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Abstract 

The Swedish construction industry has for a long time been struggling with problems caused 

by bad or insufficient communication between both internal and external stakeholders and this 

thesis is part of an on-going research collaboration between KTH and the Swedish 

Construction Federation on the topic “IT, Communication and Organization”. We have 

chosen to focus on broadening the research field in order to include the social digital 

communication. 

This is a case study where we have chosen to use interviews as our primary source of 

information in trying to get a picture of the status in the industry today. The method chosen, 

an exploratory study, is the preferred method when the research is a matter of mapping and 

understanding. 

Through our interviews we have found some newly implemented social media software that 

combines information management and social communication on both internal company and 

on project levels. Outside the field of social media we also found newly implemented 

software that mainly focuses on improving information management. 

On a project management level we found that the industry, instead of communication 

problems, experienced problems with information management through double work and long 

lead times for accessing information. The findings can be interpreted as a trend towards 

implementing more lean information management systems. We also conclude that by having 

a more lean information management, the need for communication could decrease. 

  



 

IV 

 

Sammanfattning 

Den svenska byggbranschen har under lång tid kämpat med problem orsakade av dålig eller 

otillräcklig kommunikation mellan både interna och externa intressenter och detta 

examensarbete är en del av ett pågående forskningssamarbete mellan KTH och Sveriges 

Byggindustrier på temat "IT, kommunikation och organisation". Vi väljer att i den här 

uppsatsen fokusera på att bredda forskningsområdet för att inkludera även den sociala digital 

kommunikationen. 

Detta är en fallstudie där vi har valt intervjuer som vår främsta källa till information för att 

göra en nulägesanalys av branschen. Den valda metoden, explorativ studie, är den metod som 

föredras när forskningen är en fråga om kartläggning och förståelse. 

Genom våra intervjuer har vi funnit nyligen implementerad mjukvara som bygger på 

konceptet social media. I detta fall mjukvara som kombinerar informationshantering och 

social kommunikation på både företagsintern- och projektnivå. Utanför området av social 

media hittade vi också nyligen implementerad mjukvara med huvudsakligt syfte att förbättra 

informationshanteringen. 

På en projektledningsnivå fann vi också att industrin, snarare än kommunikationsproblem, 

upplever problem med informationshantering i form av dubbelarbete och långa ledtider för att 

få tillgång till information. Av vad vi har sett i branschen så tycker vi att man kan tolka det 

som en trend mot allt fler implementeringar av lean informationshanteringssystem. Vi drar 

även slutsatsen att genom mer lean informationshantering skulle behovet av kommunikation 

kunna minska. 
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1 INTRODUCTION 
This chapter provides a background, the problem statement and the purpose of the study. It 

explains why this field is important to study and the research approach we took that ended up 

in two research questions that later will be answered.  

1.1 Background 

The Swedish construction industry has for a long time been struggling with problems causing 

inefficiency and lacking quality (SOU, 2002:115). Much of this is caused by bad or 

insufficient communication between both internal and external stakeholders (Dainty et al., 

2006). 

The Swedish Construction Federation (SCF)
 
is an organization with about 3200 member 

companies that are active in the Swedish construction industry today. The purpose of the SCF 

is to work as a voice for, and promote the interests of the construction industry. They also 

help initiating research by donating money to the technical universities providing the industry 

with research for development (Sveriges Byggindustrier, 2012). 

During the past several years, new formal communication tools such as Building Information 

Modeling (BIM), project networks and platforms have been introduced, which in many ways 

have improved the collaboration and communication between project participants (Karrbom 

Gustavsson, 2012; Dainty et al., 2006).  

Parallel to this development several other types of communication tools have started 

becoming more popular in society in general. Given the technological progress during the past 

decade, people communicate significantly different today compared to how they did 10 or 20 

years ago. Today the internet, mobile phones and social digital networks are important parts 

in a lot of people’s daily communication and it is not unlikely that the new private 

communication channels also affect business related communication.  

1.1.1 Problems in the construction sector 

Two reports done by the Swedish Building Commission in 2002 and the Swedish Agency for 

Public Management (SAPM) in 2009 are discussing several problems that the construction 

industry is experiencing. The first report published in 2002 which is titled “Skärpning gubbar! 

Om konkurrensen, kvaliteten, kostnaderna och kompetensen i byggsektorn” (“Heads up guys! 

About competition, quality, cost and expertise in the construction sector”, translated by us) 

that mentions problems such as lack of competition, insufficient supervision and control, poor 

workmanship, high construction costs etc. Not only is the industry accused of being 

insufficient and resistant to change, but the industry as a whole is lacking efficient 

communication. This report resulted in several proposals and guidelines for the construction 

industry to be able to improve the overall work and success (SOU, 2002:115). 

In 2009 The SAPM made a follow up study to see whether the industry had started adapting 

to the new guidelines or not. The report was named “Sega gubbar!” (“Slow men!”) because 
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the results showed that none of the proposed suggestions had resulted in any significant 

changes in the industry, and most of the problems mentioned in the first report were still 

present at the time of the second report. (SOU 2009:6). 

1.2 Problem statement 

There is quite a lot of research supporting that project communication is a success factor in 

project implementations within the construction industry. BIM tools have during the past 

years started to become more and more popular and they are today important tools for as well 

architects as technical consultants. What a lot of people in the industry feel missing is how to 

implement BIM solutions in every step of the construction projects, but research has been 

done (Björk Löf and Kojadionovic, 2012) and more is coming (Karrbom Gustavsson, 2012) 

on how to use these throughout the construction process. (Karrbom Gustavsson, 2012) 

Work on how to implement BIM in all project phases has, as previously mentioned, currently 

quite high focus. Since there has been a shift in how people communicate in the society in 

general, it is most likely that the communication has changed in the construction industry as 

well. What the SCF lacks is the knowledge about whether or not the industry has started to 

adapt its communication in line with the trends in society towards more social digital 

communication. 

The construction industry is a huge and diverse industry that attract a wide variety of people 

but the tools and channels used for communication still does not differ that much. Not even if 

one takes a larger perspective and look beyond the owner structure of the company, the 

geographical location, size and type of project. Because of the industry’s tendency of 

generally being slow when it comes to adaption to new technologies, doing research on new 

communication technologies in only one single project would not suffice.  

Since the aim here is to get a good overall picture and to try to cover how the industry is 

currently dealing with communication, it is important look at different projects at different 

companies in different settings, in order to be able to both compare and summarize a result 

that can be representative of the industry. 

1.2.1 Purpose 

This master’s thesis is one part of the on-going research collaboration between KTH and the 

SCF on the topic “IT, Communication and Organization”; more specific this thesis has the 

purpose of broadening the research field within project communication in order to include the 

role of the social digital communication for the renewal of the construction industry.  

The goal is therefore to try to map the development, the spread and the using of social digital 

networks; if they are currently being used in order to contribute to the streamlining of 

communication within the industry. 

The SCF lacks knowledge of all the formal and informal tools used for communication in the 

industry and it is important for them to keep up with the technological development, therefore  
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they need to gain knowledge on the how construction industry has adapted (or not) to these 

new ways of communicating. They would also like to gain knowledge on how that 

development can help and contribute to a more efficient construction process. 

1.3 Research approach 

The research question to be answered was:  

1. Has the construction industry’s ways of communicating internally been affected by the 

social media trends we meet in the society?  

 

2. If not, are there any other patterns connected to ICT-tools within the industry? 
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2 METHOD 
This chapter explains the way we have conducted the research, explaining the research 

method used. It also explains our limitations and what our work process has looked like 

throughout the research. 

2.1 Research design 

The purpose of a research design is to provide a plan or framework for data collection and 

analysis. Depending on the nature of the problem different approaches towards the data 

collection has to be taken. The problem structure is something that is important to take into 

consideration when formulating the research design. A problem can be either structured or 

unstructured and depending on that, different research methods will be suitable. (Ghauri and 

Grønhaug, 2010) 

The problem in this thesis has an unstructured nature which means that to clarify the problem, 

classify and categorize for further analysis and conclusions, an exploratory research is best 

suited. (Ghauri and Grønhaug, 2010) 

2.2 Research method - Qualitative 

There are many ways in which to conduct research and the method best suited depends on the 

problem and the purpose of the research and no approach is better or more scientific than any 

other. The basic difference is the way to collect data, what type of data it is and how to 

analyze it. Since this area has not been researched that much, our research problem is of a 

more exploratory nature and because of the wish to map and explain, we have used a 

qualitative research method. It puts more focus on understanding the respondent’s point of 

view rather extracting pure facts which is more linked to quantitative approaches. (Ghauri and 

Grønhaug, 2010)  

Our research started out with a literature study in the field of project communication within 

the construction sector, and in parallel we looked into the new fields of ICT, social media and 

Enterprise 2.0. As a second step we made an exploratory study where we conducted 

interviews with project managers from different projects and companies as well as project 

communicator on one given project for a non-technical perspective on a “soft” topic in a 

technology intensive industry. We also met a software developer in order to gain background 

knowledge and understanding since neither of us is within the field of ICT. 

Also follow up questions in the interviews has led the research to be both descriptive and 

causal in the research, as will be seen in the discussions chapter. 

2.2.1 Case study 

According to Ghauri and Grønhaug, 2010 “a case study is a preferred approach when ‘how’ 

and ‘why’ questions are to be answered, when the researches has little control over events 

and when the focus is on a current phenomenon in a real-life context”. 
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Since this area of project communication is relatively new and uncovered, a case study is a 

good method in order to learn about the current working processes and tools used in the 

industry today. The interviews we have conducted are also difficult to quantify, why we have 

tried to interpret and compare the individual cases to each other and to the theory, on which 

we are leaning. To cover a larger area of the industry we have chosen five cases with both 

similarities and differences in the terms of: size, location, time span, project type and owner 

structure. (Ghauri and Grønhaug, 2010) 

2.3 Selection of projects 

We have chosen to look into companies/projects within both infrastructure and housing. 

Companies that are both privately owned, owned by the municipality and owned by the 

government. The companies that we have interviewed also differ in geographical location and 

some also include not having all members of the project team in the immediate area. Having 

chosen the projects this way, we believe opens up for comparison by both similarities and 

differences, which can provide a good overall view on the current situation in the construction 

sector in Sweden today. 

Selection 
 

Company/project 
 

Owner 
 

Projects 
 

Employees 
in Sweden 

 
Location 

Large part of 
dislocated 
employees 

STA / Stockholm City 
Line 

Government Infrastructure 6500 Stockholm 
(project) 

No 

NCC Private Infrastructure  
Housing 

10 060 World wide No 

Midroc Private Infrastructure  
Housing 

2600 World wide Yes 

TVK Municipality Infrastructure 150 Northern 
Sweden 

No 

LKAB Government Infrastructure  
Housing 

4300 Northern 
Sweden 

No 

Fig 2.1 Summary of selection of projects  

2.4 Data collection 

The main advantage of using primary data is that it has been collected for the specific purpose 

and is probably also more up to date than the previous research we can use. Advantages of 

secondary data is that using data that someone else has collected is that is saves both time and 

money. Using secondary data also facilitates broader perspectives, given that one can make 

larger comparisons, e.g. between cultures or countries/continents. And secondary data and/or 

previous research is always important to have as a background in research not only because it 

provides information in the specific field, but it can furthermore give ideas on what methods 

can be suitable for the research at hand. (Ghauri and Grønhaug, 2010) 
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2.4.1 Interviews 

We have chosen to collect this empirical information through interviews. This is also the 

preferred method when the research is a question of mapping and with a focus on 

understanding interactions. Given the unstructured and exploratory nature of the research 

problem we chose to conduct a series of semi-structured interviews.  

A semi-structured interview is designed by having pre-defined questions, but with a more 

flexible approach i.e. there is room for the discussion to move in any direction as long as it 

stays in line with the goal and purpose of the meeting. (Ghauri and Grønhaug, 2010) 

The interviews have been conducted with mainly project managers from the selected 

companies/projects. The reason why we chose that level was because we wanted to look on 

how they currently were working in projects today. And the project manager is person highest 

in the hierarchy, but is still a part of the daily project work. 

The semi-structured interviews started off with a relatively fixed set of questions about their 

ways of communicating, and depending on the relevance of the response for this study the 

interviews were allowed to take different directions. 

The questions that most of the interviews included were: 

 How are you communicating internally within the company and/or projects? 

 Are you using any kind of social media to communicate? 

 In your experience, is communication a problem? 

 In your experience, do you lack any tools for communication? 

 What digital tools are you using in your daily work? 
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Main interviews 

Company / 
Project 

Interview 
number 

Nr. of 
interviewees 

Position of interviewees 
Length of 
interview 

STA / 
Stockholm City 

Line 

1 1 1. Communication manager 1 hour 

STA / 
Stockholm City 

Line 

2 2 1. Communicator 
2. Communication 

coordinator 

1 ½ hours 

STA / 
Stockholm City 

Line 

3 1 1. Assistant project manager 1 hour 

NCC AB 4 1 1. Project manager for 
implementation  

1 ½ hours 

Midroc 5 2 1. IT architect 
2. Project manager for 

MidrocOnline 

1 hour 

TKV 6 1 1. Chief project manager 1 hour 

LKAB 7 2 1. Project manager 
2. Project manager 

1 hour 

TOTAL 7 10  8 hours 

Fig 2.2 Summary of main interviews  

 

To gain more knowledge about our research field we also did two interviews with people 

outside the selected projects. The first interview was with a software company who develop 

project management software specifically for the construction industry. The second interview 

was with two management consultants working in a different industry, both with a great 

personal interest in social media and how it can be used professionally. 

Reference interviews 

Company / 
Project 

Interview 
number 

Number of 
participating 
interviewees 

Position of interviewees 
Length of 
interview 

Apricon AB 1 2 1. CEO 
2. Software developer 

1 hour 

Acando 
Consulting AB 

2 2 1. Project management 
consultant 

2. Project management 
consultant 

1 hour 

TOTAL 2 4  2 hours 

Fig 2.3 Summary of reference interviews  
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2.4.2 Abductive study 

Because of the nature of this problem, an abductive research approach is the most appropriate. 

Abduction is a combination of induction and deduction and it is commonly used in research 

based on case studies, where the researcher’s goal is to understand the current conditions. 

Induction starts from empiricism and deduction from theory. Abduction is close to induction 

in the sense that it starts from empiricism, but it does not reject theoretical ideas which also 

pushes it towards deduction. (Alvesson et al., 2008) 

During the process of an abductive research the empirical scope is being developed and 

refined as the time goes. Also the theory can be changed and refined as new empirical 

findings arise, which brings new dimensions and insights to the topic. (Alvesson et al., 2008) 

2.5 Limitations 

There are several limitations to this study, such as the scope for one. We have tried to map the 

construction industry by probing; in different companies and types of projects, but we are not 

claiming that we with certainty can say how all companies are working today, but we can give 

a hint and show in which direction the trends seems to be going. 

We have also chosen to look from a certain perspective where we distinguish between 

information flow and communication, where the ladder demands instant feed-back, i.e. e-mail 

just barely makes the cut because there is no way of ensure that the recipient had read the e-

mail, or has interpreted the senders message in the way it was meant – unless one, or both of 

the participant in the dialogue, ask follow-up questions. 

There is also the concept of mass communication to be handled. Mass communication is one 

way and is directed to a larger mass of recipients; with our definition this is to be looked at as 

information. 

We will also be discussing the concepts of internal and external communication and by 

internal we mean the communication either within the company or current project team. By 

external communication we refer to the communication that a project or company directs to 

the public or other external stakeholders, such as investors, municipalities and the public. 

Another limitation is that all of the interviews conducted have been on a project management 

level. A more thorough study, maybe a future research project, would look at all of the 

hierarchal levels of a construction project. 

2.5.1 Self-criticism  

On the matter of objectivity we have discussed it and since we are not actually reviewing the 

companies or projects, but their software, we have concluded that no matter the impression 

we might have had about the company itself it should not affect the way in which we are 

portraying the software they are using. 
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2.5.2 Validity 

As we have stated in the background chapter we are trying to map and get an overall view by 

looking at five different cases and given that we cannot draw any major conclusions on the 

state of the industry at current time, we can, however give a hint as to what the trends seem to 

be like.  

We have been using a method of semi-structured interviews, holding back on what we were 

hoping to find, allowing it to be a free and open discussion on their take on the software they 

are currently using and on what communicational channels there are, or maybe if there is 

something missing, that the interviewee would like to see in the future.  

2.5.3 Ethics  

Since this is a case study we have not had to acknowledge any privacy or anonymity issues. 

We have, however, chosen not to name our interviewees, since their person is not in focus, 

but what they shared with us regarding their companies’ ways of communicating and/or IM 

systems. We have reflected about the fact that both our interviewees and references mainly 

consist of men, but given the current discussion within the industry about the 

overrepresentation of men and the initiatives to make it more welcoming towards women we 

have decided to consider this in line with the state of the industry today.  
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2.6 Work process 

This has been an exploratory process and we have been searching in a process that has been a 

close interaction between empiricism and theory with interviews leading to new tracks and 

directions with theory to the aid, guiding us to understand the empirical data, and vice versa.  

Regarding the selection of the cases we have looked at, we have chosen to contact projects 

that we have found interesting. Starting from that end and working in the directions we were 

granted access, also considering what/who we needed to interview in order to gain the 

knowledge and width that we found needed. 

In planning for the interviews we decided on a goal for the meeting and started out with a few 

open questions and then we met up with follow up questions depending on their response, 

allowing it to be an open discussion with a given goal; to find out whether or not they 

experience lacking tools for communicating internally.  

During the interviews one of us focused more than the other on the talking and the other 

listened and took notes. After every interview we sat down together to summarize and 

conclude what we had learned. We wrote the chapters after each of them but not until we had 

done all of them we started to compare and analyze our results and what it, as a whole, could 

tell us about the current situation.  

 

Fig 2.4 Illustration of the theory work process 
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3 THEORY 
This chapter presents the literature review done for this master thesis by providing underlying 

background and theory of the areas of communication, ICT-tools, social media, Information 

Management, Enterprise 2.0 and Lean.  

In the literature review for the study it is brought into light the communicational challenges 

presented in project based industries, moreover the construction industry, where many 

different groups come together to work closely with one another during short periods of time. 

One of the focus areas is the communicational challenges that occur due to the fact the 

different groups come from different disciplines and also might use different jargons because 

of the technical language (Dainty et. al, 2006) and from all different companies that inevitably 

have individually different cultures. Also regarding the management of these projects under 

certain amounts of uncertainty and the dynamics of a construction project is widely discussed 

(Dainty et. al, 2006). 

3.1 Communication 

Seen from the receiver’s perspective, communication is said to occur only when a message 

has been interpreted by the recipient, such as a series of written letters perceived as a sentence 

with a certain meaning. Communication is therefore dependent on the recipient. The listener 

interprets what he hears with his or hers prior experience and background combined with 

what he or she knows about the sender. (Nationalencyklopedin, 2013:b) 

The modern workplace requires planned communication. And this is where the information 

and communications circles meet and overlap. The tray in the picture represents the field in 

which we were hoping to find a software to join the two in a symbiotic tool that enables for 

simultaneous information transfer with features that will make the instant feedback need 

fulfilled. A software that enables a streamlined information flow that also opens up for instant 

follow up, the system creates ways in which to ensure that the message sent is the one 

interpreted. 

 
Fig 3.1 Communication meets information 
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3.1.1 Information  

Information means to be aware of something ("to be informed"). Information can be seen as a 

given amount of facts, information or intelligence. The term refers to the message itself, i.e. 

the content being transferred through communication. All information may involve some 

form of impact on the recipient, e.g. increased knowledge. Information can thus be seen as the 

result of a message. (Nationalencyklopedin, 2013:a) 

The information society is characterized, among other things, by a general increasing 

dependence on access to information, new information in the form of integrated systems for 

computer and telecommunications technology. In this society, information is a powerful 

resource, a value for those who have access to it and who can use it for their purposes. 

(Nationalencyklopedin, 2013:a) 

Information vs. communication 

We have found, just as Emmitt and Gorse (2007), that the word communication, especially 

when used in the context of modern ICT tools, is used also to describe the transfer of 

information. And we would like to emphasize that the time consuming, old fashioned, yet 

very beneficial way of face-to-face interaction for mutual exchange and understanding is 

being ignored in a belief that making it digital and automatic information handling will 

streamline processes and thereby solve communicational problems. 

3.1.2 Project communication 

The construction industry is based in a carpentry that has been important through all times, 

and is therefore bound to have a lot of traditions. The industry is also mainly project based 

which brings its own challenges to the communication area. Groups with people from 

different disciplines are formed, they work together intensively - often for a short period of 

time - before they disband and continue on with other projects. In excess of that there are 

several other things such as physical, contractual, cultural or temporal factors that often 

causes ‘noise’ in the project which can interfere with both communication and collaboration. 

“The dynamic nature that characterizes the construction industry may therefore seem more 

problematic than other, more static environment.” (Dainty et al., 2006) 

The communication in the construction industry is, as mentioned earlier, known for its 

complexity because of temporary project organizations and a workforce with various 

background and skills. The industry has relatively recently been put in front of an even bigger 

challenge, as the industry is becoming more international with a larger share of its labor 

coming from foreign countries. The challenge concerning communication is now even bigger 

than before as the project managers now also have to tackle language and social barriers 

(Dainty et al., 2006). 

When communicating on the construction sites, the verbal messages are often augmented with 

additional verbal or non-verbal messages. Even if a person has good language skills, it’s the 

message as a whole that contributes to the actual understanding. By not having the all the 

different communication abilities, there is a risk of misunderstanding.  Whilst the 
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communication has severe importance for understanding project information, it has an even 

larger importance for understanding the health and security information (Dainty et al., 2006). 

The challenge seen in making the project managers aware of the importance of good language 

and social communication abilities, which is of major importance when it comes to for 

example safety, e.g. craftsmen at job sites without the right safety equipment such as helmets, 

climbing on high formworks. It is hard to tell whether these problems are caused by poor 

communication, but it definitely has an impact. 

In a report by Karrbom Gustavsson, 2012, several reports done by researchers from KTH 

within the area of IT, communication and organization between the years 2010 and 2012 are 

being summarized. Karrbom Gustavsson talks about the construction industry as fragmented 

and complex with several boundaries and obstacles, hindering efficient communication 

between several of the projects stakeholders. Karrbom Gustavsson, 2012, agrees with the 

view Dainty et al., 2006 gives that the construction industry is unique because of its 

temporary nature, and its fragmentation causes people to focus only on their part of the 

project instead of seeing it as something bigger. (Karrbom Gustavsson, 2012) 

3.1.3 Benefits of formal and informal communication 

Communication within a company can be either formal or informal. Formal communication 

refers to for example meetings where formal decisions are made. Informal communication is 

communication that occurs between company members in a much more informal 

environment, for example by the coffee machine or during lunch (Dainty et al., 2006)”. 

The formal communication in a project is the activities that any project organization requires 

to be performed and it consists mainly of formal meetings. This type of communication is 

dependent on the structure of the project and its participants and is a key factor to building 

relations within the temporary organization. This also seems to be a popular channel for 

information exchange. Meetings have the disadvantage of being time consuming and more 

expensive than, telephone, e-mail or video conferences, there is on the other hand lots to gain 

from them, given the informal communication during breaks and the way it builds trust. “Also 

research shows that for addressing contentious issues, problem solving, conflict resolution 

and building relationships face-to-face communication is crucial (Emmitt and Gorse, 2007, 

Emmitt and Gorse, 2003)”. 

Informal communication arises from the channels that fall outside the formal and does not 

follow the same rules as the formal communication does. 

Informal communication depends on the individual needs of the employees or participants in 

the project and there are in any organization. Normally, informal communication is a verbal 

transaction, but it can also be expressed by something as simple as a glance or a nod of assent. 

Informal communication is implicit and spontaneous. It occurs in a group of people, that is, 

when a person has any information of interest, and we will forward it informally, but it might 

as well be about the information exchanged at the coffee machine when a person asks a 

colleague for help or advice regarding a problem about their daily work. 
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3.1.1 The importance of communication 

Construction is a diverse industry from the perspective that it consist of a wide variety of 

actors and stakeholders from many different industries and backgrounds. These temporary 

organizations also usually have a complex structure, due to both personal relations but also 

the fact that most participants will only come together to work for this specific project. 

(Emmitt and Gorse, 2003) Not only is the project process complex due to the multifaceted 

nature of the project itself, combining backgrounds, cultures and professions, that all come 

with their own technical language and jargon, and the coordination and organizational 

challenges in order to make this melting pot into a successful team that will bring the project 

to a success is much dependant on the effectiveness of the communication (Karrbom 

Gustavsson, 2012) 

3.2 Information and Communication Technology 

“Much attention has been paid to the impact that the new technology has and will have on our 

working lives. ..... However, doctoral research has shown that there is no correlation between 

the use of project web tools and improved communication between team members (den Otter 

2005 in Emmitt and Gorse 2007). The message in den Otter’s research is that we need to be 

careful when implementing ICTs and remember that the use of new technologies does not 

necessarily ensure better performance. (Emmitt and Gorse, 2007)”  

However, the use of Information and Communication Technology (ICT) tools in the 

construction industry is creating new opportunities for collaboration, coordination and 

information exchange among organizations that work together on a construction project. 

(Carlos and Soibelman, 2003) 

In “Communication in Construction” by Dainty et al., 2006, communication theory and 

practice is being discussed from several different points of views. One chapter is specifically 

devoted to ICT and they discuss the evolution of ICT in construction, what tools that are 

available and how they can be used for improving communication.  

ICT is a specific term that emphasizes the role that represents the integration of 

telecommunications (telephone lines and wireless signals), computers and the necessary 

software, middleware, storage and audio visual systems, allowing users to share, access, store, 

transmit information and communicate with each other. (Dainty et al., 2006) 

Tools mentioned for daily use are mobile phones, e-mail, internet and BIM tools, these are 

also the ones, together with formal and informal meetings, that we will be referring to as the 

traditional tools or channels. What earlier was known as Information Technology has now in 

many cases evolved into Information and Communication Technology. Many of the tools are 

being used as enablers of communication and to help both information and knowledge to flow 

and spread through an organization. The term ICT is now also used to refer to the 

convergence of audio-visual and telephone networks with computer networks through a single 

cabling or link system. There are large economic incentives (huge cost savings due to 

elimination of the telephone network) to merge the audio-visual, construction management 
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and telephone network with the computer using a single unified system of cabling, signal 

distribution and management. (Dainty et al., 2006) 

3.2.1 Building Information Modeling 

Building Information Modeling (BIM) is a technology used to create an accurate computer-

generated virtual model of a building. The model created can contain relevant data needed in 

all different phases of the construction process; starting with design, moving into construction 

and finishing with facility management. Even though BIM is designed to be used in all 

different phases, companies often experience problems with how to implement it gain all the 

benefits from its potential. (Eastman et al., 2008) 

3.3 Information management 

Information management (IM) is the collection and organization of information, 

documentation, correspondence, drawings etc. that concerns, in this case, the project or the 

company. Management in this perspective is all about planning, structuring, maintaining, 

processing and also enabling the use of access levels, all to enable the use flow of the system.  

There is also the concept of Electronic Document Management (EDM) which was one of the 

first of its kind and it has later evolved into Enterprise Content Management (ECM). They are 

both types of Document Management Systems (DMS) and play important parts in any IM 

system. DMS is a software that enables the storage and organization of electronic 

documentation of different kinds and formats, also including workflows, i.e. a DMS is a more 

narrow and specific concept and IM is the broader, that usually includes a DMS of some sort. 

(AIIM, 2013) 

"Information management is a solution that builds on the current documentation practice into 

the industry, is to enhance this practice through the wide-spread adoption of Electronic 

Document Management (EDM) systems, applied within companies and in particular across 

all the participants in projects (Björk, 2002)”. 

“All actors need to collaborate, share, collate and integrate significant amounts of 

information and knowledge to realise project objectives (Pietroforte 1992; Oxman 1995). To 

do this well requires a combination of good management, committed people, supporting ICT 

networks and the opportunity to regularly communicate on a face-to-face basis.” (Emmitt and 

Gorse, 2007).  

Transparency implies openness, more specifically regarding communication and 

accountability. Transparency in practice is the type of openness that makes it easy for all 

project participants to have insight into what actions to take. 

3.4 Social media 

Social media is a term commonly used today to describe different highly accessible media 

platforms made for social interactions to turn conversations into dialogues (The Social Media 
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Guys, 2010). Kaplan et al., (2009) defines Social Media as “a group of Internet-based 

applications that build on the ideological and technological foundations of Web 2.0, and that 

allow the creation and exchange of User Generated Content”.  

Web 2.0 is the technical development of “the old” World Wide Web, also called Web 1.0, 

where most of the information was static and not user customized. Web 1.0 consisted of static 

homepages where the user had a lesser possibility to interact and influence the content, in 

comparison to Web 2.0 where much of the content is generated by the users giving a much 

more interactive experience. As according to Kaplan, with Web 2.0 “content and applications 

are no longer created and published by individuals, but instead continuously modified by all 

users in a participatory and collaborative fashion”. Web 2.0 also opens up for the possibilities 

of user customization; so that certain information reaches certain specific target groups. This 

evolvement of the Web has today become the platform for the evolution of social media. 

(Kaplan et al., 2009; O’Reilly, 2007) 

The term User Generated Content (UGC) can, according to Kaplan et al. 2009, be seen as “the 

sum of all ways in which people make use of Social Media”. It refers to all the different kind 

of media that is publicly available and created by the users. There are a few requirements that 

needs to be fulfilled for something to be considered User Generated Content and Kaplan 

refers to the Organization for Economic Cooperation and Development (OECD) who lists 

three basic requirements; first it has to be published on a site that is publicly available or 

available to a certain group of selected people; second, the published content has to show a 

certain creative effort behind it and third; it has to be created in ways that is not a part of 

professional routines or practices. (Kaplan et al., 2009) 

When hearing the term social media most people will relate to certain web pages such as for 

example Facebook, YouTube, Instagram or Twitter, and they are some of the social medias 

most commonly known and used pages by the public. But there are more dimensions to the 

term social media and it actually refers to the types of platforms that allow these new ways of 

communication, rather than the factual content of the page. 

3.4.1 Categorization of Social media 

What can be categorized as social media can vary greatly and currently there is no systematic 

way in which this is being done, but by creating a classification scheme it is easier to group 

different medias together. According to Kaplan et al., 2009, there are two key elements of 

social media; media research and social processes.  

The Media research component 

Media research in this classification scheme consists of two different parts; Social presence 

and media richness. Kaplan refers to Short, Williams, & Christie, 1976 who states that media 

can differ in the degree of social presence, and that social presence is defined as the acoustic, 

visual, and physical contact, between two communication partners. 

The social presence is also influenced by the levels of intimacy (interpersonal vs. mediated) 

and immediacy (asynchronous vs. synchronous) allowed by the media. The social presence is 
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lower for mediated media (e.g. telephone conversations) compared to interpersonal media 

(e.g. face-to-face discussion). The media presence is also lower for asynchronous 

communication (e.g. e-mail) compared to synchronous (e.g. live chat). Kaplan concludes that 

“the higher the social presence, the larger the social influence that the communication partner 

have on each other’s behaviors”. (Kaplan et al., 2009) 

Media richness is closely related to the theories of social presence. According to Kaplan, who 

refers to Daft & Lengel, 1987, the goal of any communication is to reduce ambiguity and 

uncertainty. The degree of richness of the media can also vary, which means that media can 

differ in the amount of information that can be transmitted during a given time. This causes 

some media to be more effective when it comes to solving ambiguity and uncertainty. 

(Kaplan et al., 2009) 

The Social processes component 

Social processes can be divided into two different parts; Self-presentation and Self-disclosure. 

In the case of self-presentation Kaplan refers to Goffman, 1959 who states that in any social 

interaction people have a desire to control the impression people form of them. This is done 

for several reasons and Kaplan mentions influencing to gain rewards (e.g. make positive 

impressions on your future-in-laws) as one, but sometimes people also have wishes to create 

an image that relates to the personal identity (e.g. wearing a fashionable outfit to be perceived 

in a certain way). 

Self-disclosure is about conscious or unconscious behaviors for revealing personal 

information either by thoughts, feelings, likes or dislikes. The behaviors are often consistent 

with the image one would like to give and this is a critical step in the development of close 

relationships (e.g. during dating). In different social media the amount of self-disclosure can 

vary a lot, for example the amount of personal information you share, and it is therefore a 

factor worth taking into consideration when doing a classification. (Kaplan et al., 2009) 

Creating schedule 

When combining the two dimensions; Media research and Social processes, a classification 

scheme can be created. In the table below Kaplan compares different Social media depending 

on the level of the schedule components, and then categorizes them accordingly.  

 

Fig 3.2 Classification of Social Media by social presence/media richness and self-

presentation/self-disclosure (Kaplan et al., 2009)  
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3.4.2 Types of Social media 

As mentioned previously, what can be counted as social media varies greatly and it is more 

about the way people communicate rather than what type of information that is being shared 

or transferred. Social media can therefore be both personal blogs as well as virtual game 

worlds. From a corporate point of view there are some social media that are more applicable 

than others and below a few of them will be presented: 

Blogs 

Blogs, which is one of the first forms of social media, is often a website where date-stamped 

entries are being presented in reverse chronological order. This is the modern form of a 

personal website where the author either can share information on a personal level or general 

information within a specific area of content. A blog is often, but not always, written by one 

person only but allows external people to comment on entries which enable interaction and 

discussion between people. Even though private blogs are most common it is becoming more 

popular with corporate blogs to update employees, customers and shareholders with certain 

information. (Kaplan et al., 2009) 

What blogs do is to forward information to an external audience or an internal group of 

people. Even though comments often can be made which can start discussions, blogs are 

considered as tools to inform rather than communication. 

Social networking sites 

Social networking sites are web pages that use the techniques of social media and enables 

users to create personal information profiles and where they can invite friends and colleges to 

access them.It also allows the users to communicate by sending e-mails and instant messages 

as well as sharing pictures, music, videos, external blog entries and amongst other things. 

Today the largest social networking site is Facebook with more than 1.11 billion monthly 

active users around the world (Facebook, 2013). Facebook is mainly used for sharing and 

communicating personal information, but companies also try to take advantage of the wide 

audience the site brings to help the creation of brand communities, doing marketing research 

etc. (Kaplan et al., 2009) 

Social networking sites is also the type of social media that is the most communicative and 

therefore most applicable for this study. 

3.5 Enterprise 2.0 

Andrew McAfee, professor at Harvard Business School, defines Enterprise 2.0 in his book 

“Enterprise 2.0” as “the use of emergent social software platforms by organizations in pursuit 

of their goals”. He briefly explains the different components of the definition; Social 

software, Platforms and Emergent and the technical features that he summarizes in the 

acronym SLATES (Search, Links, Authoring, Tagging, Extensions, Signals). (McAfee, 2009) 

Before explaining the components of SLATES; a short background has to be presented. 

Enterprise 2.0 often builds on the same technologies as Web 2.0, but instead of providing 
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software to the public, Enterprise 2.0 is specifically created for enterprises in order to 

facilitate their information and knowledge flow as well as it enables fast and easy 

communication within companies (McAfee, 2009). But to say that Enterprise 2.0 is just Web 

2.0 for business would not be right, since enterprise computing is far more complex than 

personal computing and encompasses a far broader and more complex vision (Cook, 2008). 

Social software allows people to connect, collaborate and form online communities through 

communication mediated by computers. Platforms are digital environments where content is 

globally visible (everyone with access can view it) and persistent (the content stays and can 

become searchable). Emergent means that the software has mechanisms such as links and tags 

which allows patterns in interactions and such to adjust over time. 

The acronym SLATES represents the different technical features that often symbolize 

Enterprise 2.0 (McAfee, 2009): 

 Search – Information has to be searchable to be of valuable for an organization, a 

regular feature in corporate intranets but not as commonly used.  

 Links – This is one of the contributing reasons why the Google search engine is so 

powerful; it has a dense link structure that reflects the opinions of many people. 

Instead of having a small group of web developers who creates the links, an intranet 

can be authored by a larger group of employees with the ability to make links which 

enhances the search results.  

 Authoring – It has been shown in Blogs and Wikis that people have a desire to author, 

to write for a wide audience. When allowing the users to author the intranet platform 

can shift from being a creation of a few to become constantly updated and interlinked 

work of many. 

 Tags – Tags can be used to better categorize content which can also improve the 

search mechanisms in corporate intranets. It can also help to keep track of the 

platforms knowledge workers visits and help to make the results of patterns and 

processes more visible. 

 Extensions - Extensions are algorithms used to automate much of the work with 

categorization and pattern matching. Over time the system then learns what the user 

likes, which helps to provide the specific content wanted for a specific user.  

 Signals – Instead of having users look on several different places for newly published, 

signals can be used to notify the user when new content is published by e.g. e-mail. A 

more novel technology is RSS which can provide a flow of new content, presented by 

a title and short summary in what commonly is called a “news feed”.  

McAfee also points out that company intranets and information portals per se are not 

considered Enterprise 2.0 since they are not emergent. Neither e-mails nor classic instant 

messaging (e.g. Skype or Lync) are considered parts since the transmissions are not globally 

visible or persistent. (McAfee, 2006) 

Another term commonly used in this area, sometimes used to the address the same thing, is 

Enterprise Social Software. But to find clear and reliable definitions and distinctions between 
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the terms Enterprise 2.0 and Enterprise Social Software is hard. The way Wikipedia 

distinguishes the two terms it is to consider Enterprise Social Software as the major 

component of Enterprise 2.0, where Enterprise Social Software is mostly used to describe the 

actual social software and Enterprise 2.0 is used to describe the social and networked changes 

to companies. (Wikipedia, 2013) 

3.5.1 Research at IBM 

A research study have been done at IBM (DiMicco et al., 2008) where there purpose was to 

look at how the use of an enterprise social network within a company differ in terms of social 

connections as well as of different user motivations. The social network was named Beehive 

and was launched throughout IBM worldwide at the end of May 2007. The interface was 

similar to conventional social networking sites where the user profile was dynamic and 

changed depending on the user activities on the site. The user could also choose which 

information to display and where it was going to be displayed on the page. IBM did not put 

any restriction on what content the users could and could not share, personal or professional. 

The network was therefore not created specifically for only job related purposes. One year 

after the launching Beehive the network had over 30000 active users. (DiMicco et al., 2008) 

The research was done by using both qualitative and quantitative methods and after 

summarizing all the data, interviews and transcripts three main themes of motivations had 

been identified. Sharing on a personal level was something the research team anticipated even 

before starting research, but addition to that two other themes emerged: career advancement 

and the ability to convince others to support ideas and projects. (DiMicco et al., 2008) 

Caring 

In most of the interviews, connecting on a social level was something that was a source of 

personal satisfaction. One of the interviews showed that by connecting with people personally 

helped them to like the person more and which made them more eager to work together. 

Another aspect that was identified was that today people do not have the same amount of face 

to face contact as they had five years ago. Beehive therefore helped to ‘catch up’ on life and 

allowed people to share what they did during the weekend, pictures from holidays etc. 

(DiMicco et al., 2008) 

The desire to connect personally was something that was frequently mentioned in the 

interviews, both with those people you know as well as does not know. (DiMicco et al., 2008) 

Climbing 

The second identified major use of Beehive was for personal career advancement which was 

shown by users actively promoting themselves and networking in various ways. By 

communicating around professional interests the user strived towards being seen as someone 

knowledgeable in a certain field. Another aspect on climbing was users who were 

commenting on more senior employees and upper managers with the purpose of becoming 

more known within the organization. This was seen as a complement to traditional face-to-

face networking and Beehive enabled users to get in contact with and get to know more senior 

employees in a whole new way. (DiMicco et al., 2008) 
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Campaigning 

The third major motivation was for campaigning purposes. They used Beehive to drive traffic 

to their project’s web pages which helped them to promote their ongoing and upcoming 

projects. Beehive also helped them to informally present ideas for senior management, which 

they experienced as essential to get projects started. (DiMicco et al., 2008) 

These users experienced the old existing communication channels as limiting to them because 

of hierarchal boundaries. Beehive gave a new found freedom to connect and communicate 

with anyone within the organization, without being limited by hierarchy. (DiMicco et al., 

2008) 

3.6 Lean 

3.6.1 Background 

The concept of Lean has its first origins in the Ford Automobile industry in the 1920’s and 

was further developed by the Toyota automobile industry in the 1940’s. Toyota adapted the 

systems to the current conditions in Japan at that time, where one of the main purposes was to 

reduce lead times throughout the whole process. That was necessary because of the poor 

condition in the country at that time due to the Second World War, and the market was not 

strong enough for mass production of cars. (Petersson et al., 2009) 

The word Lean, or Lean production as it often is called, was first launched in the book “The 

Machine that changed the World” (Womack, Jones, Roos, 1990), as a result of several studies 

which were parts of a larger research program initiated in the year of 1979 at Massachusetts 

Institute of Technology (MIT). The studies were about differences in the automobile industry 

worldwide, and what was shown was that Lean was far superior to mass production if a 

company wanted to be both competitive and profitable, by using resources efficiently and 

constantly reducing all types of waste. (Petersson et al., 2009) 

3.6.2 Lean construction  

It has been questioned whether the Lean principles could be adapted to the construction 

industry or not, because of the common belief that the construction industry is different from 

the manufacturing industry. On the other hand, it has been argued that the current form of 

project management is using the same principles as in the mass production industry, where 

the production management is breaking down the production into small logical sequences and 

tries to optimize the project, activity by activity. By using this type of methodology they tend 

to ignore flow and value considerations and to manage the combined effect of dependence 

and variation is essential in Lean production. (Tommelein, 1999) 

It is also argued that management teams often have a hard time identifying the problems of 

the physical issues, such as the effects of dependence and variation along supply, and 

assembly chains are ignored and more focus is put on improved teamwork, communication 

and commercial contrast and collaboration. (The management teams then often try to improve 

the teamwork and collaboration, but they cannot see the source of the problems.) A problem 
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that seems to be caused by the lack of communication can actually be solved by having a 

deeper understanding in the physical production, to manage the interaction between activities 

where the combined effect of dependence and variation is essential. (Tommelein, 1999) 

3.6.3 Lean information management  

Lean principles can be applied to basically any area where the product flows to meet the 

demand of the customer and the removal of all types of waste work is essential, and this is 

also the case for IM. In the manufacturing industry “seven deadly wastes” that are essential to 

remove have been identified, and the same thing can be done for IM. When trying to break 

down the idea of waste in IM four different types have been identified in the report “Lean 

information management: Understanding and eliminating waste” (Hicks, 2007): 

1. Failure demand:  This includes the resources and activities that are necessary to 

overcome a lack of information. This may include generating new information and/or 

acquiring additional information. 

2. Flow demand: This concerns the time and resources spent trying to identify the 

information elements that need to flow. 

3. Flow excess: This relates to the time and the resources that are necessary to overcome 

excessive information i.e. information overload. 

4. Flawed flow: This includes the resources and activities that are necessary to correct or 

verify information. It also includes the unnecessary or inappropriate activities that 

result from its use. 

All these wastes are essential to reduce to receive an efficient IM process, and the ideas can 

be applied to any type of industry where there is a lot of information that flows and requires to 

be handled. (Hicks, 2007) 
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4 EMPERICAL RESULTS 
In the following chapter we summarize our interview findings from our five main cases. It 

explains the different companies/projects view on internal communication and whether they 

have started to adapt to the trend of social media or not. It also shows that there are other 

software trends in the industry related to the research area.  

4.1 Swedish Transport Administration – 

Stockholm City Line 

The Swedish Transport Administration (STA) is a Swedish national administrative authority. 

The authority, which is owned by the state, has its head office in Borlänge, with regional 

offices in various parts of Sweden. The TRV has an overall responsibility for the construction, 

operation and maintenance as well as the long term planning of the transport systems for 

roads, rails, sea and air transport in Sweden. (Trafikverket, 2013:a) 

The Stockholm City Line is a project that is currently ongoing in Stockholm and the project 

will, in the year of 2017, result in a 6 km long commuter train tunnel under the most central 

parts of the city. The project includes new railroad tracks that, together with two new 

underground stations and a railway bridge south of the inner city, will double the capacity of 

the commuter train system. (Trafikverket, 2013:b) 

In the project the STA are represented as owners but they also provide the project with a 

management, administrative and communication staff who all are highly involved in the 

projects various parts. 

We have met with different members of the project team working with the Stockholm City 

Line at STA. The project is divided into four subprojects, with individual project managers 

with full teams. Each subproject also has a communicator assigned responsible for the 

communication directed the public. 

The first interview was with the communications manager with the hope of getting their 

insight in their way of working and their view on communication in general. When asking 

how they were communicating internally we got the answer that they were using the 

“traditional tools” mentioned in the theory chapter. When asking if and how social media was 

used in any way within the company and project we were told they were using it to a large 

extent to communicate with the public. 

Because of the nature of the project and due to the fact that if they don’t gain the trust and 

acceptance of the citizens of Stockholm the project itself has no future. They have started 

using social media in the communication with, mainly, the public and this project has been a 

pioneer within the STA from that point of view. They are using Facebook, Twitter, Instagram, 

Flickr and YouTube to both inform the public about the status of the project as well as to 

communicate by allowing discussions. Their main focus regarding communicating according 
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to the communications manager is therefore directed externally, something that is outside the 

limitations of this thesis.  

Secondly we met one of the project communicators from one of the subprojects with the role 

of being a boundary broker, i.e. has the role of “translating” the more technical language from 

the project team into relevant information for the public to hear. She also has the important 

role of coming with a non-technical background which also provides her with the privilege of 

being able to ask the questions more likely for the public to want to have answered, why her 

role is of essence in a project like this. She was asked the same questions but the answers did 

not add very much to the picture the communications manager first had given us. 

Finally we met the assistant project manager for the same subproject. Since we by then had 

quite a clear picture of their way of working we tried to focus more on their way of 

communicating internally within the project group. He presented all the traditional 

communication channels and put emphasis on the physical meetings. He also showed us their 

intranet that was used mainly for storage of all of the documentation, drawings and 

correspondence. Their intranet works more as an information hub that all of their project 

participants are able to access also while working in or out of office, so they can access all of 

their information during on-site meetings and such. Even though their intranet filled an 

important purpose for the project it was outside the scope of this study since it was not related 

to communication. 

All the interviewees presented the traditional communication as their ways of communicating 

internally, and none of them experienced the internal communication as a problem. According 

to the answers we got they all seemed satisfied with the channels they already had. None of 

them had thought about using social media to communicate internally and it seemed like the 

knowledge level of how to use it internally and the purpose of it was low. What they did 

experience though was that social media filled a great purpose for external communication 

and that it was an efficient way to reach the public and to get their thoughts and opinions. 

4.2 NCC 

NCC Group is a construction and real estate company listed on the stock market with a total 

of almost 18,000 employees. The company is based in Sweden, works worldwide but with 

focus on Scandinavia. NCC has four areas of operation, NCC Construction, which builds 

everything from railways and bridges to residential buildings. NCC Property Development 

develops commercial properties. NCC Housing develops residential areas and residential 

buildings, which are then built by NCC Construction. NCC Roads paves roads and other 

areas. They also sell sand and gravel products through its subsidiary Ballast. (NCC, 2013) 

NCC has for several years worked towards implementing LC and in 2006 they launched a 

Lean concept called “NCC Komplett” with a factory for standardized prefabrication with the 

hope of lowering costs and reducing time in the construction process (Lean Forum Bygg, 

2013). In 2007 the factory unfortunately had to be closed because of difficulties in the 

production factory and it could not deliver what NCC had hoped for (Byggindustrin, 2011). 

http://www.byggindustrin.com/nyheter/peab-tar-over-ncc-fabriken__8964
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The factory was then sold but the work towards adapting to Lean principles has since then 

continued within NCC (Lund University, 2011; Nordström and Wikheim, 2011). 

At NCC we met the project manager of the implementation of NCC’s new software work 

tool, a tool that according to them is going to be used to improve the communication within 

their projects. 

This interview had a different character than the ones with STA. Instead of trying to map their 

communication by interviewing different people within the company we were through contact 

with NCCs communication department recommended to interview this person since he was 

responsible for this new implementation.  

They named the new tool “The project portal” and the software he presented to us is a project 

management software custom made for their construction projects. The software, that is going 

to be used on a project level, has a new and simpler interface compared to the software they 

previously had been using, and it also simplifies many of the administrative steps throughout 

the construction project process. 

The new software combines their business system with document templates that makes tasks 

and to-do lists for project participants, suitable for their individual role in any given project. 

Each project has its own page in the system and one has to be a member of the project team in 

order to be able to access it. The design of the project roles and tasks given to them are based 

on the contract form used, it also provides the user with templates of the documents to be 

used. The software also sends the project participants e-mail reminders when tasks are due. 

The software structures the information needed in the project, provides the right documents to 

the right person and removes wasteful tasks related to searching, accessing and storing the 

document templates. 

NCC’s project portal also enables managers to work from mobile devices in order to complete 

for example inspections of different kinds. The inspections can be done on any mobile device 

and the protocols will then be stored directly to the project page, hence the unpopular routine 

task of first completing the inspection to later redo it in front of one’s computer are now be 

removed.  

When asking how they were communicating internally he mentioned the traditional channels, 

but he also thought of the project portal as a tool for communication. When we asked about 

whether social media was used for internal communication the answer was no, and according 

to him neither had any plans to implement it in the future. 

His opinion was also that communication was not a large issue in their projects, what they did 

experience though was slow and inefficient ways of managing information with unclear roles 

of and responsibilities of the project participants, which has been the main reason for the 

development of their new software that would solve a lot of their issues. He told us that he 

had realized that the newer generation of employees seems surprised that this easier way of 

working was not obvious in the industry until now. 
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4.3 Midroc 

Midroc is a privately owned company with approximately 2,600 employees in 11 countries 

worldwide. Operations began in the 1980’s for the Midroc group, with its headquarters in 

Jeddah, Saudi Arabia. The Group's companies are all handled individually on a local basis by 

managers who are all responsible and accountable for their company's performance. Midroc 

Holding provides strategic planning, supervision and support as well as playing a 

coordinating role between the different entities in the Group. Midroc has a wide range of 

operations and facilities, mainly in Europe, Middle East and Africa. The group contains 

Midroc Europe, Midroc Middle East, Midroc Africa and petroleum products business. 

(Midroc, 2013:a) 

In Sweden Midroc has five companies; Midroc Real Estate and Midroc Property 

Development which together owns, develops and manages residential and commercial 

buildings. Midroc Electro is a power and automation technology company offering services in 

the fields of electricity, automation, hoists, crane systems, communications, safety and energy 

saving. Midroc Project Management is a consulting and contracting company that develops 

and implements construction projects, both in Sweden and abroad. Alucrom works with 

corrosion, abrasive blasting, protective coating and industrial coating. (Midroc, 2013:b) 

What characterizes the Midroc group is that the different companies vary a lot in both 

location and type of business, and in the past there has been no common platform for all the 

employees to communicate and collaborate.  

The interview with Midroc was of the same character as the one with NCC, we were 

recommended to talk with the project manager as well as the IT-architect for the development 

and implementation of their new software that was going to be used for internal 

communication and IM, both in project as well as for the company as a whole. The interview 

did not follow standard interview questions because the software they presented was so 

interesting.  

During the spring a new interactive work tool was launched by Midroc. The tool has its 

foundation in Office SharePoint with different plugins added to it to give it a social interface. 

They named the whole concept Digital Workplace and the tool Midroc Online. The tool is 

divided into three levels; My Profile, My company and My Projects. 

My profile has a more familiar interface, somewhat similar to Facebook-meets-LinkedIn. The 

employees can upload for example pictures, personal resume and skills. My profile is only be 

used for job related content but can still be personalized. This is also the place for the 

employees individual news feed, similar to Facebook, based on the projects one is assigned 

to.  

My company will collect all of which relates to your division and My Project will keep track 

of all the projects that you are a participant in. The software enables a direct use on meetings, 

and since all of the storage is on a sky drive, remote access is a given. And if someone in not 

able to take part in a certain meeting, one can log in from anywhere and see all of the 
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presentations on one´s own computer screen or tablet computer, while the rest of the meeting 

is be over video link. Also since all of the storage is in the cloud, the risk of documents 

“getting stuck on someone’s desktop”, which is not an unusual problem today, will be 

eliminated. Even the sharing of files would be easier; you are not sending someone else a 

document anymore – you will send them a link to the location of it, something that will work 

through all the different levels of the software. 

The software definitely allows communication, both though instant chat, discussion groups 

etc. It also seemed to have most of the features public social networks have, such as for 

example Facebook. 

Already before this new work tool Midroc had been using an instant messaging client, Lync, 

which is integrated into the Microsoft Office package. Lync syncs with the calendar and 

would set your status automatically given what kind of appointments one is assigned to. 

We had hoped to be able to talk to the users, in order to get feed-back on the new method of 

working, but since they were launching the work tool the very same month the interview took 

place, that was not possible. 

According to the interviewees the software was something the company had a great need of 

because of the several different companies within the Midroc group, located all over the 

world. The company members often have to communicate and collaborate with people from 

different countries and at different locations, something their new software definitely would 

facilitate. They still used the traditional channels, but this was the first company we had met 

that felt a need of new communication channel. 

The software presented to us seemed to fulfill most of the criteria’s needed to be counted as 

social media for an enterprise and the software was indeed intended to be used for internal 

communication. 

4.4 Tekniska Verken i Kiruna AB 

Tekniska Verken i Kiruna AB (TVK) is a company responsible for e.g. handling heating, 

sanitation, water and maintenance of streets, parks, lighting etc. in Kiruna. They are fully 

owned by the municipality and their main purpose is to provide social benefits for the 

residents of Kiruna. TVK, that have about 150 employees, is currently very much involved in 

the transformation of the city, which is described more on depth in the chapter of LKAB. 

They are responsible both for moving the infrastructure, exploiting new areas as well as 

restoring the nature where the old city has been located.  (TVK, 2013) 

In the company they have a project management department with project managers 

responsible for managing various projects in Kiruna. Currently a lot of the ongoing projects 

are related to the moving of the town, more projects will come and the complexity will keep 

on increasing as the moving of the town intensifies. 
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The interview with TVK was done with the chief project manager of the project management 

department and the structure of the interview was similar to the one at STA, since we did not 

know in advance what we would meet.  

What we found was that TVK had just started using a new software delivered by the Canea 

Consulting Group; a software made for project and IM that also has a feature somewhat 

similar to a miniature blog for posts and questions. You can either write those posts so they 

are visible to all project participants but you can also direct them to specific recipients, i.e. a 

way to send private messages. 

That work tool enabled the organizing of documents, tasks, feedback. All involved in a given 

project will have different access levels that can be set and adjusted by either an administrator 

or the project manager. Besides that the tool has all the features that any project management 

tool has such as time scheduling with stage gate and such. The product they had chosen to use 

had been customized for their special needs and demands and it also offered applications on 

mobile devices, something that seems to become more common due to the increased use of 

smart phones in a lot of people’s daily life. 

Our interviewee talked about that one of the major responsibilities in the role of project 

manager is to enable the access of information to the project team members at the time they 

need it, something their new tool will enable. It will let one steer the information, structure it, 

make it accessible and to keep it from being tied to any specific person, in case of changes in 

team structure. That is according to the interviewee one of the most important benefits of the 

new software, to have the right information available at the right place and at the right time. It 

will minimize the double work and create a more LIM process where the lead times for 

accessing information could be minimized. 

According to our interviewee, the purpose for the implementation of their new software was 

not because of a need of improved communication, it was rather the current IM system that 

was experienced as insufficient. The channels used at TKV were still the traditional ones and 

the interviewee experienced those channels as sufficient for their communication. Social 

media was neither something that was used or considered to be used within the project 

management department. Their new software did though have a few features that could be 

related to social media features, such as the mini-blog. 

4.5 LKAB 

Luossavaara-Kiirunavaara Aktiebolag (LKAB) is a high-tech international mineral group 

owned by the Swedish state. For over 100 years LKAB have been mining and processing iron 

ore in Kiruna and Malmberget located in the most northern parts of Sweden. LKAB employs 

approximately 4,300 people, and with the current conditions of the mines they plan on 

expanding with about 1,000 people in the near future. (LKAB, 2013) 

When the business first started the iron ore was taken from open pits, but during the 40´s and 

the 50´s they moved operations underground. It has been shown that the ore bodies are purer, 

richer and bigger the deeper they go, but no one knows how deep the mining actually can go. 
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The problem is that the slope of the ore bodies goes below residential areas and the city 

center, which is going to force the town of Kiruna to move since the ground is sinking. 

(LKAB, 2013) 

LKAB with the mining activity and all of its supporting functions is the major employer in 

Kiruna, they are thereby also the reason for the town now needing to be moved in order to 

continue with the mining business. Therefore the municipality, with LKAB as the major 

sponsor, is planning on moving the whole town away from the mining area. This is a project 

that spans over several decades and the move will be gradual the as the ground weakens 

slowly due to the mines growth. (LKAB, 2013) 

Similar to the meeting with TVK we did not know what to meet. The interview was with two 

project managers responsible for different kinds of projects within LKAB. 

What they told us was that they were currently using a system of multiple databases and the 

interviewees made remarks about all the double work that needed to be done every time a 

document or a drawing changes or got updated. The way in which they were currently 

working also had other technical obstacles in forms of the security demands that required that 

one either physically was in the building, or with a company computer connects via VPN 

(Virtual Private Network). The system seemed to work for the internal projects, but for 

projects with external parties involved they had to use a different portal, and that was where 

the real double work came into play. 

They also told us that they had decided to change their way of working by implementing new 

project management software. Since they are very much involved in the transformation of the 

city of Kiruna, they are looking at many years of working together with multiple partners in a 

process that probably will last for the next 50 years of both construction and infrastructure 

projects. Since LKAB and TVK will be having a lot of projects together we found out that 

they had discussed in advance to implement the same software in both companies in order to 

simplify their coming time of close collaboration. 

Our interviewees talked briefly about view on communication and where in the 

communications chain it does not work, or even; where the chain breaks. Their comments 

were that it was probably far from the management level where the actual problems with 

communications were, somewhere between the entrepreneur and the workers. They had made 

the decision in some projects to join the on-site meetings just to ensure that the right 

information was passed on all the way in a proper manor, and in some cases they have even 

enforced control systems. 

The Kiruna project, in similarity with The Stockholm City Line, has a dependency on the 

society’s acceptance of the project for the projects continuous survival. But compared to the 

Stockholm City Line project they are barely using social media so far, even for external 

communication, instead they used more old fashioned methods in order to accomplish the 

same results, in newspapers, public meetings and events. 
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They were also putting a lot of emphasis on the importance of being able to see each other 

during meetings; much because of the non-verbal communication, but also because of the 

follow-up questions that might never be verbalized over the phone, or if not encouraged 

because of non-verbal signals.  
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5 DISCUSSION 
In this chapter we discuss the empirical results and draw parallels to the theory presented. 

First we discuss all the five cases separately and then we take the relevant findings and 

elaborate on them more in detail.  

From the start we were asked to look into “smart communication” and “social and digital 

communication” in the Swedish construction industry, i.e. the spread, the development and 

the usage of those kinds of tools. More precise how, when and why they are used and how can 

they be used in the future in order to make project communication in construction more 

efficient. That was our starting point. Further down the road the research took us in new 

directions and we ended up having to change our research question, because what we first 

hoped to find in the industry does not exist, to a very large extent, at this time. 

From what we have encountered through our research and interviews is that software built on 

social media platform with the purpose of communicating internally is not that widely spread 

yet in the Swedish construction industry.  

5.1 Midroc 

The software that was closest to the definition was the new tool that Midroc just had 

launched, MidrocOnline which combines a powerful IM system with social communication 

on both a company and a project level. 

We believe that the reason why we found that kind of software in Midroc but not in any other 

of the four cases is because of the wide variety of projects within the Midroc group. 

Even if NCC also has projects worldwide we think they probably face different challenges in 

comparison to Midroc, since the projects they run still have a more local management and 

work staff that brings other challenges for them to tackle. 

The software Midroc implemented was definitely a social media tool for internal 

communication. It allows people to instant chat, write posts on employee’s timelines (either to 

just inform or to discuss), start discussion groups etc. But the software was also a powerful 

IM tool that helped Midroc to minimize wasteful activities related the access and storage of 

information, as mentioned in the theory chapter about LIM. 

5.2 The City Line Project 

To implement new software it seems like there has to be a great demand within the project or 

company. The Stockholm City Line project did not express a need for new communication 

channels internally, but also, given that the STA is a government authority, they cannot 

decide on their own. Instead they felt a great need for effective communication towards the 

public, which probably is the reason why they are pioneers within the STA from that 

perspective. To start using the already existing public social media channels we also believe is 

easier than to come up new with custom made tools for internal communication, such as in 
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the Midroc case, even though a new tool actually might help them to improve the work 

process. We also think that since it is a government authority the processes in order to make 

changes on a strategic level is much harder and longer than they are in a privately owned 

company such as NCC or Midroc. That is what we believe was the reason why we saw a 

system there that was far from the cutting edge tools. 

5.3 NCC 

According to the interview NCC does not have any need to communicate externally with any 

public through social media, like in the large cases of the city line or moving an entire city; 

nor do they have the same need to communicate worldwide from difficult remote locations, 

like Midroc do. But what they did experience a need to improve the overall project 

management process in order for it to, according to them, run in a much smoother and 

effective way. The issues were not, according to the interviewee, related to communication, it 

was rather problems with unclear roles and responsibilities and lacking IM. 

In their case we can draw parallels to LC and LIM, even though those words were not 

expressed during the interview that was something we concluded. It seemed like they are 

trying to streamline the construction project process and minimize waste in various different 

fields. Both by implementing new features to allow more modern tools and ways of working 

with smart devices (smart phones and tablets) for inspections, but also by removing various 

types of double work related to managing the required information and documentation. This is 

although nothing surprising because of NCC’s earlier work to implement Lean principles in 

their construction processes. But on the question about social media for internal 

communication they did not seem to see a purpose. 

5.4 TVK & LKAB 

When looking at the two cases in the northern parts of Sweden we can see that both the 

knowledge about and need of social media seems to be even lower than it is in Stockholm. 

Both TVK and LKAB did although experience a need of a more efficient project management 

process, similar to NCC. So by implementing more powerful software that made the process 

more effective, they could solve many of their issues. The software they had decided on using 

had some features related to social media components, but far from enough to say that the 

software had taken the social media aspects into consideration during the development. 

5.5 Social media networks  

As mentioned earlier, based on the findings in this thesis, social media networks for 

enterprises are not that widely spread yet in the Swedish construction industry. What we have 

looked for is software to enable internal communication, and it was only in one case out of 

five where we found this. 

Social networking, being part of a social network has always been an occurring phenomenon, 

whether it is a professional network or at home with the neighbors, it is still social 
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networking. It is about belonging to a social context with others that you share a common 

denominator. The social network has evolved into groups and clubs where people interact, 

exchange information and experience, get feed-back and make both social and professional 

connections.  

The technical evolution has made it possible to belong to these types of networks from a 

distance, by allowing online forums, chat rooms and communities. Where professionals can 

keep a discussion going no matter time zones, parents exchanging tips on child care or just 

talking about the latest science fiction movie with you online friend group that share your 

fascination.  

There are sites like Facebook and LinkedIn that enable social digital networking. The first one 

mainly for the private users, but lately more and more companies have shifted and started 

moving in the same direction by creating company profiles, mostly for marketing and 

profiling purposes. The second, LinkedIn, is mainly for professionals to market themselves, 

but also for employers looking to recruit.  

This type of networking is not within the scope of our research, but it tangents to our field, 

why we would like to mention it.  

Looking at the IBM study we can draw conclusions that tell us that a purely social network 

(on a non-project level) within the company does not, in either direction, affect the relative 

effectiveness of projects or the communication within one. There were rather tendencies in 

the network that people did not talk as much to the other employees that they were in projects 

with, because they already worked closely together. They said to be content with the 

traditional channels for communication and therefor felt it to be unnecessary to talk to them 

on Beehive as well. Something that also lies in line with the opinions of some of the 

interviewees, that the existing channels are satisfactory and that an additional software only 

would give them “one more place to look”.  

At the same time the IBM network was not designed and intended to be used for project 

communication, so it would be wrong to conclude that the network did not fulfill a purpose of 

more effective project communication.  

The pure social network platforms are not in vain at all, it will provide the company, 

according to us, mainly beneficial to bigger companies that have a large proportion of the 

workforce out on projects. Here we can talk about short term cost and long term benefits; this 

type of software enables employees to stay in touch with colleagues in a relaxed manor; it 

gives the opportunity to network outside of the predefined hierarchal rules and boundaries. In 

the long term case this will both build a more solid company due to increased understanding 

for one’s colleagues and mainly loyalty to the own company, primarily if the company’s main 

product is to sell consulting services, given that there always is a risk associated with having a 

consultant out on longer projects, that they will develop a larger loyalty to the other company. 
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5.6 Lean information management 

As the reports states (SOU 2002:115; SOU 2009:6) the industry seems to be having a problem 

with communication, but when we asked the question during interviews the interviewees did 

not seem to agree, at least not on the level where this thesis have had its focus. On the project 

management level they rather experienced problems with activities related to the four 

different types of wastes in the theory chapter about LIM. 

What we therefore could see in most of the cases seemed to be an unexpressed trend towards 

LIM by the implementation of new software to facilitate the IM process.  

We would like to point out that introducing a new IM system is not just handing the 

employees a new work tool, to be compared to a new phone; the system will make people 

change the way they work. Thereby you also state demands on them to change the way they 

think and interact, why implementing a new system needs to be handled with care and 

caution. It is also to be emphasized that any IM system well taken care of also will put less 

pressure on the workforce because it collects all valuable documentation in one place in order 

to make no one irreplaceable from the perspective of paternity leave or long term illness.  

To implement more powerful IM systems we also believe might reduce the need for 

communication. So what in the reports (SOU 2002:115; SOU 2009:6) were identified as 

problems with communication might actually instead be problems with IM. As the theory 

about LC states, management teams often try to improve the teamwork, collaboration and 

communication, rather than identifying and solving the actual source of the problem. 

Something more powerful IM systems could do to some extent. Therefore we believe 

communication often is blamed since people do not know the actual source of the problems.   

We also believe that a strong force working against more open communication, and somewhat 

also knowledge sharing is, as Wikforss and Löfgren (2007) states that the smartest strategy, 

for the individual player may well be not to communicate everything or not to have heard all 

of the information communicated. Because of the ongoing negotiation between team members 

there will be an advantage in having more information. And as one of the project managers 

said during interview; being a project manager today is just as much about enabling the 

complete access to whatever information your project team members might need – when they 

need it. It is all about making it easier for them to do their job as quick and easy as possible, 

shuffling information, making sure that whoever is in your team has the possibility to access it 

whenever needed. 
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6 CONCLUSION 
In this chapter we take our research questions and draw conclusions based on the theory, 

empirical results and discussion.    

1. Has the construction industry’s ways of communicating internally been affected by the 

social media trends we meet in the society?  

The conclusion that we can draw from our research is that social media is starting to penetrate 

the industry’s way of working and communicating internally, but it is not yet that widely 

spread. In our study we found one company out of five who have started implementing the 

principles of social media in their internal information platforms, but the actual benefits 

related to improved communication, profitability and general efficiency of project work is 

still yet not covered. The reason why this cannot yet be covered is because the software 

implementation had just started during the time of research, but the potential benefits were 

according to our interviewees large. 

Our conclusion is that the company implementing this software had a great need for the type 

of communication that social media platforms allows; they are working and collaborating in 

projects from different geographical locations, something the social media platforms 

facilitates. According to the study at IBM we can also draw the conclusion that social media 

networks within companies can help tying together the company and create a feeling of “us”, 

even though the geographical distances between employees are far. This could also help 

creating a stronger loyalty towards the own company. 

By having this type of network within the company could also help the employer to map the 

employees and find competences from within, that might other ways be difficult to track. It 

also allows the employees to explore new areas of interest by getting insight in their colleges 

work, creating curiousness and inspiration which can lead to the development of the 

employees own work and competence. Because we believe that an employee that is satisfied 

and enjoys their work also creates greater value for the company. 

We can also conclude that the potential benefits of this type of internal social network are 

greater for large companies compared to small, due to the reason that companies face different 

challenges depending on their size. It is although hard for us to distinguish a line between 

large and small companies. One has to think about what benefits they could get from using 

social media in their company, the potential benefits possibly gained in relation to the time 

and cost needed to implement new software. The market it still not large for this type of 

software, but as long as the trend with social media in society continues we are sure that this 

type of technology will become more and more used for companies in the industry. 
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2. If not, are there any other patterns connected to ICT-tools within the industry? 

Looking outside the field of social media we can see another trend in the industry. Most of the 

companies we have looked at experienced problems with their Information management 

systems. In a construction project there are large amounts documents that has to be accessed, 

handled and stored, and even though there are existing DMS providing a structure for the 

storage of documents our conclusion is that it is not enough. Construction companies today 

seem to want more efficient system that reduces the time and effort consuming activities 

related to the handling of information. Based on the findings we have done, this is done by 

either developing own software custom made for the company’s unique business process, or 

by buying already existing software solving similar problems. 

The trend towards Lean Information Management is something that relates to a general trend 

in the industry today; Lean Construction. None of the companies has explicitly expressed this, 

but when comparing it to literature we can see clear similarities. However, to look at them as 

two separate things we believe would not be right, since the construction process would not 

exist without the information and vice versa. We therefore conclude that Lean Construction 

and Lean Information Management are closely linked together and should both be considered 

as important parts for an effective and successful construction process. 

In theory of Lean Construction we can also see that construction management staff often 

blaming bad communication as a reason for unsuccessful projects. But our conclusion is that 

Lean Information Management in symbiosis with Lean Construction principles might solve 

many of the underlying process issues that in the past were thought of as communicational 

problems. So by structuring and optimizing the whole chain of information, the need of 

communication could be reduced because everyone has everything they need to perform their 

work. 

6.1 Recommendations for future research 

When we started our research we did not know what to find, but the more insight we got into 

this field, the more questions were raised and potential research areas were found. Therefore 

we put together a set of questions that could be included in research in similar fields in the 

future: 

1. What actual benefits do companies in the construction industry get from implementing 

internally based social media networks/platforms? 

 

2. How can Lean Information Management help construction companies with their work 

towards Lean Construction?  

 

3. Is communication in the construction industry actually a problem, or are there other 

factors that fail and the communication get blamed?   
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