 

Visual matching engine to map 
personal preferences and 
expertise, very customizable user 
dashboard, good filtering 
options, SharePoint integration. 

Due to its rich functionality, 
it could sometimes be 
complex for users unfamiliar 
to social networking. 
Lacking many content- and 
workflow management 
features. 

Good because of its 
advanced filtering 
possibilities in activity 
streams and integration 
with SharePoint 2013. 

tibbr 
Activity 
streams 

Very flexible in terms of 
integration thanks to well 
thought through interface 
towards databases. Available 
both on-premise and as SaaS. 

Missing document 
management and versioning 
tool, real-time capabilities 
licensed separately. 

Good. Integration 
possibilities make it 
possible to show content 
from other systems 
supporting the system 
streamlining requested 
by the employees. 

Yammer 

Conversations 
and 
information 
sharing 

User friendly interface resulting 
in high user adoption rates. 

Not very broad support for 
project management, it can 
be difficult to manage 
content properly. 

Good because Yammer 
comes embedded within 
SharePoint and offers a 
good support for social 
interaction. The backside 
is limited content 
management capabilities. 
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As a software, Jive aims to deliver wide functionality, including e.g. micro-blogging, wiki, 

logged IM, and other structured collaboration tools (Fairchild, 2012). The activity stream 

has, according to the vendor, a “what matters most” function and a message 

prioritization. Although, as Sirius is the potential customer the functionality will be 

evaluated with them in mind and not based on the average organization. 

The overall impression from the testing of Jive was stability, reliability, and functionality. 

The user interface is appealing to the eye, although the structure could at times give a 

confusing impression. The wide functionality is there and very few things are missing. 

Although the downside with this wide functionality is that a lot of it is overlapping, e.g. 

the search function which is in place on three different places, searches for different 

things, and gets different search results. Functionality wished for by Sirius, in the form of 

e.g. extensive and detailed profiles, competence search, people search, nice and clear 

notifications, and smooth content management do exist on the other hand, along with a 

lot of other things such as calendar and a workbench for projects. One thing missing was 

the individual customizable dashboard. Although on this area, the administrators have 

the power to somewhat change the appearance of the site, but the users remain 

powerless. If any more functionality is found to be missed there is also a marketplace for 

apps and modules to Jive, including everything from meeting tools, to RSS feeds and JIRA 

integration - many of which are free. The integration with JIRA would be especially 

beneficial for Sirius since it is used today as a tool for task management. Another 

interesting feature is the idea capturing where anyone can publish an idea that can be 

rated and commented. The administrator can then export all ideas to an Excel 

spreadsheet that can be used as a material for further discussion. This is believed to help 

illuminate more ideas from the whole organization. 

On the integration side, Jive Connects is a tool that offers a capability to connect with 

Microsoft SharePoint. This enables the users to access and collaborate on the existing 

SharePoint enabled repositories directly from Jive. Integration can be further customized 

with a well-documented Java API. Moreover, integration with Microsoft Outlook is also 

possible, although this functionality is today instable and a number of bugs and missing 

functionalities were reported by the users (Jive Community, 2013). An example is the 

missing synchronization of calendars between Jive and Outlook which would otherwise 

have been a very useful functionality at Sirius. 

On the one hand this wide functionality is good, covering everything needed. But on the 

other hand this also created a steeper learning curve and ultimately a system that takes 

longer getting used to and which might have a higher implementation resistance from 

users, considering the average age and the computer habits of the potential users. 

However, in another review by Callicott (2013) Jive is referred to as the “Cadillac of 

intranet portals” with user interface perceived as intuitive and easy to use. 
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Figure 16: A screenshot taken during the testing of Jive 

The feeling the authors got from testing this software was that it initially is confusing but 

later becomes easier and more useful. This difficult initial step in learning the software 

could be the determining factor in whether the system will be successful or not. 

5.3.2 SOCIALTEXT 

Socialtext, which is both the name of the software and the company hosting it, is a CSN 

that is overall highly focused on integration and complementation. Socialtext was 

founded in 2002 and had as of 2012 had over 6500 businesses trying its services (Gatto, 

2012). Some famous customers to mention are Symantec, The Washington Post, 

Insurance Corporation of British Columbia, Intel, Capgemini, and Walgreens (Socialtext, 

2013). 

The focus lies heavily on personalization, social interaction, and expertise mapping 

enabled by features such as an individually customizable dashboard, rich interactive user 

profiles, and Socialtext 360 (a knowledge map). At a first glance, all these features address 

the requirements and needs previously assessed at Sirius. However, as previously 

mentioned, there are more aspects that should be taken into consideration than solely 

the features offered. 
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The user experience of Socialtext suffers from relatively long loading times. This was 

experienced on the cloud version used for this evaluation and might be solved by 

deploying Socialtext on-premise. Looking at the functionality, many things are included 

that were wished for and required by Sirius. Examples being the customizable dashboard, 

the highly individual appearance and behavior of the pages, competence tagging, etc. The 

widgets and functions on the dashboard are drag-and-drop-able which allows each user 

to place whatever they want, wherever they want it. These widgets range from custom 

RSS-feeds through Microsoft Outlook migration to activity streams. The activity streams 

are highly configurable which makes sure that the right information reaches the right 

people, although this function can be hard to find. The security is enhanced by the groups 

which all people, posts, and documents are bound to. Overall the design is good, but 

could have been less cluttered with better font choices and icons with a higher resolution. 

Further, the search function is missing the smart search functionality which in turn 

requires more from the user than plain search text – this could at times be frustrating as 

the users are required to know exactly what they are looking for. Further cons identified 

with the search functionality are that no search string may be shorter than three letters. 

For example if a person has a skill or a tag “IT”, searching for “IT” will not find this 

person. Further functionality missing is the instant messaging and there does not even 

appear to exist a personal message function. Since this is missing, so is the presence and 

availability indicator. 

What differentiates this software from others is not only the highly configurable 

dashboard, but also the Socialtext 360. This widget shows a map with the user’s position 

relative to others based on the user’s passions, interests, and competences, which each 

user gets to configure individually. Each property can be ranked by the user depending on 

how strong it is in respect to other properties which in turn gives another dimension to 

the mapping functionality. This widget shows the user other users in the organization 

with the same interests or passions, or allows a user to find a person that might have a 

sought competence (Gatto, 2012). 



73 

 

 
Figure 17: A screenshot taken during the testing of Socialtext. What can be seen is the 

Socialtext 360 widget being dragged to be dropped somewhere else 

The overall impression the authors got from the system was that it had some of the 

functionality other systems are missing. Further, the design seems to be quite new but 

not as modern as one might have wished for. The learning curve is relatively flat and the 

system is easy to get started with. There seems to be a risk that this system will not be 

used as much as it does not feel like a very intuitive place to “hang out”. The focus on 

groups is however a good functionality, binding smaller workspaces and group pages with 

different groups being e.g. departments, project groups, etc. The group pages include 

shared files and wikis that can be shared and edited. 

5.3.3 TIBBR 

Developed by TIBCO Software Inc., tibbr is a relatively new CSN launched in 2011 and the 

version reviewed and tested was 4.0. The software is a result of the vision the CEO had 

back in 1985 when he started TIBCO (Dawson, 2011). The main focus of the software has 

been to somewhat try to link humans to machines through seamless social activities. 

Through this, the product tries to appeal to both business users as well as IT teams 

(Kompella, 2013). Overall, tibbr is explained to be as high quality as, if not even higher 

than, other competing softwares such as Yammer and Chatter, but it has gotten less press 

(Carr, 2012). Some famous customers of tibbr being e.g. Scania, Wingstop, Macy’s, and 

PIKE (Official tibbr, 2013). 
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The content in tibbr is organized into groups or “subjects” visualized in directories as a 

tree structure in which every group can have subgroups. The visibility of posts and 

information in each group can be set to public, private, by approval, or broadcast, allowing 

for easy and yet highly flexible control of recipients and contributors. Users can filter all 

information in the stream through easily configurable and flexible filters. Moreover, a 

large variation of content can be shared. This in the form of e.g. documents, embedded 

videos, events, polls, etc, making tibbr well suited for both social and professional 

collaboration. On the downside, the posts cannot be edited, only deleted17. There is also 

no shared calendar inside tibbr but events created in the system can be downloaded and 

imported into Outlook through an iCal file.  

 
Figure 18: A screenshot taken during the testing of tibbr; an overview of the groups 

The user profiles are wide covering, including users’ relevant personal information 

alongside with their public contributions, subscriptions, and a personal showcase. The 

personal information includes contact information, department, personal background, 

language preference, and specialties. All this information can be found through smart 

search by other users. The personal showcase can include documents, images, or other 

files of a size up to 10 MB. Another neat feature is the electronic business card that can be 

imported from LinkedIn to tibbr and the further possibility to extend tibbr with a variety 

of modules available on tibbr’s own app marketplace. 

                                                 

17 A probable reason for this is because the tested version was a trial version, but this is not 
certain. 
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The search engine is both flexible and smart, allowing searches for all types of content 

through one search string. The smart function further allows the user to simply type the 

search words in without having to hit “Enter”. A downside though being that the search 

string has to match the words in the content, half words are not enough. An example 

being that a user who has a tag “development” shows up only when the search string is 

“development”. Half of the word e.g. “develop” is not enough. However, again, an upside 

certainly being that the engine is able to search through the competence of employees. 

Personal instant messaging is one of tibbr’s strengths. A responsive chat with online 

presence indicator along with the continuous saving of the message log. This can be 

further extended with HD-video conferencing functionality, which was not included in 

the test version and was also not identified as required feature for communication in 

Sirius. The only downside of instant messaging in tibbr is the absence of multi-party chat, 

allowing only one-to-one conversations. 

As with many other systems reviewed tibbr lacks an individually customizable dashboard. 

A lot of things can be changed according to the will of the users but there is no 

dashboard. Instead the “home-page” is the main activity stream as shown in figure 19. 

This does however not feel like a significant downside as everything required is easily 

reachable. Some things are individually customizable, e.g. the content and order of the 

right column. As the system is relatively new with a focus on trying to reach all the 

functionality of Web 2.0, the design is a big plus. It is both new and modern - appealing 

to the eye and implies a flatter learning curve. Another function differentiating tibbr from 

the crowd is the Insight function. What this does is to summarize the activity on the page 

during the past seven days and gives a basic impression to the user concerning “what is 

currently happening” or what is currently on the board. 
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Figure 19: A second screenshot taken during the testing of tibbr 

Overall tibbr is very well covered and seems to have everything needed and required by 

Sirius in a nice and modern package. It has a relatively flat learning curve and a wide set 

of functions. Even if some functions wished for might be missing these can probably be 

added through the marketplace. A further upside is being allowed to have the choice 

whether to use tibbr cloud based or on-premise. 

5.3.4 YAMMER 

Launched in 2008 and acquired by Microsoft in 2012, Yammer is one of the most 

recognized names when it comes to CSNs today (Yammer official, 2013a) (Microsoft, 

2012). Being one of the few softwares out there with the option of free usage, it is no 

wonder that 200,000 companies and more than 80 percent of the Fortune 500 

organizations are using Yammer (Yammer official, 2013a). The option of remaining in the 

free version does however not include all the functionality and customization options the 

payment versions do (Yammer official, 2013b). As of now Yammer is solely cloud based 

but Microsoft claims that the system will get a SharePoint integration in the near future 

and, in addition, Microsoft will be providing a round-trip integration from Yammer to 

Office 365 (Miller, 2013). This meaning that there will be easy links between Office 365 to 

Yammer, and from Yammer to Office 365. Although, the development has not yet reached 
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that far. Microsoft has however promised that there will be a Yammer update every 90 

days and that the on-premise server version will be offered to the companies that does 

not want a cloud version (Miller, 2013). 

Yammer’s design is inspired by Facebook, being tested under a long period of time and 

familiar to many users today. Not only the design but also some functionalities as the 

chat and the feed are very similar to Facebook’s, although in Yammer they are more 

suited for use within organizations. The instant messaging supports multi-party 

attendance, online presence indicator, and message logging. Through the inspirational 

design the learning curve is a bit dependent on the IT habits of the user. Looking to the 

steepness of the learning curve this system would end up somewhere on a medium grade. 

User profiles in Yammer are well designed. Besides the usual personal information, user 

profiles contain user’s posts, awards, bookmarks, and files that users want to share with 

others. Users can become members of groups. The privacy of the groups can be set to 

either public or private which might not suffice for proper content management. A 

private group in Yammer can be seen only by the members that have been invited and 

thus there is a potential risk of raising electronic fences - as was explained in the theory 

chapter. This was experienced as a problem in SEB (2013b) where the content within the 

private groups did not add value to the whole company. Further, there does not exist any 

group structure or hierarchy. Subgroups cannot exist within other groups. The result of 

this is basically a vast bulk of groups being created for all kinds of purposes. A parallel can 

yet again be drawn to the case of SEB (2012a) where they had the same kind of group 

system. This ended up in them having around 1400 groups (so far) whereas two thirds of 

these were restricted or private. Some way to structure these groups is not required, but it 

would be “nice to have” to avoid this mass. This possibly by having administrators or 

moderators cleaning up and making sure that the inactive or redundant groups are being 

properly taken care of. 

The search function is well done and has everything required of it. It is smart, flexible, 

and gives results even if the search words are incomplete. The engine searches through all 

content including users, competence, experience, conversations, groups, links, and the 

search results can be narrowed through filtering of e.g. publishing dates. The activity 

stream, or news feed, has a clean design and it is easy to filter it for each group by simply 

clicking the specific group in the left column. Although, as mentioned, if a user is a 

member of many groups this could easily get cluttered. The files, documents, and shared 

pages of each group is easy to find and share as they simply are bound to the different 

groups. Along with these group-bound shared files there are also on-site writeable notes, 

like mini-wikis, that also are bound to the specific groups. If a group is private or 

restricted, then so are the files, documents, information feeds, activity streams, and notes 

of the group. If the group is public, so are the files. However, if any changes are made to 

any files or notes by a user, this is clearly shown. Further, on the cloud version of Yammer 

(the only version available, so far) each of these groups have a separate email address - 

enabling information spreading and sharing in a group from an external source, such as 
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an email software. As of all this, with a main page being the company information stream, 

there is no “dashboard” per se where users can customize the layout. 

The App Directory of Yammer offers a wide variety of add-ons allowing certain 

customization from both the users’ and the administrators’ side. An example of these 

add-ons is Yammer Embed which allows deliverance of the Yammer feed to other 

company systems such as intranets or business applications. Sirius has for some time 

been planning to develop a dashboard that would serve as a one-stop shop for 

information and tools, tailored for each type of user. Therefore, exporting Yammer feeds 

into this dashboard would potentially be an interesting feature. Yammer’s App Directory 

has gradually been gaining app developer’s attention and thus Yammer is very likely to 

continue to grow through extended functionality and attention. 

 
Figure 20: A screenshot taken during the testing of Yammer 

Overall, Yammer has a clean design with the wide functionality required by Sirius. The 

software has been widely tested and used by many organizations which in turn increase 

the reliability of the software. The privacy and security provided through the group 

functionality is something required and has been well solved in this system, it would 

however have been good with some way to structure the groups more easily so that they 
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are not just in one large pile. The option of “soon” having both the ability to have Yammer 

smoothly integrated with SharePoint and Office 365 and having the system on-premise 

are further upsides for Sirius as the organization is fairly Microsoft heavy. 

5.4 SUGGESTIONS AND IMPLICATIONS 

The investigation that begun with 26 CSNs was first narrowed down to four systems. 

After this the four systems were investigated in further depth and tested in order to find 

the most appropriate one. Out of these four Jive was slightly harder to learn, with a 

somewhat steeper learning curve, and the system per se was not very genuine when it 

came to how the groups were constructed and how the shared files were bound to these. 

Moreover, the feeling of overall lower security in the system, these groups, and across 

boundaries ultimately leads to the choice of ruling this system out. Socialtext had a very 

intuitive, useful, and flexible dashboard - allowing each user to individually modify the 

page. Other than that the system felt unstable and like as if it had not been developed 

with a sufficient budget - overall not feeling as professional as other systems. It was not 

covering enough areas and the dashboard functionality was not enough to get chosen as 

the most suitable for Sirius. 

Being left with the choice between Yammer and tibbr was further supported by a report 

from Forrester Research. Carr (2012) explains that the report from Forrester, whom 

evaluated systems in late 2011, showed that the top three CSNs on the market were 

Yammer, Chatter, and tibbr. The largest differences between the systems being the 

amount of press they have gotten (Carr, 2012). 

Choosing the most appropriate between these last two was however more difficult than 

anticipated. Yammer was very covering with good apps and group functionality but tibbr 

was slightly better regarding the structure, the learning curve, and the built in 

functionality. What further complicated the choice was that Yammer is backed up by 

Microsoft, a giant within software development and with a well-known name on the 

market, which will continue to develop Yammer continuously. Further, Yammer is 

currently being developed towards smooth integration with all other Microsoft products, 

such as Office and SharePoint, which in turn further increases the future suitability for 

Sirius – the company currently being fairly Microsoft heavy. So looking to integration 

possibilities, today the two products are quite equal, but in the future Yammer will be 

easier than tibbr. Although, for an initiative, like an introduction of a system like this, 

preparation time is required. It is possible that the development Microsoft is conducting 

will have reached the point where the choice between tibbr and Yammer is obvious when 

the preparation phase is over. 

The choice between the systems depends on the perspective. Looking in a top-down 

perspective the choice is Yammer, but looking from a bottom-up perspective the choice is 

tibbr. This being because today the choice slightly leans towards tibbr, but in the near 

future the choice leans towards Yammer. Hence, a manager will have a longer perspective 

with more organizational requirements in mind and that is why Yammer is the best 



80 

 

choice. Although, an employee requiring this system right now at this moment would 

want the best choice right now, satisfying the individual requirements, which is why the 

choice of going with tibbr would, in that case, be the best. Further, as both systems have 

application and widget development - the best practices from any system will spread to 

other systems which in turn will strengthen the more trustworthy brands and weaken the 

less. Using these arguments the choice narrows down to which of the two vendors the 

organization trusts more, which in this case is TIBCO or Microsoft. 

How well these two different systems cover the requirements of Sirius can be illustrated 

in figure 21. What is important to note is that the phenomena CSN is overall covering 

these requirements fairly well and the differences in the two systems are minor looking to 

these requirements. Again, this is also the reason why the remaining systems after the 

initial weeding phase had to be analyzed separately on a detailed level and manually 

tested, in order to see which of them would be the most appropriate. 

 

Figure 21: An overview of the requirements at Sirius and how well these are covered by the 

two different systems 

As can be seen in figure 21, the coverage of the requirements is very inconclusive today. 

Whereas some requirements are fairly well covered, some are not even close. What can be 

easily seen though is that the two remaining systems after the external review, tibbr and 

Yammer, are covering these requirements to a sufficient extent. 

In the internal review the requirements were categorized and the weights were averaged 

in order to get a better overview. This weighing, categorizing, and calculation of averages 

have been done again in figure 22 in order to represent the systems in these categories. 
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Figure 22: A representation of how well the internal requirements are covered by the two 

different systems, categorized as in the internal review 

In the latter figure it is obvious that the coverage provided today by the systems is 

insufficient. It further suggests that the two remaining systems from the external 

investigation are covering these requirements to a grade that is completely satisfactory. 

Again, what remains for the organization is to choose between the two systems. 

As earlier explained though, choosing a system is not enough. Findings suggest that to 

increase the acceptance of a new system, the users need to be prepared, taught, and the 

users should feel that their opinions are being taken into consideration. This preparation 

phase should, being more than an introduction to the system, also provide an 

introduction to the subject and the purpose to why the system is needed. This is to 

further establish the purposes of CSNs and show the users how they can leverage and use 

the system to their advantage. This early establishment is important to make sure that 

the system will be used in the everyday work and does not become “yet another system”. 

Further things that need to be highlighted for users in an early stage, especially looking to 

how most of these CSNs are constructed, is how to post updates, information, or other 

news in the right groups. The groups usually decide the security level, permissions, and 

the audience for the post and this has to be taught early on. Riemer (2012) explained that 

to teach the users about how to post, what to post, what is appropriate to post, etc, can be 

done through reverse mentoring. Reverse mentoring is when the younger users help and 

teach the senior users within an organization. This method helped in successful adoption 

of a CSN within Deloitte (Riemer, 2012). 

Before the system is finally released to the larger audience, administrators will have to set 

up groups properly to avoid confusion when the new users are learning the system. The 
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groups are important in all CSNs as they decide what parts of the organization a user 

belongs to, what permissions he or she should have, what content he or she will be 

allowed to view, etc. Further groups will be able to be manually created by users, but best 

practices need to be established in order for users to have guidelines to learn from. 

Another preparatory step that can be taken, when attempting to avoid user confusion 

regarding the groups, is to assign users to the right groups before the rollout which in 

turn will show the users “how to” and how it is “supposed to function”. 

The work is however not over for the administrators when the system has been 

introduced. Administrators and moderators are important in order to keep the system 

“clean”. If the system is kept clean content such as policies, rules, work guidelines can be 

published in appropriate places. This lesson has been learned from the case of SEB (2012a) 

where the vast bulk of groups and content disabled the ability to get an overview of the 

system or the content. Moreover, the role of administrators and moderators would not be 

to police the system but instead to be the “cleanup personnel” with the purpose of e.g. 

archiving inactive content after user consent, emphasizing when duplicates have been 

made, showing users how to use the system, and moving content to its appropriate place. 

This is further supported by theory in which Alvesson and Kärreman (2001) explains that 

the networks should be nurtured and supported and not strictly controlled. 

Sources of annoyance were identified during the testing phase. Luckily these were few 

and can be eliminated through proper adjustments and profile customizations early on. 

The most important one is one that can be identified on many web pages where a user 

has registered. It is the basic mail-bombarding many systems do to the email address of 

the user as soon as something has happened or some activity has occurred. Most of the 

activity happening is not that interesting and an email for each one of these is not 

needed. Therefore an administrator should carefully choose the default settings for the 

automatic email notifications. This is not specific to any of the systems, but a common 

characteristic amongst both the public social networks and the corporate social networks. 

The system is there to attempt to lower the amount of information emails and should not 

be the source of an increased amount of emails in a user’s inbox. 

As for any organization, the return on investment (ROI) is always an interesting factor 

when deciding whether or not to take an initiative. However, Atos (2013) explains that 

this is very hard to estimate as a CSN is a social tool to help employees e.g. communicate, 

collaborate, and to increase belongingness. It is hence leaning much towards a 

management initiative and as for any initiative of this kind – it is usually very complicated 

and involves a vast number of dependent and independent factors and parameters. 

Although, attempting to estimate the ROI for a CSN solution is explained to be done 

through an identification and estimation of the expected benefits per user (Dana, 2009). 

Atos (2013) has developed a calculator in order to give an estimation on the ROI for an 

organization using a CSN to work more efficiently. With data based on the organization 

Sirius and which kinds of purposes that Sirius would have a CSN for the calculator shows 

an estimated annual productivity gain of around two percent (Atos blueKiwi, 2013). This 
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productivity gain is partially based on the total hours ‘freed up’ for productive tasks which 

in Sirius’ case would be around 13600 hours annually, corresponding to seven employees 

(Atos blueKiwi, 2013). It is however important to acknowledge that these numbers are 

rough estimations and there are a lot of factors that affect the success rate of a CSN. 

Although, if the initiative is well managed with a successful implementation as a result - 

these numbers would not be impossible to achieve. 
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6 CONCLUSIONS 

This chapter summarizes the conclusions and results found throughout the project. The 

chapter begins with a section on the conceptual contribution, i.e. how the work conducted 

here has contributed to today’s research within the area. This is followed by a section on the 

empirical contribution, i.e. the recommendations and proposals for Sirius. Lastly the 

chapter ends with a section on the limitations and what starting points this thesis provides 

for future research. 

6.1 CONCEPTUAL CONTRIBUTION 

The paths taken in this investigation to reach the results has been a scientific journey of 

attempting to interpret the theories and aligning them to the situation in Sirius. The 

issues in this matter and in the literature have been the generalizations with soft edges. It 

has been difficult to conclude whether a theory is applicable to the case company or not. 

What this thesis has accomplished is to confirm and validate certain methods and areas 

of application in a much more concrete way to a company like Sirius i.e. in the financial 

sector, the level of dispersion, and introducing a new way of increasing unity. So the 

methods used have been validated in a more concrete way than in the vague and general 

ways the literature explained them before. 

This thesis has focused on the new, modern applications and tools of sharing knowledge, 

spreading information, and bringing people closer together. It is the hope of the authors 

that the work conducted in the area has contributed to further research within the field. 

The thesis can contribute to literature through its general results for the financial 

business. Further research could potentially validate whether the results are applicable to 

sectors outside the financial business. The conceptual contribution has been to present a 

more concretized and applicable result whilst still being a recommendation for a larger 

amount of organizations which in turn complements the gaps and vague parts in today’s 

literature. 

6.2 EMPIRICAL CONTRIBUTION 

This section aims to present the most important findings and conclusions from the 

investigation in the shortest and most concise way possible. The choice has been made to 

structure the section according to the research questions of the thesis, previously stated in 

section 1.3.1. 

The first research question of the thesis is: 

 Is a CSN an appropriate tool to increase communication, collaboration, and 

knowledge sharing for organizations within the financial services industry? 
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As the investigation has looked at whether a CSN is appropriate for Sirius and Sirius has 

many common traits with the rest of the financial business, the answer is: Yes, a CSN is 

an appropriate tool for Sirius and other organizations within the financial business. Out 

of the critical parameters investigated in section 5.1.4, deciding whether a CSN is 

appropriate or not, 11 out of 14 parameters were not specific for Sirius but were common 

traits amongst the entire branch. The parameters that were uncommon between Sirius 

and the average organization in the financial business were the amount of employees, the 

grade of dispersion of offices, and the maturity of the collaboration strategy. Overall it 

was shown that the employees in Sirius are well educated and possess a vast amount of 

knowledge which is in need of a better medium to be spread and leveraged through. 

Further parameters deciding this was the opportunities and potential benefits that a CSN 

could provide, which in turn were in line with the vision and solutions to the current 

problems. These were in the form of e.g. fewer information-emails, better global 

spreading of organization related information, better information filtering, find 

competence more easily, etc. It was concluded that the barriers and obstacles that existed 

were not rigid enough to turn down an implementation of a CSN. These obstacles were in 

the form of e.g. cultural differences, differences in attitude, a relatively low amount of 

openness to new IT systems, and a relatively high average employee age. These obstacles 

will indeed bring on friction in the implementation but are not enough to turn down the 

initiative in this early stage. 

The internal review showed that the largest gaps currently are in the area of information 

and knowledge spreading and the system. Thus implying that the largest room for 

improvement exists in these two areas. Looking to this internal review, and especially 

these two categories, a CSN is an excellent tool to tie up the loose ends and close the 

loop. 

The second research question being: 

 What CSN alternative is the most suited for Sirius? 

The final choice was between tibbr and Yammer. The answer of the most appropriate 

system for Sirius is Yammer. The reason for this is that tibbr has slight advantages today 

that will be passed by Yammer within short. Yammer is safe enough according to the 

requirements of Sirius, has appropriate functionality to spread knowledge and 

information, good group structure to enhance and show belongingness, eases the process 

of finding specific competence or knowledge, has SSO functionality, can and will be easy 

to integrate into the Microsoft heavy environment of today, keeps knowledge within the 

organization (hence lowering the risk of knowledge disappearing when people do), is 

relatively easy to learn and use, can integrate RSS-feeds into it, and much more. All in all 

the system covers everything the organization requires from it. 

The third and last research question is: 

 What major challenges does an introduction of a CSN pose and how should they 

be addressed? 
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An introduction comes with many challenges, but on top of all these challenges lays the 

largest one: usage of the system. If the system is not used, none of the goals set will be 

reached. Although, this problem can be avoided by assessing the challenges around the 

problem and proving its worth. It is initially important to acknowledge that rolling out 

the system to the users, hoping that it will “establish itself”, is not a realistic outcome. 

Early on a strategy is needed to make sure the system gets established amongst the users 

and used by them. The strategy needs to assess the needs and requirements of the users. 

Moreover, it must assess and conclude whether it is a CSN that is the solution or if 

current systems already have what is required of them and that the bottlenecks are in 

other places and processes. If it is a CSN that is needed, clear goals must be set based on 

the previously assessed needs and requirements. Overall, solving the issue of low usage is 

done through an acceptance and preparation phase. Assessing needs and requirements 

and teaching and preaching the users are parts of the preparation phase needed. This is 

done through e.g. lecturing, meeting, and reverse mentoring users about the purpose of 

the system, how to post, appropriateness of certain things, importance of using the 

system to one’s own advantage, etc. 

However, after the preparation phase the challenges cannot be left unattended. The 

overhanging threat of low usage of the system needs continuous work and maintenance. 

Incentives are needed to use the system, e.g. through continuously adapting the system 

according to the needs and requirements that might come up. Further, administrators 

and moderators are needed. It is important to emphasize that these are not to police the 

users, but to be guides and the “cleanup-personnel” of the system. 

6.3 LIMITATIONS AND FURTHER WORK 

Overall, the largest limitation that has been conducted and drawn is the size and scope of 

the investigation. In the investigation samples from around half the Stockholm office has 

been used. For a more truthful and pinpoint investigation and achieving more exact 

results - as many employees on as many offices as possible should be involved in the 

investigation. Through these further generalizations could possibly be drawn over the 

financial business sector, or beyond. A larger sample would have given more data to work 

with and would certainly have assisted in concluding results. 

There have been further things left out in the external investigation where the 

appropriateness of a CSN was discussed and a system was chosen for Sirius. Firstly, 

developing a strategy for the implementation of a CSN would have been wished for, as it 

is a vital part of the process. Secondly, parameters were left out in the choice of a CSN. 

One of these were the price, which indeed could be a deciding factor as e.g. Jive is very 

expensive and Yammer has an option of remaining free. It was however down prioritized 

as it would have been difficult to find information on, since solutions are often tailor 

made per each customer which comes with different prices. Moreover, the choice was 

made because the price was not assumed to be of great importance to Sirius. Another 

parameter left out was contacting the specific vendors remaining after the weeding phase 
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of the systems. Contacting the vendors could give another aspect to assist in the choosing 

phase of a system as some vendors give other kinds of support or services that could 

benefit one choice over another. Regarding the initial choice of the 26 systems to 

participate in the weeding phase, many systems were left out. There is a vast amount of 

systems on the market and the choice was made to take the ones with the most well-

known names. 

In regards to the internal review and the weighing of the requirements, this could have 

been done or validated through a survey to be sent out to the future users of the system. 

This would possibly have given slightly different data, but the weighing done by the 

authors based on the internal interviews was not believed to differ a lot from what a 

survey would have provided. It could even have given less true data because the potential 

users answering a survey are very often under high time pressure. This could have led to 

users answering untruthfully because they misunderstand the questions as a result of 

rushing through the survey. Ultimately the choice was made to down prioritize this 

survey and leave it out of the investigation. 

The choice to not investigate the matter of gamification any closer was made by the 

authors because it was early on anticipated as a “bad” idea through the internal review. It 

is possible that this is not the actual case and that further work including an investigation 

of this area would give a contradictory result. Further, it is possible that gamification is 

inappropriate for Sirius - but appropriate for the rest of the financial sector. 
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7 DISCUSSION 

When in the preparation phase of introducing a CSN, it was explained that teaching and 

preaching is a method functioning well in preparing the future users and increasing the 

acceptance of the system. One of the teaching methods were described as reverse 

mentorship, meaning that the younger users teach the senior about the system and how 

to do specific tasks. A problem in this area in Sirius is the overall lack of young users. 

Although, this could be solved by, instead of having a young and easily adaptable user 

group, having a group of people with an increased interest in the subject and the system - 

willing to go the extra mile to learn and teach the fellow users. 

A CSN can be used for further purposes than emphasized in this thesis’ conclusions (e.g. 

to improve internal communication). It could also be used for communication outwards, 

towards customers and partners which in turn could be beneficial. There is a risk of not 

using the CSN to its full potential if the organization limits the usage of the system to 

internal usage. Infotech’s (2011) study showed that there is a positive enhancement 

correlation between CSN usage outwards and inwards, i.e. that the internal usage would 

benefit from external usage as well. 

It is important to acknowledge that the results for Sirius might not be applicable to other 

organizations when looking into the internal reviews. The graphs e.g. representing the 

situation at Sirius are based on their systems today and how well they cover the needs 

and requirements. The situation is that they have no real well covering intranet of this 

sort. This means that for an organization that already has a well covering intranet, and 

possibly already a CSN, need to weigh the loss of the system currently in place to see the 

real benefits and opportunities of a new CSN. The benefits will be the difference between 

today’s system and the future system. The evaluation was made easier by the fact that 

Sirius had no real intranet like this. 

The results show that the aggregated internal requirements were very closely matched by 

both Yammer and tibbr in figure 22. The matches are almost suspiciously close and one 

possible explanation to this can be that the evaluation parameters were deliberately 

chosen according to the benefits that CSN offers and that addressed Sirius’ needs and 

requirements. 

The system chosen as the most appropriate for Sirius is not the most appropriate system 

for all organizations within the financial business. This is important to acknowledge as 

some of the results are, but not these. The system chosen for Sirius was evaluated with 

Sirius in mind and with the requirements assessed in the internal review. As for any 

organization that wishes to introduce a CSN, the same process is needed within that 

specific organization. Evaluating a system that is the most appropriate for an entire 

branch is very difficult as there are many parameters that are unique and specific in each 

organization. Certainly a diagram could be done for this, evaluating the organizational 
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characteristics that suit well with certain systems. That evaluation project is however 

outside the scope of this thesis and is left for companies conducting this as a business, 

e.g. Gartner. 

Since the CSN market is relatively young and volatile, with new vendors still appearing 

and old innovating and renewing their concepts, the concrete choice of Yammer as a CSN 

for Sirius can be rather short-lived. However, the conclusion that Sirius is in a need of a 

CSN to make the well needed step towards unity, remains timeless. 
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9 APPENDIX 

9.1 APPENDIX A - INTERNAL INTERVIEW QUESTIONS 

The parts of the question within brackets are thoughts, guidelines, points, or milestones 

used if the interviewee needed help or assistance in answering the question. The brackets 

are also for the interviewers, helping them remember points that were wanted out of the 

question. 

9.1.1 QUESTIONS TO ADMINISTRATORS OF THE SYSTEMS 

Current systems and organizational needs 

 What are the current systems in place for communication, knowledge sharing, and 

collaboration? 

 Which channels are used for the spreading of organization related information, 

nationally and internationally? 

 What is good with the systems currently in place for knowledge sharing and 

collaboration? [What do they contribute with?] 

 What is bad, or missing, in the current systems for KS and collaboration? 

 Are there any channels missing to achieve better spreading of organization related 

information? 

 How much, and what kinds of, organization related information needs to be 

spread today in the organization? [People quitting, new customers, common 

system-updates] 

 Do employees often get information which is uninteresting to them and to the 

work they conduct? [Through which channels?] 

 What kind of information do you think needs to be communicated through a 

future developed system? [Maybe best practices, high quality solutions, social 

communication] 

Internal system 

 How user friendly are the internal systems today? 

 How often are the different systems used and by whom? 

 How often do you get questions from users regarding e.g. usage of the systems? 

 Have you heard of any solutions that might work to increase the communication 

and collaboration? 

 If one were to develop a system to further support the internal communication 

and KS, what functionality do you think is needed? 

 What fast and initial thoughts do you have concerning the following concepts in 

the context of Sirius: 

o Internal social network 

o Endorsements [LinkedIn] 
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o Yahoo Answers 

o Knowledge maps [Finding competence in an understandable way] 

o Communities of practice [Gathering people with common interests] 

o Discussion forum 

o Webinars [Educational purposes] 

o Dashboard [Adaptable front page] 

o Internal Wiki 

o Instant messaging/Chat [Opinions] 

o Blog 

o Mobility in the systems [Opinions] 

o Another kind of notification system [Instead of mailing-notifications] 

Collaboration and communication 

 How well does the collaboration work in the Stockholm office? (1-7) 

 How well does the collaboration work in between the offices? (1-7) 

 Can you think of any general weaknesses or hindering factors in the international 

communication in between offices today? 

 How would you describe the organizational culture? [Hint: compete, create, 

collaborate, control] 

 Is the culture the same globally? If not: What differences are there and what 

consequences could that have on the internal communication? 

 What earlier steps and measures have you conducted to improve the internal 

communication? [How did it go?] 

 From a system perspective, what steps and measures are planned? 

9.1.2 QUESTIONS TO USERS OF THE SYSTEMS 

Internal systems 

 What internal systems do you use to collaborate and search for information? 

 How much/how often do you use these systems? 

 Which internal systems do you not use, and why? [What is bad? What is missing?] 

 What is good with the systems currently in use for knowledge spreading and 

collaboration? [What value do they add?] 

 How user friendly are these systems? [Anything from buttons and texts to flows 

and comparisons] 

 If one would develop a system supporting internal communication and 

collaboration, what functionality would you wish for? 

 What fast and initial thoughts do you have concerning the following concepts in 

the context of Sirius: 

o Internal social network 

o Endorsements [LinkedIn] 

o Yahoo Answers 

o Knowledge maps [Finding competence in an understandable way] 
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o Communities of practice [Gathering people with common interests] 

o Discussion forum 

o Webinars [Educational purposes] 

o Dashboard [Adaptable front page] 

o Internal Wiki 

o Instant messaging/Chat [Opinions] 

o Blog 

o Mobility in the systems [Opinions] 

o Another kind of notification system [Instead of mailing-notifications] 

User needs 

 What kind of information do you think needs to be communicated through a 

future developed system? [Maybe best practices, high quality solutions, social 

communication] 

 How often do you need help or need to ask other people about e.g. usage of a 

system, problem with a system, help with a system? Who do you ask? 

 What do you think about employees saying what one another is good at or has 

competence about? [top-down, bottom-bottom] 

 What kind of reward would you want to spend more of your time helping other 

people with their problems? 

 How well does the collaboration work in the Stockholm office? (1-7) 

Collaboration and communication 

 How well does the collaboration work in between the offices? (1-7) 

 How often do you contact someone on any of the other offices and in what 

context? [Ever for advice, to ask questions? Or always just business related? Any 

social?] 

 Can you think of any general weaknesses or hindering factors in the 

communication between the offices today? 

 How good of an overview do you have of what is going on inside the full global 

organization? [Want to be better updated? What kind of information?] 

9.2 APPENDIX B - EXTERNAL INTERVIEW QUESTIONS 

The questions to the external interviewees differed a lot depending on the kind of 

information that was required at that specific moment. All the common and specific 

questions are however in the list below. 

The parts of the question within brackets are thoughts, guidelines, points, or milestones 

used if the interviewee needed help or assistance in answering the question. The brackets 

are also for the interviewers, helping them remember points that were wanted out of the 

question. 

9.2.1 QUESTIONS TO COMPANIES 



101 

 

Systems generally 

 Which internal system/s do you use to communicate, collaborate, and seek 

information? [Global or local systems] 

 What purpose does the system/s have? 

 What was it that was needed to be solved, and what did you solve, by introducing 

this/these system/s? 

 How did you do when choosing the internal system? [Process, matching 

requirements vs functionality] 

 Did you have any problems when introducing the system/s? [How were these 

tackled, e.g. integration, introduction] 

 How often are the systems used? 

 What pros and cons exist with the system/s? [Looks, usability, functionality, other 

shortages] 

 Can a user se/reach all other softwares and tools via this system? [Adaptable?] 

 Is there an integrated CRM system? [Customer relationship management] 

 What channels of communication exist in the system? [Frequency of usage etc] 

 Is there an easy overview of the other employees in the organization with current 

competencies? [Able to endorse?] 

 What is communicated through the system? [Social, knowledge, information?] 

Generally 

 Do you have some kind of method for incitement in order to make people use the 

system? [What do the users get in return? What do you do to make users use the 

system?] 

 What should you think about when choosing a method for incitement? [Company 

culture, values, attitude?] 

 What system/s did you have before? [How did they work, why change, what did 

not work?] 

 What kind of organizational requirements are there in order for another 

organization to use the same kind of system that you are currently using? [Amount 

of employees, right kind of personalities, right kind of software to enable the 

ability to merge?] 

Experience and users 

 Is the system/s used for what it was initially meant for? 

 Who are the typical users of the system/s? 

 What is the average age of the users? [If not confidential] 

 If a user has a question about anything, can the system help the user find the 

competence needed? [Do they actually do this? Do the users know about this 

functionality?] 

 How well is the global collaboration working? 

 How would you describe your organization’s organizational culture? 
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Effects and outcomes 

 Has the system increased the belongingness in the organization? [More social 

contact? Other needs satisfied?] 

 Has the amount of emails decreased after the introduction of the system? [Or the 

content changed?] 

 Was there something that you wanted to solve but was not solved? [Or vice versa] 

9.2.2 QUESTIONS TO RESEARCHER 

 How general is this study? [Is it generalizable? Is it too complicated in order to 

draw more general conclusions?] 

 Do you believe the evaluation methods are good? [Validity? Change the method? 

Takes too much time?] 

 Can you think of any important theories, references, or authors on the area that 

are missing? 

 Do you have any other concrete tips or best practices regarding the area that you 

have found? 

 Can you think about something else regarding CSNs that might be valuable to our 

study? 

9.3 APPENDIX C - INTERNAL INTERVIEWEES 

Names in alphabetical order, ordered by first name. Some interviewees were interviewed 

twice, which is not presented in this table. The reference abbreviations used to refer to 

the interviewees are within parenthesis after the interviewee name. 

Name and 
abbreviation 

Title 
Function and connection  
to the study 

Annika Danielsson (AD) Information Coordinator Administrator of one of the systems 

Barbro Sköld (BS) 
Senior Underwriter, Business 
System Coordinator 

Coordinator of all the systems 

David Anderson (DA) Senior Vice President 
Company coach and administrator of one of the 
systems 

Ingela Schön (IS) 
Senior Vice President, Manager 
Human Resources 

Responsible for internal communication 

John Doe 1 (JD1) Underwriter User of the systems 

Leif Möllergren (LM) Senior Underwriter User of the systems 

Lennart Altino (LA) Senior Contract Analyst User of the systems and administrator of one 

Marie Nilsson (MN) Senior Vice President User of the systems and administrator of one 

Thomas Karlsson (TK) Senior Underwriter User of the systems 

Table 8: Internal interviewees 
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9.4 APPENDIX D - EXTERNAL INTERVIEWEES 

Names in alphabetical order, ordered by first name. The reference naming in this table 

only exists here and not in the bibliography. 

Name and reference 
naming 

Company and title 
Function and connection  
to the study 

Anna Lindström (SEB, 
2013a) 

SEB, Collaboration and Community 
Manager 

Administrator of the CSN used at SEB 

Antti Holopainen (Atos, 
2013) 

Atos, Sales Manager Vendor of the blueKiwi CSN 

Christine Gustavsson 
(Skanska, 2013) 

Skanska, Knowledge Management Administrator of the CSN used at Skanska 

Gunnar Nordström (SEB, 
2013b) 

SEB, Head of Digital Governance 
Information regarding the decision making 
and implementation processes 

Hannes Ullman 
(BearingPoint, 2013) 

BearingPoint, Consultant Possessed information about the intranet 

Martin Kiessling (Tele2, 
2013) 

Tele2, Project Manager, Group 
Corporate Communications  

System owner of the CSN at Tele2 

Theresia Olsson Neve 
(Olsson Neve, 2013) 

Researcher on Knowledge 
Management 

Valuable input on the subject, scope, and 
evaluation methods 

Table 9: External interviewees 

9.5 APPENDIX E - MEETINGS 

This is an overview of the meetings conducted throughout the project. The meetings 

marked as “Interview” without any company name following are internal interviews at 

Sirius. 

Date Meeting with Description Place 

2013-01-11 David Anderson Initiation of problem Sirius Stockholm 

2013-01-14 David Anderson Intro to office & staff Sirius Stockholm 

2013-01-15 David Anderson Intro to processes and systems Sirius Stockholm 

2013-01-22 Staffan Laestadius Problem formulation KTH Valhallavägen 

2013-01-22 David Anderson Thesis Proposal follow up Sirius Stockholm 
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2013-01-23 Reference Group International teleconference Sirius Stockholm 

2013-01-23 Annika Danielsson Intro to systems in use Sirius Stockholm 

2013-01-24 Testing Group User acceptance test Sirius Stockholm 

2013-01-29 Ann Gruneau NDA-signing Sirius Stockholm 

2013-02-08 Reference Group International teleconference Sirius Stockholm 

2013-02-12 
Stockholm 
Underwriters 

Development plans of a certain IT-system Sirius Stockholm 

2013-02-19 
Stockholm 
Underwriters 

New York model via WebEx Sirius Stockholm 

2013-02-26 Annika Danielsson Interview Sirius Stockholm 

2013-03-14 Leif Möllergren Interview Sirius Stockholm 

2013-03-14 John Doe 1 Interview Sirius Stockholm 

2013-03-25 Lennart Altino Interview Sirius Stockholm 

2013-03-25 Martin Kiessling Interview Tele2 Berghs Stockholm 

2013-04-02 Thomas Karlsson Interview Sirius Stockholm 

2013-04-02 Barbro Sköld Interview Sirius Stockholm 

2013-04-02 Hannes Ullman Interview BearingPoint Skype Call 

2013-04-11 Ingela Schön Interview Sirius Stockholm 

2013-04-11 Marie Nilsson Interview Sirius Stockholm 

2013-04-11 David Anderson Briefing Sirius Stockholm 
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2013-04-15 Christine Gustavsson Interview Skanska Skanska AB Solna 

2013-04-15 Ingela Schön Interview Sirius Stockholm 

2013-04-15 David Anderson Briefing Sirius Stockholm 

2013-04-19 Theresia Olsson Neve Interview KM/KS/CSNs Skanska AB Solna 

2013-04-25 Anna Lindström Interview SEB SEB Sergels Torg 

2013-05-08 Gunnar Nordström Interview SEB SEB Sergels Torg 

2013-05-20 Antti Holopainen Interview Atos/blueKiwi Skype Call 

Table 10: All meetings conducted throughout the project 

9.6 APPENDIX F - THE COMPLETE LIST OF EVALUATED CSNS 

Following is the table of the complete list of CSNs evaluated and investigated in this 

study. The color in the rightmost column is representing suitability. Red being 

inappropriate, yellow neutral, and green appropriate. 

CSN 
Main 
focus Pros Cons Suitability 

Acquia 
Drupal 
Commons 

High 
customization 

Can be used straight out of 
the box and is at the same 
time very customizable 
thanks to thousands of 
available extensions. Granular 
permission control. 

No real-time collaboration 
capabilities or email 
integration, no native 
support of sharing rich 
content in micro blogs or 
workflow management. 

More appropriate for small 
companies with budget 
constraints and lesser 
requirements on 
cooperation. 

Atlassian 
Confluence 

Sharing best 
practices 

Good project collaboration 
support, very user-
customizable. 

Wiki style that needs 
resources to keep the 
content up-to-date and 
valid. Hard to establish best 
practice because of too rich 
customization. 

Too advanced for current 
users and hard to 
standardize. 

blueKiwi ZEN 
Social 
interaction, 
many features 

Comprehensive and user-
friendly. External users can 
be invited to internal 
conversations. 

No instant messaging 
functionality, normally not 
available as an on-premise 
installation. 

Neutral because the 
unavailability of the on-
premise version and absence 
of instant messaging weighs 
down the ease of use and 
social focus. 
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Cisco WebEx 
Social 

Team 
communication 
and 
collaboration 

Well integrated with Cisco’s 
other products and MS Office 
for collaboration. Good 
support for finding expertise. 
Easy to use interface. 

Difficult to customize to 
specific needs and micro-
sites tend to build digital 
fences. Moreover, support 
for workflow management is 
missing. 

Neutral since it offers good 
support for finding expertise 
but the complicated 
configuration, 
customization and user 
interface weighs it down. 

Cornerstone 
OnDemand 

Learning, 
human 
resource 
management 

Tweaking possibility, many 
tools. 

Confusing and outdated user 
interface on both front- and 
backend. 

Cornerstone is more focused 
on e-learning than 
establishing unity. Poor user 
interface is unacceptable. 

Clearvale 
Enterprise 

Knowledge 
sharing 
platform with 
social 
interaction 

Good as standalone CSN with 
well-designed interface and 
good search capabilities. 

Bad integration options, low 
support for project 
management, somewhat 
outdated user interface. 

Without integration with 
existing systems, Clearvale 
CSN would it be just 
another application on the 
side. 

IBM 
Connections 

CSN for larger 
corporations 

Easily integrated with other 
IBM products such as Quickr 
(content management tool, 
Sametime (instant 
messaging) etc.  Many user 
profile features. Very stable 
vendor 

Has a rather complex user 
interface for inexperienced 
users. 

A well proven but a little too 
complicated solution. Best 
for larger enterprises when 
integrated with other IBM 
tools for complete solution. 
Sirius IT strategy more on 
the Microsoft side today. 

Igloo 
Many features 
for social 
collaboration 

Good integration possibilities 
with Microsoft products, 
open API. 

Small vendor, lack of 
customization outside of 
what is available from 
widgets, highly Flash 
dependent, many 
functionalities make it 
complex to use.  

Neutral, since Igloo can be 
too complex to use due to 
many features and settings 
which could be also an 
advantage. 

Jive Engage 
Platform 

All-rounded 
CSN 

Co-authoring documents, 
action based decision 
support, good overview over 
company communication. 
Can pull information from 
other applications and web 
pages. Very elaborated. 

Integration possibilities with 
other systems could be 
improved, although there is 
Jive Connect to integrate 
with SharePoint. Rich 
functionality could 
sometimes lead to user 
confusion. 

Suitable, since it is a well 
proven and elaborated CSN 
with strong social and 
information sharing 
capabilities. 

KineticGlue 
Social project 
management 

Easy organizing of content 
and groups. Easy to use, 
project management 
functionality. 

Does not integrate with 
SharePoint. The vendor is 
not very established on the 
European market. 

Neutral meets the 
requirements to become the 
hub for communication 
within Sirius but is not 
compatible with SharePoint. 

Liferay Social 
Office 

Flexible 
collaboration 
through portals 

Many content management 
capabilities. Popular open 
source software with large 
developer community. 

The social aspect is easily 
lost within the breadth of 
capabilities offered. Vendor 
is not very innovative and 
follows what happens on the 
market. 

Bad. Social aspect is very 
important and Liferay does 
not really fulfill the 
requirements here. 

Microsoft 
SharePoint 

File sharing 
and 
collaboration 

A de facto standard platform 
for file sharing and 
collaboration in the industry 
today. Robust and 
customizable system. 

Difficult to set up and needs 
expert competence to 
customize. Not much focus 
on social interaction. 

The social support is not as 
good as many other 
alternatives offer, thus 
SharePoint does not fulfill 
the given requirements. 
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Moxie 
Software 
Collaboration 
Spaces 

Innovative 
collaboration 

Broad arsenal of social media 
sharing capabilities including 
photo- and video galleries, 
document repositories, idea 
leaderboards etc.  

When tested, bugs were 
discovered such as 
authentication issues. 
Interface feels unintuitive 
and hard to use.  

Bad since CSN should be 
more rigid than this in order 
to be used in finance 
business sector where 
demands are high. 

Neudesic 
pulse 

Micro blogging, 
leveraging 
internal 
expertise 

Includes CRM, builds on 
SharePoint, slick interface. 
PulseIQ feature allows to ask 
and answer questions that 
can be rated and give 
expertise points. MS Active 
Directory login. 

Mostly focused to be used 
within sales, not very user-
appealing, mostly focused on 
sales. 

Neutral. Good for expertise 
leveraging and integration 
with MS SharePoint, MS 
Dynamics. However, the 
aim is more on sales. 

NewsGator 
Social Sites 

Adding social 
capabilities to 
SharePoint 

Good cross-platform support 
(mainly SharePoint), 
granulated administration 
features, great social 
capabilities. 

Uncertain future after 
Microsoft partnered with 
Yammer which could put 
NewsGator aside. It is also a 
bit complicated to use. 

Neutral because it can be 
integrated with Microsoft 
products that are currently 
in place but the user 
experience is unsatisfactory. 

Novell Vibe 

Social 
collaboration 
and project 
management 

Possible to work offline 
through desktop client. 
Perceived as easy to use and 
collaborate through by users. 
Good support for documents, 
workflows and e-forms. 

Viability of the vendor is 
uncertain in future. Interest 
in this platform is relatively 
low between developers.  

Not sure if Vibe will be 
continued due to the lack of 
interest from market and 
developers. 

OpenText 
Social 
Workplace 

Social 
collaboration 
and content 
management 

Well worked through features 
such as team sites, 
communication analysis and 
content management. 

Absence of project- or 
workflow management 
support. 

Neutral. Because of it’s cons, 
it leaps a risk of being "just 
another system on the side" 
rather than a node for 
collaboration. 

Oracle Social 
Network 

Social intranet 

Secure, can be combined with 
other enterprise applications 
within the   range of Oracles 
software. 

Limited in social aspect, 
more technically focused 
making it difficult and 
boring for an average user to 
use. 

Bad. For its boring interface, 
it will hardly be adapted by 
the workforce, thus the 
point would be missed.  

Podio 
Project 
management 
and workflow 

Support for project- and 
workflow management. Many 
features.  

No integration with 
SharePoint, no support for 
full text searches of 
documents, no integrated 
audio/video conferencing 
tool. 

Bad. SharePoint is a core for 
content management within 
Sirius and inability to 
integrate with it makes 
Podio an inappropriate 
choice. 

Salesforce's 
Chatter 

Social 
communication 

Integrated CRM, intelligent 
"recommended people" area 
to aid in finding right 
competence. Very focused on 
social interaction. Above-
average security. 

Very limited content 
management capabilities 
and no knowledge 
repositories. Fits best with 
other Salesforce products 
that are not in use within 
Sirius. 

Bad. Chatter is more 
suitable for those who use 
other Salesforce's products. 
Would be more suitable 
when involving customer 
interaction. 

Socialtext 

Employee 
collaboration 
and social 
communication 

Visual matching engine to 
map personal preferences and 
expertise, very customizable 
user dashboard, good 
filtering options, SharePoint 
integration. 

Due to its rich functionality, 
it could sometimes be 
complex for users unfamiliar 
to social networking. 
Lacking many content- and 
workflow management 
features. 

Good because of its 
advanced filtering 
possibilities in activity 
streams and integration 
with SharePoint 2013. 



108 

 

SAP 
StreamWork 

Social 
document 
management 

Strong within document 
management, workflow 
management and offers 
better-than-average security. 

Low support for real-time 
communication such as 
videoconferencing, no user-
customizable dashboard, 
hard to integrate with 
SharePoint. 

Hard integration with 
existing systems and no 
dashboard makes 
StreamWork an 
inappropriate choice. 

Telligent 
Community 

Access and 
share untapped 
employee 
knowledge 

Support for finding expertise, 
user friendly, designed from 
ground to be flexible and 
extensible. 

Somewhat lacking cross-
platform support, even if 
there is a workaround to 
support SharePoint 
integration in the Enterprise 
edition. 

Neutral suitability. It is 
customizable and relatively 
nice to use but hard to 
integrate with existing 
systems and only available 
as SaaS. 

tibbr 
Activity 
streams 

Very flexible in terms of 
integration thanks to well 
thought through interface 
towards databases. Available 
both on-premise and as SaaS. 

Missing document 
management and versioning 
tool, real-time conferencing 
capabilities licensed 
separately. 

Good. Integration 
possibilities make it possible 
to show content from other 
systems supporting the 
system streamlining 
requested by the employees. 

Vmware 
SocialCast 

Connectivity 
and analytics 

Customizable dashboards, 
embedded project 
management tool SocialCast 
Strides. Vendor with rigid 
technological background. 

Vmware is a relatively new 
player in the CSN market. 
Not very user friendly. 

Not very suitable. It is good 
for its dashboard 
customization functionality 
but does not meet the 
requirements within overall 
user-friendliness. 

Yammer 

Conversations 
and 
information 
sharing 

User friendly interface 
resulting in high user 
adoption rates, interface 
familiar to Facebook users. 

Does not yet offer a broad 
support for project 
management, it can be 
difficult to manage content 
properly. 

Good because Yammer 
comes embedded within 
SharePoint and offers a 
good support for social 
interaction. The backside is 
limited content 
management capabilities. 

Table 11: The full detailed initial weeding phase 

9.7 APPENDIX G - DETAILED IS REQUIREMENTS AND COVERAGE TODAY 

Detailed graphical representation of all IS requirements along with how well they are 

covered today. 
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Figure 23: A more detailed representation of the requirements 

and how well they are covered today 
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