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Abstract 

In the era of technology, SMEs are operating in a dynamic and turbulent business 
environment. In this era, innovation is the main driver for competitiveness, and use of 
ICT is the basic requirement to conduct business. Therefore, better understanding of the 
relationship between use of ICT and innovation has emerged as an important research 
topic. In this qualitative study, we therefore investigate how SMEs from the industrial 
service sector can use ICT for innovation. The results suggest that ICT is used in very 
different ways. While some uses clearly are linked to increased innovation, other uses do 
not affect innovation much. The link between ICT and innovation seem to vary between 
firms. While some firms see ICT as a major tool for innovation, others see it just as a 
(poor) tool for communication. 
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1 Introduction  

The service sector is one of the cornerstones in terms of contribution to GNP and jobs for 
most developed countries. The service sector is unique in its offering compared to other 
sectors since a service can’t be touched or felt, it is produced and consumed at the same 
time, and it is not possible to provide the exact same service again (Jobber 2004). Thus, 
many of the theories that are applicable to other sectors don’t apply to service sector. The 
industrial service sector is an important sector within the service sector as it supports 
industrial firms to be able to compete globally. Though lot of research has been carried 
out for business and commercial companies, little research has been performed on 
industrial services to date (Panesar & Markeset 2005). Most of the industrial service 
companies in Sweden are SMEs. European Union (EU) classifies small and medium 
sized enterprises as having fewer than 250 employees. In addition, they can have an 
annual turnover of up to 50 million euro, or an annual balance sheet not more than 43 
million euros. EU (and the Swedish government) views small businesses as the backbone 
of the economy, as they constitute the vast majority (up to 99 per cent) of the businesses 
in EU (Europa 2006, MacGregor & Vrazalic 2005).  

For SMEs in the industrial service sector, survival in this flat global world requires the 
firm to be globally competitive. The concept of a flat world reflects the process of 
globalization. The flatness is triggered by the intensive use of information and 
communication technology (ICT) by individuals and companies throughout the world 
(Friedman 2005). And one of the main sources of comparativeness is innovation 
(Subrahmanya 2005, Tidd et al. 2001). Innovation is a crucial element and a main driver 
for achieving competitive advantage. One study suggested that “winning in business 
today demands innovation” (Regan et al. 2006). The use of ICT can come into play quite 
early in the innovation process. The early stage, also characterized as the “fuzzy front 
end”, is the most uncertain part of the innovation process; whereas the later stages require 
cautious execution of the technical and marketing strategies. Theories have already 
shown that ICT can successfully influence both the early and later stages of innovation 
process (Ozer 2004).  

Based on this, this paper aims to get a better understanding of how the use of ICT 
influences innovation within SMEs in the Swedish industrial service sector. Theoretically, 
this will help our understanding of why the use of ICT for innovation might lead to 
different results under different conditions and will set future research directions. The 
paper is divided into five sections: The first section introduces the study. In section two, 
the literature review, previous research is discussed. Section three deals with the 
methodology and section four presents the case studies, along with within-case analysis. 
Section five then presents the cross-case analysis and finally, section six concludes the 
paper by bringing forth conclusions and suggestions for future research.  
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2 Literature overview  

2.1  Innovation  

Innovation can be traced back to entrepreneurship, which is supported by many authors 
and their studies (Drucker 1985). They propose that innovation is a prime activity of 
entrepreneurship and that an important entrepreneurship strategy for creating value is to 
create new products or services and then commercialize them (Roininen 2006). Thus, in 
today’s dynamic business environment, innovation is an important competitive weapon 
for SMEs to survive globally (Johannessen et al. 2001, Avermaete et al. 2003, Tidd et al. 
2001).  

To better understand innovations, it is important to define it theoretically. One way to 
define innovation is to relate it to change, where we have two main dimensions. The first 
one is about what is changed. Innovative changes can be divided into three groups; 
products, services and process (Tidd et al. 2001). While product and service innovation is 
about the offer itself, process innovation is about the method for producing the product or 
service. In general, the three groups are interlinked in an innovation process since process 
innovation is often required for creating new products and services (Avemaete et al. 
2003). The second dimension is the degree of change. For example; a minor change in a 
production process is not similar to changing the whole process. Thus, the degree of 
newness can range from minor incremental improvements to radical change. It is the 
perceived degree of novelty that matters, because the novelty is very much in the eye of 
the beholder (Tidd et al. 2001). The above mentioned two dimensions of innovation can 
be put into a matrix which defines the space which needs to be considered when looking 
at innovation.  

2.2  Innovation and use of ICT  

The definition of ICT is quite vague and confusing in literature. Many authors have used 
ICT, e-commerce, Internet, and e-business interchangeably (Southern & Tilley 2000). 
One study explained that ICT is related with a wide array of technology, ranging from 
database programs to local area networks (Matlay & Addis 2003). For our study, we will 
use ICT as a wide concept that includes all the above different aspects. Looking at 
outcomes from use, small firms can use information and communication technology for 
both efficiency (cost and time saving; doing things right) and commercial advantage 
(providing superior value; doing the right things) (Carr 2003, Mata et al. 1995). ICT can 
affect the company throughout the value chain of the company, starting from procurement 
and link with suppliers, transformation process, marketing, and culminating in 
distribution including link with customers (Regan et al. 2005).  

The way ICT is used for innovation and ultimately competitiveness is the theme of this 
study. The idea that ICT can be used to improve innovation is not so old; a study by 
Rothwell (1994) suggests five phases of development for competitive advantage based on 
innovation. The fifth phase (generation) of the model represents an integrated system 
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learning (ISL). This innovation process is motivated by a much greater utilization of 
electronic technology to create internal and external linkages, such as joint ventures or 
strategic alliances that require high collaboration. Links, between suppliers as a part of 
extended CAD system to co-develop new products or between design agency and 
manufacturing, becomes the standard rather then an anomaly. An attribute of this 
generation is its emphasis upon the learning capacity of the innovation system. While 
many companies have reached the integrated stage, ISL represents the potential to build 
new platforms for competitive advantage.  

In this generation a model that clearly illustrates how ICT enables business 
transformation or competitiveness was developed by Venkartraman (1994). This model 
examines the range of potential benefits from employing ICT and the degree of 
organizational transformation. This model has five levels beginning with local business 
function within the organization, expanding to inter-organizational and culminating in 
wide sector transformation. It is important to understand that these levels are not 
conceptualized as stages of evolution because effective strategies do not follow any one 
prescribed model of evolution. A higher degree indicates greater potential benefits, but it 
also requires a corresponding high degree of change in the organization and thus presents 
a greater cost and risk. Therefore, each organization should first identify the 
transformational level where the benefits are in line with the costs and risks of the needed 
organizational changes. Also the choice of level may depend upon competitive pressure 
and the need to deliver greater value than competitors in the marketplace (Fig. 1).  

 
 
 
 
 
 
 
 
 
 
 
 
 
 

  
 

 
 

Fig. 1. Five levels of IT-Enabled business transformation. 

The first level is termed as localized exploitation, where companies deploy isolated 
ICT solutions to overcome some basic functional or operational problem. With this 
minimum change in organization they are able to achieve some benefits. The second level 
is a more systematic attempt to leverage ICT capacity throughout the organization. This 
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required two types of integration, first, technical interconnectivity and second, is business 
process interdependence. None of them is complete without the other. The first two levels 
are “evolutionary” because they require minimal changes to the business relative to the 
next three levels, since they require fundamental change in organizational routines. The 
third level known as business process redesign needs to be done carefully to reap the 
benefits, because in most of the cases this transformation is superimposed on the current 
business organization. This makes business transformation process inefficient and 
ineffective. The fourth level of revolutionary transformation is called business network 
redesign. In this level external business connections that are linked to the focused 
organization are included in the transformation or business redesign. These include 
suppliers, buyers and other intermediaries. This level represents the redesign of the nature 
of exchange among multiple participants in a business network through effective 
deployment of ICT capabilities. Finally, at the fifth level, the organization is changed 
from the core and ICT becomes important for focusing on organization’s business scope 
and the logic of business relationship within the extended business network. 

If we look at studies done specifically on effect of ICT on innovation the results are 
mixed. One study by Johannessen (1994), suggests that ICT by itself does not encourage 
or discourage innovation. It’s the people working in the organization that create 
innovation. ICT is more or less like a tool to be used for innovation, since new 
technology can help companies to do things in a new or better way. Another study 
reflected that ICT use has a positive relation with innovation and performance, which is 
due to learning and adjustment, boosted by the maturity in using ICT by IT companies 
(Johannessen et al. 1999).  

3 Method 

The overall method used in this study is a multiple case study. Similar approaches has 
been adopted by authors that have tried to understand specific phenomena related with 
technology within SMEs (Southern & Tilley 2000, Caldeira & Ward 2003, Jones et al. 
2003). A qualitative study allows closeness to the respondents and the phenomena under 
study. 

 For this study, we selected cases where each case should add variety given a certain 
commonality. By looking at a range of similar (equal in type of industry, size and 
location) and contrasting (dissimilar in other aspects) cases, we can understand the case 
study findings, grounding it by specifying how and where and, possible, why it carries on 
as it does (Yin 2003). In more detail, case selection was guided by the following 
considerations. First, the companies should work in the industrial service sector. Second, 
since the study focuses on use of ICT and its relation to innovation, it was deemed 
appropriate to include only high users of ICT, which in this case were small IT 
companies. Having high users of ICT in the study meant that we had a greater 
opportunity to get interesting information about the link between ICT use and innovation. 
We also wanted the companies to be in business for at lest 2 years, so they have reached 
some stability and should (for convenience reasons) not be located too far from the 
university where the researchers work. In the period of selection, we learned about a 
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project (SMART) at the Luleå University of Technology, Sweden, addressing small IT 
companies. As the companies involved in SMART seemed to be a good match with our 
desired company profile, we selected three companies from this project. By offering the 
companies and the project a report on the results of the study, we were able to get good 
access to these companies. The three companies that finally were selected were; UniMob 
AB, isMobile, and BnearIT AB. All three companies deal with IT solutions, in one or 
another way, but still each has their own unique business model. Each company was first 
contacted through mail and later by telephone to set a date for a personal interview. It was 
not hard to find the most appropriate person for the interview. In each case, either the 
owner-manger or the equivalent with responsibility of IT was interviewed. The first and 
second round follow-up interviews were conducted within a period of about three 
months. The follow-up interview included questions that had emerged after the first 
interview or questions that had not been answered completely in the first interview.  

In each interview, with the help of interview guide, the interviewee was prompted to 
elaborate on use of ICT like website, e-mails and other communication, e-commerce, and 
e-business and how it affected the company from there own company’s perspective. 
Innovation (as such) was not mentioned during the interview, unless the interviewees 
brought it up. Beside the interview, the website of each company was an important source 
of information. When doing the analysis, we examined the relation between use and 
possible innovation by looking at how the different usages played a part in change.  

4 Case studies  

4.1  Findings and analysis from case 1: isMobile  

isMobile was founded in May 2000 and they develop workforce management 
applications to provide mobile organizations advanced tools in managing their personnel. 
They have two main products, “blå coordinator” and “blå optimizer”. These products are 
quite unique as they are based on more mathematical orientation then technological 
which is not so common for such products.  

 Use and influence of ICT: isMobile uses e-mails extensively as a daily routine. They 
have a detailed website (http://www.ismobile.com/), which has three sections, public, 
partner, and support section. They strongly believe that the website gives them a place in 
the world market. They don’t use e-commerce to sell its products currently since they are 
working and selling through a partner. But isMobile’s partner (IBM) uses e-commerce for 
selling their products to the end-customers. isMobile is a high user of e-business, as they 
use technology to interact with their partners. And for smooth flow of information, they 
have setup a similar standard of technological platform like their partners. Also they use 
technology extensively within their organization for information flow, buying products 
online, and banking practices. They do some part of their product development by 
outsourcing, which is not possible without ICT. But they avoid this option due to lack of 
physical interaction in this process. According to the respondent, in order to achieve a 
more efficient product development, they need to be updated about changes in the market 
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which is not possible to accomplish without ICT. They make regular updates to their two 
main existing products. As a rule they add new features every six month to their products. 
And these changes are made from inputs of their end customers, partners and their own 
understanding of the technology. ICT does play an important role in this but the main 
developments are done based on the high technological skill of isMobiles employees. 

Over all, the respondent feels that it is the skills of the people working at isMobile that 
makes them competitive as they put in their knowledge into making the product more 
attractive and unique. So, in that sense technology does not directly make the company 
innovative. isMobile’s close relation with their partners also makes them competitive. 
ICT is the life blood for this relation since without it they can not maintain close relation. 
Being situated in Luleå and interacting with a giant company as IBM (Europe). They 
have to somehow compensate for the distance, and ICT is the only solution to this 
problem. Interviewee explains “ICT becomes really important when you (SMEs) want to 
reach global markets with global partners”.  

Main lesson from isMobile about ICT and innovation: As we see it, the most important 
link between ICT and innovation for isMobile is their close relation with their business 
partners which is highly influenced by their use of ICT. 

4.2  Findings and analysis from case 2: UniMob 

UniMob AB was established on 2004. They have two tracks of businesses; the first one 
deals with surveillance equipments like cameras, while the other is about developing 
solutions for mobile communication and mobile community. The latter is the company’s 
main business. 

 Use and influence of ICT: E-mails are widely used by UniMob. They use it quite 
often for sending information to their employees and partners around the world. They 
also use ISP based (Skype) telephone, instant messenger (Msn and Yahoo messenger) or 
video conferencing (Marratech), for interacting with their peers around the world. 
Websites are important, but for UniMob it does not create business, so its real value is 
low for them. UniMob does not have any kind of selling option (e-commerce) on their 
website because they don’t have standard products like a manufacturing company. 
According to the respondent, UniMob is a virtual company and they use technology in 
every aspect of their business, be it interacting with customers, employees, or partners. 
UniMob has an interesting recruitment process, where as soon as they get a project they 
look for appropriate competences within their own organization and their local network. 
But if the required competence is not obtained then, they contact individuals from 
anywhere in world to work for them. This is done by using online Blogs, where the 
recruitment is posted and a candidate with appropriate knowledge is hired for a particular 
period. UniMob has access to a large network of competent people, and the respondent 
believes that it is important for SMEs to use this kind of practice, because solutions to all 
problems are not always found within the organization. Thus, for UniMob outsourcing is 
a common practice because that’s the way to do business in this era. Trust is important for 
a successful business deal and both sides have to feel that working together is beneficial 
because if one party is not satisfied, then the relations will turn bad. They have some 
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employees working for them in Spain and it is possible to have close relation with them 
even when they are so far off because of ICT. Once UniMob had a party at Luleå, they 
setup a big screen and a webcam, so that the people working at Spain could also join the 
party from their office. This was done just to make the employees at Spain perceive 
themselves as being a part of the team and to develop goodwill among all team members.  

Over all, UniMob’s competence is to foresee new types of business models, as they 
have been in business for a long time. Also, they are not afraid of trying innovative 
methods and they have good experience to back it up. ICT plays an important role in this, 
as without it they would just be sitting in Luleå and working with customers in Luleå. 
Technology enables them to get connected with the outside world and use different 
opportunities. Further networking skills is also important for UniMob. Maintaining and 
accessing this huge network is not possible without ICT.  

Main lesson from UniMob about ICT and innovation: For UniMob its whole business 
idea and practice is innovative, and ICT plays an important role in all of its business 
aspects. Perhaps the most interesting link of ICT use and innovation is their networking 
and recruitment practice, where they can create a very competent team for each project.  

4.3  Findings and analysis from case 3: BnearIT 

BnearIT was founded on 1 Jan 2002. Overall they have three different business areas, the 
first and the main one is with Swedish Defence where they are dealing with a product 
called Network Based Defence (NBD). This is one of the largest IT projects in Sweden. 
Second business area is Telecom, where they work with another Luleå-based IT company 
and together they conduct project for Ericsson. The third business area is process industry 
and here they are selling their products to SSAB and LKAB.  

Use and influence of ICT: BnearIT is using e-mails frequently which has replaced 
quite a lot of personal interaction. The company not only uses website but they also 
develop websites. Their own website (http://www.bnearit.se/) is useful for BnearIT for 
acquiring customers from all around the world. They also have a links to intranet and 
extranet from their website. BenarIT’s website is not used for selling products online (e-
commerce) because most of their products are still in development phase. BnearIT are 
high user of e-business and they use both intranet and extranet which are developed on 
the same platforms. These options make BnearIT’s information flow streamlined and also 
facilitate for employees to work from any location, even while traveling. Product 
development is done continuously at BnearIT, and they are using a platform in Swedish 
Deference (an open source Kernel which has quite unique features). With the help of this 
Kernel they developed a system which is innovative as it can transfer voice, video and 
data simultaneously. They also have registered to portals (e-marketplaces) in Sweden that 
have project information regarding Swedish government and authorities and it’s not 
possible to bid on them until companies go through the portals. The portals are useful for 
providing the information about new projects and also to get quotations. The respondent 
feels that this makes the whole process of finding projects efficient. BnearIT has never 
outsourced any work yet, but it is surely an option for the future. According to the 
respondent, ICT helps in better decision making, as they can get lot of information about 

http://www.bnearit.se
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potential future partners, new products, competitors, etc. The respondent also explained 
that companies that have been doing business and have a good name have an easier task 
to conduct business through the internet because customers know about them. So the use 
of technology relates quite a lot to the goodwill or reputation of the SME.  

Overall, BnearIT’s main competitiveness is their skilled employees and all of them at 
least have a Masters of Science degree. Further, as they are working with large companies 
and organization like the Swedish defence, Ericsson, SAAB, Boeing, and IBM, they use 
the gained knowledge from the larger counterparts for developing their own 
comparativeness. They are also good at selling, because all of them are travelling to south 
of Sweden most of the time and closing deals. Finally, they have healthy relations with 
their large partner companies. This is based on having not only good social skills, but also 
keeping their promises and finishing work on time. Technology does not play such a big 
role in this part as it’s quite personal. “It is very important to be good technicians and 
even more important to have good social competence”  

Main lesson from BnearIT about ICT and innovation: As we see it, there is not a 
strong link between ICT and innovation within BnearIT. They strongly believe in their 
social skills, and ICT plays a small role in making it sharper. But, ICT can’t be neglected 
from the business scope, because it’s a basic requirement for performing the business.  

5 Cross case analysis 

The use of ICT for innovation are discussed, analyzed and plotted in table 1. Under ‘what 
kind of change’ the options of new product/service or new process are included. The 
‘degree of change’ can be radical or incremental. Both these are related as they reflect the 
two dimensions of innovation as explained above in section two. The difference between 
radical and incremental change is based on the newness of change to market, company, or 
industry. The third criteria ‘use of ICT for change’ is mentioned as high, medium or low. 
This is based on the level of usage of technology for achieving specific innovation. And 
finally, the fourth criteria of IT enabled transformation indicates the level of 
transformation as mentioned in Venkartraman’s (1994) “IT enabled business 
transformation” model. 
isMobile and UniMob have innovative products, but for the market, the products that 
UniMob creates are much more innovative and new. Also, difference can be seen 
regarding the use of ICT for this change because, UniMob uses ICT and involves 
technicians and experts around the world for creation new ideas which leads to 
development of new products. isMobile relies on the skills of their employees for 
innovative product. This makes isMobile closer to internal integration and UniMob closer 
to business scope redefined in Venkartraman’s model. All three companies have close 
relations with their respective business partners. And the degree of change for this 
relationship is incremental in all the cases. However, BnearIT does not believe strongly 
on use of ICT for having closer relations. For them, ICT is a mere channel that everyone 
else is using. The real value lies with their employees’ social skills and competence. That 
is a reason why they are not relaying so much on ICT. Thus, they are using ICT for 
internal integration, so they can facilitate close relations. For UniMob and isMobile, the 
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ICT use is high. Both have business outside Sweden and the distance makes it necessity 
to use ICT tools, such as extranet, e-mails, video conferencing and other options. 
isMobile uses the same platform as their other business partners, so they can achieve a 
smooth flow of information. This makes the communication process efficient and fast. 
Thus, it is clear that they are using ICT for business network redesign. For UniMob, the 
use of ICT is similar, but their usage is different, as they use ICT for developing goodwill 
and trust. This can be seen from UniMob’s efforts in making their internal and external 
partners feel intimately involved in their business. Thus, it is hard to say, if ICT enabled 
transformation for UniMob is just at business network redesign level or at business scope 
redefinition level.  

Table 1.  Cross case analysis. 

Company What kind of Change 
 
 

Degree of Change 
 

Use of ICT 
for change 

 

ICT Enabled 
Transformation 

isMobile 1. Innovative products 
2. New features added to 

exiting products every 
six month  

3. Maintaining close 
relation with distant 
business partner  

1. Incremental change 
2. Incremental change 
 
 
3. Incremental change  

1. Medium 
2. Medium  
 
 
3. High  

1. Internal integration  
2. Internal integration 
 
 
3. Business network 
redesign  

UniMob 1. Innovative recruitment 
and networking 
process  

2. Innovative products  
3. Product development  
4. Maintaining close 

relation with distant 
business partner 

5. Rapid product 
development process  

1. Radical change  
 
 
2.  Radical change 
3.  Radical change 
4.  Incremental change 

 
  
5.  Incremental change 

1. High 
 
 
2. High  
3. High 
4. High  
 
 
5. High 

1. Business scope 
redefinition 
 
2. Business scope redef. 
3. Business scope redef. 
4. Business network 
redesign or business 
scope redefinition 
5. Business scope 
redefinition 
 

BnearIT 1. Innovative way to find 
new projects  

2. Product development  
3. Maintaining close 

relation with business 
partner 

1.  Incremental change 
 
2.  Incremental change 
3.  Incremental change 

1.  Low  
 
2.  Low 
3.  Low  

1.Internal integration 
 
2. Internal integration 
3. Internal integration  

Again, all three companies are also quite strongly involved in product development. And, 
the degree of change is incremental for all SMEs except for UniMob. In a short period of 
time, UniMob has come up with some innovative products and ideas such as voice, 
mobile dating website, and SyncaDero. This is due to their unique way of functioning, 
UniMob is not afraid of involving other people that they don’t know about into the 
product development process. This gives them access to a wide variety of ideas and 
concepts which facilitates development of new products and taking the first mover 
advantage. Other companies also have creative products, but, for the market, they are not 
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so innovative. Regarding the use of ICT, BnearIT and isMobile, feel that ICT is not the 
main influencer, as they strongly believe in the competence of their employees. Thus, as 
the theory suggests, they are using technology to leverage their capacity within the 
organization i.e. this level of innovation reflects the use of technology at internal 
integration level. For UniMob it is the level of business scope that is redefined, because 
they have taken product development process to another level.  

UniMob has an innovative way of recruiting people, which is based on their access to 
a large network, and ICT is used from start to end in the process. This degree of change is 
radical, because few other companies use this option. This way of working relates fairly 
well with Vankataraman’s theory where he discusses about redefined business scope. 
UniMob’s use of ICT has enabled them to efficiently exchange information with their 
suppliers, buyers, and other intermediaries. Product development process for UniMob has 
incremental change, because of high ICT use. They have been able to shorten the product 
development process that needed one year before to just a few months, with use of ICT. 
The major part in product development is outsourced to different places where is finished 
quickly. This also shows characteristics of UniMob’s functioning at business scope 
redefined level. Finally, BnearIT has a distinctive way to get access to new projects, as 
they have registered to an e-marketplace. Whenever some new project work comes up in 
their particular field, they get informed about it through e-mail. This is an incremental 
change and ICT has low usage in this facility. But the real value of this website is not 
only for getting the project, but in finding opportunities. And once the project gets 
started, BnearIT can develop innovative products. This process does not require a high 
level of ICT transformation, as it can be achieved by having good internal integration.  

The case study also brings light on the underlining fact that makes each company 
unique i.e. their business model. This can clearly be seen in the cases that each company 
had their own business model which influenced their use of ICT for innovation. Fig. 2 
shows three different business models.  

Fig. 2. SMEs business structure. 
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Large partner

SMELarge partner

Large partner

Large partner SMESME
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6 Conclusions and suggestions for future studies  

6.1  Conclusion  

Service based SMEs are the backbone of the European economy and they are potential 
source of national, regional and local economic growth. ICT provides these SMEs with 
the possibility to assist growth and exploitation of opportunities. This paper shows that 
ICT may play very different role in influencing innovation within SMEs in industrial 
service. In our study, for UniMob and isMobile ICT seems to be the life blood of their 
business processes and an integral part for innovation. However, at BnearIT it is the 
social skills and competences of the employees that is the main link to innovation, which 
is not strongly influenced by use of ICT. The expression of “order winning or order 
qualifying criteria “fits very well with ICT use within these SMEs. All three companies 
(like any company in their basic line of business) must use ICT for qualifying as a 
suitable candidate being a business partner, but only isMobile and UniMob use ICT a 
strong tool to become winners in their business arena. Thus, all three companies have 
some degree of ICT use for innovation, but it differs for each company and it is not 
related to the firm’s ability to be competitive. It is clear that high use of ICT do not 
necessarily mean more benefits for BnearIT. They are able to function well without more 
than moderate use of ICT. However, a high use of ICT may make the company more 
innovative compared to others, such as in case of UniMob which is highly innovative and 
highly dependent on ICT for their business. Further, within BnearIT and isMobile the 
skills of employees working at each company were not affected by the use of ICT. The use 
of ICT also influenced the relationship between each company and their respective 
trading partners, where for UniMob and isMobile it was to a great degree positively 
influenced, whereas for BnearIT the influence was minimal. Similarly the networking 
skills of SMEs were strengthened by use of ICT, especially for UniMob. Another 
interesting outcome was according to BnearIT, it’s easier for SMEs to depend more on 
ICT once that have developed goodwill in the market. ICT was present for each industrial 
service SME but the level and type of use can be different for each industrial service 
SMEs. Each SMEs business structure or model for collaboration influences their use if 
ICT for innovation. Finally, it seems the more SMEs wanted to do business globally, the 
more benefit of the using ICT.  

6.2  Suggestions for future studies 

For future studies, it will be an interesting proposition to conduct quantitative studies in 
the field of ICT usage for innovation for SMEs in the whole of Sweden for industrial 
services. Those studies can take inputs from this study and verify the use of ICT for 
innovation in a larger scale. The cultural and environmental issues associated with 
different regions of SMEs could also be an interesting area of future study. Also, now that 
the SMEs side of ICT use of innovation has been checked it would be interesting to 
include the SME’s business partners into another study. These partner firms may 
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complement the picture from the SMEs themselves, and thus help to provide a better 
understanding of how ICT usage can influence innovation for industrial service SMEs. 
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