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Abstract 

Intense global competition and rapid technological advances have seen innovation become 

central towards enabling firms to adapt and rejuvenate themselves. While firms become 

increasingly focused on innovation, the challenge of managing innovation and developing 

innovation capabilities still remains. The purpose of this thesis is to analyse and evaluate the 

innovation capabilities of Ericsson’s Shared Services Organization (SSO). To do so, the 

existing literature and theories are synthesized and a multi-dimensional framework is utilized 

to conceptualize the determinants of organizational innovation capabilities. This framework is 

applied to analyse and evaluate the innovation capabilities of Ericsson’s SSO. Empirical data 

are collected through interviews in conjunction with qualitative content analysis of internal 

documents and participation in several meetings and discussions. 

Overall, the analysis of the case study revealed some common areas related to innovation 

capabilities, such as strategy intent for innovation, employees’ engagement with innovation 

initiatives, structured approach for innovation and management support. The conclusions and 

implications suggested reflect on the ways in which the case study could create a functional 

innovation program for fostering innovation in the organization and reaching its performance 

goals by exploiting untapped resources for innovation. 

Keywords: Innovation, Service Innovation, Innovation Capabilities, Determinants of 

Innovation Capabilities 
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Terms, Definitions and Abbreviations 

APS Accounts Payable Services. Internal unit within Shared Service 

Organization for processing all Ericsson internal and supplier 

invoices. 

CPM Change and Performance Management. Internal unit within 

Shared Service Organization for change management, program 

and project management as well as performance management in 

order to support other units of the organization. 

GFBE & CF Group Function Business Excellence & Common Functions. 

Ericsson Global Group Function unit responsible for strategy 

execution with focus on driving company-wide improvement 

initiatives to secure profitable growth and efficiency gains. 

ICT Information Communication Technologies. An umbrella term 

that includes any kind communication by combining 

information technologies and telecommunications. 

Incremental Innovation A simple extension or minor/adaptations that improve previous 

procedures, processes and methods (Herbig, 1994). 

Innovation A change with a positive impact brought by the development 

and intentional implementation of new ideas in individual /team 

/ organization level (West, 1990; Bledow et al., 2009). 

Innovation Capability The capacity to achieve innovative outcomes, both at will and 

routinely, that transform existing knowledge and ideas into new 

processes, services and systems so as to benefit the organization 

and its stakeholders (Lawson and Samson 2001; Francis and 

Bessant, 2004; Wallin et al., 2011).  

KPI Key Performance Indicator. A set of quantifiable measures that 

an organization uses to track progress and performance over 

time with regards to its strategic and operation goals. 

LAS Local Administration Services. Internal unit within Shared 

Service Organization for executing administrative activities 

among several function areas that cannot be centralized. 

MDM Master Data Management. Internal unit within Shared Service 

Organization for maintaining and improving the consistency 

and quality of information within the Ericsson systems. 

Organizational 

Innovations 

Introduce improvements in the organizational structures or 

processes of the service organization, beyond the individual 

service process (Hipp et al., 2000). 
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Process Innovations Concern the introduction of new or improved ways of working 

in the process by which a service is introduced for a service 

organization (Hipp et al., 2000). 

PS Procurement Services. Internal unit within Shared Service 

Organization for ensuring standardized and centralized 

procurement for indirect categories.  

Radical Innovation Dramatic changes that transform the status quo and they involve 

strategic innovations or the creation of new services or markets 

(Herbig, 1994). 

RASO Region South East Asia & Oceania.  

R&D  Research & Development. Systematic activities based on basic 

and applied research and aimed at discovering solutions or 

creating knowledge and goods (both tangible and intangible). 

RNEA Region North East Asia.  

RSSA Region Sab-Saharan Africa. 

Service Innovations Include changes in the value proposition of the services by 

introducing new or improved services for a service organization 

(Hipp et al., 2000). 

SS Support Services. Internal unit within Shared Service 

Organization for providing support to individual users, both 

within and outside of Ericsson, for purchase and payments, 

travel and expenses, Ericsson’s internal tools and portals and 

generic questions related to Ericsson and Ericsson products. 

SSO Shared Services Organization. Internal organization within 

Ericsson that focuses on the execution of specific administrative 

and operational tasks (accounting, administrative functions, 

support services, etc.). 

SSO LM Shared Services Organization Line Manager.  A Line Manager 

is responsible for  executing the strategy of SSO and 

implementing administrative unit-specific and project-specific 

tasks. (e.g. employees resource management, work load 

management, etc.) 

SSO LT Shared Services Organization Leadership Team.  The 

leadership team is comprised by the Head of the Shared Service 

Organization along with the Heads of the different units that are 

part of the organization and is responsible for developing the 

stralegy of SSO by leading and guiding the respective units of 

the organization through the activities and tasks performed. 
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T & E Travel & Expense Management. Internal unit within Shared 

Service Organization for setting travel behavior guidelines for 

all Ericsson employees. 

UNGC COP United Nations Global Compact Communication on Progress. 

An annual Communication on Progress report providing 

valuable information to a corporation’s stakeholders, when a 

corporation complies with the United Nations Global Compact 

standards (United Nations Global Compact, 2016). 

UNGP RF United Nations Guiding Principles Reporting Framework. 
Guidance for companies to report on human rights issues. This 

responsibility is set out in the United Nations Guiding Principles 

on Business and Human Rights, which constitute the 

authoritative global standard in this field (United Nations 

Guiding Principles, 2016). 
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1 Introduction 

This master thesis explores the views of 18 Ericsson’s leaders, managers and employees on 

innovation in Shared Services Organization (SSO) in Group Function Business Excellence & 

Common Functions (GFBE & CF) within Ericsson, and proposes ways of developing 

innovation capabilities across the organization. The thesis project is the final project within the 

Entrepreneurship and Innovation Management Program at the Royal Institute of Technology 

(KTH) in Stockholm. 

1.1 Background 

In an era in which sustainable advantage is said to be transient, not sustainable (McGrath, 2013), 

firms have to continuously adapt, grow and excel by embedding innovation in every aspect of 

the business. Consequently, the focus has shifted from size and financial resources to flexibility 

and systematic value creation. Firms that fail to adapt to new realities, constantly changing 

conditions and competition may not be able to compete and lose the main competencies 

originally possessed (Christensen, 1997). In practice, this means that a firm is required to 

possess capabilities to recognize and embrace new opportunities, question existing practices, 

introduce innovative ways of working and reorganize (Teece et al., 1997).  

To this end, a firm’s innovation capabilities refer to set the abilities that systematically generate 

value by transforming existing knowledge and new ideas into new processes, services or 

systems (Lawson and Samson, 2001). Innovation capabilities can be of decisive importance for 

a firm to handle rapid changes in its competitive environment as well as enhance its ability to 

sustain long-term growth (Balan et al., 2009). Organizations that are not actively pursuing 

innovations might still have untapped resources constituting significant capabilities that can be 

developed in a way that is relevant to the firm’s position, needs and aspirations. However, 

developing and maintaining these capabilities is still considered a challenge for firms. 

This study aims contribute to the research field of industrial engineering and management by 

exploring the field of innovation capabilities and conceptualizing as well as assessing the ability 

of an organization to systematically generate value from innovation and, thereafter, deriving 

managerial implications and recommendations for improving innovation capabilities. This will 

be done in a descriptive single case study setting of a Shared Service Organization (SSO) in 

Group Function Business Excellence & Common Functions (GFBE & CF) within Ericsson. 

Ericsson is a Swedish corporation, with its global headquarters in Stockholm, and is considered 

one of the leading companies in the information and communications technology (ICT) 

industry. The vision of Ericsson is to achieve a “Networked Society”, where everything benefits 

from being connected, so every person and every industry are empowered to reach their full 

potential (Ericsson Vision, 2014). To this end, all organizations and employees that are part of 

Ericsson are encouraged to drive innovation, as the key to long-term success and growth. SSO 

is an organization within Group Function Business Excellence & Common Functions of 

Ericsson that is considered as an important contributor towards bringing profitable growth by 

increasing efficiency and reducing costs. Therefore, the Leadership Team (LT) and managers 

across SSO have initiated efforts to drive innovation within their units by investigating their 

innovation capabilities as the first step for establishing a structured innovation framework. This 

effort aims to accelerate strategy execution and gain an overall understanding about how SSO 

can systematically innovate in a more structured way. 

The structure of this study is organized as following: In chapter 2, the existing literature is 

reviewed so as to identify definitions and typologies of innovation as well as prominent theories 

and frameworks for innovation capabilities. Then, the research methodology is depicted in 

chapter 3, so as to design and explain the main research strategies followed during the SSO case 
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study. Consequently, the case study empirical results are described in chapter 4 and the final 

results of the research are summarized and discussed in chapter 5 in order to develop managerial 

implications and propose suggestions for further research. 

1.2 Research Question and Scope 

While academic literature proposes a variety of variables that determine innovation capabilities 

of organizations, additional contributions could be made to research about how innovation 

capabilities are developed in practice for specific types of organizations. Holistic models of 

innovation capability attract debate about the categorization of various elements and their 

effectiveness in different contexts. On the other hand, and given the heterogeneity of the service 

sector, it is reasonable to believe that conceptual frameworks for innovation capabilities are 

applied differently depending on the size of the firm, nature of services, service-type industries, 

kind of customers, etc. Therefore, the aim of this thesis is to contribute to the research about 

the development of innovation capabilities by analyzing a case study of a service organization 

within a multinational firm. 

This research complements prior studies on innovation capabilities academic area by 

investigating the following research question: 

“How can the innovation capabilities of a Shared Services Organization be conceptualized, 

evaluated, and analyzed?” 

Based on the formulation of the research question, the following research areas will be 

analysed: 

i. Definition of innovation and categorization of innovation types for service 

organizations. 

ii. Representation of innovation capabilities’ determinants at the organizational level as a 

basis for analysis in the case study. 

iii. Current state of innovation capabilities in Ericsson SSO and recommendations for 

further development. 

The purpose of this thesis is to evaluate and analyse the innovation capabilities of Ericsson’s 

SSO in the Group Function Business Excellence & Common Functions (GFBE & CF). Towards 

this direction, the literature will be reviewed so as to collect and synthesize the existing theory 

within the field. Through the collection of empirical data, the purpose is to increase awareness 

regarding the SSO’s innovation capabilities and stimulate future initiatives related to innovation 

within this unit of analysis.  

Overall, this study contributes to the field of innovation management, as a key research area of 

industrial engineering and management, by proposing the construct of innovation capability to 

analyse the ability of an organization to achieve effective performance and by applying a 

general method for analysing innovation capabilities of an organization. In addition, this study 

highlights the importance of adopting a holistic organization-wide approach to innovation 

management and underlines the need for further investigation with similar studies (see chapter 

5). 

1.3 Delimitations 

This research study has been subject to a number of delimitations concerning both the scope 

and depth of the investigation performed. The scope of this research is to investigate the 

innovation capabilities of a specific type of organization as the unit of analysis, namely SSO 

within Ericsson, by analyzing the results of this case study.  
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Delimitations in the scope and the depth of the research are introduced as a consequence of 

specific requests by the SSO that the project would have a high degree of relevance for the 

organization. Hence, delimitations are due to the intention to generate specific conclusions that 

could be directed towards relevant parts of the organization.  

In terms of the literature review results, additional delimitations are introduced to satisfy the 

scope of the research and narrow the topic in deference to time and resource limitations. Hence, 

during the collection and analysis of empirical data, only the managerial levers of innovation 

capabilities will be investigated by the theoretical framework introduced in section 2.3. In 

addition, knowledge management aspects (that are considered to be as a key determinant in the 

managerial levers) will not be investigated, since the topic is too broad and emphasis will be 

given on the other determinants that influence innovation capabilities. 

Additionally, the scope of the study was formulated to emphasize collection of data that depict 

the current situation on innovation capabilities of SSO and, to a lesser extent, generate some 

recommendations for how these can be improved. Towards this direction, the results can be 

exploited by the organization as the starting point for establishing a structured framework for 

innovation.  

To this end, both the interviewees and the interview formats were selected to generate results 

for this bounded context. However, since SSOs constitute a common practice of big 

corporations towards organizing their internal processes, functions and operations, the obtained 

results can provide useful insights for this type of organization. Once more, the core aim of the 

case study qualitative methodology is not to validate the phenomenon but to enrich the existing 

knowledge and empirical data without providing any statistical correlations with the existing 

results. 
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2 Literature Review 

The following sections provide a summary of the literature review studied for the research 

question provided. At first, the innovation concept is described and a categorization of 

innovations is provided in order to classify the most relevant types of innovations performed in 

a service organization. Then, innovation capability definitions are reviewed, as an academic 

term that has been established within innovation management, along with the prominent 

frameworks developed to determine its core dimensions. 

2.1 The Concept of Innovation 

The concept of innovation has been defined broadly across the literature and has been 

researched through different conceptual lenses, resulting in numerous definitions. Innovation is 

usually equated with change, however this can be a misleading perception since innovation is 

a change that has some degree of desirability and intentionality with a positive impact (West, 

1990). Consequently, although innovation can be viewed as a change, not all kind of changes 

constitute an innovation. 

According to Bledow et al. (2009, p.305), innovation can be defined as the “development and 

intentional introduction into practice of new and useful ideas by individuals, teams, and 

organizations.” Dundon (2002) gives a more detailed definition of innovation by providing the 

core building blocks of the innovation concept: creativity, strategy, implementation and 

profitability (see Figure 1 below). More specifically, innovation is perceived as a process of 

four consecutive steps: 

 

Figure 1: Innovation Building Blocks, Dundon (2002) 

According to King & Anderson (2002), the definitions of innovation across the literature share 

some common characteristics that are summarized below: 

 An innovation is new to the social setting that is introduced, for instance an organization, 

but is not necessarily new to the individual/team introducing it. 

 The starting point of innovation is an idea, but it is not an innovation itself. 

 An innovation is aimed to create some kind of benefit for the groups of an organization, 

and/or the organization, and/or the wider society. 

 An innovation is restricted to the attempts to derive anticipated benefits from change. 

 Innovation is not a routine change that brings no additional value. 

 Innovation includes both the development and application of a new idea. 

2.2 Categorization of Innovations in a Service Organization 

Research on innovation encompasses several diverse types of innovations with different scope, 

depth and objectives. Among the different classifications of innovation are incremental and 

radical, technical and administrative, product and process as well as technological and 

architectural (Chiesa et al., 1996). The perception that organizations mainly concentrate their 

innovation efforts around R&D (Research & Development) activities has resulted in a rather 

narrow categorization of innovations in product and process innovations in R&D functions 

(Gallouj and Weinstein, 1997), mainly applied in the manufacturing industry. By contrast, there 

are relatively few studies on organizational and administrative innovations (Lam, 2005). The 
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literature on innovation in services considers service organizations as adopters and users of new 

technologies and systems, rather than as creative innovators (Hipp et al., 2000). 

Hence, specific challenges arise with the application of the innovation concept in service 

organizations. Service organizations are significantly distinguished from traditional product 

organizations due to the intangibility, heterogeneity, inseparability and perishability of their 

offerings (Johne and Storey, 1998). Since services are ideas and experiences and not physical 

artifacts, they are considered to follow a process approach where employees and customers 

interact, thus rendering them unique and challenging to monitor with regards to their 

development or change. Although these characteristics imply that a different logic should be 

considered for service organizations versus product organizations, this study follows the 

“service-dominant logic” (Lusch et al., 2007) suggesting that all the types of exchanges (goods 

or services) concern the application of skills and knowledge along with the involvement of 

stakeholders for the co-creation of value.  

This study focuses on the distinction between different types of innovations in service 

organizations and the different degree of novelty introduced by these types of innovations. To 

this end, the following sections attempt to categorize innovations in a service organization by 

taking into consideration two distinct parameters: 

 The different types of innovation that take place in a service organization. 

 The degree of novelty of the innovation introduced. 

2.2.1 Service, Process and Organizational Innovation 

Several of articles use different typologies for innovation in service firms, while an integrative 

approach is broadly used in the recent literature by introducing both technological and non-

technological innovation. Hipp et al. (2000) conducted research towards understanding if 

services can be perceived as innovative and how innovation can be connected with the financial 

performance of a service firm.  

To this end, they categorize innovations in service organizations into three distinct types: 

 Process Innovations concern the introduction of new or improved ways of working in the 

process by which a service is introduced. 

 Service Innovations include changes in the value proposition of the services by introducing 

new or improved services. 

 Organizational Innovations introduce improvements in the organizational structures or 

processes of the organization, beyond the individual service process. 

Although this theory has an integrative approach for categorizing innovations within a service 

organization, business model innovation aspects are not emphasized on this research and are 

implied to be included holistically within these three categories. 

2.2.2 Radical and Incremental Innovations 

Relating to the degree of novelty of an innovation, the following categorization can be made 

(Herbig, 1994): 

 Incremental Innovations involve simple extensions or minor adaptations/adjustments that 

are evolutionary in nature. Incremental innovations refer to improvements of previous 

procedures, processes and methods. In a service organization, the application of incremental 

innovations is a way to meet customer demands and continue being efficient, both in terms 

of service provision and costs. Examples of incremental innovations in service firms could 

include streamlining service processes to reduce the number of steps or “de-layering” 

management levels to bring decision-makers closer to operations and customers.  
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 Radical Innovations refer to dramatic changes that transform the status quo and they 

involve strategic innovations or the creation of new services or markets. For instance, online 

services were an example of radical innovation, since they transformed the way that services 

can be delivered to customers. 

Garcia and Calantone (2002) suggest that the criteria for classifying an innovation as either 

radical or incremental is to review it from both a firm (micro) and industry (macro) perspective, 

meaning that if an innovation is new to the firm, but not new to the industry, it can be classified 

as incremental, while if the innovation is new to the industry as well, then it is a radical 

innovation. It is also noted that in the existing literature there is a distinction between 

improvement and incremental innovation (Tushman et al., 1997; Sutcliffe, et al., 2000). Brown 

and Duguid (1991) argue that incremental innovations grounded in communities of practice are 

implemented throughout innovative organizations, whereas innovations that are more radical 

in nature have to be surrounded by continuous improvements to be successful. This means that 

continuous improvements could result in a radical innovation (Martinez-Ros and Orfila-Sintes, 

2009), namely the different versions of a service assigned with enhanced functionalities could 

finally lead to a completely new service able to bring transformational changes in the industry 

applied. 

Considering the above and following the literature results, incremental innovation is a 

complementary concept with continuous improvement, since the main focus is on improving a 

part of a business process. However, innovation is a larger umbrella that incorporates 

continuous improvement and expands by introducing new business models, processes, culture 

and leadership styles. 

In summary, research on the definition of innovation has resulted in diverse and heterogeneous 

results, according to the different units of analysis and perspectives followed. To this end, there 

is limited coherence regarding what is perceived as innovation, especially for service 

organizations. In addition, an organization uses different types of innovations and the impact 

on organizational performance depends on the co-adoption of different innovation types rather 

than of a single type (Koberga et al., 2003). For the scope of this research, the innovation 

definitions and types outlined in the previous sections will be utilized so as to analyse SSO 

innovation capabilities. The innovation concept is utilized carefully during the collection of 

empirical data and the emphasis is placed on the determination of innovation when research is 

conducted on the topic. One ambition of this research is to further clarify the definition of 

innovation for the unit of analysis. 

2.3 Innovation Capabilities of an Organization 

An innovation capability is defined by Lawson and Samson (2001) as the ability to 

systematically transform existing knowledge and ideas into new processes, services or systems 

so as to benefit the organization and its stakeholders. Innovation capabilities have also been 

defined as the capacity to achieve innovative outcomes both at will and routinely (Francis and 

Bessant, 2004; Wallin et al., 2011). It is rather unlikely that an organization needs to innovate 

in all the above-mentioned categories to be innovative; however, the classifications outlined 

can be utilized to evaluate ideas and outcomes as well as to inspire possible dimensions of 

innovative work and further enhance the diversification of an organization’s portfolio. A 

hypothesis of this research is that innovation capability is a skill that can be cultivated to 

generate systematic innovations by utilizing expertise, strategies and methods so as to allow the 

development and diffusion of new ideas in a consistent way.  

Crossan and Apaydin (2010) proposed a multi-dimensional framework of the determinants of 

organizational innovation, suggesting measures of these determinants. Their study is an 
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outcome of a systematic review of the literature synthesizing various research perspectives into 

this approach.  Although the framework proposal lacks detailed propositions to link the different 

elements of innovation capabilities and can be considered as high-level for such complicated 

phenomenon, it integrates a variety of systematically reviewed literature results to be used as 

the basis of the innovation determinants analysis. 

Figure 2 illustrates this multi-dimensional framework that outlines the determinants of 

organizational innovation by providing a structure that links the theoretical units found in the 

literature into a coherent whole. 

 
Figure 2: Multi-dimensional Framework of Organizational Determinants for Innovation, Crossan and 

Apaydin (2010) 

This multi-dimensional framework categorizes innovation in two different dimensions, namely 

innovation as a process and innovation as an outcome. This research, following the previous 

sections’ analysis regarding the categorization of innovation in service organizations, uses the 

concept of innovation as an outcome that is both necessary and sufficient for the 

implementation of new and useful ideas within an organization. This perception is aligned with 

the results of prior studies on the topic (Crossan and Apaydin, 2010) that indicate that 

innovation as an outcome is the key dependent variable in empirical studies for innovation. 

As depicted by the multi-dimensional framework in Figure 2, the dynamic capabilities research 

is used as a theoretical framework for the organizational level and is concerned with 

organizational resources and capabilities (Eisenhardt and Martin, 2000; Prahalad and Hamel, 

1990; Teece et al., 1997). Consequently, dynamic capabilities theory supports the “Managerial 

Levers” construct that consolidates the organization-level variables to support and develop 

innovation capabilities. Managerial levers are connected with innovation capabilities of an 

organization, since they facilitate creating a new service, value chain and capability space 
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(Leibold et al., 2004). To this end, this study focuses on the analysis of the Managerial Levers 

blocks applied in the organizational level and investigates the existing literature analysing the 

respective building blocks. 

The relevant literature that could be adapted to this framework was reviewed so as to determine 

the factors that could enhance the organizational innovation capabilities from the managerial 

perspective. This list is built upon the results originally presented by Tufan (2007) and further 

contributes in this field by updating the list with additional literature results, following a 

conceptual perspective for the definition of innovation capabilities’ determinants. The 

following table concentrates some of the citations that were extracted by the review of the 

literature and found relevant for the scope of this research:  

Table 1: Citations for Determining Organizational Innovation Capability Factors 

Organizational Factors Selected Citations 
Strategy for innovation Björkdahl and Börjesson, 2012; Blumentritt and Danis,2006 

Clear and unique vision for innovation West and Sacramento, 2011; McGrath, 2013 

Management participation Hult et al., 2004  

Encouragement of employees to innovate Amabile et al., 1996 

Exploration and exploitation of ideas Kim and Mauborgne, 2004; Soosay and Hyland, 2008 

Creativity and idea management Björkdahl and Börjesson, 2012; Lawson and Samson, 2001 

Feedback on innovation ideas Lemon and Sahota, 2004 

Employee perception of change Cohen and Levinthal, 1990  

Company innovation culture  Lemon and Sahota, 2004; Ahmed, 1998 

Organizational learning & knowledge 

management 

Jiménez-Jimenez et al., 2008; Adams, et al., 2006 

Damanpour, 1991; Crossan and Hulland, 2002. 

Continuous training Bauernschuster et al., 2009; Colarelli O'Connor, 2008 

Resources for innovative ideas Teece, 2014; Grand et al., 2004  

Metrics for innovation Colarelli O'Connor, 2008 

Organizational structure Shen and Shu, 2010; Schilling, 2010; Swann, 2009 

Cross-functional teams for innovation  Crowston, 1997;Lawson and Samson, 2001 

Establishment of innovation organization Lawson and Samson, 2001 

Reward system for innovative ideas Galbraith, 1982; Angle , 1989; Saleh and Wang, 1993 

Communication channels for innovation Macdonald and Williams, 1994 

As can be seen from the table above, the innovation capabilities of an organization are 

constituted by several interrelated elements. To this end, there is a degree of overlap among 

several of these elements that are dependent on the distinct characteristics of the organization 

analyzed.  In addition, there is no clear agreement on the level of applicability of these variables 

within different contexts. 

The following sections consolidate the literature data extracted around innovation capabilities 

in organizational levels and present an analysis of the five pillars of managerial levers: 1) 

mission, goals, & strategy; 2) structure & systems; 3) resource allocation; 4) organizational 

learning & knowledge management; and 5) organizational culture (Crossan and Apaydin, 

2010). These five managerial levers are considered to enable core innovation processes and 

contribute to the development of innovation capabilities at the organization level. This 

framework has been selected across the literature, since it constitutes a holistic model of 

innovation capability and can be reviewed as the initial step towards designing an innovation 

framework. 

2.3.1 Mission, Goals & Strategy 

Mission, goals and strategy establish a specific direction for the organization (Crossan and 

Apaydin, 2010). More specifically, strategy is claimed to determine the gap between current 

and future desired performance, therefore innovation and strategy are inseparable (Steward and 

Fenn, 2006). In this context, strategy establishes a direction for the organization to follow and 
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defines where an organization wants to compete, how it intends to win and how to move from 

advantage to advantage (McGarth, 2013).  

Crossan and Apaydin, (2010, p. 1172) indicate that “an explicit innovation strategy is a primary 

managerial lever and helps to match innovation goals with the strategic objectives of the 

organization.” To this end, the organization’s mission, targets and objectives for innovation 

should be linked with the competencies and the overall strategic orientation of the firm 

(Blumentritt and Danis, 2006). The clear vision and purpose for innovation has to be clear and 

aligned between the organization and team level in order to support innovation capabilities 

(West and Sacramento, 2011). 

McGrath (2013) suggests that the dominant idea in the field of strategy, namely the 

establishment of a unique competitive advantage that is sustained for a long period of time, is 

no longer relevant for the majority of businesses. Based on this critique, the notion of transient 

advantage is introduced, based on launching new strategic initiatives and creating a flexible 

portfolio of advantages with new operational and innovation capabilities. In addition, it is 

indicated that companies that innovate proficiently have a governance structure that is suitable 

for innovation, orchestrating their innovation processes in a careful and sustainable way so as 

to constantly fill the pipeline with new advantages.  

The above-mentioned theory aims to address the problem that many organizations do not have 

a system to develop a pipeline of new advantages, and consequently innovation becomes an on-

again, off-again process that is driven by individuals. Therefore, the innovation process has to 

be carefully orchestrated along with a governance structure that is suitable and clear about 

innovation. Organizations that are able to develop their innovation capabilities have a strong 

sense of how innovations can be aligned with their larger activity and project portfolio, and 

they hunt systematically new opportunities and ideas. 

2.3.2 Structure and Systems 

The structure and systems of an organization affect the way that employees are grouped and 

work. More specifically, the structure and systems determine the different activities, task 

allocation and responsibilities so as to facilitate the realization of the organization’s various 

objectives as well as standardization, complexity and the degree of centralization (Shen and 

Shu, 2010). A formal business structure and its resulting processes can affect the other 

components of the innovation process, as discussed below. 

 Organizational Structure 

An organizational structure affects the organization’s innovation capabilities by determining 

how different units of the organization are configured (Smith et al., 2008; Schilling, 2010). The 

degree of centralization, as a determinant on decision-making authority, could affect the degree 

of innovation capability. Decentralized organizations could lead to projects that correspond to 

the needs of specific organizational units, however having a negative impact on the duplication 

of work (Schilling, 2010). Swann (2009) argues that centralized organizations can facilitate the 

development of incremental innovations. 

Moreover, the degree of formalization refers to the extent to which an organization utilizes 

formal rules and procedures to structure employees’ behaviour. A high degree of formalization 

along with activity standardization can provide efficiency; however, it can limit employees’ 

creativity when they are guided by tight control systems and procedures (Lawson and Samson, 

2001). In this context, Lawson and Samson (2001) propose a more “organic organizational 

structure” with a more participative and informal character, where inter-disciplinary teams are 

organized and different views are taken into consideration. An “organic” organizational 

structure allows for information to flow both upwards and downwards, thus enhancing the 
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generation and communication of innovative ideas. Finally, Stock and Zacharias (2011) 

propose that an organization should have a specific unit responsible for innovation and 

dedicated to defining the resources and activities for innovation. 

 Reward systems 

Reward systems can motivate employees to perform innovative activities, and highly 

innovative firms have reward systems to foster creative potential by providing public 

recognition and financial bonuses (Saleh and Wang, 1993). According to Angle (1989), 

individual rewards tend to increase idea generation and radical innovations, while group 

rewards increase the implementation rate of new ideas and incremental innovations. Amabile’s 

(1997) study indicates that creativity is not limited to invention of radical new products but it 

is the generation of new and useful ideas in any form of human activity and suggests 

entrepreneurial creativity as the step forward towards moving from idea expression to the 

implementation of novel ideas in some aspect. For this, managers of established organizations 

must create environments that will support entrepreneurial creativity by facilitating team 

activities as well as focus their employees on intrinsic motivation, and progressively use 

“synergistic” extrinsic motivators by providing information or enabling the person to better 

complete the task and act in accordance with intrinsic motives (Gorny, 2007, p. 304). 

2.3.3 Resource Allocation 

Innovation capabilities, in terms of exploring and creating new opportunities as well as 

exploiting current and new ones, can be achieved by allocating resources in order to create 

knowledge and competences to support new ideas (Teece, 2014). A lack of commitment 

towards allocating resources for innovation can lead to a problematic situation, in which 

interesting ideas are stalled due to the lack of resources. For instance, from a financial 

perspective, the budget cycle as well as the unclear determination of idea sponsors could lead 

to the delay in implementing ideas.  

In the literature, one of the elements related to resource allocation for innovation is focused on 

leadership and asset organization by configuring human capital, processes and financial capital, 

among other resources (Teece, 2014). Furthermore, resource allocation is connected with 

business models and knowledge creation, thus rendering the knowledge environment around 

innovation dependent upon resources (Grand et al., 2004).  Towards this direction, both 

adequate resources and resources beyond the minimum required for operation (slack) are 

necessary for creating time dedicated to ideation and learning (Teece, 2014). 

2.3.4 Organizational Learning and Knowledge Management 

Jiménez-Jimenez et al. (2008) suggest that organizational learning is aimed to develop new 

knowledge as well as insights from previous experiences. In the context of the same study, 

organizational learning is found to be an important component of fostering innovation and 

improving performance. Knowledge management is closely related to organizational learning 

activities and is identified as an important antecedent of innovation (Darroch and McNaughton, 

2002). On the other hand, the uncertain and dynamic environment of innovation requires 

leveraging the existing knowledge to develop new ideas that will underlie future success 

(Lawson and Samson, 2001). 

Idea generation, knowledge repository (for both implicit and explicit knowledge) and 

information flows (information acquisition, distribution and interpretation) are three areas of 

organizational learning that are tightly linked with innovation capabilities’ development and 

management (Adams et al., 2006). Additionally, knowledge management constitutes an 

important component of innovation in terms of facilitating the creation of tools, platforms, and 
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processes for knowledge sharing and idea generation; the integrated collaboration in the 

innovation process; and the development of a knowledge-driven culture (Plessis, 2007).  

Hence, leaders and managers can create a learning environment that provides the essential 

means to support experimentation (Damanpour, 1991) and support learning, development and 

diversity within the group of employees (Crossan and Hulland, 2002). 

2.3.5 Organizational Culture 

Culture is related to the values, assumptions and social norms, either explicit or implicit 

(McLean, 2005). Organizational culture encompasses the shared vision of innovation, thus 

bridging the values, beliefs, attitudes and experiences between the organization and employees, 

and it is highly impacted by the determinants analysed above (Adams et al., 2006). Ahmed 

(1998) implies that culture should match the organizational context rather than be seen as an 

isolated feature for fostering innovation capabilities.  Additionally, a variety of research studies 

and large-scale international management consulting surveys indicate that the creation of an 

innovation culture is a key determinant for companies when they want to develop and manage 

their innovation efforts (Booz and Co., 2011). Crossan and Apaydin (2010) separate learning 

environment and innovation culture as two different variables for innovation capabilities, since 

the latter includes factors of motivation and managerial control rather than learning and 

knowledge management. 

 Calculated risk taking 

Studies identify the willingness to take risks as a positive indicator for developing innovative 

capabilities (Saleh and Wang, 1993). Leaders create an innovative culture by taking calculated 

risks (West, 1990), thus avoiding unnecessary risks. Leaders and managers seek to reduce risks 

to manageable levels by utilizing effective information management, systematic review of 

failed projects and tight control over the carefully defined milestones of innovation projects 

(Grady et al., 1993). 

 Activate creativity for employees 

Organizations can institutionalize innovation time by providing employees the facilities and 

creative environment so as to enhance “out-of-the-box” thinking rather than solely focusing on 

short-term operational challenges. In addition, communication contributes to a creative 

environment by stimulating open dialogue, cross-functional interaction, innovation training, 

idea exploration and information sharing around innovation (Ahmed, 1998). 
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3 Methodology 

This section describes the research methodology followed, and the design of research. The details 

of both research and data collection methods will be discussed along with the ethical considerations 

of this study. 

3.1 Research Paradigm 

There are several research strategies with inherent advantages and disadvantages that are only 

applicable under different specific research conditions (Yin, 1994). The scope of this research 

is not to validate the research subject selected but to explore and extend the existing literature. 

Towards this direction, this research follows the interpretivist paradigm, which “rests on the 

assumption that social reality is in our minds and is subjective and multiple” (Collis and 

Hussey, 2009, p. 57). The interpretivist research paradigm is used as a guide based on the 

researcher’s philosophical beliefs and influences the way that the research is conducted. To this 

end, this paradigm focuses on a producing subjective and qualitative data. The varied 

perspectives acquired from the qualitative data are investigated and interpreted so as to be 

aligned with the academic concepts illustrated in the review of the literature. 

3.2 Research Approach 

There are two main approaches when conducting research, namely qualitative and quantitative. 

The quantitative approach analyses data from a numerical perspective, whilst the qualitative 

approach explores the meaning that individuals or groups attribute to a social or human 

problem. Along with the interpretivist paradigm, this research follows the qualitative approach 

by performing a study that collects and analyses qualitative data utilizing interpretative methods 

(Collis and Hussey, 2009). The qualitative approach has been selected after taking into 

consideration the core objectives of this research to explore the research question at hand as 

well as the time available for the data collection process. Finally, special emphasis was placed 

on the collection of data from high-quality sources. 

In order to support the qualitative methodology, the case study approach has been selected as a 

source of exploring a complex phenomenon utilizing multiple data sources. Major research on 

the case study methodology has been conducted by Stake (1995) and Yin (2003), with rather 

diverse results on the strategies to be followed. For the scope of this research, Yin’s (2003; 

2006) analysis has been followed. It proposes the case study methodology as a way towards 

answering how and why questions in a bounded context. The selected case study is utilized to 

provide an intervention on a phenomenon and the real-life context in which it occurs (Yin, 

2003). In this context, the unit of analysis of this study is the Shared Services Organization 

(SSO) in Group Function Business Excellence & Common Functions (GFBE & CF) within 

Ericsson. The innovation capabilities of this organization are investigated from different angles 

by investigating all the internal units that are part of this organization. 

3.3 Data Collection and Analysis 

In qualitative methods, it is essential for the researcher to gain a deeper understanding of the 

studied phenomenon and strive to describe it thoroughly. To this end, research was conducted 

and data was gathered through methods that are used within a case study, namely literature 

review, interviews and participant observation (Yin, 2003). These methods are described in the 

following paragraphs. 

Literature review 

A literature review was conducted to identify the state of the art in the field. The key words that 

were utilized for the identification of relevant resources were, “innovation”, “innovation in 
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service organizations”, “radical and incremental innovations”, “innovation capabilities”, 

“innovation culture”, “innovation climate” and “determinants for innovation.” To achieve 

this, in this study two databases were chosen: Google Scholar and KTH Publication Database 

DiVA. Accordingly, findings from the literature review were incorporated in the interview 

questionnaires, for instance reward systems, explicit strategy for innovation, etc. 

Interviews 

For the collection of empirical data, in-depth semi-structured interviews were conducted with 

a limited number of respondents to explore their perspective on the subject area selected. To 

this end, the interviews included open-ended and rating questions in order to include all the key 

topics discovered though the literature review but also enable follow-up on ideas facilitating 

the observation of motives and feelings. 

To explore the research question in both a valid and holistic way across the organization 

selected for the case study, 18 interviews were included in the research. This number is 

considered both manageable given the timeframe of this research and representative for the 

organization selected (SSO). In addition, and since the case study organization is structured 

across different units, the intention was to tackle the challenge of including several 

heterogeneous areas of work identified across the organization. Towards this direction, there 

are three groups of respondents in this study, namely the Leadership Team of the organization, 

Line Managers and Employees. (The interview templates are shown in Appendix B – Interview 

Templates). This decision about the types of people to interview was made after reviewing the 

organizational structure of the case study selected and identifying the three key roles that are 

included in the hierarchy. Since the units of the organization are seven, the original number of 

interviewees scheduled was 21 (3 interviews for each role within a unit of SSO). Nevertheless, 

due to limitations in interviewees’ time schedule and cancellation of some scheduled meetings, 

the number of interviews implemented is 18. 

One interview was performed with each person. Each interview lasted for 45-60 minutes and 

was conducted either in-person (3 interviewees) or virtually (15 scheduled video conferences) 

in cases of physical distance between the researcher and the interviewees. Details about the 

groups of the interviewees can be found in section 4.2. 

Furthermore, two pilot interviews were conducted before the initiation of the interview period. 

Pilot studies are confirmed to be a useful tool (Yin, 1994) when evaluating interview questions 

to improve the content and the structure of the template before the actual interviews. The two 

pilot interviews were conducted with the Head of the Organization and a Local Administration 

employee--to ensure the clarity of the questions and validate the estimated duration of an 

interview. No pilot was performed on the questions asked to the Line Managers group, since 

the questions were similar to the Leadership Team interview template. The evaluation of the 

pilot interviews indicated that the content was well-structured and comprehensive for the 

respondents; however, some modifications were applied to the interview templates to facilitate 

the data analysis. It is underlined that the data for the case study are mainly extracted from the 

interviewees and thus they reflect respondents’ subjective views and/or include information for 

SSO that has not been validated by all the levels of the organization and Ericsson. 

Participant observation 

The role of the researcher can be treated as a participating observer, since the author was 

positioned in the SSO LAS premises located in Stockholm, Sweden for three months. The 

participant observer participates in natural conversations, interviews and unobtrusive methods 

with an open and non-judgemental attitude. To this end, a participant observer is required to be 

a good listener and open to the unexpected in what is learned (DeWalt and DeWalt, 1998). 
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Since the researcher had access to the intranet of the organization and participated in a series of 

meetings, conversations and informal discussions, complementary data is integrated with the 

analysis of the interview results to better describe and analyze the different concepts and 

information included. 

3.4 Work Process 

The research design and work process plan began with the review of existing literature around 

innovation and innovation capabilities. Accordingly, the interview templates were created and 

tested through the pilot interview phase and adjustments were implemented for the final version. 

Three templates were created so as to better capture organization’s job roles and core activities 

performed. Then, the results of the interview data were interpreted and categorized according 

to the different parameters identified in the literature. Finally, main conclusions are drawn for 

the case by comparing the empirical results and theory and some preliminary proposals are 

provided along with further suggestions for research. Figure 3 illustrates the work process 

diagram for this research: 

 

Figure 3: Work Process Diagram 

3.5 Ethics and Sustainability 

This research takes into consideration ethics and sustainability aspects. The ethical aspects 

when collecting empirical data from interviews were reviewed so as to comply with ethical 

principles such as beneficence and non-malfeasance. All the interviews were recorded and 

transcribed after asking permission from the interviewees, including whether their names could 

be included. Any content that was proprietary and confidential was not included in the research, 

while the analysis of the results was implemented by protecting the confidentiality of the 

participants. In addition, the entire data acquisition process was handled exclusively by the 

researcher and was depicted accurately. 

Moreover, the firm that was chosen for the case study, Ericsson, integrates sustainability and 

corporate responsibility in its core business to create positive impacts for business, stakeholders 

and employees. To this end, the corporation publishes annually its Ericsson Sustainability and 

Corporate Responsibility Report (Ericsson, 2015) to summarize performance in these areas. 

The report outlines Ericsson’s “triple bottom line” of responsible financial and environmental 

performance as well as socio-economic development, while managing environmental, social 

and ethical risks. Finally, Ericsson reports regarding sustainability and corporate responsibility 
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compliance with the U.N. Global Compact (UNGC) Advanced Level criteria and the U.N. 

Guiding Principles (UNGP) on Business and Human Rights Reporting Framework. 
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4 Case study 

This section provides a description of the case study along with the empirical results collected 

and summarized from the in-depth interviews. Firstly, background information of the case study 

is provided along with the respondents’ selection process and accordingly the results and key 

learnings extracted from the interview data are analysed. The empirical findings, as emerged 

from the analysis of the interview transcripts, are organized according to the key concepts 

discussed in the literature review, and complementary data are incorporated to enhance the 

analysis of the primary empirical data.  

4.1 Ericsson Shared Services Organization Background  

In general, a Shared Services Organization is a dedicated unit within a corporation responsible 

for the execution of specific operational tasks, such as accounting, administrative functions, 

human resources, etc., with the core aim of optimizing the delivery of cost‐effective, flexible 

as well as reliable services to all customers. SSO units mainly focus on needs of internal 

customers such as business units, regions or functions. The main areas of work include process 

management expertise, standardization and automation of forms as a critical tool for cost-

effective growth, competence development, location strategy, performance management, 

strategic alignment, etc. The SSO locations are selected to best serve the key customers and the 

SSO has full responsibility for both costs and quality of service delivered. Performance is 

usually assessed against service-level agreements and regular reviews. To this end, SSOs have 

long been perceived as supporting units for the rest of the business. Growth and innovation, 

two of the most critical issues facing companies today, have already started gaining attention 

in SSO and leaders are now focusing on how to achieve a culture shift from “follow the 

process” to “improve the process” and further create value. 

SSO is a global unit of Ericsson, part of Group Function Business Excellence & Common 

Functions (GFBE & CF) and present at selected Ericsson locations around the world. The SSO 

aspires to enable Ericsson with best-in-class, multi-function shared services with high quality 

and speed that are delivered efficiently and aligned with customers’ needs. 

The core objectives of this unit are to: 

 Achieve higher service quality and speed by living a customer service mindset, believing 

every interaction counts, and evolving a culture which appeals to employees.  

 Increase automation by standardizing processes, improving quality and reducing lead time. 

 Create excellent self-service, which is easy to find and to use, while facilitating the re-use 

of knowledge and increasing productivity. 

 Enable new revenue by instilling a business-oriented mindset, validating the value of shared 

services and contributing to Ericsson’s operating margin. 

Shared Services Organization Structure 

The SSO structure is depicted in Figure 4, below: 
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Figure 4: Shared Services Organization Structure 

Shared Services Operational Units 

The SSO operating units include Accounts Payable Services (APS), Master Data Management 

(MDM), Local Administration Services (LAS), Support Services (SS), and Travel & Expense 

Management (T&E).  Each one of these units has to follow not only specific unit performance 

targets (e.g. cost reduction per ticket, reduction of incident resolution time, end-user 

satisfaction, etc.) but also targets in the SSO level, namely employee engagement and long-

term cost reduction. To this end, the organization’s functions vary greatly among the different 

units. A more detailed description of the units is provided in Appendix A – SSO Units 

Overview. 

i. Accounts Payable Services (APS) unit processes all Ericsson internal and supplier 

invoices, securing that invoices are paid on time.  

ii. Master Data Management (MDM) maintains and improves the consistency and quality of 

information within the Ericsson systems towards enhancing efficiency of Ericsson systems.  

iii. Local Administration Services (LAS) unit executes administrative activities among several 

function areas (e.g. finance and sourcing, etc.) that cannot be centralized, and thus must be 

performed at local Ericsson offices.  

iv. Procurement Services (PS) secures standardized and centralized procurement primarily 

for indirect categories, including spend for hardware, software, consultants, and sub-

contractors for Ericsson.  

v. Change & Performance Management (CPM) is responsible for change management, 

program and project management and performance management within SSO to support 

SSO units in aligning their budgets, organizational structures and strategic initiatives.  

vi. Support Services (SS) provides first line support to individual users, both within and 

outside of Ericsson, for purchase and payments, travel and expenses, Ericsson’s internal 

tools and portals and generic questions related to Ericsson and Ericsson products.  
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vii. Travel & Expense Management (T&EM) sets travel behavior guidelines for all Ericsson 

employees by managing  processes, methods and tools required for travel authorizations, 

reservations and claims processes. 

Overall, the role of the researcher can be treated as a participating observer, since the author 

was positioned in the SSO LAS premises located in Stockholm, Sweden for three months (see 

section 3.3). This helped the researcher become familiar with the normal routine of employees, 

get a sufficient overview of the physical working environment, obtain access to the 

organization’s intranet resources as well as actively participate during meeting sessions for 

topics relevant to innovation. The above-mentioned activities were exploited so as to utilize the 

empirical data extracted in an informed way and further enhance the findings with 

complementary data from the organization’s intranet, meetings and informal discussions. 

The SSO LAS department located in Stockholm, Sweden has an open climate for idea and 

knowledge sharing and the management team supports employees greatly towards discussing 

innovative activities or projects that could be implemented. On the other hand, employees are 

highly focused on their individual tasks and thus the level of interaction and communication, 

except for the scheduled meetings, could be considered low. However, since SSO is a global 

unit spread among different locations, there was a challenge to interact routinely with the other 

location units (differences in the local time, diverse working schedules, etc.). Since SSO is a 

global organization spread among different locations with a great variety of tasks and functions, 

the environment is highly diverse in terms of culture and operations realized. These two aspects 

are highlighted as important parameters that influence the innovation ability in the working 

environment and will be further discussed during the results analysis. 

4.2 Selection of Respondents 

The main approach for the case study and the empirical results collection is conducting 

interviews across the different SSO units globally and including different job roles to gain a 

holistic and multi-faceted view of the organization’s innovation capabilities. It is noted that the 

empirical data reflect respondents’ subjective views on the topic and/or include information for 

SSO that has not been validated by all the levels of the organization and Ericsson (see also 

section 3.3). 

To this end, as mentioned in the methodology section (section 3.3), interviewees are divided 

into three groups according to the structure of the organization: leadership team, line managers 

and employees. In addition, there has been an effort to cover the organization to its full extent 

by selecting interviews with these three groups across all the departments globally comprising 

the SSO (see section 4.1). The main objective for this is to draw a clearer view and discern 

similarities as well as differences among the distributed departments and locations. 

The three groups selected are briefly described below: 

 Leadership Team (LT). The leadership team is comprised by the Head of the SSO 

department along with the Heads of the different units within SSO. The LT is responsible 

for developing the strategy of SSO by leading and guiding the respective units through the 

activities and tasks performed. The respodents of this group were six (all LT except APS 

and PS) with office locations in Sweden and USA. 

 Line Managers (LM). A LM within the units comprising SSO reports to the unit’s 

respective leader and is responsible for managing his/her assigned team of employees. A 

LM executes the strategy of SSO and implements administrative (e.g. employees resource 

management, work load management, etc.), unit-specific and project-specific tasks. Six LM 

were interviewed (one LM from each unit of SSO except for PS) from Romania, China, 

Philippines and South Africa.  
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 Employees. An employee reports to the team’s respective Line Manager and is responsible 

for executing the tasks assigned to his/her specific job role, which are mainly operational 

and administrative in nature. Besides this, there are employees (e.g. Improvement and 

Performance Mangers) who are part of teams dedicated to the overall improvement and 

performance management of SSO activities. Six employees were interviewed (one 

employee from each unit of SSO except for PS) from Romania, Spain, India, Vietnam and 

Sweden. 

Taking into consideration the above-mentioned group categories, three interview templates 

were formulated that include both general and role-related questions. For examples, strategic 

perspectives were included in the LT templates, while for employee interviews emphasis was 

placed on the organizational cutlure and the utilization of existing resources around innovation. 

Accordingly, in order to cover the organization to its full extent, three interviews  (Leader, Line 

Manager, Employee) were scheduled per unit of the SSO. Although the interview groups were 

selected to cover all the departments of SSO, some interviewees cancelled their interview 

session due work or schedule conflicts that arose. The results incorporate the data from all SSO 

units except Procurement Services. 

Finally, as mentioned earlier, the interview results are categorized according to the topics 

analysed in the literature review, namely the concept of innovation and determinants of 

innovation capabilities from the organizational perspective.  

4.3 The Concept of Innovation in Shared Services Organization 

At first, the innovation concept was discussed with the interview respondents covering the 

following areas: perception of innovation at SSO, units that excel with innovation at SSO and 

importance of innovation. Each is addressed below. 

Perception of Innovation 

Reviewing the concept of innovation broadly, all the respondents agree that innovation is 

connected with a change, either a minor or an important one, that creates a positive impact for 

the organization and its customers. The novelty of these changes are compared according to the 

existing ways of working within the organization (micro-perspective), rather than having a view 

regarding other SSOs in the industry (macro-perspective) (section 2.2.2 of the literature 

review). 

 “Innovation is a positive change. But change does not necessarily mean innovation. A change 

could be perceived as innovation, when it positively influences what it is aimed at. It creates 

value, but also brings a better quality compared with the previous change” (Employee of SSO) 

In particular, innovation refers either to the improvement of existing ways of working or to the 

proposal of new and useful ideas that could help the broader development of the organization 

as well as delivery of optimized services to the customers.  These two aspects are realized with 

the adoption of new systems and tools but also with the implementation of new ideas that 

increase efficiency and quality of the services and processes handled. 

 “Innovation is about looking at how things are done today and suggesting how we can do them 

differently and better. But it is not only about improvements; it could be about doing things in 

a totally different way and also about questioning whether we could do new things that create 

value both to what we do already and to new areas that benefit the company.” (LT of SSO Unit) 

However, when a deeper view of innovation is discussed, the perceptions around innovation 

vary across the different units of SSO. Although SSO has managed to have a consistent 

approach on strategy, performance management, competence development and readiness plan, 

its actions around innovation are distributed among the units and the working groups. To this 



 

32 

 

end, there are units that are highlighted as more mature, in terms of working with innovation, 

and have developed a consistent approach for innovation among their employees and managers 

by linking the innovation concepts with specific unit targets and objectives.  

Units that excel with regards to innovation  

There have been some units indicated as more active with regards to innovation and that have 

moved forward from its conceptual view to the implementation of specific actions around the 

topic connecting them with specific objectives and job roles of the unit.  

On the other hand, some units focus on the high volumes of transcactional work following a 

more operational perspective. Each respondent from the LT group has been asked to identify 

some of the units that work with innovation initiatives. The interviewees’ results are illustrated 

in Figure 5:  

 

Figure 5: Identification of SSO Units that Excel with Regards to Innovation 

The above diagram indicates that four out of seven different units across SSO have been noted 

to be active with regards to innovation. The SSO units that have been identified by the LT 

interview respondents with regards to innovation are described: 

 Local Administration Services (selected by 57 % of  LT respondents) 

LAS has been indicated by the majority of the LT respondents as an innovative unit that follows 

a structured approach towards finding innovative solutions for the organization. More 

specifically, LAS has established Business Value Creation (BVC) targets as a concept that 

brings business value in areas that have not been prioritized before through decreased costs or 

increased efficiencies. BVC consists of three core areas of focus, namely finding ways of 

reducing cost by identifying new solutions that drive efficiency, improving the existing ways 

of working to better serve customers with existing staff as well as increasing resource efficiency 

within the unit so as to operate on behalf of customers in a cost optimal way. To this end, 

Business Value Creation targets are directly correlated with innovations on existing ways of 

working by proposing new ideas to improve processes, free-up operational time and improve 

costs. 

“ With Business Value Creation, we aspire to work smarter, better and at a lower cost than 

before.” (LT of SSO Unit) 
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Moreover, as part of the LAS unit structural set-up, there is the Business Excellence team that 

is responsible for driving improvement projects on a global level along with other 

standardization, efficiency and continuous improvements initiatives. In addition, there is one  

Improvement & Performance Manager per region to drive initiatives on improvements that 

create business value. 

 Master Data Management (selected by 43% of LT respondents) 

MDM is indicated as a creative unit in finding new ways of eliminating errors in data and 

increasing the automation of processes. MDM services are innovative not only in the micro-

perspective but also in the macro-perspective, since they have managed to sell part of their 

services externally (not only within Ericsson). MDM manages master data innovatively by 

collecting end to end flows and business processes requirements on master data, translating 

them into new ways of working for their unit. 

Although the unit’s innovation approach is not as structured as LAS, meaning that the main 

focus is on running operations and solving problems and errors, there are some teams led by 

LM within the unit that have developed processes for innovation. For instance, the Customer 

& Services MDM team members have to come up with a minimum of two innovative ideas per 

month regarding the existing ways of working in the unit to accomplish automation, quality and 

efficiency milestones connected with MDM strategies (e.g., reduce turnaround time and 

streamline processes). The innovative idea flow is described: 

“The ideas are presented to the LM with informal presentations by employees showcasing the 

positive impact for the team / unit / SSO. A Subject Matter Expert role that is part of the team 

is responsible for discussing, evaluating and validating the idea presentation. If the idea is 

approved in this level, it is forwarded to the Operations Management of MDM to be assessed 

again and accordingly cascade it to Leaders and Process Owners within MDM. Finally, if the 

idea is approved by all these layers, somebody is assigned from the Tools Improvement Team 

to implement and monitor the idea.” (LM of SSO Unit) 

The progress of each innovative idea is discussed with informal meetings between the LM and 

employee and any improvement results are measured through the unit’s specific Key 

Performance Indicators (KPIs). One intriguing outcome of this effort is that the number of ideas 

that have been brought forward are more compared to the previous year that managers had not 

set this as a requirement for employees. 

 Accounts Payable Services (selected by 29% of LT respondents) 

APS is indicated as a unit that has undertaken strategic initiatives with regards to innovation in 

SSO, i.e. the automation of five million invoices and centralized invoice reception. One key 

innovation initiative is the automation of processes so as to free-up financial resources for the 

organization but also increase productivity and quality. Hence, their innovation efforts have 

been concentrated on important change initiatives for the last two years that require new and 

useful solutions, not only for SSO operations but for Ericsson broadly.  

“All the time that we are currently dedicating to manual activities can be exploited, due to the 

automation of processes, towards fostering new innovative activities for customer orientation 

and SSO evolution.” (LT of SSO Unit) 

 Change and Performance Management (selected by 29% of respondents) 

Change and Performance Management has been indicated as innovative due to the Business 

Analytics Team that is part of the CPM unit. The Business Analytics team supports all the units 

of SSO toward driving innovations and improvements. This team receives requests from SSO 

units and facilitates units’ needs with useful insights and general support.  
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Some units that closely interact with this team underline that the Business Analytics team is 

experienced with translating business requirements into application functionalities by offering 

applications and development of supporting tools.  

“Business Analytics give us the direction on innovation in my organization. If you have a team 

like this that takes all these initiatives within SSO on a half-year or one-year basis and rotate 

all the certain efficiencies in the SSO units coming up with reflections and suggestions, then it 

will definitely pay off.” ( LT of SSO Unit) 

Importance of Innovation 

Overall, all the groups of respondents recognize the importance of innovation. Innovation is 

part of the corporation’s strategy message, and leaders of all the units promote the importance 

of innovation to all employees. 

Business value creation is connected with finding innovative solutions to increase efficiency, 

foster service quality and exploit existing resources optimally for the benefit of Ericsson. 

Although the reduction of costs is an imperative for organizations that are operational and 

administrative in nature, like SSO, innovation is recognized as a resource of bringing business 

value. 

“We need to move from the cost-cut mindset to the business value creation mindset.” (LT of 

SSO Unit) 

Moreover, according to the empirical results extracted from the interviewees, the main 

objectives with regards to innovation within SSO were categorized into four main areas. To this 

end, objectives of SSO connected with innovation are illustrated in  Figure 6: 

 

Figure 6: Objectives of SSO Connected with Innovation 

 Increase employees’ engagement (61% of interview respondents). Innovation as a concept 

is correlated with the active involvement of employees towards facilitating service 

excellence and accelerating strategy execution. Besides their routine tasks, employees can 

participate in the overall evolution of the organization through the proposal of innovative 

ideas and at the same time increase their engagement with the organization as active 

contributors. 

“Innovation is not only important in terms of reaching your strategic goals and objectives 

but also it is the key for motivating yourself as an employee by feeling a valuable contributor 

for your organization.”(Employee of SSO Unit) 
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 Increase customers’ satisfaction (39% of respondents). Innovation outcomes are indicated 

as important to increase customers’ satisfaction and accordingly bring benefits for Ericsson. 

Since one of the organization’s objectives is to prioritize customers’ services and satisfy 

their needs, innovation can increase the efficiency of the interface between SSO and its 

respective customers. This objective is mainly noticed by the units that actively interact 

with customers in their everyday work routine, name Support Services, Accounts Payable 

Services, Local Administration Services and Master Data Management. 

 Exploit existing resources and assets of SSO in innovative ways (22% of respondents). 

Innovation outcomes can lead to resource savings, such as financial and time resources, thus 

bringing more value back to the company per employee / per hour work compared with the 

conventional ways of exploiting resources. In addition, the organization’s data with regards 

to customers and operations can be considered as assets and its analysis can lead to the 

evolution of the organization. 

“By making analysis of your data and finding data trends and corellations, you can steer 

new directions for your organization according to the information that you have. Currently, 

these initiatives are moving slow and a higher pace is needed.”(LT of SSO Unit) 

 Facilitate units’ dynamic collaboration instead of silo-working approach (11% of 

respondents). SSO follows an independent department structure, where each department 

operates in silo-oriented teams compared with the other departments. Innovation can 

enhance the evolution of the organization by facilitatng cross-functional collaboration to 

achieve an end-to-end view of all processes and services. 

“The nirvana stage for SSO is to have centralized services that enable cross-collaboration, 

thus seeing processes as an integrated flow of activities among the different departments.” 

(LT of SSO Unit) 

4.4 Categorization of Innovations at Shared Services Organization 

The innovation concept has been analysed to identify the different categories of innovations 

that are applied within SSO. Hence, as a continuation of the innovation perception question, a 

series of follow-up questions were asked so as to identify innovation types in SSO and radical 

and/or incremental innovations performed. 

4.4.1 Service, Process and Organizational Innovations at SSO 

Interviewees were asked to describe innovation within SSO openly, without any guidance or 

specific options to choose, to identify if their replies could be mapped with the existing literature 

results or contribute to new outcomes for this specific type of service organization. The 

innovation types indicated by the interviewees with regards to SSO agree with the results found 

in the literature review for service organizations, with process innovations being on the top of 

respondents’ replies (100% of respondents distinguished process innovations within SSO).  

83% of interview respondents referred to service innovation examples, while 11% indicated 

organizational innovations (Figure 7). More specifically, organizational innovations were 

described by two out of seven leaders (29% of LT of SSO), since organizational innovations 

are usually led by strategic objectives and LT decision making.  
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Figure 7: Categorization of Innovations at SSO 

Below, examples of innovation that were depicted from the interview data are provided: 

 Process Innovations are the core of innovation activities within SSO by providing new ways 

of working in the process by which a service is introduced. Process innovations can include 

the introduction of new systems and tools that increase automation, quality and 

standardization. Besides process innovations enhanced by the adoption of new 

technologies, it could be also proposals brought by employees and/or managers who have 

innovative ideas regarding how to improve processes, eliminate errors and increase 

efficiency. 

“ I think we are mainly in process innovation, meaning to look at the way that things are 

done today and try to challenge smarter ways of working by driving certain efficiencies, 

removing certain steps, etc. That out of the box kind thinking, looking at the process and 

see where you can be more efficient. As an employee, I am thinking applications that make 

our work easier, eliminate errors and bring more value.” (Employee of SSO Unit) 

 Service Innovations for SSO include new value propositions for services to SSO customers 

by introducing new solutions with positive impact. Since the variety of services within SSO 

is broad and diverse, respondents from different units within SSO had diverse examples to 

showcase.   

 “Although it can be a simple new service proposal within our organization, it could be 

innovative in the sense that it brings a lot of benefits for Ericsson. For example, you might 

have 10 cars in your parking lot without using them, but we are aware of that and we say 

that since you do not use them, you might sell 5 of them to increase efficiency, reduce costs, 

etc.” (LT of SSO Unit) 

 Organizational Innovations, which introduce improvements in the organizational structure 

or general processes of the organization (beyond the individual service process), are 

indicated to be less frequent compared to the other two types. One reason for this, is that 

changes in the organizational structure or processes are probably made because of strategic 

decisions made by the LT to facilitate new strategy execution and organization objectives. 
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“Ideas and changes that are innovative could lead to changes in the organization, but not 

so much the other way around. Currently, it is more like this: We identify the strategic 

activities that we want to do and then we try to find how we can make them reality in the 

best way possible. Maybe an organizational change could be one of the actions towards 

realizing our strategic objectives.” (LT of SSO Unit) 

4.4.2 Radical and Incremental Innovations at SSO 

Innovation activities across SSO are mainly incremental, by introducing continuous 

improvements on daily operations and proposing new ways of working as well as value 

propositions for services. In addition, there are job roles across the different units of SSO (e.g. 

Improvement & Performance Managers) responsible for driving and supporting improvement 

projects for the benefit of SSO and its customers. 

Overall, incremental innovations were indicated by all the interviewees covering all the above-

mentioned categories in section 4.4.1, since they can be part of their daily activities and can be 

driven from the bottom layers of the organization’s hierarchy to improve operations and 

existing ways of working. Radical innovations are mentioned as transformative innovations in 

the micro-perspective of the organization, implying drastic changes with crucial impact that 

require LT decision making processes and a more strategic orientation.  

Such innovations are highlighted in the following statement: 

“The most radical innovations that we are working on are the automation of tasks by 

introducing the digitalization of invoices (five million invoices) and the centralization of all the 

services across the organization.” (LT of SSO Unit) 

“I see incremental innovations are more step wise with regards to day to day continuous 

operations and how to make them better every day. And also there are bigger projects that we 

want to implement, for example transforming and structuring the organization.” (LT of SSO 

Unit, Sweden) 

4.5 Innovation Capabilities of Shared Services Organization 

This section provides the results collected around the determinants of innovation capabilities 

within SSO. The following sections are structured according to the determinants in managerial 

levers proposed by the multi-dimensional framework in the literature review (section 2.3). 

4.5.1 Mission, Goals & Strategy of Shared Services Organization 

Mission, Goals & Strategy for SSO have been investigated with regards to how SSO applies 

the corporate message, “Innovate Everyday.” Additionally, the LT and LM of SSO have been 

asked if innovation is either explicitly or implicitly mentioned in the organization’s / unit’s 

strategy. 

“Innovate Everyday” Corporate Value 

“Innovate Everyday” is a corporate value that has been established since 2010 within the 

company and sets expectations for every employee to innovate systematically within the 

company. Innovation is considered as part of everyone’s job and it includes all the spectrum of 

activities realized within Ericsson, from radical new business opportunities for the entire 

corporation to incremental innovations at every local level. This value increases the dimensions 

of innovation by encouraging all employees across the corporation to constantly look for new 

ways to improve value for people, businesses and society. To this end, all the interview 

respondents have been asked how they apply this value to their daily routine within SSO. 
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Overall, Ericsson promotes innovation globally and global leaders are ambassadors of the 

innovation message as the key enabler towards driving the vision of the organization. However, 

in SSO level “Innovate Everyday” is perceived differently among the LT and LM. “Innovate 

Everyday” is promoted by certain Leaders and Line Managers across the organization (50% 

of LT and LM). In particular, 50% of LT and LM encourage employees to submit their ideas to 

the team either formally (connected with employees’ performance monitoring) or informally 

(by open discussions, frequent meetings etc.). However, the results depict the diverse views on 

the concept, since “Innovate Everyday” is not prioritized in some units or teams in SSO and 

emphasis is given on supporting SSO’s customers. In these cases, innovation is not applied 

systematically but reactively when problems or errors have been identified.  

“We focus on analyzing what has gone wrong but we need to look at the big picture of our 

organization.” (Employee of SSO Unit) 

Additionally, the term of “Innovate Everyday” is more relevant for employees and LM who 

participate in certain improvement projects or are assigned to Improvement and Performance 

Management job roles. As a result, it can be considered that this value is correlated with their 

core competences for the job role that they have undertaken and is a key aspect for their career 

development and positive performance within the organization. 

Explicit Innovation Strategy in SSO 

In general, SSO defines its key strategic pillars for the whole organization every year. 

Accordingly, each unit that is part of SSO has its own unit-specific strategy, aligned with SSO’s 

strategic objectives, that is defined every year, as well. Innovation is expressed implicitly rather 

than explicitly to both SSO’s and unit-specific strategy houses. In particular, SSO strategic 

targets include automation, standardization of processes to facilitate self-service of SSO’s 

customers and enablement of new revenue. 

Since there is no explicit consolidated innovation strategy in SSO level, there is a bottom-up 

approach with units, regions, teams and individuals proposing innovation initiatives for SSO 

units. To this end, good practices around innovation among the units can be brought up to the 

SSO level and accordingly implemented for the whole organization, in case they are validated 

for having a positive impact. For instance, the Business Value Creation targets first introduced 

by LAS unit (section 4.3) are planned to be investigated on how they could be applied to the 

rest of the units that are part of SSO. 

“We have the Business Value Creation and its results are measured routinely within LAS and 

we are considering taking this in a broader level and make it a strategic target for the whole 

SSO.” (LT of SSO Unit) 

4.5.2 Structure and Systems of Shared Services Organization 

In this section organizational structure and reward systems of SSO were investigated to 

determine the different ways of working and collaboration among the units as well as the 

existence of reward systems to facilitate the innovation process. 

Organizational Structure 

Two main issues were highlighted with regards to the organizational structure of SSO, the 

overall structure of the organization with the seven different units and the job roles allocated 

within each unit’s structure. According to the interviewees’ input, SSO is distributed among 

different units and each unit includes a set of regional employees and offices. Hence, although 

there is an effort for constantly centralizing all the activities and enhancing collaboration among 

the different units, the organization operates in a silo-oriented way. 
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“First you start with silo thinking and then you put groups together into SSO that continue to 

work in silos (different department). We are at this stage. The next step that we should do now 

is to start work across to have an end to end view and make it work like a flow.” (LT of SSO 

Unit) 

Additionally, formalization and activity standardization are two parameters that are taken into 

consideration among all the units of SSO, since one of the key objectives in the strategy of SSO 

is to increase efficiency.  SSO is an operational and administrative unit including high-volume 

operational tasks. To this end, there are two categories of roles that have been identified across 

the units, “doers” and “thinkers.” The first category concerns the job roles that undertake all 

the operational activities and perform repetitive work tasks and on a large scale within the units 

of SSO. On the other hand, the other job role category includes people who are responsible for 

driving improvements to satisfy the performance goals for each unit. However, one member of 

the LT expresses a challenge to handle with this distinction. 

“It is really challenging to pull out information about innovation from people that do 

operational work and are busy with heavy volume tasks. However, it is a bit dangerous to 

disconnect the operational people with people that drive improvements because you have to 

have some sort of involvement in order to understand what the real challenges are, if you want 

to drive incremental small changes.” (LT of SSO Unit) 

Finally, 100% of respondents agree that the establishment of an Innovation Organization could 

help to eliminate the above-mentioned challenges and positively contribute to the cross-

collaboration of the units and engagement of employees with innovation topics. 

Reward systems 

SSO has not established any official reward and recognition system. In most cases, employees 

are encouraged by their LM and LT to suggest innovative ideas, while recognition actions are 

mainly based on the positive exposure of employees among other team members and/or the 

whole unit. However, although there is no official reward system at SSO level, there are specific 

units and unit regions within the organization that have established rewarding mechanisms and 

events towards promoting and recognizing employees’ innovative contributions for the 

respective units.  

Table 2 concentrates all information obtained during the collection of empirical data with 

regards to the established recognition systems. This table can be exploited by SSO as a resource 

of best practises for reward and recognition across SSO and GFBE. A more detailed description 

of the reward and recognition events for innovation is provided in Appendix C – Reward & 

Recognition Systems. 
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Table 2: Reward & Recognition Systems and Events 

Rewards and Recognition 

Organization Level Name & Description 

GFBE & CF “You are a Star” Award 

Employees who make a positive impact receive a diploma and visibility 

SSO No established official program 

Business Value Creation LAS targets are considered as a good option to 

be brought in the SSO level.  

Units of SSO LAS Business Value Creation  

Rewards and recognition to employees connected to innovation and overall 

performance.  

Region Sab-Saharan Africa (RSSA) LAS “Great Ideas” Campaign 

Annual event with three topics around innovation for RSSA LAS 

employees in a 6-week period. 

Region North East Asia (RNEA) LAS “Innovation” Campaign 2016 

Innovation campaign from May to December 2016 with two parts, idea 

explosion and execution. Topic in three LAS areas for continuous 

improvements and day to day operations. 

Region South East Asia & Oceania (RASO) LAS “Picasso” Campaign 

2016 

The Picasso Campaign is broken down into three different campaigns 

which run from May till the end of the year, inspirational quotes, ideas on 

saving and costs and continuous improvements. 

Managers Positive exposure of employees 

Informal positive exposure of employees who deliver useful ideas to the 

unit. 

Overall, all employee respondents underline the importance of getting feedback and recognition 

for their ideas. To this end, 100% of employees declare that they would feel more motivated to 

innovation for SSO if they receive feedback and recognition for their ideas.  In addition, 50% 

of employees declare that reward and recognition events in SSO could contribute towards 

raising awareness around how employees could contribute in the SSO level, since their daily 

activities are focused on the unit level. 

“I think that it would be really helpful for employees to know which innovations have been 

implemented and what kind of improvements they brought in the SSO. Success stories, best 

practices, etc. From one hand, this could motivate you as an employee to innovate but on the 

other hand it could help to raise awareness about how SSO perceives innovation and what 

innovation is for this level.” (Employee of SSO Unit) 

 Finally, managers who have established recognition actions underline their positive results 

with employees’ motivation and participation with innovation. In addition, they underline that 
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resources do not constitute an obstacle for these actions, since even symbolic awards could 

enhance employees’ efforts and positive attitude towards innovating. 

“I always try to find triggers to bring innovation in employee level and make them contribute. 

Employees want to see the benefit from it and what you ask should be relevant for them.” (LM 

of SSO Unit) 

“In Ericsson Netherlands, we have a Rocket Award. It is a momentum in the all employee 

meeting, where a person/team receive a rocket. This is something that can be easily 

implemented. It doesn’t cost any money and it is giving a good recognition” (LT of SSO unit) 

4.5.3 Resource Allocation of Shared Services Organization 

Overall, there is no clear structure on how managers provide resources for innovations, whilst time 

resources are scarce and all employees emphasize on their daily activities. 

From a financial perspective, leaders and managers indicate that funding for innovation could 

be available in case that there is evidence that an idea creates value for SSO. In addition, 83% 

of all respondents claim that the cut-cost mentality is intense, especially for some units within 

SSO, and thus there should be a good balance between idea implementation and keeping the 

budget low. 

On the other hand, 71% of Employee respondents say that LT and LM should be committed to 

allocating resources for innovation, indicating leadership commitment and motivation for 

change as the key features for implementing new ideas. 

“I had an idea some time ago. The process is that there should be a proposal, then it should be 

approved by the unit’s LT and finally it will be an improvement initiative. They decided to 

depart my idea because they would need a lot of resources and was quite big for the business. 

Financial resources are a limit but I think what is missing is a motivation for change.” 

(Employee of SSO Unit) 

“At a certain point, I would like to see some at least of the ideas to be implemented and get 

feedback.” (Employee of SSO Unit) 

4.5.4 Organizational Learning & Knowledge Management of Shared Services Organization 

During the pilot phase of the interviews, results indicated that knowledge management is a topic 

that requires a lot of investigation with regards to SSO, since the organization has not developed 

a mature mechanism for managing knowledge through systems and standardized processes. 

Knowledge sharing topics are introduced through the intranet among employees, however there 

are no clear results with regards to what extent this knowledge is exploited.  

Thus, the interview results extracted from the final interview templates do not include any 

explicit reference to this topic and concentrate on the existing methods and ways of working. 

Nevertheless, interviewees implicitly referred to organizational learning and knowledge 

management during the interviews. More specifically, 39% of all respondents claimed that 

shared meetings across the units of SSO for different topics of interest around innovation could 

help with sharing knowledge among the departments so as to foster cross-unit collaboration and 

promote innovation concepts that could lead to the implementation of new ideas.  

“Something interesting that happened during a shared meeting with another unit of SSO is that 

we realized that we do a similar task with them in a simpler way. After our collaboration, we 

helped them to organize their data in a more efficient way and this had a massive impact 

towards saving time and eliminating errors.” (LM of SSO unit) 

In addition, specific units that interact with customers, such as Support Services, highly depend 

on knowledge sharing and standardization towards optimizing the way they serve the 
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customers. One of their knowledge sharing activities include the development of Support Desk 

for customers, where customers can find consolidated solutions for a set of issues before 

contacting a phone call with the center, thus enhancing self-service and efficiency. 

Through investigating the resources available for knowledge sharing within Ericsson, MyNet 

community channel has been identified as a way of exchanging knowledge among Ericsson 

employees through post-comment methods. However, only 29% of employees have used it 

claiming that they do not use it in a systematic manner. Finally, it is noted that Rewards and 

Recognition systems and events (Table 2 in section 4.5.3) could be considered as resources of 

knowledge sharing with regards to innovation, since their objectives are linked with sharing 

success stories of employees and practices. 

4.5.5 Organizational Culture of Shared Services Organization 

As already mentioned in the literature review (section 2.3.5), organizational culture is impacted 

and dependent by the previous determinants of innovation capabilities. The development of a 

culture of innovation within SSO has been mentioned by all LT and LM as an important aspect 

towards innovating systematically. 

Challenges for an Innovation Culture 

At first, the focus on this area of study was to identify existing gaps and challenges from the 

employees’ perspective when it comes to innovating in a systematic manner.  67% of employees 

claim that they would like to have more information from the top levels of the organization and 

their managers regarding the innovation efforts implemented within SSO and receive examples 

of success stories so as to be motivated and inspired towards submitting their own ideas. This 

could also help identify how they can contribute at the SSO level and what specifically is 

expected from them with regards to innovation. 

“As an employee it is quite difficult to think what SSO needs, since we are spread across 

different locations and I have no idea on how I could contribute in SSO level.” (Employee of 

SSO Unit) 

When employees have a new idea they tend to discuss it with their Line Manager and develop 

a proposal in order to align it with unit’s or SSO’s specific targets. Accordingly, to proceed 

from idea expression to idea implementation, many meetings are conducted among the LT to 

decide the approval or the rejection of this idea. Therefore, 50% of employees consider that this 

procedure is slow and complex and instead a more guided and time-effective flow for idea 

expression and implementation is required.  

“It requires a lot of time from idea expression to idea implementation. A structured approach 

is missing to make it faster.” (Employee of SSO Unit) 

Finally, Employees underline the importance of giving feedback for employee’s ideas in a 

systematic way (50 % of Employees and LT respondents) 

“You need your managers to hear and give attention to your ideas. If I have no support or 

feedback from my manager, next time I will not be so active.” (Employee of SSO Unit) 

Utilization of Ericsson Resources to “Innovate Everyday” 

As a next step, employees were asked to comment if they are aware or use some of Ericsson’s 

existing global resources for fostering innovation. The results are illustrated in Table 3 and 

indicate a relative low rate of employees who are aware of or use these global Ericsson packages 

and tools for innovation. 

Further details on these resources are provided in Appendix D – Ericsson Innovation 

Resources. 
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Table 3: Utilization of Ericsson Resources by Employees of SSO 

Ericsson Resource  Comments 

Ericsson 

Innovation 

Academy 

33% of employees have used it.  It has not been promoted from SSO 

and some content seems not updated. 

IDEA BOX 83% are aware of this tool but they do not know how to use it and 

why. For small improvements they speak directly with their managers. 

Change Engine Utilized by Improvement & Performance Managers and Project 

Managers. It is not so popular yet to other roles across SSO. 

MyNet 

Community 

33% of employees have used but is not considered user-friendly and 

is not used frequently. 

Empowered to 

Innovate Package 

0% of employees have used training packages for Innovation as made 

available by Innovation Academy. 
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5 Conclusions 

This section outlines the final results of the research and draws main conclusions on the topic. 

At first managerial implications are developed and thereafter, suggestions for further research 

are proposed. 

5.1 Managerial Implications and Recommendations for the Case Study 

The purpose of this thesis was to answer the research question, “how can the innovation 

capabilities of a Shared Services Organization be conceptualized, evaluated, and analyzed?”, 

by investigating the case study of Ericsson’s SSO in the GFBE & CF. 

The empirical results indicate that SSO has started to organize for establishing a structured 

approach for innovation, however there are some areas for improvement. One main conclusion 

of this thesis is that a gap has been identified between LT’s innovation ambitions and actual 

performed actions among the units of SSO around innovation. This can be perceived as an 

indication that there should be a coordinated view among all the parts of the organization, 

managers and leaders so as to achieve sufficient outcomes from innovation. Empirical results 

with regards to the importance of innovation and employees’ engagement with innovation 

activities demonstrated that innovation actions are connected with the organization’s 

performance goals, and thus they could contribute towards increasing the overall efficiency of 

the organization. To this end, a systematic overall managerial approach is required to implement 

innovation with strategic intent, along with the development of the appropriate tools and 

methods. 

In addition, a set of best practices has been identified among the units of SSO that could be 

prioritized and used as a first guidance for the SSO level to advance innovation efficiently. 

Nonetheless, communication and collaboration among the units of big corporations constitute 

common challenges that could affect the dissemination of existing solutions around innovation 

both in corporation and SSO level. Hence, the development of communication and knowledge-

sharing actions among the units are necessary for the systematic promotion of innovation as 

well as the showcase of successful examples of both actions and employees.  

A formal innovation program could be used as the first step to accelerate the innovation 

process in the organization. The scope of the program could be to address the existing evidence 

with regards to innovation, as indicated by the empirical results, namely: 

i. Innovation actions are confined in specific units/ teams/ roles across the organization. 

ii. Employees would like to have a clear approach with regards to innovation to understand 

how they could contribute. 

iii. There is no explicit innovation strategy articulated by the LT. 

This program will help to harness collective knowledge and experience of employees across 

the organization and become the first step towards creating a culture of innovation. Once 

innovation is systematized in the organization, innovation programs could be replaced by 

establishing a routine in which every employee in the organization is familiar with his/her role 

in the innovation process. 

The below paragraphs depict the most crucial parameters to address within the innovation 

program organized by LT and LM within SSO: 

Decisiveness, Vision and Strategy for Innovation 

To enable all the parts of the organization to be engaged with the vision around innovation, a 

relatable, repeatable and simple message with strong focus on innovation can help leaders 
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communicate their vision clearly to the whole organization. Both senior-level and low-level 

leadership are crucial in order to embed this message across all the teams. The literature and 

empirical results demonstrated that when innovation is not part of specific goals set by LT and 

LM, it can be blurry for the employees on what they are expected to do, and thus not efficient. 

One suggestion could be to select some of the most influential managers with regards to 

innovation and assign them as ambassadors of the innovation goals, actions and results. As a 

next step, a strategy around innovation could promote alignment among diverse units, clarify 

objectives and help focus efforts around them. 

Moreover, LT and LM should ensure that innovation ideas, when approved, can be 

implemented quickly. The creation of a slow and inflexible flow for these ideas could affect 

employees. Along with the speed of execution, being decisive and taking risks when new value 

can be created can be equally important. Towards this direction, LT and LM can categorize 

ideas into two different flows: the ideas that are simple and can be executed quickly without 

supervision, and ideas that require more input and need to be tested before fanning them out. 

For the latter category, ideas can be piloted within the organization (only in one team or unit) 

and adopted if they are proven to be successful. 

In case of a failure, leaders have to review them as a learning opportunity that can be leveraged 

in the future. Failure does not need to be embraced, but it is part of the innovation. 

Establishment of an Innovation Culture 

While some methods could be useful to enhance an innovation culture within a specific 

organization, the same methods or concepts would never work for some other organizations. 

For instance, the concept of “move fast and break things” that has been used for years within 

Facebook for fostering innovation, while suited to this type of company, might never be suitable 

for an organization that aspires to be cost-efficient and optimally use resources. Since there is 

no singular method to establishing an innovation culture, it highly depends on understanding 

the climate of the whole organization, the existing ways of working and which structures, goals 

and people could be in place to exploit untapped resources that will unlock the innovation 

potential.  

A cost-cut culture could be considered in some cases as risk-averse for employees’ new 

suggestions; however, a sufficient sample of empirical results indicates that the core of the 

culture could be service and business value creation so as to unleash its employees’ innate 

innovative tendencies. To this end, employees who deal with customers and are responsible for 

improvements, performance and change projects can be on the frontlines of innovation actions. 

In order to further enhance the innovation climate, LM could share articles for developing 

inspiration and “out of the box” thinking, pilot new ideas, whilst soliciting innovative solutions 

that have been implemented elsewhere with the corporation. 

Moreover, LT and LM should incentivize employees to see innovation as more than an 

extracurricular activity beyond their job description responsibilities. This could be the first step 

for creating the culture. When innovation has taken solid form, a formal evaluation system can 

be established, in which participation in innovation activities is a factor of annual performance 

evaluation. These incentives are not necessarily “innovation specific” but a combination of 

both monetary and non-monetary stimuli, aligned with an organization’s overall culture, that 

can be adopted to recognize and reward exceptional performance. 

Innovation Coach  

An innovation coach could assure the clear communication of all these actions and provide an 

overall guidance for the meetings and processes conducted around innovation. This role could 
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collaborate with the LT and LM to facilitate the innovation journey and promote the different 

innovation actions in SSO. 

The innovation coach could promote the different innovation tools and sources that Ericsson 

provides, after determining how they can be utilized across SSO and according to the strategy 

and organizational goals defined around innovation. In addition, the innovation coach can be 

responsible for the organization of cross-unit innovation events and workshops in SSO and be 

the ambassador of all ideas implemented as a result of these events. 

The innovation coach can coordinate meetings with a mix of management and employee 

representatives from different units, locations and areas of the organization to coordinate the 

innovation program and organize discussions around innovation-specific. Additionally, through 

these meetings, the innovation coach could investigate if it is possible to apply the best 

practices, processes and events across the different parts of the organization and seek solutions 

to fit in the different ways of working and location cultures across SSO. 

Finally, regarding idea flow, the innovation coach can consolidate the ideas that require more 

input and are not simple to be implemented by the local LM’s teams and forward them to the 

LT so as to piloted and implemented, if applicable. Overall, the innovation coach could provide 

first-level support for employees on submitting their ideas and answering general questions 

about the innovation process. 

5.2 Limitations 

Overall, this study could answer the research question by reviewing the core concepts through 

different angles as well as by collecting empirical data for the case study in a systematic manner.  

A holistic approach to the determinants of innovation capabilities was investigated and the case 

study was utilized as a practical example to apply the existing theories and suggest 

recommendations for future actions. However, it is inevitable that a certain amount of 

information is excluded. First of all, the research timeframe for this topic was limited and the 

data collected was limited to the boundaries of the case study. Hence, although the results 

provide useful insights regarding the key concepts identified during the literature review, they 

are based on a limited sample size of 18 interviews across the SSO at Ericsson.  

Since the research follows the interpretivist paradigm, some limitations were inherited by the 

selection of this research paradigm. These limitations are mainly related to the subjective nature 

of this approach and at some point the bias of the researcher (O'Donoghue, 2006). More 

specifically, in case that the data are limited by the interactions of the researcher with the 

interviewees, it could be inevitable that unconscious guidance or bias could impact the 

interviewees’ responses due to the researcher’s personal viewpoints and values. Additionally, 

the qualitative data analysis is dependent on the researcher’s ability to interpret the information 

derived. Nonetheless, it is noted that the interviews provide insight on existing beliefs and 

reflections on the topic, while there was an effort to minimize biased results by avoiding 

jumping to conclusions or posing leading questions. In addition to this, the participant 

observation research method used facilitates developing a holistic understanding of the 

phenomena under study and is used as a way to increase the validity of the study and further 

help the researcher to gain a better understanding of the context (DeWalt and DeWalt, 1998). 

The issue of internal validity does not apply for a descriptive case study whereas external 

reliability and validity can be an issue in qualitative research, since the same context can lead 

to different findings at different times. For this reason, this research attempts to provide a 

detailed description of the phenomena in order to allow comparison with other cases. Although 

single case studies are criticized for offering results that can be utilized only for the level of the 

analysis, case studies rely on analytic rather than statistical generalization. To this end, the 
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generalizability and transferability need to be further explored though continuous 

experimentation and accumulation of data until the field is more established. 

Additionally, it might be argued that judgments around innovation should be performed by 

independent sources, such as customers of the organization rather than employees and 

managers. Although studies indicate that the judgments of managers, employees and customers 

are correlated (Jonlee, 1999), a longitudinal study to explore and compare these different 

perspectives could benefit the research on this subject area. 

5.3 Future Studies 

Future research can focus on investigating the applicability of these theories among firms of 

different sizes, since smaller firms may be less formalized compared to larger firms, and thus a 

comparative study among different case study examples on innovation capabilities could 

develop an understanding regarding which determinants are more crucial in different case 

examples. Another study could examine the interconnection among the different determinants 

of innovation capabilities within an organization: for instance, how each determinant influences 

the other as well as how they impact the overall performance of the organization. Existing 

measurement methods for organizational innovation could be incorporated, and quantitative 

results could be illustrated. Finally, the innovation capability construct could be further 

developed to enhance existing knowledge in innovation management by identifying the key 

determinants required for radical versus incremental innovations. 
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Appendix 

Appendix A – SSO Units Overview 

i. Accounts Payable Services (APS) unit processes all Ericsson internal and supplier 

invoices, securing that invoices are paid on time. The unit supports 13 regions of Ericsson 

and comprises of 140 people located in Manila Philippines and New Delhi India. Among 

the activities included in the unit are post-pay and pay of invoices, payment proposal 

development and control, second line tickets handling with some complexity, customer-

related tasks (e.g. user and invoices follow-up, problem resolution, etc.), internal 

corporation-related tasks (company conciliation activities, source control, etc.) and 

automation of invoice procedure flow 

ii. Master Data Management (MDM) maintains and improves the consistency and quality of 

information within the Ericsson systems towards enhancing efficiency of Ericsson systems. 

The MDM unit comprises of three sub-units, MDM Products, MDM Finance, Human 

Resources, Travel & Expenses and Real Estate as well as MDM Supplier, Customer and 

Services. The major sub-unit is MDM Products with key stakeholders the suppliers of the 

Supply Organization within Ericsson, while the second and third sub-units handle 

important volumes of data and information for a set of diverse stakeholders and functions 

across the organization. The locations of MDM are eight in total, namely in Manila 

Philippines (60 people), Bucharest Romania (14 people) and smaller amount of employees 

are spread across the locations within the different regions of Ericsson (20 people in 

Sweden, Australia, Spain, Mexico, Netherlands). 

iii. Local Administration Services (LAS) unit executes administrative activities among several 

function areas (e.g. finance and sourcing, etc.) that cannot be centralized, and thus must be 

performed at local Ericsson offices. LAS unit enables the execution of daily work in local 

offices in a standardized and cost-effective way. The main tasks of LAS are administrative 

and local providing support for the main functional areas of SSO. There is one regional 

manager for all of the regions of Ericsson (135 countries) and accordingly each one of them 

has line managers and employees (in total 755 people). In addition, there is a Business 

Excellence team responsible for realizing improvement and performance activities for the 

LAS. 

iv. Procurement Services (PS) secures standardized and centralized procurement primarily 

for indirect categories, including spend for hardware, software, consultants, and sub-

contractors for Ericsson. PS ensures quality and standardization of the ordering process 

through implementation of supplier agreements and through effective request and purchase 

order management in the Ericsson Buyer and System Application Products (SAP) systems. 

The unit aspires to support the business with continuous improvement in the procurement 

flow and with spend data quality through efficient PO management, utilization of preferred 

suppliers, agreed price lists and correct mapping of purchased goods, software and services. 

v. Change & Performance Management (CPM) is responsible for change management, 

program and project management and performance management within SSO to support 

SSO units in aligning their budgets, organizational structures and strategic initiatives, 

monitoring and improving their performance relative to their respective targets and 

performance indicators as well as providing business intelligence and analytic support. 

CPM supports all the units that are part of the SSO and delivers strategy and support for 

projects implemented for the scope of SSO including more than one unit. In addition, CPM 

investigates new job roles and competence development activities at holistic level across 

the organization to facilitate the objectives and targets of SSO. 
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vi. Support Services (SS) provides first line support to individual users, both within and 

outside of Ericsson, for purchase and payments, travel and expenses, Ericsson’s internal 

tools and portals and generic questions related to Ericsson and Ericsson products. SS global 

team is the first line of support for internal Ericsson employees, external suppliers and 

customers for questions/issues/requests on purchase to payment, Travel & Expense and 

Customer portal process and tools, with offices in Beijing China, Bucharest Romania, 

Bangalore India and Dallas USA.  All inquiries are raised through telephone calls, emails 

and web forms and handled through ticketing tools. 

vii. Travel & Expense Management (T&EM) sets travel behavior guidelines for all Ericsson 

employees by managing  processes, methods and tools required for travel authorizations, 

reservations and claims processes. T&E audits and optimizes the claims flow and 

associated payments and supports the sourcing of travel services and systems. T&E 

employees are located in Bucharest Romania, Bangalore India and Dallas USA (in total 58 

people) and the Head of the unit is located in Stockholm, Sweden. 
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Appendix B – Interview Templates 

INFORMATION PRESENTED TO THE RESPONDENT PRIOR TO THE INTERVIEW 

Thank you for participating in this interview. Before we start, I would like to outline the basic 

aim of this interview. This is a semi-structured interview with both open questions and rating 

questions, so as to identify how the Shared Services Organization could drive systematic 

innovation by exploiting the tools, processes and methods available at Ericsson. This could 

also help to identify existing gaps in applying innovation at SSO.  

A short description of the thesis’ aim is available for you to read, including how it will be 

carried out and how you can obtain a copy. 

The interview conversation will be recorded, with your permission, so as to better analyze 

the results for my research. Please note that the master thesis is an official document available 

for everyone. If there is anything you say that you wish to be confidential, please let us know.  

Leadership Team of Shared Services Organization 

This template was used for the LT interview respondents group. All the interviews were held in 

English. 

First Group: SSO Leadership Team 

Question Purpose 
1. Please describe your position, tasks and responsibilities at 

Ericsson/SSO. To identify the role of each interviewer in SSO 

and tasks included within each unit. 2. Please describe how your unit works and the locations 

included. 

3. In the literature, there are a lot of different definitions of 

innovation, including everything from ideation to the 

commercialization of a concept. How do you perceive 

innovation as it is/could be applied in an operative and 

administrative unit as SSO? 

To lay a common ground for what innovation 

means in SSO department. 

4. Why do you want to start innovating? 

To understand why innovation is important in 

SSO and to create an innovation mission in 

SSO. 

5. Is innovation either explicitly or implicitly expressed in 

the unit’s strategy and/or objectives?  

To identify if there are specific missions, goals 

and strategies around innovation. 

6. How do you integrate the value of “Innovate Everyday” 

in the daily life of SSO employees? 

7. Are there any specific challenges/objectives of the SSO 

that employees could contribute with their ideas? 

8. What are the drives and incentives for an employee to be 

creative and innovative every day? These questions aim to identify what incentives 

and resources are given to employees to 

innovate every day. 9. Are there any resources available for the employee to be 

innovative (e.g. funding, time, working group, technical 

support)? 

10. Do you think that Ericsson is promoting innovation in an 

effective way? Please explain. 

To identify the gap on applying innovation in 

SSO and within the different departments of the 

organization. 

11. Do you think that SSO is promoting innovation in an 

effective way? Please explain. 

12. Are any departments that excel with regards to 

innovation (e.g. APS to LAS)? If so, why do you think is 

this happening? 
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13. What are barriers to innovation and what have been done 

in the past to remove these barriers? 

To identify the limitations in applying 

innovation in SSO. 

14. Are there any innovation metrics that SSO has or 

lacking? If anything could be measured, what would be 

the most interesting to measure? 

Evaluation and measurement of innovation is 

important for excellence. The question aims at 

exploring what parts within innovation are 

prioritized.  

15. Is anyone responsible for innovation in SSO? If not, do 

you think that an innovation coach could foster 

innovation in SSO? 

 

Research indicates that a critical success 

factor that strongly influences the outcome and 

quality of any innovation effort is commitment 

from management. The question aims to 

explore how innovation could be a priority.  

16. Describe the ideal scenarios for the innovation 

management in SSO. To explore the desired outcomes when applying 

innovation in SSO. 17. What is the main focus and priority outcome on 

innovation (proceed from previous question)? 

18. Is there anything I have not asked or you would like to 

add? 

To allow further contributions or comments to 

be made.  

Line Managers of Shared Services Organization 

This template was used for the LM interview respondents group. All the interviews were held 

in English. 

Second Group: SSO Leadership Team 

Question Purpose 
1. Please describe your position, tasks and responsibilities at 

Ericsson/SSO. 

 

To identify the role of each interviewer in SSO 

and the basic tasks/roles of each department in 

SSO. 

2. Please describe how your unit works and the locations 

included. 

3. In the literature, there are a lot of different definitions of 

innovation, including everything from ideation to the 

commercialization of a concept. How do you perceive 

innovation as it could be applied in an operational and 

administrative unit such as SSO? 

To lay a common ground for what innovation 

means in SSO department. 

4. Why do you want to start innovating? To understand why innovation is important in 

SSO and to create an innovation mission in SSO. 

5. Is innovation either explicitly or implicitly expressed in 

the SSO’s strategy and/or objectives, as far as you know?  

To identify if there are specific missions, goals 

and strategies around innovation. 

6. As you know, Innovate Everyday” is an important theme 

at Ericsson. How do you apply this in your work (if at 

all)?  

7. How do you stimulate innovation in your team? 

8. Are there any specific challenges facing or objectives of 

the SSO that employees could address with their ideas? 

9. What are the incentives for an employee to innovate every 

day (if any)? 

These questions aim to identify what incentives 

and resources are given to employees to innovate 

every day. 

10. Are resources available for you as a manager to be 

innovative? Funds, time, working group, training technical 

support? 

11. Do you think that Ericsson is promoting innovation 

effectively? Please explain.   
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12. Do you think that SSO is promoting innovation 

effectively? Please explain.   

To identify the gap on promoting innovation in 

SSO and within the different departments of the 

organization. 

 
13. Are any departments excelling with regards to innovation 

(e.g. APS, LAS)? Please explain.  

14. Do you think that there are innovators in your department 

and/or people who can foster the innovation capability in 

SSO? 

15. If so, what do you think is motivating their innovation 

activities (nature of the tasks they undertake, self-

motivation, innovation in their DNA, etc.)? 

16. What are the barriers to innovation in SSO? What has been 

done in the past to remove these barriers in SSO, and has 

this worked well? 

To identify the limitations in applying innovation 

in SSO. 

17. Is anyone responsible for innovation in SSO?  

 

Research indicated that commitment from 

leaders and managers is a critical success factor 

that influences the outcome and quality of any 

innovation. The question aims to explore further 

how innovation could be a priority for SSO.  

18. If not, do you think that an innovation manager /coach 

should be responsible for fostering innovation in SSO (or 

someone else)? 

19. Describe the ideal scenarios for implementing innovation 

process in SSO. 

To explore the desired outcomes when applying 

innovation in SSO. 

20. What are the desired outcomes for applying innovation in 

SSO? 

21. Is there anything I have not asked about that you would 

like to address? 

To allow further contributions or comments to be 

made.  

Employees of Shared Services Organization 

This template was used for the Employee interview respondents group. All the interviews were 

held in English. 

Third Group: SSO Employees 

Question Purpose 
1. Please describe your position, tasks and responsibilities at 

Ericsson/SSO. (A typical day in your work). 

 

To identify the role of each interviewer in SSO 

and the basic tasks/roles of each department in 

SSO. 

2. In the literature, there are a lot of different definitions of 

innovation, including everything from ideation to the 

commercialization of a concept. How do you perceive 

innovation as it is/could be applied in an operational and 

administrative unit as SSO? 

To lay a common ground for what innovation 

means in SSO department. 

3. How do you integrate so far the corporate value of 

“Innovate Everyday” in your daily work? 

To understand if SSO employees innovate/are 

willing to innovate following the corporation 

message of ‘Innovate Everyday’.  4. Would you like to start innovating in your daily work 

routine? If so, do you know why? 

5. Are there any specific challenges facing SSO that you as 

an employee could contribute with your ideas? Please 

explain. 

To understand if employees have identified any 

challenges that they could contribute with their 

ideas in SSO. 

6. Do you feel that you have incentives to innovative for 

SSO? If not, what do you think it would motivate you to 

innovate? 

These questions aim to identify what incentives 

and resources are given to employees to innovate 

every day and hear their point of view and 

suggestions. 
7. Do you feel that you have motivation to innovate? 

8. Do you think that you have the time and resources 

(working groups, funding etc.) needed to innovate? 
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9. Do you feel that you need inspiration through events, 

collaboration groups and innovation initiatives so as to 

generate ideas that could create value for your department? 

Would you participate? 

10. What are the top challenges that you face when you want 

to express a new idea or an improvement for SSO? 

To identify the barriers that employees face when 

they want to start innovate. 

11. What are the top challenges that you face when you want 

to implement a new idea or an improvement for SSO? 

12. Do you feel that you need support to help you with the 

innovation process (e.g., help from your manager or an 

innovation coach to track progress, get feedback, etc.)? 

Please explain. 

To identify if there is a need of an innovation 

manager/coach to support employees. 

13. Do you feel that you have specific direction and guidelines 

from SSO regarding innovation, or that you are mostly on 

your own to address it? Please explain. 

To identify if the employees have sufficient 

guidelines to innovate except from their 

spontaneous ideas. 

14. Do you think that Ericsson promotes innovation 

effectively? Please explain. (scale) 

To identify the gap on promoting and applying 

innovation in SSO within different departments 

of organization. 15. Do you think that SSO promotes innovation effectively? 

Please explain. (scale) 

16. Do you think that there are innovators in your department 

and/or people who can foster the innovation capability in 

SSO? 

To identify if employees recognize some top 

innovators in SSO. 

17. If so, why do you think is this happening (nature of the 

tasks they undertake, self-motivation, innovators in their 

DNA, etc.)? 

18. What do you think are the main barriers to innovating in 

SSO? 

To identify the limitations in applying innovation 

as an SSO employee. 

19. Are you aware of the existing resources, processes and 

tools that Ericsson provides to foster innovation? 

To identify the current awareness of employees 

regarding Ericsson’s tools and methods 

available for innovation. 

20. This is a rating question regarding your awareness and 

usage of current innovation tools /processes and methods 

within Ericsson. Please rate your performance on the 

below table * 

21. Describe an ideal scenario, when you imagine yourself 

innovating in your working environment. 

To explore the desired outcomes when applying 

innovation in SSO. 

22. Is there anything I have not asked or you would like to 

add? 

To allow further contributions or comments to be 

made.  

*Awareness and usage of current innovation tools /processes 

Rating scale: (0) for Not Sure or No Response, (1) Never (2) Rarely (3) Often (4) Every Day 

Innovation Organization, Processes, 

Tools &  Initiatives 
I am aware of this 

 

YES/NO 

I use this 

 

Rating 0-4 

Comments 

If you want to 

learn about 

innovation 

resources at 

Ericsson 

ERICSSON 

INNOVATION 

ACADEMY 

   

If you have good 

ideas 

IDEA BOX    
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If you want to 

empower 

innovation 

EMPOWER TO 

INNOVATE 

PACKAGE 

   

  
If you want to 

start working 

with innovation 

CHANGE 

ENGINE 
   

  
Employee 

Engagement 

INNOVATION 

MYNET 

COMMUNITY  

   

 

END OF THE INTERVIEW 

Thank you for your help with this research. Please feel free to ask me any question regarding 

this interview or the study project. 
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Appendix C – Reward & Recognition Systems 

A summary of the information collected through interviews and documentation resources with 

regards to reward and recognition systems is provided in the following paragraphs. 

GFBE & CF “You are a Star” Award 

GFBE & CF “You are a Star” Award aims to create a platform that recognizes individuals and 

teams as well as foster a high performance culture in GFBE & CF. This recognition program 

aspires to promote a knowledge sharing environment by showcasing operational and cost 

efficiency initiatives as well as stimulate an innovation culture by sharing best practises from 

individuals, leaders or teams across organizational units. 

Three main categories are proposed for recognition: 

i. “Make the difference” for individuals who have delivered over and beyond expectations 

and demonstrated exceptionally Ericsson’s values. 

ii. “Lead by Example” for leaders who are role models and help people connect and stay 

motivated. 

iii. “Let’s make it happen” for teams that are examples of collaboration and can 

demonstrate how collaboration helps to deliver results better, faster and efficiently. 

Participants of each category are initially nominated via an online form at ‘You’re a star’ 

internal site; accordingly, a shortlist committee meets to agree about nominations and announce 

the winners of each category. Winners are announced at Quarterly All Employees Meeting and 

are updated on the intranet sites of GFBE & CF. 

LAS Business Value Creation Targets 

Business Value Creation Targets are part of LAS targets including other areas, such as 

stakeholders’ satisfaction, performance excellence, quality and service management 

framework. The business value creation targets are evaluated every month and include areas, 

such as new ways of reducing cost by identifying new solutions that drive efficiency, improving 

the existing ways of working to better serve customers with existing staff as well as increasing 

resource efficiency within the unit so as to operate on behalf of customers in a cost-optimal 

way.  

Business Value Creation targets are connected with reducing LAS unit’s costs (i.e. head count, 

training, travel and miscellaneous), increasing efficiency (added services on the same staff as a 

result of improved efficiencies) and reducing costs of units’ stakeholders (i.e. supplier costs, 

storage, travel spend, fleet management, parking lots etc.). 

As a result, bringing Business Value Creation to the core targets of the LAS unit, employees 

have to systematically seek for innovative solutions that drive efficiency  

Region Sab-Saharan Africa (RSSA) LAS “Great Ideas” Campaign 

The LAS RSSA Leadership Team created the “Great Ideas” Campaign in order to create an 

effective and fail-safe way to identify ways to cut costs, waste, and to improve organizational 

productivity as well as empower each employee to contribute and generate valuable results at 

an affordable cost. This campaign has already been successful and has been organized for two 

consecutive years. 

The topics for employees’ contributions are selected to cover specific topic areas, i.e. cost 

reduction, continuous improvements, customer satisfaction, safety improvement, additional 

services, etc. Once a week (for six weeks) the LAS RSSA Leadership Team recognizes a 

colleague for a great idea in two ways, namely: 
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i. Informally by saying “Thank you and well done.” 

ii. Formally, when a colleague was recognized as a Most Valuable Player (MVP) through 

an internal MVP site and receives a symbolic monetary award. Nominees are approved 

by the line managers and the Head of LAS RSSA (depending on recognition level). 

Additionally, monthly winners are reviewed quarterly by a Regional Recognition Committee 

and announced by receiving an additional monetary award. Similarly, quarterly winners are 

announced, receiving an additional award amount, and finally annual winners are selected by 

the Regional Recognition Committee and the Regional Leadership Team and announced by 

December at the end of the annual cycle. 

Region North East Asia (RNEA) LAS “Innovation” Campaign 2016 

This campaign is launched from May to December for all LAS RNEA employees and aims to 

reward improvement for small or significant changes affecting day-to-day operations that are 

feasible for implementation. This event intends to build up an innovation culture within LAS 

RNEA and encourage employees for cross-country communication as well as for seeking more 

efficient ways of working with processes. The LAS RNEA Innovation Campaign includes two 

parts, “Idea Explosion” and “Execute Your Idea.” “Idea Explosion” includes the brainstorming 

of ideas with topics selected to improve efficiency, enhance customer’s satisfaction and 

improve daily operations. The “Execute Your Idea” phase of the campaign includes the 

implementation of the selected ideas. Two monetary awards will be distributed for the best idea 

and most popular idea. The selection criteria will be based on creativity, feasibility, business 

value and cost-efficiency parameters.  

Region South East Asia & Oceania (RASO) LAS “Picasso” Campaign 

The campaign is organized from May to June and aims to enhance the development of new and 

innovative solutions, promote “out of the box” thinking and boost creative spirit and proactive 

sharing of new ideas. The areas of interest are to continuously improve new ways of working 

and bring more business value for Ericsson and LAS customers. The Picasso Campaign is 

broken down in three different campaigns, “Inspirational Costs”, “Start on Savings and Cost 

Awareness” and “Continuous Improvements.” 
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Appendix D – Ericsson Innovation Resources 

Ericsson Innovation Academy  

Ericsson Innovation Academy is an Ericsson resource that includes training packages, 

workshops, articles, guidelines and tools for leaders and employees who want to drive 

innovation in their work. Ericsson Innovation Academy aims to provide inspiration and 

knowledge and foster an innovation culture at the corporation level. To this end, all assisting 

material for innovation is categorized according to three basic role categories, Innovation 

Coaches, Leaders and Employees. 

Additionally, Ericsson Innovation Academy concentrates all the above-mentioned resources in  

“Innovation Toolbox” space, including four main areas: 

i. Idea Boxes, analyzed in the below section. 

ii. Innovation skills, concentrating the training material for innovation managers and 

coaches. 

iii. Innovation toolbox, including opportunity development tools and Innovation Action 

Work structures. 

iv. Innovation Coach community, including 300+ coaches globally. 

IDEA BOX 

IdeaBox is an open and social IT platform for the capture, collaboration and development of 

ideas from employees, customers and partners, and for the tracking of innovation and 

improvement opportunities all the way to value realization. 

It is a global tool across the entire organization, including all units, regions and functions, for 

all kinds of ideas (e.g. products, services, processes, business models), where everyone who is 

part of Ericsson organization can contribute.  The three design principles of this tool are: 

demand-driven, open and collaborative. 

The process flow is divided into four consecutive steps. At first, users submit their ideas, give 

comments and vote on ideas by others. Then, ideas and opportunities are identified aiming for 

innovations or improvements. Accordingly, ideas are categorized and presented in two 

modules, “Boxes” for Collaborative idea management and “Trackers” for innovation & 

improvement tracking. Innovation or improvement managers can choose to use one or both 

modules. 

Change Engine 

Change Engine is one common platform supporting all types of changes and providing tailored 

guidance for Change leaders, Sponsors to/Managers in change as well as individuals in change 

activities. Change Engine connects and integrates existing Ericsson practices into one common 

framework and provides step-by-step instructions, guidelines/tools, templates, good practices, 

Ericsson processes & directives, training/events and collaboration resources. 

MyNet Community 

MyNet Community is a social channel for all leaders and employees within Ericsson that aims 

to foster internal and cross-unit collaboration by sharing and commenting on posts including 

ideas or general comments by its users. It is a global tool across the entire organization and 

different employees across the world can connect through the MyNet Community. 

Empower to Innovate Package 

Empower to Innovate Package includes training and guidelines for leaders and employees to 

empower innovation systematically in their working environment. It is a package of Power 
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Point slides, included in Ericsson Innovation Academy space, and is free for everyone to get 

trained and learn more about innovation at Ericsson. 

 

 


