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Abstract

For the last thirty years there have been manygdgmim how organizations work, due
to among other things globalization and informatiechnology. This has changed the
way we look at leadership. One effect is that nareé more tasks have been devolved
to first line managers (FLM). Their most importéask is their HR responsibility. It
can sometimes be tough to prioritize this parhefrtresponsibilities when some of
their more *hard’ and visible tasks such as econonfynctional activities insist on
attention. This study has looked at how informaggatems can make information
more accessible for the first line manager ancetp them have a better balance
between their different tasks. This was done assa study with elements of Soft
Systems Methodology (SSM) and included semi-strectinterviews with FLMs and
other stakeholders in the organization around ti@mat the FLM role was examined
to see what it looks like today, then how the infation systems work today, and
finally what can be done to improve the use ofitiiermation systems. It was found
that the problems facing the FLMs when it camenformation systems were large
amounts of information spread out at different pfaanany tools or applications to
use, and these were often used in a less thareetfiway. The implications here are
that it is important how to structure and make ke all this information for easy
access; the question if there can be too manyagns so that they are no longer
effective but become a hindrance; and that basicadtn in the systems followed by
continuous follow-ups to learn to use the applaain a more efficient way is
needed.
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Introduction

It can be said here that this thesis looks at h@amzations work with strategy from
what Whittington (2002) calls the processual pertipe rather than the classic
perspective. Where the classic approach seesgstrasea rational process where you
can gather and analyze all relevant informationthed follow the plan, the
processual approach sees humans as less tharatatitrey don’t gather all relevant
information, they interpret it subjectively and ot choose optimal solutions. This
means, contrary to the classical perspective diggnizations don’t work perfectly,
and don’t have to, in order to survive. Strategiesdeveloped step by step with
gradual adaptation. This is also known as the seieh muddling through.

Background

Businesses and organizations have since at leashtly seventies had to cope with a
rapidly changing world to do business in. Gonetheedays when you could plan
years ahead. Factors such as globalization andchiatoon technology have changed
the conditions for leadership and the old waysapedly fading.

An important starting point, according to MullemndaElofsson (2006), to understand
why our ideal of leadership is changing is becawese forms of organization are
emerging. And this is because of how our societydinged. We are in a period of
change, Tyrstrup (2005) says, a change on manjsland places, with reform work
in organizations having been done for three decallesn society around us is
changing, organizations must adapt. Some disappetothers will adapt and change
through different processes and find a way to erigthe future. This is what
Checkland and Poulter (2006) says is the core mgstedea/concept — “that of an
adaptive whole (a ‘system’) which can survive tlgiotime by adapting to changes in
its environment.” (p. 7).

Mullern and Elofsson (2006) writes that at the twottof many of the tendencies we
see in organizations today is the shift from sedegcorporation as a stable structure
to seeing it as a series of processes that neaedtach maintenance, change and
renewal. We know that many organizations faceshalllenges and competition
that forces them to constant review of their sgigte and ways of organizing. Many
agree that this is due to two factors: the newrmtdion technology and global
competition. These stimulate/force constant seagcfur new ways to organize.

To understand this new landscape better, says Midied Elofsson (2006), we need
to look at the critique against the multidivisiom@am. This form gave a solution that
better followed the chosen diversification strateggvery division became a
corporation within the corporation with decentratiZzunctions. Few companies have
chosen another way of organizing; most build tf@imal structure around divisions
or business areas. The multidivisional form haslegicized for creating a rigid
structure that has a hard time meeting the chadkeof flexibility and innovation,
continues Millern and Elofsson (2006). Today’s bess climate demands that the
corporation develops its ability to act flexibledathis demands more developed
forms of organization. The multidivisional form haat been replaced by any new
way of organizing. It is within its limits that wsee the big changes. It's organized for
stable operations, not change, and the leadersetbimthese stable conditions will



not stress change as part of their leadershipbiggest difference, Mullern and
Elofsson (2006) write, between corporations today ia the sixties is the substantial
increase in local responsibilities, or operatiatedentralization.

A central development that influences how we lob&ral practice leadership is that
the boundary of the company is becoming blurreds Ehbecause of the tendency to
put important functions outside the company, suchwsourcing and concentrate on
the core activities. Intimately connected with auitsing is an increased tendency to
enter strategic alliances and similar forms ofafmdration. The driving force behind
this is not least the globalization that charazesgimany trades, and forces more
flexible and decentralized ways to organize (Miill& Elofsson, 2006).

We are moving, according to Tyrstrup (2005), towsaagproduction where people’s
skills, experience and energy are seen as a straesgpurce. We are leaving the
industrial society and are on our way back to aetpevhere a big part of our
production is based on people and our ability teract with others and work in
groups. This is what Peter Drucker called knowledgekers (Scarbrough, 1999).
Services and knowledge is becoming increasinglyomamt. These services are not
just a complement to the industrial business, sagtiiup (2005), but have a big
commercial self reliance. In industrial productibe workers are needed to
complement the machines, while in all other promunct service, knowledge or crafts
— machines can be looked upon tools to help domg job. This means, Tyrstrup
(2005) writes, that we need another type of orgation and leadership

All these changes mean that we are reviewing @dadeship (Millern & Elofsson,
2006; Tyrstrup, 2005) Managers are under pressane fiwo sides, writes Mullern
and Elofsson (2006), they can’t fail to notice ttreg old, authoritarian leadership is
losing ground and the picture of what leadershigsisinder review. Second, the
context of leadership is also changing as the wagsganizing changes. Through the
dissemination of responsibility in corporationstaation is created where managers
to a growing extent is leading among peers. Thisana harder to keep up an
authoritarian style towards the employees. Thade reinforced where
organizational links has been cut away, which meansven bigger responsibility for
middle- and first line managers (FLMsRownsizing is also a factor that gives first
line managers more responsibilities and employees.

“One important starting point in these changesimrmeed up in the frequently used
expression that ‘the employees are our most impbresource.” (Tyrstrup, 2005, p.
147 [my translation]) Although this is so, Tyrstropntinues, and employees have
been given attention since the Hawthorne studidisarthirties, we still haven't
solved these problems yet. Or rather, we have gieatly made it work. But society —
economical, political and technological conditiensas changed. And with it so has
the demands and expectations on leadership chanbisdchas led to that an
increasing amount of people have increasingly deiingrtasks. The question to ask,
he says, is how do we take the administrative téskdget, planning and routine
forming) and make them a part of, instead of bsimgerior to, this new production
logic.

! FLMs being the managers closest to the employeieg doe operational work. See Theory for a
description of the FLM.



One example of new processes, writes Mullern anis&bn (2006), is how
corporations work more deliberately with human teses. Experiments are made
with new reward systems, competence developmenkteaders must also take in to
account the shift in what people perceive as ingmtiin life. There has been a clear
reduction in how important we find work. InsteaalGtiors as family and leisure time
are perceived as more important. The change ini@Wook at work and wages is an
important challenge for managers. More importadayofor an employee is, for
example, nice co-workers and a good manager. Turedgtion for being able to
motivate employees to make a contribution to thelgof the corporation is
changing, and with that the conditions for leadigrsh

Problem

The question that follows all this is, if the emy#e is the most important resource
and we live and work in an ever changing environnteat influences how we should
lead, how can the FLM today work with his or hermpéogees so that they are happy
and satisfied and perform at the top of their capand add value and quality to
what it is they are producing? This is needed tomete with cheap foreign labor and
other companies. You must also keep the employeeyhi@ keep him in the
company — you don’t just want him or her to makeetier product than the
competition, you also want to be a better empldlyan the competition.

This should ideally be done so it lessens the Flridscurity and uncertainty by
giving him/her a better overview and better altéxmes when making decisions, and
by increasing efficiency without risking work oveald.

There is evidence in recent research (see for eea@ynningham & Hyman, 1999;
Whittaker & Marchington, 2003) that the changec rlr the FLM can lead to a
conflict between ‘hard’ issues such as financelarginess goals, and ‘soft’ issues
such as people management where the softer issualiyuose out. The harder issues
are about controlling and monitoring work, beintgefive and doing things well,

while the soft are about communicating, raising cotment and how to live well.

Aim

Not much has been written about how informatioriesys can help the FLM in this
new role. The aim of this thesis is to see howintf@mation that the FLM needs to
do his/her job, both” the *hard’ and the ‘soft’ fgrcan be made more accessible
through the use of information systems, and taildcetheir needs rather than that
how they work is governed by what is available stmaking it easier to maintain a
balance between the ‘hard’ and the ‘soft’ tasky fhaee.

% No distinction will be made of the terms inforneatisystems, applications, tools or programs. They
will be used interchangeably.



Research questions

The question to be asked in this thesis can beuiated thus:
How can infor mation systems support the FLM in their working role?
In order to answer that we need to look at the¥ailhg:

* What does the FLM role look like today?

* How does the existing information system suppcatfhM role?

Delimitation

Since Volvo IT is a fairly large and global compathe thesis will only look at FLM
role at Volvo I&O (Infrastructure and Operation$)eS56teborg and the information
systems in use there. The hardware will not bentaki® consideration. This is to
ensure that the area of interest comes within aageable size and to avoid
confusion. The thesis will not be a listing of alailable tools at the site, but a
qualitative approach where the weight will be oa ithterviewees’ experiences of the
tools they use in their daily work.

Disposition
Here will follow a short description of the dispiisin of the thesis.

In the Theory section prior research that has bgam the subject will be presented.
The Method section will explain the methodologichbices that have been made in
the thesis. Further, in the Results section theltsesf the research material gathered
at the company will be presented. This will bedaléd by the Analysis and
discussion were an analysis will be carried outrertike results are compared with
the theory, and a discussion of what the resulsmamd what effect they have on the
company and to what extent they can be generaliglthesis will end with the
Conclusion which will answer the research questions



Theory

This chapter presents what has been written abbmistibject and has been deemed
relevant for the study. This will be used as a gavhreference. The theory presented
here will later be used in analyzing the empiridata.

The FLM

According to Sims (2000) the description of the K. bb can vary a lot. It can differ
even from one department to the next. But genetBllys are responsible for
directing the work of others and accomplishing go@ihey accomplish these goals by
managing or supervising their employees to meepénormance goals set by higher-
level managers.” (p. 2). They are an important bekwveen management and
employees. According to Sims, the FLM performs flaunctions to do their job —
planning, organizing, leading and controlling. Plisng is to take the different goals
and trying to figure out how to meet them at tiewel. This helps to put what is

being done in perspective and helps the employeksdp track of what is important.
“Here is what we want to achieve, and here is h@nave going to do it.”(Sims, 2000,
p. 8) Organizing is to make sure there are ressufaanan and physical, to carry out
the plans and meet the goals. The FLM determind talsis are to be done, and by
who. Leading is perhaps the most important functiboconsists of a number of
interpersonal processes, such as motivating, conmation, tutoring and coaching.
Sims (2000) sees this as the most important ofuthetions — “Leadership is such an
important part of management that managing is somstdefined as accomplishing
results through people.” (p. 9) Controlling is makisure that things unfold according
to plan.

The decentralization of HR responsibilities

The last ten-fifteen years much research has beee on the devolution of HRvork
to line managers and their new role. Areas disclssgge from the new role for HR
specialists (Cunningham & Hyman, 1999; Renwick,308ow line managers and
HR specialists can work together in partnershipi(@ker & Marchington, 2003); to
what extent line manager have actual responsitiditgifferent HR practices (Poole
& Jenkins, 1997); “hard” and “soft” interpretatioaHRM, where “soft” entails
motivation and empowerment and “hard” using empésyas variable input
(Cunningham & Hyman, 1995); to what extent lead@rblehavior and HR practices
used by managers to influence employee attitudésnaprove performance in the
organization can be seen as separate factors (P&ndetchinson, 2007); what role
the line manager has in employee learning and dpuent, his/her contribution to
achieving strategic HRM objectives, and how tolfete and share tacit knowledge
in teams (MacNeil, 2003).

Changes in markets, government deregulation ancefieompetition have forced
organizations to focus on quality at minimum c&shployees are seen as the most
important assets as they are as making the masfisant contribution to
implementing corporate strategy. Human Resourceagament (HRM), emphasizing

¥ Human Resources — how organizations handles jogees.



training for the work force, is seen as a way tuse a competitive advantage. There
is agreement over one structural change — manyhizaf#ons have devolved HR
responsibilities from personnel to line manageZsinhingham & Hyman, 1995,
1999; Lengnick-Hall & Moritz, 2003). Devolution tbe line is seen as a key
characteristic to modern HRM, where line respofigjis basic to its effectiveness.
One of its central tenets is that employees arsitigde most important asset. (Poole
& Jenkins, 1997). Strategic HRM consist of two celements — strategic integration
of HRM with the business policy, and devolutiorr@$ponsibility to implement HRM
to line managers. When organizations’ businessegjyds to maximize the
contribution of employees through HRM, then intéigqa HRM with strategic
planning is likely to yield higher levels of compate, commitment and flexibility at
work. (MacNeil, 2003). The strategic intent, acdéogdto MacNeil (2003), of
devolving HR responsibilities to the line is to nmake the contribution of employee
knowledge and skills to create a competitive adagaiusing human capital.

There are numerous reasons to devolve HR respbtysibiline managers: HR
policies are too important to be left with persdrspecialists as they have failed in
the past (Cunningham & Hyman, 1999); it is bedttiethe manager who work
alongside the people they manage, as they are ibest position to adopt the most
appropriate HR practices and be more immediateappdopriate in their reactions,
and have solutions that better tie in with businmessties and therefore contribute
more to the goals of the organization. (Whittakel&rchington, 2003; Renwick,
2003b; Poole & Jenkins, 1997); reduced costs; agige a more comprehensive
approach to HRM; speed up decision making; thaasta positive impact on
organizations’ performance (Renwick, 2003b); linenagement is critical for
employee motivation and nurturing of high commitin@toole & Jenkins, 1997).

Because of the changes mentioned above and theménagers’ position between the
strategic head and the operational core they now hraich more responsibilities for
HR work. These responsibilities include appraigaining and development,
motivation, coaching, improving quality and depluyiabor. They often make
decisions with HR specialists and work togethehwhiem. To share the work
between the line and HR is a dominant pattern igeL Line managers often have
the operational responsibilities while HR spectalimake the strategic decisions.
Ultimately it is the line manager that has the cesibility to put HR practices and
strategy in effect. (Cunningham & Hyman, 1995; MadN2003; Renwick, 2003b;
Whittaker & Marchington, 2003). The line managendslonger restricted to control
and organize work but also achieving “HRM goalsainmitment, quality, flexibility
and ultimately the profitability of subordinate¢Pole & Jenkins, 1997, p. 334). They
also, as noted earlier, have to manage differemtigy can not use authoritarian
styles, they have to be facilitative. (Cunningharklgman, 1995; MacNeil, 2003).

Research has shown a number of problems conceatrengevolution of HR to the
line. According to Purcell and Hutchinson (199&rthis a gap between what is
formally required and what is actually being doBieme of this can be explained by
lack of training or interest. Cunningham and Hyn@B®99) writes that the statement
“people management skills are best picked up thraxgperience” (p. 19) can explain
why formal training was thought unnecessary by sorhey continue by saying that
if little priority is given to training, then perpa the commitment to HRM issues are
not thought to be strategically important in thgaoization. They found that training



budgets in the four organizations they studied voatg 1 % of employment costs.
Also some of the responses they had from the azgtans indicated a lack of serious
commitment to adopted softer HRM policies. MacN2003) writes that there is little
evidence of organizations providing formal trainfiog line managers for them to be
able to undertake HRM responsibility.

Another problem, associated with lack of commitnfeoin senior management (and
line managers themselves), is that line managetdriestrated at not having enough
time to integrative aspects such as appraisahitigiand on-to-one contact because of
“harder” priorities. (Cunningham & Hyman, 1999).eéple management” issues are
likely to be taken less seriously, as line manapak&e many other pressing tasks
concerning production or service goals. In oneystadnagers said that they did not
feel any institutional pressure to consider HRMiessseriously. (Whittaker &
Marchington, 2003). Scarbrough (1999) describestimélict between harder and
softer goals as a tension between the social pgesasvolved in knowledge work
and the exchange processes involved in creatingoeaic value. These processes are
not ultimately incompatible, as managers everydaysfways to marry knowledge
production with economic goals.

Another problem is the partnership between lineagans and HR. This does not
always work as well as could be hoped for. AccagdmCunningham & Hyman
(1999) some managers lacked direction and leagbefisimn personnel, and some felt
that personnel only gave advice over minor isslieere was also evidence of role
conflicts — who is responsible for what? Personvesie also perceived as being
remote. Whittaker and Marchington’s study (2003pdbund that personnel
specialists seemed less accessible due to redatbtheir more strategic role. They
were more visible in the board room, but seemedcend@tant to line managers. All
managers agreed that HR specialists needed to banuh It was seen as essential to
have someone to talk to. Another problem broughtyvhittaker and Marchington
(2003) is that there are so many fads in managemiatives that line managers is
starting to take them less seriously because thegoted to be gone soon and
replaced with something elSe.

Decentralization of HR practices to the line is just about problems. There are
positive aspects as well. Purcell and Hutchins(@097) results suggest that
perceptions of leadership behavior and employesfaetion with HR practices lead
to higher levels of commitment and job experiefideey tell of their study of the
retail group Selfridges, where employees were tsfgsd with performance
appraisals that were supposed to be conducted anyear. These were done with
variable frequency, some having never been callieshy felt that they did not get
any recognition or was asked for their view. Afftaprovements, a year later,
improved employee attitudes, commitment and jolu@rfce could be seen. Since no
other changes had been made, this could only Haiegd by how the FLMs
managed their staff. This also led to higher sales.

There is also evidence that, despite increasedloamtk, most line managers felt
comfortable in their new role. (Cunningham & Hymaga99; Whittaker &
Marchington, 2003).

* For a discussion of fads, or "recipies”, in orgamions see Kjell Arne Réviks (200B)oderna
organisationer: trender inom organisationstéankandiet millenieskiftet



E-HR (Electronic Human Resources) is one of theofadhat has made it possible for
the reduction and change of focus of the HR departsl E-HR has developed
through three forms: first it was used to simplyplmsh information, a one-way
communication from the company to the employeesmadagers. Second, it was
used for automating transactions where paperwogkrejlaced with electronic input.
Employees and managers can access databases atel apsearch for information.
Tasks that used to take a lot of time can be actisihgal by end-users without face-
to-face support. The third form is the transformatof HR. In this form e-HR
liberates the HR function from operational tasks kets it focus on strategic
questions. The rationale for e-HR is that hourprotessing are reduced to minutes
and it has the potential of letting employees amadagers improve their decision
making capabilities. (Lengnick-Hall & Moritz, 20Q3)lthough e-HR can be vital and
necessary it does not replace personal help areksteblished personal relations.
Many managers, as has been noted above, found éf€spionals remote and
difficult to access. (Whittaker & Marchington, 2Q08uture possibilities for e-HR,
according to Lengnick-Hall and Morris (2003), indéua personalized portal, because
different people have different needs when it cotoasformation. This could
combine what the company knows the individual @&y needs to know, and what
the individual knows he/she needs to know. Thisldigather all relevant

information in one place. Another possibility i€tgrowing number of decision-
support systems that can provide users with stegtdyy information. Some surveys,
though, show that it may be hard to get userstitadlg use e-HR, as usage rates are
low. (Lengnick-Hall & Moritz, 2003).

Information systems

What an information systems is, is not easy tongefi he interpretations and
meanings of terms such as information systems, geameant information systems and
information management vary widely. (Currie & Gail, 1999) The point, according
to Allwood (1998), with using computers is to makeasier to do what we have set
out to do, and to raise our productivity. We wantoncentrate on our task at hand
and not have to waste time on problems with thepeger or the system. The
productivity depends on the effective functionaldityhe interaction of the
functionality of the program, usability and to wiextent the information needs of the
user are satisfied. Here it would be well to rementbhat, according to Olve (2006),
IT in itself is not a competitive advantage. Anyrquany can get the same programs,
its how you handle the information that matter. Tihed part is to develop strategies
how to use the information.

Most programs, Allwood (1998) writes, are so comyiteat the user needs some sort
of support to be able to make better use of its€h@an be computer-based (which
won't be discussed here) or others, such as peopteanuals. Users, at least non-
experts, prefer other people rather than manuakssd can be colleagues, people who
are in the vicinity, can be expected to know lagaiditions and will be available to
speak face to face. Experts are usually placedvbbse, in data-processing centers or
information centers. This generally means thatlyawe non-direct communication or
have to seek him or her out.

To use the available systems effectively you masehraining. This training must,
according to Allwood (1998), be adapted to the cetmpcy and characteristics of the
group. Intensive training, cramming, is not effeetilf the training is spread out on



different occasions it will give better memory m&ien in the same total time. It is
easier to handle the new knowledge if you are metwhelmed with information.
When the user is back at his or her desk and uk&grogram it is important that he
or she has access to documentation or someonk.ttt escommon that the users’
learning stops here and they do not go on and teanse the program’s full
repertoire of commands. The user gets by with niest and less powerful
commands than he or she could use. Education #od/fap is, according to
Allwood (1998), the obvious way to help the usebétter make use of the program.
Motivation affects the willingness to make an effarthe learning situation, and
motivating the users to further education can sonest be hard, sometimes
depending on lack of time. But they will be moretivated if they understand how it
will help them. Most of the time they are interesté/hen programs are in use the
effectiveness with which they are used and howelargart is being used are seldom
evaluated, and there are seldom analyses made og#d for further education.

The problem of studying information systems

According to Checkland (1999) what makes an ilikted area of research such as
management (where he places the study of managémh@mbation systems) difficult
is that there is no language to discuss it witlphgsical chemistry there is no
problem understanding what entropy means, but tetrols as role, culture and
information systems are ambiguous. This is somgttesearchers must be aware of.

System is just such an ambiguous word that is casdally in everyday language.
What a system truly is, writes Checkland (1999)the name of an abstract concept,
that of a complex whole entity of a particular king. 46). Still, a phrase such as
‘management information system’ is still very amlngs, but systems thinking can
help clarify its unclear meaning.

There are three varieties of systems thinking. Tdreynatural systems, designed
systems and the study of human affairs, includiagagement and information
systems. Mapping between systems concept andahe/oeld is not all that difficult
within the first two varieties. When, in the sevestand eighties, trying systems
thinking in real life (in human affairs, so to sggé was found that what made
situations problematic was to define objects pedgidue to their changing nature and
ambiguousness. (Checkland, 1999) This lead toekieldpment of Soft Systems
Methodology, SSM.

The ‘soft’ in SSM means that it sometimes can Ifigcdit to find approval for a
holistic methodology that searches for the rootgroblems instead of treating
symptoms or quick, measurable outcomes. SSM isectord with learning, not only
with efficiency (Kreher, 1994). SSM grew out of tipgestions if Systems
Engineering, which worked fine on technically definproblematic situations, could
be used on management problems. The answer wasaavork started (by Peter
Checkland) on a methodology that moved away frositppgsm and functionalism
(‘hard’) toward phenomenology and interpretive stmyy (‘soft’). The difference
here lying in looking at the world as static anchething ‘out there’ which can be
studied objectively, while the soft approach taikeés account different worldviews
and sees reality as something that is continualhstucted by human beings in talk



and action. This shift is essential if we are tkengense of experiences in human
situations (Checkland & Poulter, 2006).

System thinking is recognized as being able to helpagers and others to better
understand complex organizational issues and ‘messihlems. SSM helps these
people to develop new perspectives by recogniamjtaking into account factors
that are often ignored and thus challenging prengadttitudes and assumptions. It
provides people a coherent way to think about capt®mplexity and ambiguity
(Jacobs, 2004):1t enables policy makers and others to regarcedsffit perceptions as
positive contributions to organizational improvermether than seeing them as
threats.” (Jacobs, 2004, p.148). It does this lyyiheg participants to see underlying
roles, norms and values in the subjective standpointhose involved. This helps
coming to terms with and understanding what terkesdhange, vision, quality etc.
means. Terms such as these often come from poityheeir meaning is fluent rather
than fixed. SSM empowers people in an organizdiyoinelping them with an
“improved understanding and control of change-eglassues and problems.”
(Jacobs, 2004, p. 140).

It would be wrong to see the ‘soft’ replacing thard’ or that it defines two groups.
Rather, it describes two sets of ideas that anganause. There are situations, usually
at a basic operational level, where what needg tdne is quite unproblematic.
Above that level, though, what needs to be domeuish harder to agree upon. The
well-defined problem needing a solution (‘hard’heckland (1985) writes, is the
special case within the general case of issuesmgadcommodations (‘soft’).

The crucial nature of information systems is thattdo not just concern processing
data, but creating meaning. Information is what getiwhen humans give data
meaning. This entails that information systems uglmmore than data processing
systems. “An ‘information system’, in the full sensvill be a ‘meaning attribution
system’ in which people select certain data andhgeah processed to make them
meaningful in a particular context in order to soippeople who are engaged in
purposeful action.” (Checkland, 1999, p. 53). arfaeces of data are selected as
being important and processed in a meaningful wdyetome information. This
information “may itself be incorporated into broag&uctures of what we may
describe as ‘knowledge’.” (Checkland, 1999, p. $4dm this follows the important
insight that information systems are not madeieirtown sake, but to support
people engaged in meaningful action. When you loaréesystem that is thought of as
serving the other, in order to think about and egbgalize the supporting system, it is
important that you understand the system beingesetw be able to ascertain what
counts as support to it. What is needed in diffepemsuits will differ, and it is not
unusual that a system is bought off the shelf amit$ @ip being something else than
what was needed. According to Checkland (1999)s@ftiems thinking can help
provide a way to conceptualize social processeaiticular organizational contexts
so that a group of people can understand theirdagrt the purposeful action they
hope to carry out. That is the basis for making sunat the informational support is
that is needed to undertake these actions. “Th@s$ge information systems as
systems which attribute meaning to selected datehioh someone has an interest ...
by processing it — usually by means of IT — in & wdich makes it meaningful to
users of the system.” (Checkland, 1999, p. 55)
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Method

This chapter presents the methods used to answeesiearch questions and attain
the aim of the study. Further it describes the sesrused and how the study was
carried out.

Research approach

This thesis uses a qualitative, rather than quaivé, approach. In the quantitative, or
positivist, perspective reality is seen as morkess objective, whereas in the
qualitative it is seen as subjective. Reality i@ tjualitative perspective is seen as an
individual, social and cultural construction. Trasjive perspective separates the
individual from the world and tries to explain witddjective reality looks like and
how it works. In the qualitative the question isshihe individual interprets and
shapes his/her reality. You study people in theat-fife context, not in laboratories,
and what characterize the qualitative perspectiggoeocesses or events rather than
products and results (Backman, 1998). What is exathin the two perspectives is
fundamentally different. Unlike the atoms and males examined by positivist
science, people can attach different meaningsetevtirld around them, and this
means that the scientist must interpret what thesgnings means to the observed
people (Lee, 1994). The objects of study are irptitivist tradition not
unpredictable, the results are always the santiee ifame methods are applied. Social
phenomena on the other hand, are unpredictablswuy)ect to changing and multiple
interpretations. (Checkland & Poulter, 2006). Tle perspectives are not mutually
exclusive though, they can be used together (L224)1

In view of this it is easy to see why a qualitatapproach is used to make sense of
and trying to improve conditions in an organizatidhere are no obvious objects to
measure when starting out on a study such asatiisan organization is not a
laboratory, but a complex, ever changing envirorimen

The approach used will be a case study. “A cas®ystamines a phenomenon in its
natural setting, employing multiple methods of dadllection to gather information
from one or a few entities (people, groups, or pizgtions). The boundaries of the
phenomenon are not clearly evident at the outsiteofesearch and no experimental
control or manipulation is used.” (Benbasat, G@os& Mead, 1987, p. 370). The
case study is particularly useful in Informatiors&ms research, write Benbasat et al.
(1987), since the technology is relatively new drate has been a shift away from
technical issues toward issues of organizationnaadagement. “Case methodology is
clearly useful when a natural setting or a focus@memporary events is needed.”
(Benbasat et al., 1987, p. 372). It is applicabervstudying situations that are
complex, where one tries to understand and desbigperganizations, phenomena or
systems. The aim of the case study in this thessgploratory, since we are trying to
understand and explore how an organization workisham to make it work better
(Backman, 1998). In case studies you typically waith multiple methods of data
sources such as documents, archival records, ietes\and so on. These different
sources are used to capture the contextual conpl@enbasat et al., 1987).

The problem with qualitative studies is that they aot repeatable as no situation is
ever as another. The answer to this, accordinghexkland and Poulter (2006), is to
use recoverability as the criterion. That is to entie activity of the researcher as
explicit as possible, so that other researcherse@ers) can follow the process and
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understand how the results have been reached. Bsndtaal. (1987) says that this is
achieved by making as much as possible of the gtuatkand data richness available
to the reader. Another problem associated with sagies is the trustworthiness of
the generalizations made, where the researcherbaustry open and show to what
extent the case in question resembles or is irasito other cases (Denscombe,
2000).

Soft systems methodology

As we have seen above, Systems thinking can beinis#dations that are hard to
grasp and understand. One way to do this is thr@®W. SSM can be used,
according to Checkland and Poulter (2006), in husiarations whenever “the
feeling arises that ‘this could/should be improvexnt’‘'something needs to be done
about this’, or ‘| feel uneasy about this, it ne&mtsking at’.” (p196).

In this thesis only parts of SSM will be used. Ehare at least two reasons for this.
First of all, the experience and knowledge of SSkhe present author is small,
having come in contact with it some weeks intogtugly. Difficulties can arise from
the difference of SSM on paper and in the real av{i{reher, 1994), and you learn it
better from partaking in a study than reading alttpaithough there are many
examples of people having learnt it from writteo@mts (Checkland & Poulter,
2006). A second reason is connected with the faict@ing unknown to the author at
the start of the study. It is an interventionispregach, action research, which is where
the researcher makes a collaborative analysisedasithation with the subjects of the
research and then tries to implement changes adyg #te effects (Baskerville &
Wood-Harper, 1996). This would entail leaving treck we are on (the case study)
and start from the beginning in designing the stddys did not seem to be a feasible
option. The way forward instead is incorporatingtpaf the methodology that has
been deemed useful in to the current framework. &St cut in stone. It can be
adapted to specific situations, and two ways afigidi are never the same. Parts of it
can be used even if the full methodology is notldsEhe best way to learn SSM is to
use it, however crudely. Its principles are vewsilient and can stand up to rough use.
However, using SSM prescriptively wastes muchofélue as a methodology
(Checkland & Poulter, 2006). How this has been dorthkis study will be discussed
below in Procedure.

Data collection

The primary sources consist of interviews with esgpkes at the company. Three
preliminary interviews were made (see Appendixax) later nine interviews were
made to elicit problems and possible ways to hatidise (see Appendix B). Other
sources include internal company documents suehRxde mission for the FLM and
an Organizational Handbook.

The secondary sources consist of books and schalditles about methodology,
change in management and the FLMs role in thisadodit information systems.

® For a full account of SSM see Peter ChecklandJaha Poulterstearning for action
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Procedure

I came in contact with Volvo IT when it was timediart thesis work at the IT
University. They wanted to look over the situatfontheir first line manager, and
since | had studied and was interested in how azgdans worked | thought that it
was a very interesting challenge. We discussed agacts to focus on, and after the
preliminary interviews and to fit into the subj@ttinformatics we decided that the
thesis should look at how the first line managendd get more time to work with
their staff by looking at how they used their inf@tion systems and how it could be
done more efficiently.

At the start of the study three semi-structuredririews were made with FLMs at the
company. The semi-structured interview involvesihga number of questions and
guidelines to follow, but is flexible in the orditrese are asked and lets the
interviewee develop his or her ideas and talk jyreblout the subjects discussed
(Denscombe, 2000). This was done to better unaetstee FLMs role in the
company and to get a grip on the organization.urmérstand the system being
served’ (see Theory) so to speak. It was also titry to find a problem area, as the
problem at the outset was somewhat vague. Thisisg @urrie and Galliers (1999),
in the introduction to the first part of their bqadalls first-order questions which is
used to elicit factual information about the phepambeing investigated. Second-
order questions dedicated to understanding theepsas and results from the first-
order questions. “In the social sciences, the stooder questions may arise from
understanding the answers to first-order or facdqualistions.” (Currie & Galliers,
1999, p. 4).

Then followed a period of reading relevant literatto be able to design the study and
better understand what has been written aboutuibjec (see Theory). Later, six
interviews were made with seven persons, the secode questions mentioned
above (although some first-order questions wersgmiehere as well). In most
accounts of SSM use, there is usually a sessidnangiroup working together making
an activity model and trying to find possibilitieschange. This was deemed to be a
bit too much for just one inexperienced researdued, the choice fell on doing
interviews one person at the time and then comg@adhe results. What is lost here is
the possibility for the participants to see thesoshworldview and to learn from each
other. This also takes away the possibility to ancmdate the different proposals of
change. The parts of SSM that was explicitly usad @ choose the interviewees
(described below) and consisted of a rich pictue: the CATWOE mnemonic.
According to Monk and Howard (1998) a rich pictigéa cartoon-like representation
that identifies all the stakeholders, their consgeamd some of the structure
underlying the work context.” (p. 22). It helpsdmanize and reason about the
information that is provided (Monk & Howard, 1998 further enrich the thinking
about the situation the mnemonic CATWOE (which dsafor Customer, Actors,
Transformation process, Worldview, Owner and Envinental constraints) can be
used. (Checkland & Poulter, 2006). This approxim&8M'’s ‘finding out about the
situation’. (Checkland & Poulter, 2006).
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Figure 1 Rich picture of I&0 Site Goéteborg, witletRLM in the middle.

The interviewees were chosen by the author anddhe 1&0 supervisor, with the
help of a rich picture (see Figure 1) and the CATEM@nemonic (the C, the A, and
the O — comprising the people involved). CATWOE #malrich picture helped
identify the stakeholders in the part of the orgation being studied, and a selection
was made of people working at different levelswithin the same area. They
consisted of the Site Manager, a Manager for Marsage FLM, two employees, and
two process owners, one from HR and one from firaBome of these also worked,
or had worked as an FLM. With these semi-structimegtviews was made (see
Appendix B). Two interviews could not be realizede with an FLM and one with a
Functional Manager.

The interviews were then transcribed and brokenndioto units in the result part to
look for patterns, themes and categories. (Backit@®8; Denscombe, 2000; Miles &
Huberman, 1994). Approximately 75 pages of trahsctinterviews were copied and
pasted into themes relating to the questions asketthen more closely reviewed
and reduced to what could be deemed interestingn e result chapter was written
from this material. This included translating whatl been said into English, as the
interviews were made in Swedish.
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Results

This chapter presents the empirical data that heerbcollected during the study
through interviews. The empirical data is then usethe analysis where it is
compared with the frame of reference presentedeotily.

An introduction to Volvo IT and 1&0 Site Géteborg

Volvo Information Technology AB is a global compatimat is wholly-owned by AB
Volvo. It has offices in Europe, North and South érioa, Asia, Africa and Australia.
The company supports all of AB Volvo with IT solutis and has external customers
such as Ford owned Volvo Car Corporation, SCA aoldé\Biocare
(http://www.volvo.com/volvoit/global/en-gb/about /udts activities, according to the
annual report of 2006, consist of systems developnsgstem operations, technical
support and education within the IT-area. The carmgparesponsible for the
operation of networks for the corporation’s datenomunication worldwide. (Annual
report, Volvo Information Technology AB, 2006) A®wan see below Volvo Group
follows the multidivisional form mentioned in thetioduction and is organized in
eight business areas, and to support these theesgxabusiness units, where Volvo IT
is one.

Volvo Renault Mack Construc- Buses Volvo Volvo Financial
Trucks Trucks Trucks  tion Penta Aero Services
Equipment

Volvo 3P

Volvo Powertrain
Volvo Parts
Volvo Technoloav

Volvo L oagistics

Volvo I nformation Technoloay

Figure 2 Organization chart, AB Volvo (Source: hifwww.volvo.com/group/
global/en-gb/volvo+group/our+companies/)

&0 Site Goteborg primary task is the operationsibhardware such as servers and
networks, and software that has been developednandged for the company’s
customers, as well as their own, internal, systéihere exists some development as
well, such as packaging of releases to customedss@ame application development
that relates to the platforms, Unix and Window®réen 1, Person 2).

&0 has a matrix structure where the Functional Egement is responsible for
process efficiency, product quality, long term pligug and setting goals and so on,



while the Site Management is responsible for thetdaday operations, HR for all
employees at the site, and the implementationetitfectives and strategies of the
Functional Management (Organizational handbookb@llénfrastructure &
Operations in Volvo IT). Functional Management tltesmoney and “buys” services
from the line (Person 2). In this thesis we wilihgipally look at the 1&0O Site, and
look at Functional Management as a customer o$ttegs resources and competence.
Some departments are classed as Service Prod(@#)rand some as Infrastructure
Management (IM). IM works with development and upaof systems, looking at
new software and tools, and preparing update paskdmat SP implements and
operates (Person 2). A first line manager (FLM)am8P can still have teams of IM-
people working under them (Person 1). “It's a béssy actually” (Person 2).

The work of the FLM

The FLM at the company has three primary taskstfanal responsibility, economic
responsibility and HR responsibility. It is seentbgher management as an important
and demanding role.

The functional part has, in the interviews, bedtedalaily activities, quality, product
economy and services. Every group has a functitaskato fulfill — new products,
operations or perhaps support. “... a role — to sethat you fill the role and deliver
what you are supposed to deliver.” (Person 4) iEhe®ntrolled to a large extent from
the Functional Management who decides what is tdme with the products, while
the FLM gets to decide who does what, how it isupetestimate the time it will take
and so on. The products can range in turnover d@ouple of hundred thousand
kronor in some groups, to many millions in others.

The economic responsibility, by some termed ‘adstiation’, entails making a
budget for your group, making monthly follow upstdcasting, securing revenue. It
also involves routines such as time reporting a®pkng an eye on what the
employees are working with. This must be reportéd tine right codes, since
customer invoices are based on this. “I think th@nemy is a pretty small part of
what we do totally. It is pretty easy to handleapd (Person 9)

The HR responsibility is “the big part, and the mogportant part.” (Person 2) The
FLM has a responsibility for about a dozen to yheinployees. “...it is a total
ownership of the employees and what they do witihencompany and what they will
do ahead ... a giant undertaking in itself...” (Per8pithey have the final
responsibility for their staff, since they are themployers. That it is an important
part of the FLMs’ job seems natural — “obviouslydad and develop the staff, of
course” (Person 10) — is the answer to what an Fiiyyscal tasks are. Included in
the HR responsibility is managing and caring fa émployees, including supporting
and developing them; rehabilitation; hiring new éogpes and sometimes
terminating employments; seeing that the competeereged is where it should be,
and that what needs to be done gets done; leadthgelegating work.

That this part of the FLMs’ job is the most impartteés something all interviewees
seem to agree on, although a few also mentiongitunat responsibility and
development as equally important. If that parnhiplace, the other parts will follow.
Economy, though important, is something that jasisgd work. “And then, economy
and parts like that, why that is a hygiene fadbat should work of course.” (Person
4).
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There is a connection between HR and deliveringlt®s'When all is said and done
it is the employees who do the job. (...) But therhe big business is...
economically it is the products where it happehnat's where the activity is where we
use the people.” (Person 9). “... priority one is©émdle the employees, that is what |
think. It is really difficult of course, as an eanist | should say that delivering a
good result and so on... deliver what you have cotedhibbut at the same time, they
are so closely tied together...” (Person 10). Oterviewee sees Volvo as a humane
company where the focus is on the individuals —F'§oess | think it is a very
humane company, (...) this is a very soft comparthat respect, (...) there are very
sound ideas and so on. We run a business of cdursg,is not as some other
companies in the eighties and nineties (...) We &moavledge company and the
focus is really our individuals.” (Person 5).

There is no evidence that HR responsibilities dioged priority. “Not generally,
absolutely not, rather the other way around, thayrifize it. There is a very big
interest in HR among the FLMs and they think th& both important and
interesting, they see a value in working with trseaff.” (Person 6). One interviewee
sees the time planned for the employees as “séioned

That does not mean that HR work does not sometivaes to stand aside when
something comes up that needs to be solved quitkty,. unfortunately | think to a
certain extent that is the way it is. | think yaavie a point, because you can’t get
away from the economy really, it is to be delivea¢dertain points, you have to
deliver your budget, you have to deliver your ressahd your prognosis and your
commentaries. You are hounded, and the activitiegnaisting. And you involve
yourself in that pretty much, and it easily happtras you don’t put the focus on your
staff that you should. But you should devote afdime to your staff.” (Person 4).
The functional and economic parts are more visinhel, thus get priority. “And that is
understandable, | don't say that it is this way, lbnean that both quality and
economy is measured and can be measured in a siwgfehan you can measure
HR activities that are more long-term. So that lywam saying, if you think in
short-term on what you have to deliver, then é@asier to get an OK to deliver
something in finance or quality compared to HR, Iksitll think our FLMs holds HR
on the agenda.” (Person 6).

It can be very tough to be an FLM, with pressunamiog from all sides. “It can be
very tough for many, | think, the FLMs is probalitye most exposed position there is
where you sort of gets squeezed from all directiofferson 10). “... and of course
you work pretty much (...) and to drive these pasts;ourse it is tough.” (Person 5).
“There are always a lot of meetings and stuff tikat. We don’t only have the line
responsibility, but we also have a functional remsoility because our organization is
a matrix organization, thus we have functionallsp@nsible and then we have the
line. And the line is really responsible for theyda day work, while the function is
responsible for products and so on, so there amagaas in both lines that pulls and
tears, so it can come to prioritizing and suchér@®n 2). This can lead to frustration
when you can’t give your group the time you want.

Because of this it is important to make it cleaats expected of an FLM. “But |
believe that it is very important to be clear ie tiole description, what is expected of
the FLMs. That they can’t just put something asideey must manage these (...)”
(Person 4). What you give priority to also hasdondth who you are as a person and
where you come from. “But then again, people afferint, if you look at how it
works then people have different skills, they hdiierent alignments and
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preferences, thus someone may be very good at egoaind devotes a lot of time
there, and someone might focus more on employeks@neone might focus on the
actual activities. But it is important to be cléathe role description so that they
know that they must manage a number of things. démit choose — | like these two
things but | don't like the third so | won't both&e(Person 4). “But | guess it is
usually on a personal level as well, what your niaierest as a manager is, it
depends on what side you’re from, if you're fronoeemy or from products, or
where you're from? (...) When it really matters, thieis usually the last part that
counts, what my basic priority is that counts.”rgem 9).

How then do you keep a balance? Are there anysttidomehow you must make it
work, otherwise most companies would just failgtiess everybody feels insufficient,
you can’t keep up, there is always more to do. @osee that you deal with it in a
good enough way, then maybe most want to do a bitimore than they have time
for. (...) Itis a continuous struggle there as WéRerson 4). Planning your work
seems to be a key. “I think that we as FLMs, menayy could be much better at
planning (...) ...because | have colleagues... a colleagho is extremely structured.
He does not have the problem with time at all, beeahe really plans what he will
do. And | believe that is the secret a lot of iheet Perhaps we are a bit too creative
to plan. I don’t know. But some planning, that'f-ggeservation. You must have
that.” (Person 5). If you plan your time, it wilkleasier to deal with the unexpected.
“...if you are well planned in your life, | think yotan handle re-planning a little bit
easier. If you don’t know what will come next wedken you can’'t handle the day
either. (...) | believe how you get it to work eveayd.. (...) it is to have a base-plan
and a base-structure somewhere to be able to hiindle) to be mentally prepared
that it will be something different than what it’i§Person 9). This can be done in
different ways depending on who you are. “But i that most find the way they
like best.” (Person 6). One way to do this is tolbtime for yourself in Outlook.
“That’s the drawback with Outlook, that you can kaoeetings [in others’ calendars]
and so on. It's very effective and flexible, bugéts to be terribly many meetings.
(...) and one trick is to manage your calendar araklsmme time for yourself in the
calendar so that you actually have some time targltwork for yourself so to speak
(...) Evenifit (...) it feels almost a little bit wng to do it, you feel disloyal in some
way if you take time in the calendar so that yountaget booked up. (...) | think
many does that.” (Person 10). Another way is tegiae work. “... a lot of what | do
is because she does not have the time to be hejatherwise they wouldn’t keep
up, it doesn’t work.” (Person 7). “... 1 go in andpgort a little bit, especially so that
she can have some more time with the group. Mayleed lot of routine work...”
(Person 8). You can also try to work somewhere élsgoose many times to sit
somewhere else so as not to be disturbed. All & wou get is a more strategic and
demand time to think. If | get interrupted it wob#& good either. And short deadlines
do not make it easier either. (...) ...and then youkvasr, and then you come back,
but then you have a back-log.” (Person 1)

Information needs

To do your job as an FLM there is a lot of inforroatthat you need, and a lot of
places to find it. “... there is no complete syst@mdverything, but there is a number
of systems within economy, and a number within MRen it comes to the

functional part it depends on what function youdhayPerson 4). When it comes to
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economy there is SAP, where you can, if you know,lget a lot of reports. “Yes,
there is a lot you can get out from there. All lsraf economy are there, really. That
is the main system.” (Person 8). In SAP you hagdle budget and keep track of
what hours your employees have worked goes whekedome invoices sent to
customers.

When it comes to HR activities you can use SAPeepktrack of all the facts about
your employees and follow up PBP-talks (Personaiifiass Plan).

The support from the HR department consists of dahwith fours tiers. At tier O
there is a HR-handbook on the intranet, Employ@gecelf you do not find what you
need here you can go on to tier 1, which is thp-dekk at the HR service center.
You can mail or call and get help for most probleBmsme areas are more complex,
such as pensions which is at tier 2, also at thesétiice center. When it comes to
policies, if there for instance should be two cuifhg policies, it is handled at tier 3,
where the HR policies are created. Then there ther places to get information.
Wages are outsourced, and then there are healibeseand business partners.
Then there are other systems — Outlook, mentiobedeg where you can book your
own (as well as others’) time; Faros, a system wieu can order all that you need
to be able to work, such as programs, IT-servit&esot of things are ordered there.
Almost everything.” (Person 8). Another tool is Trgdace. “Teamplace is a solution
provided by Volvo IT to facilitate information shag, document management and
collaboration.” (http://www.volvo.com/volvoit/glolyan-gb/services/enduserservices/
collaboration+workplace/information+worker/teammgc And there is, of course,
more than is mentioned here.

All information does not come from systems. “Pathigy get input from a lot of
projects and individuals in their environment. (VWWhen it comes to the economy
they get all their follow up and support from tlystems and the persons around
them, our economists...” (Person 9). One of the mostmon ways to information is
to ask a colleague. “That is being done a lot, Uil®ay. | guess that it may differ,
some may be too proud, but many have informal catpe partners, FLM to FLM
and so on. You ask questions, you help each otmefthere are informal networks,
and there are informal coaches and mentors and.5¢Rerson 4). “l suppose talking
to colleagues, which is probably the most commdrsdy, to ask an FLM-colleague.
Or you call HR too of course, but a lot of the tiguai get referred to some sort of HR
Service Center or intranet. | believe you get bétedp from your colleagues. (...)
Often you have one or more colleagues that havi&eddonger than yourself and
they know how things work. So that is probably Itlest way to learn. There are risks
associated with it naturally, that you don’t getdarn things in exactly the right way
and the way it is intended.” (Person 10). “... yai very good help from your
colleagues (...) and then you ask stupid questiortl@en someone ‘no, but it’s this
way’, and everybody thinks in the same way. (..iké it a lot...” (Person 3).

How much an FLM uses his or her computer systeradifficult question, one
whose answer depend on what function he or shesaadrkhow this person gets his
information and so on. “..my opinion is that it varies very much, some mamagre
really good and work in the systems themselvesrandeports, and are there maybe
daily or at least weekly and keeps an eye on tksilts etc., while others never work
in the systems and sort of rely on the help ofrtlogial controller to run reports.”
(Person 10). “I believe that it differs very muatpending on what kind of
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assignment you have ... how stable the organizasiomow stable the economy is and
what it is that happens ... So it probably diffetstd’ (Person 9).

How well collected, then, is the information? Wilhthe systems and all the sources
of information it would seem that it is spreadaler the place. The systems are
developed for different purposes and at differanes. “I can think that it [talking
about the HR systems] is a little bit straggling.ut Bbelieve that it has stuck pretty
good, so | think that they have a pretty good wbare to find the different parts in
different places... | guess it takes a little whilg they’ll probably learn and it is not
immense in any way.” (Person 6). “I believe thas itolerably well collected... My
view, | guess, is that we do not suffer any lacknédrmation, you actually have it the
other way around, you have an abundance of infeomat And then it might not
always be so bloody easy... we may not have the effesttive structure, so that
sometimes you use a lot of time to find things...&rgdn 4). “... if you look at our
economy system, we put a lot of information iregarding the economy of course,
but there are also a part about how we use our &taj how much do they work, are
they on the sick-list or not, those are parameterput in an economic system. Then
we have an HR system where we to some extent deatine thing, where we can put
in such parameters and take out... and they areynohsonized (...) we follow up in
Excel, so that it finally becomes a third variarfPerson 9). “With the Teamplaces it
is a bit difficult... you can't find it easily, becae you need the link to be able to find
it. You can’t search... There is a portal, but istidl...” (Person 7). But again, how
much you can find, and how easily, depend on wiievecome from. “...but | have a
vast background when it comes to work with the fiomal line. For me that’s not a
problem. | understand why we have three differgatesns when it comes to
economic follow-up.” (Person 5).

A tool like Teamplace is developed by Volvo IT, lomany are systems bought of the
shelf and then adapted, to Swedish conditions @aMblvo’s needs, and sometimes to
fit the needs of the FLMs. SAP is one example. Wdhas tried to adapt R/3 [SAP]
(...) but | can feel that is very expensive to woikmR/3. (...) At the same time we
have gotten a common system and they have triaddpt it very much...” (Person

5). “Yes | believe that we have succeeded in dgmetpreport templates and such
things.” (Person 9). “Yes, if | again talk of ouwomomy system and economic reports,
then we have developed report-packages or whayevewant to call them, which are
adapted to the FLMs and contain the information tiney as FLMs in some way

could ask for or should ask for.” (Person 10).

Improvement

The systems seem to be more or less accepted. &emeandatory and can’t be
ignored. But they can still be experienced asdiiffi “On the other hand, our systems
are rigid, that is, our IT support. It can be arsewof irritation on the other hand, that
you can'’t get out real reports and you don’t knawho do. We get a lot of support
from our controllers there, but they [the systearg] pretty rigid actually. (...) I've
even asked for help, because | don’t know how tggst it. And that is pretty basic
follow-up really...” (Person 1). “If a tool is easy tise and has valuable information,
then of course you will use it a lot, if it is amplicated tool then perhaps you don't
use it the right way. (...) You really must take saimee, learn the tools, because it
can give you very good support and lead to youkimgrmore effectively.” (Person

20



4). And you must know, and understand, what youwlaneg. “But | know that many
grumble over it [SAP], but | think it is pretty... gty good actually. | believe that you
in order to understand numbers you need to work thiém, | don’t see that as a
problem, it’s just a question of knowledge actud#llymay say so, it's pretty easy.”
(Person 5). “...but then | can think that it is nspecially hard to take out a report for
your own area of responsibility if you are an FL$d,all FLMs should be able to do it
themselves. And | think that is a really importpatt of being a manager, that you
have an economic responsibility, and if you have@momic responsibility | think
you should take that responsibility and keep anagygour economy for yourself.
And | think that the FLM should run their reportemselves, and not trust a
controller to do it. | can imagine that it diffgueetty much depending on who you are
talking to. (...) So it is not that there is not aadsupport, but it is probably more
about... in the first place information, to know thfais [the features] is available ...
and then perhaps to a certain extent it is abeull #0... but I'd say that the
prerequisites are definitely there.” (Person 10).

To find what you need seems to work, but is notgsweasy. Once you've learned
something it is easier. “I must say that | thirtkave a good relationship with the HR
department. It was a bit messy at first beforedaratood how to use them and before
we had established contact, but that is the walwiays is.” (Person 5). But it can be
hard to know what to do with it. “No, not on a geaddevel. (...) information is
probably not a problem, it is the way we managermftion that is a problem, |

think. The information that | take out and save samere for further distribution, |
guess that is where we start losing our way. Ttgevery, very much information, but
it is spread out on a number of different placegP&rson 9). There seem to be a
general satisfaction with answers you get fromstygtem. What is hard to get is an
overview. “Yes, | guess it’s this overall picturewycan’t get. | can get some parts
from an HR system, some parts from a competen@ntowy system, some part from
an economy system and within the economy systewe gay the economy system is
one, then there are parts that give me answerifferent things.” (Person 9).
Recurring questions are usually of the kind thatehis no simple answer. “Sure there
are recurring questions, but those are questi@td gonsider don’t have an easy
answer, the kind of questions you have to discy&eison 6).

The information generally comes in a shape thaksjalthough it also depends one
who is the receiver. You have to take some timedm, but not too much time.
“That is probably up to each and sundry to ponldat, it is probably... if you buy a
TV, do you read the manual, or do you turn it @stfl It is exactly the same thing
here. That is governed more by the individual thathe quality of what you get, |
think. No, | would like to say that the qualitypsetty good on what we get.” (Person
9). “I think that it varies a lot — some systems agally easy to use, while it feels like
others are totally illogical. (...) it's so damneddhayou... we are so differ... it
depends on the person too.” (Person 10). “I thok3f course that varies too. There
comes... when you introduce a new tool for exampdeetftomes some sort of
tutorial, and most are pretty well made today wiittures and all that — you click
here, and so on. But you have to devote some brteatn.” (Person 4). “I'm not, as a
person, very keen on sitting down with a tutorialf | have learned the system then |
remember (...) But to sit with tutorials, there’s mothance. (...) It is about priorities.
If I'm to learn all systems, then | don’t think I'aoing the right job.” (Person 1). “It
can be a jungle of course, if you're looking forrszihing specific, then it is not
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always easy. There is so damned much information.Yes, it takes a lot of time.
And it's hard to, some things are really easy mal fibut some things I think are
difficult to find and that takes a lot of time ... oburse you can call HR, but that’s, it
doesn't really feel like you, | don’t know how taain... it feels like you're not
awfully welcome to call them and ask. You are vaych referred to finding
information yourself, and then that takes a Iatimi.” (Person 10). “But that is an
adjustment all the time, that it can’t be... the mfation | send out can’t be so short
that it raises more questions than there was heforgand Employee Center has that
adjustment as well — how much information shouldpweup so that people are up to
reading it versus what is the least you can pubup to have any value.” (Person 6).

There seems to be a general consensus that tleensyate not used to their full
extent. “I absolutely don't think that's done. Isaltutely think that we can improve
ourselves, and | also think we can improve our catepce in certain tools...”
(Person 5). “I don’t think so. And that is probahlyack of knowledge and ... what
can | say... lack of interest. (...) | think there ibamore information there to
extract, than what actually get out today.” (Per@pril think so, and it's about
education of course. (...) Then | believe... given tithen it will probably be that
way, because the more that starts using them ansirtipler tools we get, more will
see the profit in doing it for themselves insteattusting someone else.” (Person 10).
But learning the tools takes time, something thaciarce for an FLM. And many
times you have a balance, you get what you nedd ttone, but maybe not in the
most effective way. “So if I'm to learn the econamsiystem, | won’t do that until
someone tells me to. | do it so that | can follggonthly ... see how it is
progressing, and if something is strange, theragk business-support for reports.
(...) I've found a balance there. (...) Now | know htavraverse the jungle, and it's
with the help of others. (...) I think that if you agnanager are to learn all these
systems, it takes too much time. We must have stipgdunctions because it would
be too ineffective if we were to learn everythihbave a hard time seeing that work.”
(Person 1). “... many are under pressure and laak @mnd naturally taking two days
and you know, take a course in something that fesfsmportant and still works
with the help of someone else. | can imagine thatyrfeel that they don’t have that
time to prioritize. That's maybe why it should beamdatory if you really want to...”
(Person 10).

But still, it can be worth it. “... the tools have redunctionality in them that you
really don’t use. (...) You actually must devote sdmee to it, learn the tools,
because it can give you really good support, itlead to you working more
effectively. (...) And you can see that, | believengodon’t have very good
knowledge, and some have devoted a lot of timel@d@ming the tool and they can
extract special reports and they can get intodtsmon. They benefit from it a lot,
they can do analyses in a completely different way) But then you're back to the
time issue, you do what you have to do, but theeeient it actually could have
given ... the effectiveness to be, perhaps you daways set aside. (...) Most
probably try, they realize that you need... if yoa 8 do a good piece of work then
it's better to do an investment, two days, can nrakevork more effective later.”
(Person 4).

To alleviate this problem, education seems to benthly to go. There is no doubt that
there is a smorgasbord of courses to choose framt &till does not seem to be quite
adequate.”... all new managers receive training abtttey are familiar with what
they are to do.” (Person 4). “The training we reeas a sort of crib where to look for
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information, and where to find it and what kindsrdbrmation there is. It is not like
we get trained it that and that and that. (...) Swehs a lot of general information
that you get. Something | don’t think we get enoofjlas new managers is economy
training on budget, economic follow-up, how to thietc. Even if we have support,
it's not the same thing. Because I'm still the oegponsible. (...) Yes, we use SAP,
and that’s a dark jungle seeing how we have notemadigh information, but it seems
like it is working, and we get the information weenl, but it had been fun to know
some more. (...) you have to prioritize, but the @ron is so important that you
should know more SAP.” (Person 2). “I think thagriis a lot of information lacking
about, when you are new as a manager for exangpfar as | know there is no really
good package that you can sort of get and sayhlsais what you as a manager is, in
some way what your responsibilities are, towaresstiaff for example. | know that
there is a checklist when you're about to hire peaden there is a checklist on the
intranet what to think about. But as far as | krtbere is none when you come in as a
new manager where it says what is part of youramsipilities, and what your powers
are. (...) Yes, | would somehow want a checklist. (.have not had it [training in

the systems]... but if you want it, then you havest for it. (...) | can’t say that you
don’t get any training, because that varies ndiyraut the systems | use as a
manager so to speak, such as HR systems and sden,you sort of are registering
wages and do that type of thing, | have never veckany training in that, that was
more like ‘now you have the application, here’siypassword, ask if there’s anything
you need to know'.” (Person 10).

Higher management wants the FLMs to educate theesdBut what then should the
training look like to be successful? There showdhsic training so that you get a
base to stand on and know what possibilities taegeThis should be followed later
by more in-depth, continuous training. And it siitbptobably be mandatory. “At least
a reasonable basic level where you can raise sitarel show that this is available
and then point to that if you want more... But | thyou definitely should have that.
And I'm surprised that it's not already availabde I've said before, you have an
economic responsibility as a manager, and obviogmlymust have the
prerequisites... (...) | can imagine that many feet thay don’t have the time to
prioritize. That's why maybe it should be mandatibryou really want to... (...) ...it
has really been some sort of step 2 training fanagars. It has not mainly been
intended for new managers, but has been intenddtdse that have worked as
manager for a while, and that probably know somghisf but... Yes, that is why |
think that you should have a general manager trgiat first, so that maybe you can
take just a small part of it, and still review tlyau have an economic responsibility
and that these tools are available to manage ¢spbnsibility, but if you want more
in-depth information there’s this course. (...)Andemtyou are at a course like that,
then there are many who says ‘all right, we cathek® That's good!” (Person 10).
“Yes, | think it is a matter of finding this baskfform to stand on, to cover some part
of the basic need. Then | think you in someway khdascribe or show that there is
much more to get and how to do it. (...) It's sopeak about finding the base part. |
don’t think you should make it too big. And theraptlit individually. (...) Yes, |
definitely think it should be [mandatory]. Thereaertain base parts in our business
that is a requirement, and then you must be aldaydhat this is mandatory. |
definitely think we should be able to do that. A& same time, you must be able to
say that you can depart from that, there’s nowiteout an exception. You must be
open for that as well. (...) It's about having theolehpalette in between to be able to
adapt to me as an individual. | might think thaeractive training is really great,
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while some others might think that it's the worgée And it's about understanding
that it doesn’t work to just have interactive tiagn There are people who don’t
understand it that way.” (Person 9). “...and the lpestcan do is really just... if
we’re talking about economy — follow-up for Dummi¢s.) | think the economy
department sometimes has done this actually, lsuvdrth doing again, because it is
fortunate when you do it. And | believe that wobklthe model. Even for me.
Actually. (...) Yes, absolutely [mandatory]! (...) Iasay what everybody else
needs, but | need training, even if I'm pretty g@td. | can enter systems and find
exactly... but | still need training in...” (Person 5).

How could things be done differently? That is noeasy question to answer, but it
did put the finger on some of the problems. “Redlthink basically they have tried
to consider this and tried to make it simple sefgeak. But it’s just that it is so damn
much information! So it is probably the amount taeés it, | basically don’t think it
is... the structure in itself is probably not complgtwrong, but it is very hard
because it gets to be so damn much information.The)systems in themselves,
again, probably works pretty good, but it’s... stlérhaps there is a problem with
structure, that it isn’t structured well enough...)(I.don’t know, well | think the
search engine on the intranet is pretty useless.sfiould improve the search engine
so that it is simpler and that you get better fitso speak when you search, on
keywords and so on. That's a concrete proposaffprovement.” (Person 10).
“...we have talked about it in finance that inste&firading the information it could
be presented, get a simple compilation at the éedah month — this is your
economy this month, instead of digging it up yolirgeis possible to lay out the
information perhaps more effectively than what wee doing today, within different
areas. | think so.” (Person 4).

To have a portal to collect all the systems andrimftion for the FLM seems to be a
good idea, but not without problems. “Yes, absdtitéPerson 4). “And then it
would be nice if it was almost like a Teamplacelace where the manager could
enter ... what you need to do.” (Person 8). “Yes,diuhe same time you make a
portal, then you have generalized it, and thattt slowhat the danger of making
portals is. What value does it add really? (...) Mafshe time | know quite well what
I’'m after, and then you have to make it, what stoué call it, findable in some way.
Do you make it simpler with a portal, or do youdita step further? (...) Most of the
time | know if I'm working on an HR related matténen | know it is HR | should go
to, if it's economy then | know it's economy | shdgo to. Otherwise | must, if we
were to make an FLM portal, think hmmm, is thisFM-related matter, then | have
to go there first, and then | have to categorizenay from there to that in the FLM
matter I'm dealing with now there’s some economg then you have to muddle on
that way. | don’t think that is entirely positive..) | don’t think it matters if I'm a
product owner, if 'm an FLM, manager for managkefm a functional manager — if

| have something to do with economy then | shoatiklat the economy part, you
shouldn’t go to an FLM- or product owner catalogue. (...) There is very, very
much information, but it is spread out on a nunddedifferent places, and | don’t
think we should start there, so to speak buildan@ries, information structures on the
FLM role, which furthermore is a very generic rbl@erson 9).

And what should the support to the FLM look likeéshtl then I’'m not so sure that the
most effective way is for managers to do everytlipghemselves either, but maybe
it would be better to have some support functitimags that you don’t do very often
as a manager, that is to say take out economytsegloould be done once a week
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perhaps, or once a month, you should be able to teado that for yourself, but if it

is activities that you do once a year, or onceeser months, then the question is if
it's not more effective to have another supporttion that does it for all managers
instead. (...) | can think that it has gone a bitfimoso to speak ... put out too much
self-service on the managers. I'm not so sureitlsalves money.” (Person 10).
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Analysis and discussion

This chapter compares the frame of reference wigheimpirical data and discusses
its implications.

It's easy to recognize the FLM at the company wt@mpared to what has been
written in earlier research. Although their taska e quite different, they have the
same basic responsibilities. These may be descsib@@what differently than how
Sims (2002, see Theory) depicts them, but thereailly no big difference.

Though the phrase that the employee is the mosiriapt asset many times may
sound hollow, it seems to a large extent be triéodto IT. Most, if not all,
interviewees said that the HR responsibility wasrtiost important task for the FLM,
and there is no evidence that this isn’'t takerosesty at all levels. It seems to be
natural that this is the case. This differs amtrf what has been reported elsewhere.
This may have to do with that most of the findipgesented in this study come from
Great Britain. It would probably not be too muchstty, without going into details
here, that there is a marked difference betweeanizgtional culture in Sweden (and
perhaps Scandinavia) and Great Britain. There anegbly a lot of similarities
between large companies in the western hemispbhet&, may be that organizational
culture in Sweden is ‘softer’ and cares more feritidividual. But that is for other
research to show.

Although the fact that the FLM has the final resgbility for the staff is
unproblematic, there is frustration at not beintpab devote the time you want to
your group, and sometimes HR responsibilities arstuck in between other more
pressing matters. This does not seem to be bechlemek of interest, or that HR
matters are not prioritized. Rather, HR mattersnaaay times prioritized, but
sometimes the functional or economic activities dedinstant attention, and then
it's easy to let other matters take the back Sdat can, according to some of the
interviewees, be somewhat alleviated by carefulmlag, thus making it possible to
manage the HR parts despite other concerns.

The managers in the study seem to have found admlzetween the different parts
they are responsible for, and know how to copetawd to use the help available
from the finance- and HR departments. They areléoge extent satisfied with their
role. Still there can be a certain irritation tttz¢ FLM gets more and more tasks
landing on their table, things they feel should@ttheir responsibility, such as refine
the goals from the functional side or some of #ss lfrequent tasks they have to
handle that were previously handled by expertsr&Bemetimes seem to be a bit of
confusion when it comes to who is responsible foatvand also what the balance
should look like between support and self-servieperhaps not confusion, but a
feeling that this isn’t up their alley. As we hasaen in earlier research this is nothing
new, and in this case most, although not all, seehave found ways to work with
the supporting functions.

As we have seen, the FLM have many sources offirdtion, not just computer
systems. They get it from different projects, neggi colleagues, HR service center
or financial support. How much they use their systearies. But however you get
your information, you want it readily available. Ydon’t want to have to look
around for a long time. Computers and systems dhjaat work, and information
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should be easy to find. As we have seen, I&0 harg much information and many
systems, and it is not always easy to find whatryeed. This is of course also
something that you gradually learn, where and howgan find and use the
information you need. How to manage and structliriia information is one of the
keys to how to make work easier for the FLMs.

How well you adapt and learn depends on what yaak@round is and where you
have come from. It has been clear that some ireees have no trouble at all using
SAP and extracting different kinds of reports. Awigile the economic part of the
FLMs’ responsibilities may be simple and HR beihg most important part, much of
the problems discussed have been the difficultysing SAP and getting the
economic information you want from it. Some fedlttthis is something you need to
do yourself, so that you understand where the égyou have come from and what
they mean. SAP has been modified to better fingwds of Volvo and at the same
time there are initiatives to simplify this proces®l give the managers the
information they need served at the end of the mdMhat you prefer here is
probably individual. Managers not so strong on ecayy might think this is really
good, while others may see this as superfluous, &tasic knowledge of what you
are doing is a prerequisite for it to have any galthis can probably be done in
numerous areas, not just economy, but it's the daame— you have to understand
what it is you are doing.

Users need some sort of support to use their atjgits better. As we have seen, they
usually prefer another person rather than mantiais.seems to be well provided for
at 1&0, with both informal networks of managers angberts to call. Colleagues
seem to be closer at hand, both physically and ailgnThis obviously works, the job
gets done and the FLMs have found a balance. Bst imi@rviewees agreed that it
could be done more efficient, the tools could bedusetter. The systems (particularly
SAP) are to a certain extent seen as rigid andtoaude for simple matters.
Education and follow-up is, as we have seen, tivoak answer. As one interviewee
said, the ones who have learned can do much marettiose who have not.

There is at Volvo IT satisfactory opportunitiesthm this, even if the interviewees had
somewhat different opinions about how this worksfew managers. A basic course
should, according both to earlier research andhtieeviewees, not have too much
information, but should arouse interest and shoatwlossibilities there are. The
important thing is to follow up this training. Aabng to research follow-up is
seldom done, but according to the intervieweesthes many opportunities to do
this. The problem is to take, or have, the timddat. This is why perhaps it should
be mandatory. According to some you have to takdithe, it will reward itself.
Others are not so sure. And the user must be ntetivAccording to Allwood (1998,
see Theory) this might come if the persons conckfinels out how it may help them.
Users are as a rule interested. The problem h&® ysu have the time to stop and
think about it if you're not motivated or intered®But if finding the information and
using the tools eats a lot of time, maybe usingdaygs to learn to do it faster makes
sense.

Follow-up is, as we have seen, the best way to e tools better. This helps you
remember better if the training is spread out. Sorteeviewees implied that this
needed to be more hands-on than what is currdrglgdse. Not just an overview, but
practical information on how to solve specific pehs. And as we have seen, it is
important to have some sort of support once youaok at your desk. Perhaps this
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can be done with the help of the informal netwoFRay to FLM, which exists.
Formalize their actions somewhat.

As we have seen above two of the problems herthatehere is very much
information, and the systems are not used as wehey could be. There is a third
problem connected with these, there are very mgstgms. In the results we could
see that most of these are accepted and work n@ligh. That is not where the
problem lies. The problem is that perhaps therd¢arenany. It is in this light we
should see the dichotomy between statements afaiyau have to take the time to
learn the tools and the sentiment that you arelaiotg your job if you learn all the
tools. It would seem to be a good idea to makel@vai good efficient tools, but
maybe there is a limit, a place were there’s jogtrhany and they become
counterproductive. Then a new tool will not be sasm possibility, but rather as a
nuisance. But of course, many times there is aorefs them being there. They have
a separate duty, something that is needed to comeplieother tools. But are all these
tools necessary, you may ask? Can the same taskabean other, already available
systems? Perhaps all these systems just makealgrtarcontrol and manage the
information instead. So to help the FLM, maybe gbaould review the tools and see
if they actually are needed and are of any help.

Generalizing is quite difficult when it comes teseastudies, since the material
collected is unique for the examined situation dods not automatically transfer to
other similar cases. In this case we have onlyddak one company. We can assume
that Volvo IT has in some respects an easier wayalk than many other companies
apart perhaps from organizations in the IT aregsingehow most, if not all, of their
managers are quite used to using computers ardifteeent tools they provide. We
can also assume that the problem with not usingpipdications to their full extent is
a very common one. Also, the large amount of infirom and how to handle it, and
that a company gets more and more tools to work,igtprobably quite common as
well. At a general level these are probably commablems facing most large
organizations today. As long as we do not makeraoh of it we can say that these
problems, and how humans react to them, can belfoumany organizations.

As all research, this study has also raised newtmuns. It has become apparent that
one of the big questions is how to handle and straall the information available
for easy access. This was at first seen as orfeedriswer to the question ‘What are
the problems?’ and not understood as a questiamésmled an answer. Unfortunately
the importance of this question was understoodcedate in the proceedings, which
made it hard to answer without making further itieras and risking getting caught in
the research spiral. One question that would l@esting to look further into is if,
where and when do the tools used in an organizaGgoome too many, where is the
point when they are no longer a help but a burderdther question is of course how
the training, both basic and follow-up, should Idiéde in a case such as this. No
doubt there is a wealth of research to tap intanierstand these questions better.
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Conclusion

This chapter presents the answers to the researebtopns.

What does the FLM role look like today?

The FLM role at Volvo IT 1&0 Site Géteborg is quidemanding. They have many
factors to take into consideration when doing thark — goals and guidelines from
the line, functional management, HR- and finanqeadinents. Generally this seems
to work quite well, and they are comfortable inithiele and accept their HR
responsibilities as their most important. Natur#figre is still frustration at not having
enough time to spend with their employees and HRamsacan still get caught in
between, though prioritized. There is also a cetfiaeling that more and more things
are devolved to the FLM, maybe too much. What #iarce between self-service
and support should be is not obvious.

How does the existing information system suppcatfhM role?

How much an FLM uses computers and informationesgstvaries, but as we have
seen it is not really the systems in themselvesateathe problem. One of the
problems rather is that there are too many syst8mse are seen as easy to work
with, others as quite rigid. How they are seen digends on the background of the
FLM. Another problem is that they are not usedféisiently as they could. Still
another problem that has become apparent is the &mount of information
available and generated.

How can information systems support the FLM inthearking role?

To support the FLM role information systems needse used more efficiently, they
are many times used to only a small degree of tagiacity. This can be remedied by
training and continuous follow-ups. This shouldl@ably be mandatory and adapted
to the individuals’ needs and background. At theeséime there can not be too many
systems or tools. Somewhere along the line effayienill probably wane as users
have too many to choose from. Which ones are naggsére there tools that can be
discarded? Can a specific task be done in an al@aallable system? The systems
can also help managing and handling the large atradunformation. How do you

find your way around it all? Here compilations e€urring information needed by the
FLM being served at regular intervals are one jpiggi This requires that the FLM
have an understanding of his or her responsilslitow you structure and manage
the information is also very important to makedtessible. As seen above, how to do
this regrettably falls outside this study.
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Appendix A

Preliminary interviews

33

What are your name and your main task?

Tell me about 1&0, its place and task in the orgation, in a simple concrete
way.

Describe the FLMs role in 1&0.

Describe your work.

What is working and what is not working, and why?

Is there enough time for all parts of your jobaog there things that have to
suffer? Are you torn between responsibilities?

How does the support to the FLM work?



Appendix B

Final interviews
Background

 Name and age

Position

How long have you worked (in this postition)
Background/education

What is the role of the FLM?

* What are the typical tasks for an FLM?
* Which one do you consider most important? |s tlagiask that you feel is
more important than the others?
o Do the tasks have different priorities?
* Does the FLM have the time/opportunity to perfohage tasks?
0 Is there a conflict of priorities? How do you baiario be able to have
time with what is less prioritized? Are there angkts to get the daily
rounds to work?

What information does the FLM need and how doegédtea hold of it?

* What do you need to know to deal with the taskstrnerad above and where
do you find that information? What kind of infornaat is it?
* Inwhat way is the information available?
o Do you get verbal information from for example yaotleagues, other
sources? How does that work?
o How often do you enter a computer system to gerimétion?
* How well collected is the information?
0 The systems, are they systems many different pemggeor are they
adapted to the FLM?

How can you structure and present this informaitioa better way?

* Does it work to get the information from the syss@mw\re they accepted?
* Do you think the FLM gets the answers needed fioarsystems?
* Are you happy with the answers? Are there questyjonsdon’t get an answer
to?
* Does the information from the systems come in paslsa that it is useful,
convenient, and easy to work with?
o Do you have time to read manuals/templates (thetadable in e-
HR)?
« Isit the case that the systems aren’'t used asase¢hey could be?
0 How do you go about getting the systems used aoget extent and to
their full potential?
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Could you do it another way so that it would beeaand more convenient to
access the information?



