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ABSTRACT 

Knowledge management has been studied for decades. Previous case studies within the 
Swedish construction industry have uncovered common problems but also a reluctance for 
change. This master’s thesis will examine the structural problems, solutions and provide 
implementation suggestions at Serneke.  
 
The research was conducted as a qualitative case study. Data was collected from 
observations as well as interviews with both employees at Serneke and scholars with 
experience from the field of knowledge management. The interviews were conducted in a 
semi-structured style with questions tailored to fit each participant depending on their 
position. The empirical data was then compared to the theoretical findings in order to 
provide suggestions for improvements. 
 
The result concludes that incentives, top management support and formal processes are 
important factors for successful knowledge management improvements. These results are 
aligned with previous studies. However, the most promising way of implementing 
knowledge management structures seems to be internal certifications.  These rely on 
combining incentives from social recognition and monetary rewards. A template is 
suggested as a basis for further research. In contrast to most large construction companies in 
Sweden as well as the literature, bonus systems do not seem to appeal to the employees at 
Serneke. 
 
The theoretical implications of this master’s thesis suggest that internal certifications are an 
effective way of inciting change. Furthermore, bonus systems are generally seen as 
disadvantageous. The practical implications of this thesis are that Serneke could incite 
improvements to their knowledge management processes. Furthermore, the authors hope 
that the findings of this thesis can be used by other companies in the industry. 
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SAMMANFATTNING 

Erfarenhetsåterföring har studerats i årtionden. Tidigare typstudier inom den svenska 
byggnadsindustrin har uppdagat återkommande problem men också en motvilja till 
förändring. Denna uppsats syftar till att undersöka strukturella problem, lösningar och 
föreslå implementeringsåtgärder åt Serneke. 
 
Forskningen utfördes genom en kvalitativ typstudie. Data insamlades genom observationer 
samt intervjuer med anställda inom Serneke och forskare med erfarenhet från det studerade 
området. Intervjuerna genomfördes semi-strukturerat med frågor anpassade efter de 
intervjuades arbetsbeskrivning. Den empiriska datan jämfördes med relevant teori för att 
sedan bidra till förbättringsförslag. 
 
Resultaten visar att incitament, stöd från ledningen och formella processer är viktiga faktorer 
för lyckad erfarenhetsåterföringsimplementering. Dessa resultat är i linje med tidigare 
studier. Emellertid verkar det mest lovande sättet att implementera 
erfarenhetsåterföringsstrukturer vara med hjälp av interna certifieringar. Dessa förlitar sig på 
en kombination av socialt erkännande och ekonomiska belöningar. I motsats till många stora 
byggföretag i Sverige samt forskning verkar bonussystem sakna attraktionskraft hos 
Sernekes anställda. 
 
De teoretiska implikationerna av denna uppsats är att interna certifieringar är en effektiv 
metod för att mana till förändring. Dessutom verkar bonussystem generellt vara 
ofördelaktiga. De praktiska implikationerna av denna uppsats leder till att Serneke kan 
förbättra sina erfarenhetsföringsprocesser. Utöver det hoppas författarna att resultaten kan 
användas av andra företag inom byggnadsindustrin. 
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1. INTRODUCTION 

“It is not once nor twice but times without number that the same ideas make their appearance in the 
world.” – Aristotle (384-322 BC). Adapted from J.L Stocks (1922) (Book 1, part 3). 

Aristotle described the constant creation and re-creation of knowledge. This suggests that 
while the necessary knowledge might have changed over the course of thousands of years, 
our ability of sharing it has never been perfect. However, what Aristotle probably could not 
imagine is the extent to which modern knowledge management can enable the transfer of 
knowledge. 
 
Knowledge management is the process of handling knowledge within an organization. The 
stipulative definition used in this master’s thesis is “Knowledge Management is the 
leveraging of collective wisdom to improve the process of creating, sharing, transferring, 
capturing and using knowledge in a company”. For further definitions of the concepts used 
in this thesis, see section 2.1. 
 
A number of studies has been performed showing the increased value of construction 
companies implementing knowledge management improvements (e.g. Bigliardi et al. (2010), 
Ingemansson (2012), Tan et al. (2007) and Löwenberg & Uskali (2017)). While other 
industries seem to adapt to this new way of working (e.g. textile in Kanat & Atilgan (2014), 
oil in Frappaolo (2006) and surgery in Gray (2013)), the construction industry struggles with 
its implementation (Grover & Froese, 2016). 
 
Previous theses on knowledge management conducted in Swedish construction companies 
generally focus on the problems in each company’s current processes (eg. Schultz & 
Strömberg (2013), Larson & Öhlund (2015) and Hedberg & Westerlund (2015)). Following 
this, the reviewed papers often lack the perspective of how the processes should realistically 
be implemented. 
 
This master’s thesis therefore attempts to close the research gap by identifying the problems 
interfering with successful knowledge management and by providing solutions. 
Additionally, it presents different perspectives of how an implementation could be 
structured, including a proposed structure for internal certifications. 
 
This master’s thesis is conducted as an empirical case study at a Swedish construction 
company. The empirical data is collected through a series of interviews conducted with their 
employees as well as with scholars within the field of construction management. 
Additionally, the findings are divided into technical and social structures based on a 
framework provided by Neve (2014). This master’s thesis is written in collaboration with 
Serneke, which is a new and expansive construction company operating in construction, civil 
engineering, project development and property management (Serneke, u.d.a). 
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1.1. Background 
The Swedish construction industry has changed dramatically over the last forty years (SOU, 
2002). Some examples include a recession in the 1990s, The Million Programme and an 
evolving advancement towards fewer and larger construction companies (SOU, 2002). 
Within recent years, the Swedish construction industry has seen considerable growth in both 
public infrastructure and housing projects (Sveriges Byggindustrier, 2017). Much of this 
growth is confined within specific areas and a lack of skilled workers is often cited as one of 
the main reasons new construction cannot be started (Kesselfors, 2017). The Swedish 
construction industry is often labeled conservative, short-sighted and a slow innovator 
(SOU, 2009). The construction industry corresponds to 9% of Sweden’s GDP and Eriksson 
(2013) therefore highlights that an innovative and efficient construction industry is of high 
societal relevance (Sveriges Byggindustrier, 2015). 
 
Several authors have studied the impact of knowledge management. Ingemansson (2012) 
outlines that the drive for innovation and improvement is dependent on knowledge. She 
further claims that the most pursued improvement for companies within the construction 
industry seems to be different kinds of knowledge management. Within the Swedish 
construction industry, knowledge management exists in most major companies (e.g. Schultz 
& Strömberg (2013)). The term was first introduced by Polanyi (1966) and has been 
interpreted in many ways since. Both social and technical solutions to knowledge 
management seem to exist (e.g. Neve (2014), Hansen et al. (1999)) and the number of tools 
and processes available is vast (Cerchione & Esposito, 2017). Previous research seems to 
favor a descriptive approach in which problems are identified rather than focusing on the 
implementation (e.g. Schultz & Strömberg (2013), Larson & Öhlund (2015) and Hedberg & 
Westerlund (2015)). 
 
Several actors in Sweden are trying to implement knowledge management as a way of 
decreasing costs. NCC tries to deal with improvement suggestions and experiences through 
its work processes (Schultz & Strömberg, 2013). Attempts are done with project workshops, 
where involved members from all disciplines evaluate and learn from completed projects 
(Schultz & Strömberg, 2013). At Skanska, efforts are made to reduce accidents (Skanska, u.d). 
Work processes are aligned with these efforts and as a result, accidents and near-misses are 
monitored and appropriate actions are taken and shared. On top of extensive safety 
measures, interviewed site managers at Skanska mention both protocols for increased 
efficiency and study visits to help learn from other projects within the organization (Schultz 
& Strömberg, 2013). PEAB uses a knowledge council which gathers information from 
different post-project review meetings and sends out advice through their experience 
magazine (Larson & Öhlund, 2015). Hedberg & Westerlund (2015) describe how the methods 
at Veidekke revolve around technical systems and documenting errors.  
 
Serneke has a database in place where information about projects is stored. However, not 
unlike similar companies within the industry, there seems to be a gap between the 
acquisition of knowledge and the transfer of knowledge.  
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1.2. Research problem 
The need for new housing and improved infrastructure in Sweden is vast (Boverket, 2017). 
As a result, students, underprivileged and unemployed citizens struggle to find a residence 
and the basis for Swedish growth and welfare is hindered (e.g. Sveriges Byggindustrier 
(2017), Kaplan (2016)).  
 
Previous research suggests that this problem, along with many others could be improved 
with the help of knowledge management (see section 2.5). Several industries are trying to 
manage the implementation of knowledge management and have previously done so 
successfully. The textile industry considers knowledge the main source of competition and it 
has previously been described as a reason for minimized mistakes and increases in supply 
chain performance (Seher, 2014). Gray (2013) argues that surgeons are facing a major 
revolution adapting to incorporating knowledge. In comparison, the construction industry 
seems to differ due to its conservative nature. The push for new implementation has proven 
to be difficult (Yitmen, 2007).  
 
No formal program for knowledge management exists at Serneke. Several employees 
suggest areas of improvement and ideas for new structures and processes. The contribution 
to science aims to provide insight into the unique problems that arise from Serneke’s light 
administrative organization and provide suggestions on how they can be handled. 

1.3. Purpose and Research Questions 
The purpose of this master’s thesis is to examine how the knowledge management processes, 
tools and methods can be improved at the Region East office of Swedish construction 
company Serneke. The association with Serneke originated from a discussion with a project 
director interested in knowledge management. Serneke Region East believes that its work 
with knowledge management can be improved, however, little time or effort is dedicated to 
this. Table 1 illustrates the process for which this thesis examines the knowledge 
management structure and its implementation at Serneke Region East’s office. 
 
Table 1 – Research questions 

Number Question 
RQ 1 How does the structure of knowledge management at Serneke work today? 

 RQ 2 How could the structure of knowledge management be handled at Serneke? 
RQ 3 How could the implementation of knowledge management be handled at 

Serneke? 

1.4. Delimitations 
To maintain a narrow scope, this master’s thesis will have a company-specific delimitation to 
Serneke Region East. The project data is also geographically focused on construction projects 
in Stockholm to maintain relevance to similar projects in the future.  
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2. THEORETICAL FRAMEWORK 

The theoretical framework provides a basis for the interview guide and the empirical study. 
All sections in this chapter are carefully selected to operationalize the research questions. The 
first section of the theoretical framework defines some of the fundamental concepts used 
within this thesis. Following this, a framework is formed in section 2.2 which divides 
knowledge management into social (personalization) and technical (codification) structures. 
This framework functions as a basis for the interview guide. The following two chapters 
serve as foundation for the third research question, focusing on incentives and 
implementation. A number of case studies within the construction industry is presented and 
discussed in section  2.5 while section 2.6 introduces the societal aspects of this study and 
knowledge management. The justification for each section and their relevance for the study 
is illustrated in Table 2. 
 
The authors emphasize the ethical and societal aspects of construction. As sustainable 
construction is of importance for the future through sustainable development, the authors 
wish to discuss the connection between knowledge management and sustainable 
development.  
 
Table 2. Theoretical Justification 

Section Content Motivation RQ 
2.1 Definitions Clearly define fundamental concepts 1, 2 
2.2 Frameworks Divide concept into manageable parts for interview 1, 2, 3 
2.3 Incentives Examine key areas where focus is needed for 

implementation 
3 

2.4 Organizational 
learning 

Study methods and approaches for implementing 
improvements 

3 

2.5 Case studies Link theoretical concepts to practical real-world cases 3 
2.6 Societal aspects Link to real-world application of improved KM 3 
2.7 Summary Summation of crucial concepts and theory - 

2.1. Definitions: Crucial concepts and explanations 
Knowledge management is a concept in which definitions change. Frappaolo (2006) 
highlights that the lack of a singular definition has delayed a more wide-scale deployment of 
knowledge management. The terms knowledge and knowledge management could be 
perceived in a number of different ways.  
 
Knowledge is defined as personal, connected in some way to information or events and 
something which aids action in this thesis. Tsoukas & Vladimirou (2001) mention that 
researchers and practitioners alike are using the word knowledge synonymously to digital 
information and  are focusing on storage and categorization. It is therefore important to 
point out the distinction between data, information and knowledge. Bolisani & Handzic 
(2015) propose that “to try and base an explanation of KM on a single definition of 
knowledge is simply a strategic error; it cannot work” (p. 5).  
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Winch (2009) defines knowledge as a stock of information while Davenport & Prusak 
(2000) choose to define knowledge as a framework for evaluating and incorporating 
experiences. Tsoukas & Vladimirou (2001) state that some researchers believe that a more 
formal definition of knowledge will end up complicating things further. Bell (1999) suggests 
that knowledge is the judgement of the significance of events and items where data, 
information and knowledge are arranged on a continuum. Tsoukas & Vladimirou (2001) 
conclude that a satisfactory definition is that “knowledge is the individual ability to draw 
distinctions within a collective domain of action based on an appreciation of context or 
theory, or both” (p. 979). Just like Winch (2009) and Davenport & Prusak (2000) argue, 
knowledge relies on information and action. A distinctive trend and a satisfactory definition 
for this thesis is therefore that knowledge should be personal, connected in some way to information 
or events and something which aids action. 
 
Knowledge can be divided by its characteristics, where Michael Polanyi (1966) argues for the 
use of explicit and tacit knowledge. These concepts are rarely overlooked when discussing 
knowledge (e.g. Winch (2009), Hallin & Gustavsson (2013), Frappaolo (2006)). Gourlay (2007) 
presents the different use of the words from articles within the field, naming at least six 
different definitions being used interchangeably.  
 
Explicit knowledge is defined as knowledge fully communicable between individuals and is 
used synonymously with information in this thesis as suggested by Frappaolo (2006) and 
Winch (2009).  
 
Tacit knowledge is harder to express and is closely related to personal skills. For this reason, 
it is often perceived as harder to capture. In line with these boundaries and the problems 
previously highlighted by Gourlay (2007), tacit knowledge is defined similarly to the 
definition presented by Chugh (2015). For this thesis, tacit knowledge can be defined as skills, 
ideas and experiences that people have in their minds and which therefore are difficult to access or 
express. 
 
Like the previous concepts, knowledge management is given many definitions and 
meanings. For the course of this thesis, a formally declared definition is important. This 
thesis therefore uses a definition inspired by Frappaolo (2006), Tsoukas & Vladimirou (2001), 
Tan et al. (2007), Koenig (2012), Karlsen & Gottschalk (2004) and Neve (2014), defining 
knowledge management as: 
 
Knowledge Management is the leveraging of collective wisdom to improve the process of creating, 
sharing, transferring, capturing and using knowledge in a company. 
 
The definition relies on several important theoretical notions. An important part of this 
definition relies on Tan et al. (2007) who describe the central elements of knowledge 
management as gathering, sharing, recycling and managing knowledge. Likewise, Koenig 
(2012)  propose that knowledge management is the process of capturing, distributing, and 
effectively using knowledge. Karlsen & Gottschalk (2004) also suggest using a similar 
definition stating that: “Knowledge Management is a method to simplify and improve the 
process of creating, sharing, distributing, capturing, and understanding knowledge in a 
company” (p. 4).  
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According to Neve (2014), a widespread definition is that of the American consulting 
company Gartner Group (2014), writing (and later rewriting) that “Knowledge management 
(KM) is a business process that formalizes the management and use of an enterprise’s 
intellectual assets. KM promotes a collaborative and integrative approach to the creation, 
capture, organization, access and use of information assets, including the tacit, uncaptured 
knowledge of people”. Furthermore, Frappaolo (2006) proposes that knowledge 
management is the leveraging of collective wisdom to increase responsiveness and 
innovation. This definition relies on the fact that knowledge is connected and precipitates 
action. Tsoukas & Vladimirou (2001) further argue that knowledge is closely connected with 
action. Both of these definitions highlight the need for knowledge management to actually 
use the knowledge. 

2.2. Knowledge management: Social or Technical? 
Knowledge management and its associated field could be described and divided into two 
separate entities.  Hansen et al. (1999) assert that there seem to be two distinctive views of 
knowledge management. The first one is called the codification strategy and is heavily 
reliant on IT-solutions, databases and categorization. The second strategy relies on 
personalization and spreading knowledge through socialization and person-to-person 
meetings. Hansen et al. (1999) mention several different aspects to these strategies. The 
codification approach is best suited for standardized solutions and repetitive tasks, whereas 
the personalization approach is useful for creative and highly analytical problems. Neve 
(2014) refers to these terms as technical and social processes. According to her, the social 
processes emphasize on learning as a dynamic, relational and context-dependent social 
activity whereas the technical strategy relies on IT-based systems and codification.  
 
Three distinctive processes to knowledge management are important for this thesis. In line 
with Cerchione & Esposito (2017) and based on work by Kanat & Atilgan (2014), Alavi & 
Leidner (2001), Corso et al. (2003) and Cerchione et al. (2015), the knowledge management 
processes could be clarified as being divided into the creation, storage and transfer phase of 
both knowledge management tools and practices. This way of dividing the knowledge 
management processes is useful for both social and technical approaches. 

Technical strategy 
A successful technical approach relies on certain crucial factors and IT-solutions. Wang & 
Wang (2016) highlight the many uses of knowledge management systems to facilitate the 
creation, storage, retrieving, transferring and application of organizational knowledge. 
Furthermore, knowledge repositories, knowledge maps and collaborative tools are described 
as frequently used IT-solutions. Important factors for knowledge management are identified 
as management leadership (e.g. Akhavan et al. (2005), Nevo & Chan (2007)), information 
technology (e.g. Wong (2005), Chong (2006)) and culture (e.g. Akhavan  et al. (2005), 
Heaidari et al. (2011)). Furthermore, McInerney & Mohr (2007) highlight the many important 
influences in knowledge management development within an organization. They state that 
technology factors, line management support as well as human resources and practices play 
important roles. Cerchione & Esposito (2017) study the usage of different tools labeled as 
KM-Tools, where E-mail and databases emerge as the most commonly used systems. 
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Dealing with the technical strategy and the storage of less complex knowledge, problems 
seem to arise from the implementation of technology and information factors. More complex 
knowledge seems to focus on management support and human resources as outlined above 
by McInerney & Mohr (2007). 

Social strategy 
The social strategy often pursues different knowledge management practices rather than 
tools. Cerchione & Esposito (2017) specify the different practices with notable examples 
being problem solving, knowledge mapping, mentoring and job rotations. Neve (2014) 
stresses that the primary purpose of this strategy is to communicate knowledge rather than 
to store it, with methods such as brainstorming meetings, telephones or face-to-face contact. 
Hansen et al. (1999) argue that this strategy is dependent on developing networks, 
rewarding people for directly sharing knowledge and facilitating communication as a mean 
of exchanging tacit knowledge. Frappaolo (2006) suggests implementing positions such as 
knowledge managers or knowledge stewards whose sole purpose is to collaborate, oversee 
and coordinate the knowledge flow between individuals. 
 
Another aspect of the social strategy is knowledge sharing as mentioned by McInerney & 
Mohr (2007). They further state that knowledge sharing can be regarded as an iteration of 
conversations, reflections and absorption of knowledge as also described by Nonaka & 
Takeuchi (1995). This strategy, just like the personalization strategy, is predominantly a 
social one. One of the key factors is therefore an overarching trust within the organization in 
conjunction with an open culture (McInerney & Mohr, 2007). A crucial reasoning behind 
knowledge sharing is that information and knowledge frequently exist within the minds of 
individuals or communities, the problem is transferring this knowledge to other individuals 
or communities (Easterby-Smith, et al., 1999). 

2.3. Incentives: Influence learning in construction? 
A successful knowledge management implementation is dependent on motivation. Different 
approaches to motivation and incentives exist in the construction industry. Maslow’s (1954) 
hierarchy outlines different needs, ranging from physiological to self-actualization. Katz & 
Kahn (1978) identify ways organizations can stimulate employees’ inner motivation; 
mentioning meaningful roles, strong collective desires, active engagement and rewards. A 
second approach to incentives in the construction industry seems to highlight the importance 
of the different procurement methods used (e.g. Högberg (2014), Borg (2011)). 
 
Motivation can be boosted by creating incentives. Fell-Carlson (2004) experiments with 
different incentive programs based on safety performance, both social recognition and 
financial rewards. Sparer & Dennerlein (2013) evaluate different rewards for when safety 
thresholds are reached. However, Ibironke et al. (2011) argue that motivation can be 
achieved without the external stimulus of money. They present sixteen different drives for 
motivation within the construction industry where positive attitudes as well as the workers’ 
cooperation with top management were considered important. Further findings from The 
Business Roundtable (1982) indicate that a vital part of motivation may be not only to 
accentuate the positive influences but also to eliminate the negative ones.  
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The report states that surveys from major construction projects list lack of material, lack of 
recognition and poorly trained foremen as some of the more common de-motivators. The 
report lists five primary categories of motivational programs: Goal setting, incentives, 
positive reinforcement, worker participation and work facilitation. 
 
Frappaolo (2006) discusses incentives to motivate knowledge management implementation 
and highlights the importance of customizing the system used to meet each organization’s 
needs. When jump-starting a knowledge management initiative, financial rewards may 
provide beneficial results (e.g. Sparer & Dennerlein (2013), Fell-Carlson (2004) and The 
Business Roundtable (1982)). Furthermore, defining knowledge management and knowledge 
sharing as part of a job description or simply presenting awards as a social recognition of a 
job well done could aid in motivating workers (Frappaolo, 2006). 
 
Certifications 
Many positive aspects of certifications seem to exist. Fertig, Zeitz, & Blau (2009) stress that 
certifications can be used for boosting genuine learning and performance, but that it could 
also be exploited for credentials to gain prestige. They further believe that employees’ tacit 
knowledge could be codified during a certification process which in turn could help 
standardization and what they refer to as the “person-job fit”.  
 
Rodríguez-Ortiz (2003) argues that little research has been conducted on quality certification 
of knowledge management systems. Fertig (2010) also argues that despite the availability of 
many different certifications, academic research on the subject is sparse. His results indicate 
that the use of certification systems may signify job commitment and competence. Fertig 
(2010) further notes that the lack of certification research constitutes a research gap. 
 
Different industries have adapted certifications. Pierson, Frolick, & Chen (2001) mentions 
how lawyers, doctors and accountants are examples of professions promoting certifications 
within their fields. They further argue for the use of proprietary or professional certifications 
and that external certification can be costly, time-consuming and generic. Following this, 
they propose that implementing internal certification systems might be beneficial. 
 
Research on certification systems is mainly conducted within the field of human resources. 
Torraco (1999) argues that the skills examined in a certification process is often distributed 
among the project team making them hard to measure. Fertig, Zeitz, & Blau (2009) identify 
three important aspects for implementing a certification system. They argue that the system 
needs to be meaningful with a clear value, choices should be available and the participants 
need to commit to the certification process voluntarily. They further list five key aspects that 
are requisites for an effective certification system as illustrated in Figure 1.  

 
Figure 1. Key aspects for a successful certification system. Adapted from “Building Internal Motivation for 
Worker Competency Certifications: A Critique and Proposal“, by Fertig, Zeitz, & Blau (2009), Human Resource 
Development Review, p. 192-222 
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Other researchers also argue for different key aspects to certification. Sackett et al. (2001) 
mentions that cognitive tests can be used but proposes more prominent use of other 
methods, such as relevant job experiences. Fertig, Zeitz, & Blau (2009) argue that certification 
assessments and training should include a wide variety of skills. They suggest practical 
skills, basic principles, information, tacit knowledge as well as what impact the certification 
has on customers and society as a whole. Fertig, Zeitz, & Blau (2009) further propose a 
system of self-assessment to measure these skills.  

2.4. Organizational learning: Implementation 
One of the fields influenced by the knowledge management field is that of organizational 
learning. Whereas the focus of knowledge management lies in understanding the processes 
and tools used to enhance knowledge, organizational learning attempts to pinpoint 
approaches suitable for spreading this knowledge.  
 
Several important factors for organizational learning exist. According to Flores et al. (2010) 
the most fundamental part of organizational learning is a company’s culture. Furthermore, 
different core components for organizational learning models deriving in six distinctive 
features are proposed: information acquisition, distribution, interpretation, integration, 
storage and institutionalized. Participative decision making is deemed the most important 
factor followed by transformational leadership and organizational openness (Flores, et al., 
2010). 
 
Taylor et al. (2010) discuss sustained productive learning. They argue that the organizational 
change needed for learning follows in the wake of outdated approaches revealed by 
conducting post-project reviews. The culture of an organization is considered one of the most 
crucial factors for successful learning. Following this, Taylor et al. (2010) propose three 
critical propositions based on commitment and trust for a functioning implementation of 
new organizational learning methods. In line with Flores et al. (2010), culture and leadership 
are deemed important but Taylor et al. (2010) argue that sustained productive learning relies 
on new members being integrated through methods of socialization.  
 
Oelze et al. (2016) conclude that organizational learning is important and that it is often 
established as a result of training, knowledge acquisition, and management. Furthermore, 
their results suggest that many firms lack systematic processes when developing 
organizational learning. As a result of this, the organizational learning in most firms is 
subconscious, lacks a clear direction and could be improved substantially.  

2.5. Implementation: Previous cases and problems 
Achieving knowledge management improvements in a company seems to be dependent on 
its implementation. Table 3 displays a list of case studies in knowledge management 
implementation under different circumstances. The evaluated studies differ in many aspects; 
such as the number of companies investigated, the size of the companies investigated and 
their locations. The articles are divided in two sections depending on the origin of the 
investigated cases. The first section consists of studies deemed relevant for knowledge 
management implementation within the construction industry while the second section is 
also limited to Sweden. 
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Improving knowledge management has the potential to yield positive results. A functioning 
knowledge management structure has the potential for cost savings of 5-10% of total project 
costs according to Bigliardi et al. (2010). Furthermore, improved social sustainability is 
possible according to Löwenberg & Uskali (2017); as well as enhanced knowledge sharing 
and collaboration according to Okere (2017). 
 
Several factors seem crucial for successful implementation of knowledge management 
systems. However, there seems to be reoccurring ones. Indeed, most of the successful case 
studies come to similar conclusions. The most important implementation factors seem to be 
dividable into two categories – social factors and IT.  The case studies with focus on the 
social factors are considering things such as organizational culture, mentorship programs, 
how to motivate employees and how to create incentives. They are also investigating 
communities of practice and hiring experts for enforcing knowledge exchange at the end of 
projects. The case studies with focus on IT are mostly focused on creating or evolving 
existing databases or refining best practice procedures. 
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Table 3 – Case studies with focus on implementation 

Study Company size Cases Country Key implementing factors Results/Impact 
Tan et al. (2007) Medium 1 UK Project knowledge manager, commitment Increase in exploitation, culture of knowledge 

sharing 
Okere (2017) Large 1 North America Culture, IT-systems and awareness of KM Enhances knowledge sharing and collaboration 
Hashim et al. (2014) Large 181 Malaysia -  Modest practices of applying stored knowledge 
Mahfouz (2014) Theoretical approach -  -  Large databases, Interoperability, Culture -  
Bigliardi et al. (2010) Large 1 Italy Group of experts provide knowledge for IT-system 5-10% cost saving in each project, low experience 

workers can manage new projects  
Dave & Koskela (2009) Small 1 England Easy to use IT-system, Culture, Top management 

support 
Knowledge applied at workplace 

Forcade et al. (2013) Large 70 Spain ICT-tools, Communities of practice Main obstacles are a change of mentality needed to 
introduce a KM-system 

Wibowo & Waluyo (2015) Large 54 Indonesia  Knowledge management maturity  - 
Belay et al. (2016) Government - Norway Implementing a systematic knowledge management 

strategy 
Smaller projects are better for new learnings, bigger 
projects are better for using existing knowledge 

Ingemansson (2012) All sizes  441 Sweden Mentorship, Knowledge exchange at the end of projects Larger companies provided more affordable 
products for the same price 

Josephsson (2003) Projects 6 Sweden Social factors and culture - 
Backlund et al. (2014) Large 1 Sweden Motivation and clear advantages of implementation  - 
Sverlinger (2000) Large 4 Sweden Assign formal roles, choose a business strategy and relate 

to a knowledge strategy, improve career paths for 
younger consultants 

- 

Löwenberg & Uskali (2017) Government - Sweden Improve the social interaction and set clear boundaries Improve social sustainability 
Schultz & Strömberg (2013) Large 2 Sweden Commitment, Culture Better production capabilities 
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2.6. Implication for societal aspects 
Sustainable construction is considered an important issue for the field of construction, both 
within production and within the academic field (Zuo, et al., 2014). Sustainable development 
is usually defined by three dimensions: Social, economic and environmental (Edum-Fotwe & 
Price, 2009). These three dimensions are often illustrated by three overlapping circles, where 
the degree of overlap between the circles displays the level of sustainability in a project. 
However, the social dimension is usually considered the weakest one as it lacks analytical 
and theoretical underpinnings (Labuschagne & Brent, 2006).  
 
Zuo et al. (2014) present new indicators for social sustainability and argue that open 
communication amongst all stakeholders, ensuring adequate infrastructure for future needs, 
designs to compliment the character of the area and designs for future transport needs are 
important. Hörisch et al. (2015) imply that larger companies (over 250 employees and  above 
€ 50 million annual revenue) more easily adapt their methods to sustainability and that 
knowledge is the key difference between large companies and SMEs (Small and Medium 
Enterprises). 
 
Pietrosemoli & Monroy (2013) argue that sustainable construction is frequently limited 
because of arising problems in projects. Learning from previous mistakes can help problem 
solving hence increasing construction performance. They further conclude that a knowledge 
management approach would support the sustainability goals. Lopes et al. (2017) argue that 
organizational sustainability is dependent on managing new knowledge. They therefore 
claim that leveraging knowledge management can serve as a mean of promoting sustainable 
innovations. Kaiser et al. (2016) study knowledge management for conducting sustainable 
research projects. Some of the findings indicate that knowledge management fulfills the 
requirements for transferring knowledge about sustainability.  
 
Spangler et al. (2014) argue that large industrial companies need to balance competing 
interests among their shareholders for pursuing environmental practices. One finding they 
presented was that best practices and data analysis have the potential to create sustainable 
projects. They further argue that the knowledge gained might result in improvements in 
response times, waste reduction, safety and cost savings. Serneke considers its work with 
sustainability an integrated part of their operations, it is therefore crucial that potential 
structures and implementations are aligned with a sustainable way of working (Serneke, 
u.d.b). 

2.7. Theoretical summary: A glance at our thoughts  
Several definitions, a framework and different means for creating incentives and 
implementation are presented earlier in this chapter. Knowledge management is defined as 
the leveraging of collective wisdom to improve the process of creating, sharing, distributing, 
capturing and using knowledge in a company. The chosen framework further divides this 
into social and technical. Because of this, comparisons between the two systems and crucial 
factors can be distinguished and presented in the empirical section. To better understand the 
needs of an improved knowledge management approach, different ideas for motivation are 
proposed in section 2.3.  
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To improve the knowledge management processes, implementation is studied revealing 
three distinctive needs: Incentives, top management support and a systematic approach. 
These different needs are integral parts of the interview questions and the answers are 
compared in the analysis section. Section 2.5 looks at case studies. It has become evident that 
many of the theoretical studies connect the success of an implementation to a few crucial 
implementing factors. Lastly, section 2.6 presents the three dimensions of sustainable 
development. 

Implication for empirical research and analysis 
Although parts of the theoretical framework are incorporated in the analysis, its main 
purpose is to serve as a basis for the interview guide as illustrated in Figure 2. 
 

 
Figure 2. Underlying structure for empirical research 

This interview guide is then used as the basis for conducting the empirical interviews and 
examining the proposed research questions. As this thesis aims to use the theoretical 
framework as a basis for the interview guide, the empirical findings will be relying on the 
answers provided rather than the scientific journals. However, these articles provide weight 
and connect the scientific theory to statements from the interview participants. 
 

Interview Guide and 
understanding of the 

subject 

Technical 
structure 

Theoretical 
Framework 

Social 
structure 
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3. METHOD 

The authors strive to present the contents of this thesis through a rational disposition. The 
method section is followed by the empirical findings, analysis, discussion and conclusion. 
Empirical data is gathered through interviews and observations and serves as foundation for 
our findings. 
 
The interviews are mainly held with Serneke employees in crucial positions within 
construction projects as well as scholars within the knowledge management field. Aside 
from interviews, the empirical evidence of this paper includes an observation of Serneke’s 
databases and their other IT-tools for gathering and storing data. The analysis section 
contains a breakdown of the findings and the discussion provides insight on how these 
might be applicable to other scenarios, cases within the industry and their impact on 
sustainability. The discussion presents the findings in a broader context and the conclusion 
summarizes the findings together with suggestions for further research.  

3.1. Theory 
The aim of this section is to introduce the reader to this thesis’ methodology as well as the 
process of collecting and analyzing information. 

Deciding on a research method 
This thesis is conducted as a case study using a qualitative approach. Qualitative research is 
oriented towards analyzing concrete cases based on their temporal and local settings as 
stated by Flick (2009). Qualitative research methods are preferred over quantitative research 
methods when dealing with complex research questions rather than hypothesizes which can 
be falsified objectively (Mason, 2002). This is aligned with the purpose of this thesis which 
aims at producing a narrow empirical study of Serneke’s processes rather than a broader 
study of the entire construction field. Qualitative methods usually lack the possibility to be 
replicated and since the data is subjective rather than objective, qualitative studies often 
produce observations rather than results (Shuttleworth, 2008a).  
 
There are numerous reasons why a quantitative approach is a less suitable approach for the 
research design of this thesis. Studies obtained through quantitative research methods are 
usually consistent with “the scientific method” and are typically considered objective and 
unbiased (Mazzarol, 2016). However, using quantitative methods require the collection of 
large data sets which could prove difficult as every project is unique per definition (e.g. 
Mazzarol (2016), Karrbom Gustavsson & Hallin (2015)). Aside from this, because of the 
objective nature of the results obtained from quantitative studies, they are better at proving 
or disproving facts than presenting reasoning (Shuttleworth, 2008b). As the purpose of this 
thesis is to examine how the knowledge management processes, tools and methods can be 
improved at Serneke, a qualitative research design suits this purpose best. 
 
This study is conducted using a case study approach at Serneke. Bryman & Bell (2011) claim 
that some of the best-known studies in business and management research are based on a 
case study approach.  
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Case studies are suitable when studying a process with the purpose of capturing it in detail 
as well as examining a specific situation to analyze a more general problem (Flick, 2009). This 
thesis strives to investigate the development of knowledge within Serneke. Therefore, it is 
conducted according to the case study design following the positivistic approach (e.g. Yin 
(1984), Eisenhardt (1989)) distinguished by its goal to generate generalizable propositions 
and theory using multiple methods of data collection.  
 
For the empirical section of this thesis, semi-structured interviews are chosen as the primary 
instrument for collecting data, following the approach of Mohd Noor (2008). Many 
researchers favor the interview approach for collecting data. Stake (1995) mentions that one 
of the benefits of case studies is the possibility to portray different views and interpretations 
of the case through interviews. Furthermore, Bryman & Bell (2011) present many case studies 
in which conducting interviews have proven successful.  
 
The quality of a case study is dependent on what data is collected in the empirical chapters 
(Flick, 2009). More specifically for this thesis, this means choosing appropriate interview 
subjects. The authors aim to examine the structures at the Region East office of Serneke and 
thoroughly choose relevant interview subjects thereafter. Interview topics and questions 
were prepared in advance, but the participants are encouraged to go off-script. When 
selecting the interview subjects for the empirical section of this thesis, the subjects are 
divided into three different categories based on work position as illustrated in Figure 3.  

 
Figure 3. Breakdown of interview participants 

The first group consists of participants working directly or indirectly with the production of 
construction projects. This group includes site managers, project engineers, project directors, 
the maintenance division and the Health, Safety, Environment and Quality (HSEQ) division. 
These are all critical positions for successful construction projects and their opinions on how 
well the knowledge transfer is working will therefore be relevant for this thesis. The second 
group consists of people in management positions. This group consists of Serneke’s CEO, the 
regional director of Region East as well as the head of HSEQ. While they are not working 
directly with the construction projects, their opinions are highly relevant as they have a deep 
understanding of the organization as well as the power to implement and change different 
structures. The third group consists of people without ties to Serneke.   
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However, this group consists of academics within the construction industry. Three different 
scholars volunteered for this thesis. These scholars have experience from the industry and 
have been chosen because of their previous research within the knowledge management 
field and their affiliation with the Royal Institute of Technology (KTH). The focus in these 
interviews is therefore how knowledge management should work as well as ideas for 
implementation and creating incentives for change. 

Validity and credibility in scientific research 
Identifying threats to validity in scientific research is vital for its credibility. Analyzing the 
validity of this case study is done by analyzing how the results and conclusions might be 
wrong and what plausible alternative interpretations there are for this, as well as how the 
gathered data could challenge our analysis and conclusions (Maxwell, 2009). 
 
Construct validity in this thesis is increased by carefully choosing interview subjects. 
Measuring construct validity means measuring the extent to which an operationalization 
reflects an intended concept (Grüne-Yanoff, 2017a). This becomes particularly relevant when 
investigating how the knowledge management is being handled at Serneke today. The 
question is primarily answered by interviewing Serneke employees with insight in how the 
knowledge management works today. Mistakes such as interviewing people who are not in 
relevant positions, asking the subjects leading questions or asking them questions they lack 
competence to answer will be paid attention to; to increase construct validity. Strauss & 
Smith (2009) highlight that researchers should be careful when drawing conclusions from 
constructs that could have multiple explanations.  
 
The external validity of a case study measures the extent to which it is possible to draw a 
generalization to a larger population based on a result (Grüne-Yanoff, 2017b) (Prochaska, 
2012). In this thesis, the primary source of data gathered is from Serneke employees. The 
external validity will become relevant when dealing with to what extent the conclusions of 
this thesis can be applied to different companies, different parts of Sweden or even different 
parts of the world.  
 
Internal validity is strengthened by conducting multiple interviews. The term refers to the 
legitimacy with which a conclusion can be made about the dependent variable by analyzing 
the independent variable rather than some other explanation (Grüne-Yanoff, 2017b) 
(Prochaska, 2012). Increasing internal validity in this thesis is done by data triangulation 
through several interviews with Serneke employees in the same position when possible. 
Furthermore, method triangulation is done through comparing the interview findings to 
observations. There is usually a tradeoff between internal validity and external validity. 
When conclusions are drawn from information specific to Serneke, these conclusions cannot 
be assumed to be applicable to similar companies.   

3.2. Ethics 
The ethical principles covered by this thesis could be divided into five categories of which 
four are inspired by Diener & Crandall (1978): Harm to participants, informed consent, 
invasion of privacy and deception. The fifth term is named dilemmas and raises the concern 
of bias following the monetary involvement of Serneke. 
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Harm to participants 
Research is conducted with respect for human and fundamental rights (CODEX, 2017). 
Following the Academy of Management’s (2006) code of ethical conduct, it is important to 
note that the researchers have a responsibility to assess the possibility of harm for the 
research participants and act accordingly to minimize and mitigate risks (Academy of 
Management, 2006). 

Informed consent 
When conducting interviews, the fundamental requirement of informed consent is followed 
(e.g. CODEX (2017), Cassileth (1980) and Miller & Bell (2002)). The participants are presented 
the outline of the thesis and are informed that they may end the interview at any point. 
Interviews are only conducted with participants with the ability to give informed and 
voluntary consent. Furthermore, participants are told of any observation techniques and 
recording equipment used before beginning the interview. If no recording equipment is 
used, notes will be taken, transcribed and later sent to the interview subject for approval. 

Invasion of privacy 
This thesis is done in accordance with the ethical policy of the Royal Institute of Technology 
in which information is handled objectively, impartially and honestly. Sensitive personal 
information is also handled carefully (KTH, 2016). The participants’ identities are treated 
anonymously. Furthermore, the gender-neutral pronoun they is used to further mask the 
identity of the participants and because their gender holds no relevance to this thesis. 
However, if the identity of a certain interviewee holds significant influence to the credibility 
of their statement and if agreed upon by the subject, their identity will be presented. 

Deception 
As a way of upholding scientific conduct (e.g. Sveriges Ingenjörer (u.d), KTH (2016)) 
deception should be minimized and mitigated (Academy of Management, 2006). Both the 
purpose of the study and the research participants’ understanding of it is confirmed in order 
to ensure both professional self-interest and upholding scientific credibility. 

Dilemmas  
This thesis is partially funded by the publicly traded company Serneke. Ethical problems 
could arise due to this affiliation. The work and research conducted in this thesis is therefore 
performed independently and should not be compromised by the source of funding. This 
thesis is also examined by an independent supervisor. Further problems could arise as a 
consequence of making the research and its associated data public as much of the empirical 
findings is directly related to information kept within the company. 

3.3. Research Design 
Following the theoretical approach to research, this section describes the processes behind 
the empirical gathering. The section provides insight into how interviews, paper selections 
and observations were handled. Lastly, a description about how these findings will be used 
in the analysis is presented. 
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Interviews 
The cumulative construction expertise at Serneke spans thousands of projects and this 
knowledge is accessed through interviews. Workers in key positions are first identified and 
then questioned on organizational behavior, communication flow and the structures at 
Serneke. Following a clear understanding of this, more specialized questions can be asked, 
resulting in more specific answers. The location for the interviews vary, site manager 
interviews are performed on-site while employees at the Region East office are mostly 
interviewed separately in conference rooms within the facility. 
 
The participants are asked for permission to record the interviews and if declined, interview 
notes are taken and later approved. The recorded interviews are transcribed to permit 
repeated examinations as well as evaluation by other researchers in the field as proposed by 
Heritage (1984). To avoid linguistic problems associated with transcriptions, interviews will 
be kept in their original form as translating the Swedish interviews to English would risk 
reconstruction of social concepts and meanings (Xian, 2008). 
 
Questions for the interviews are designed and based on the theoretical framework. The 
interviews are performed according to the semi-structured approach and in order to obtain 
authentic and genuine answers, the participants are not allowed to preview the questions. 
Interview questions are adapted as the interviews become more specialized following new 
revelations. Furthermore, different questions are prepared following interviews with 
different departments and positions, as seen in section 10.1. 

Paper selection  
Dealing with state-of-the-art science is done through regular and iterative searches for new 
publications throughout the course of this thesis. The authors are familiar with the concept of 
Knowledge Management through the master’s programme in Real Estate and Construction 
Management at the Royal Institute of Technology in Stockholm. Keywords relevant to the 
thesis are used to find journals through academic databases with searches being conducted 
using KTHB Primo and ScienceDirect. These journals serve as basis for understanding the 
subject and complementing both the empirical process and analysis. The retrieved articles 
are examined for relevance. Articles deemed relevant are saved, categorized and later read.  

Observations 
Several observations are made in order to complement the interviews. The IT-tools used at 
Serneke are examined with a focus on internal databases. This allows for in-depth questions 
about the systems when conducting the interviews. Examining their project management 
tool is made possible as access to a limited number of projects was previously granted. The 
observation is focused on different functionalities, what information can be stored as well as 
the quality of the documents stored. Observations related to the intranet are performed by 
reading different internal documents and looking through the user interface. Furthermore, 
informal communication on site and at the office is identified, serving as a measurement of 
how reliable the participants’ answers are.  
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Utilizing the empirical findings 
As the focus of the three research questions is different, it would be unwise to answer them 
in the same manner. The first research question is purely observational and highly relevant 
as a foundation for answering research question two and three, it is answered in the 
empirical chapter. Research question two is analyzed in chapter 5 and is divided into two 
sections, the current structures at Serneke and suggestions for improvements. Research 
question three is analyzed in chapter 6 and is divided into two sections as well, potential 
implementations and a proposed strategy. The design of the empirical chapter and the 
analysis chapters are illustrated in Figure 4. 
 

 
Figure 4. Structure for analysis 
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4. EMPIRICAL FINDINGS  

This chapter introduces the reader to the empirical findings gathered from both interviews 
and observations. The section first describes Serneke, Serneke’s organization and the 
interview participants. Following this, section 4.2, 4.3 and 4.4 correspond to research 
question one, two and three. 

4.1. Serneke: Introduction and general knowledge 
Serneke is a publicly traded company and one of Sweden’s fastest growing construction 
companies with offices located throughout the country (Sveriges Byggindustrier, 2017). The 
company was founded by Ola Serneke in 2002 and as of 2017 it is ranked as the ninth largest 
company within the Swedish construction industry based on revenue (Sveriges 
Byggindustrier, 2017). Serneke employs 900 people and currently has 201 active projects  
(Serneke, u.d.c) (Serneke, u.d.d). The company mainly focuses on three geographical areas: 
Region West, Region East and Region South. Although they cover larger areas, the regions 
are mainly operating in Gothenburg, Stockholm and Malmö. Top management is found in 
the main office which is in Gothenburg. A simplified organizational structure, relevant for 
this thesis is illustrated in Figure 5. The project directors manage separate units and have full 
autonomy over construction projects and the hiring processes. Each project director oversees 
different projects and site managers.  

 
Figure 5.  Organizational structure of Serneke 

Serneke offers services within construction, civil engineering, project development as well as 
property management using multiple methods of procurement (e.g. Design-Build, Design-
Bid-Build) (Serneke, u.d.a). The company’s vision is to grow into one of the leading 
contractors in the country through profitable growth and group cooperation (Serneke, u.d.e). 
The Region East office formed following a merger with Värmdö Bygg in 2014.  
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As a result of this merger, a comprehensive restructure started, incorporating the culture and 
work processes of Serneke (Byggvärlden, 2015). 

Functions at Serneke 
For the empirical section, interviews are conducted with site managers, project directors, the 
maintenance division, region directors, project engineers, HSEQ and the CEO of Serneke. 
 
A project director at Serneke oversees one or more result units within the company. They get 
to choose the projects they want and have autonomy over the hiring process. Formally, 
project directors only respond to the regional director and top management.  
 
A site manager operates on-site as the project director’s representative, being the person in 
charge on construction projects. The site manager reports back to the project director 
continuously, this usually involves information on what stage the construction projects are in 
and current complications. This way, the project director can keep up-to-date with the 
current state of their projects without having to visit the actual sites in person.  
 
A project engineer usually works side by side with and as a compliment to the site manager 
on-site. Their job is to manage project economy and measure profitability.  
 
The maintenance coordination division’s work is directed towards the landlord and their job 
is mainly to handle complaints from the residents of the finished projects by keeping an open 
dialogue with landlords. They also arrange after-inspections and coordinate repair work 
with the appropriate project director. 
 
The HSEQ division at Serneke acts as a support structure for the people working with the      
construction projects. Its primary function is quality assurance by supplying guidelines for 
the construction processes. If representatives from an active construction site request a 
specific guideline, the quality coordinator supplies them with these documents. If there are 
none, the quality coordinator is instead responsible for designing it.  
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Interview participants 
The participants of this study are illustrated in Table 4. Their experience from the 
construction industry is divided into three categories depending on duration. Less than five 
years is considered short, five to fifteen years is considered moderate and more than fifteen 
years is considered long. Their background is divided into either academic or construction. 
An academic background refers to relevant university-grade education.  
 
Table 4. Interview participants  

- Position Experience Background 
CEO Chief Executive Officer  Long Academic 
HSEQ1 Head of HSEQ Moderate Academic 
HSEQ2 Quality Coordinator Long Construction 
MC1 Maintenance Coordinator Long Construction 
MC2 Maintenance Coordinator Long Construction 
PD1 Project Director Long Construction 
PD2 Project Director Long Construction 
PD3 Project Director Long Construction 
PE1 Project Engineer Short Academic 
PE2 Project Engineer Short Academic 
RM1 Regional Manager Long Academic 
SM1 Site Manager Long Construction 
SM2 Site Manager Long Construction 
SM3 Site Manager Long Construction 
SM4 Site Manager Long Construction 
Abukar Warsame Scholar - Academic 
Per Erik Eriksson Scholar - Academic 
Hans Lind Scholar - Academic 

4.2. Current structure for Knowledge Management 
Following the framework introduced in the theory section, the structures presented in this 
section will be divided into technical and social ones.  

Technical structure at Serneke 
Different technical tools seem to exist at Serneke. Byggsamordnaren (Byggsam) is a project 
management tool used to gather information, mainly from the production phase. Internal 
communication, guidelines and news about projects are handled within Serneken, a 
company specific intranet. On a quarterly basis, newsletters are provided where articles 
about different projects and interviews with employees are presented. Access to Byggsam is 
granted on a case by case basis for projects or result units, whereas the intranet is accessible 
to all employees at Serneke. 
 
Byggsamordnaren, the database 
Byggsam is a platform capable of storing, sorting and displaying project information. The 
access to each project is restricted to the people involved in them or in need of the 
information.  
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The database can compile every project and then sort it by certain phases, document types or 
projects. The interface allows the user to find contact information of people connected to 
each project. This includes employees, clients, consultants and real estate managers. It also 
includes a data bank filled with external documents such as legislation, construction 
guidelines, questions and answers as well as company registers. Byggsam allows the user to 
write or read journal posts and time schedules to guide future readers through the project. 
The software allows the recording of general project information, construction documents 
and building schematics. There is also a possibility of storing and accessing information 
about purchases, profits, planned (and unplanned) costs and delays.  One of the uses of 
Byggsam is to list the subcontractors within the industry with any interaction to Serneke. 
According to MC2, the list supports a rating of the subcontractor as well as marking them 
with a red flag or comments such as “this subcontractor does not deliver as promised, avoid 
them in the future”. PD3 confirm this and adds that they have guidelines for using this 
properly to avoid abuse. This involves analysing whether it is a subcontractor that is 
unreliable or if it is only a particular foreman. SM3 mainly uses Byggsam for contracts and 
purchases. SM1 uses the databases for templates but highlights that they prefer employing 
subcontractors as they are responsible for correcting their own mistakes.  
 
Serneken, the intranet 
The intranet is used as a storage point for the entire company. The intranet contains several 
features that could aid knowledge management (experience feedback is the term used at 
Serneke). Templates, lessons learned as well as basic best practice experiences in relation to 
safety exists. Furthermore, compiled lists of known subcontractors with simple descriptions 
(e.g. ratings from 1 to 5) and reference lists for material costs is available. A community chat 
exists where employees can post pictures from their workplace and inform about social 
gatherings.  Furthermore, colleagues and reference projects can be found through the search 
engine. Another feature is “Samarbetsrum” (Cooperation room) with the purpose of sharing 
specific information with result units, region offices or other different groups. 
 
Outlook, joint mailboxes 
Aside from the database, the maintenance coordination division works in joint e-mail 
mailboxes through Outlook. According to MC2, the project team sets up a joint mailbox 
accessible to the project director, the project manager, the site manager, the maintenance 
division and sometimes an experienced foreman after every finished project. This was 
initiated to display the extent of the problems post-production to the people within 
production. 

Social structure at Serneke 
This subsection will focus on the different ways that knowledge is transferred at Serneke 
with focus on the social aspects of the knowledge share. Preferred methods of 
communication seem to be both formal and informal.  
 
Internal communication 
The information flow between project directors seems to be working at Serneke today. This is 
something that is mentioned by both PD1 and PD2. However, the information flow between 
different projects and between people working on-site on different projects seems to be 
limited. Site managers have hectic schedules without room for extra activities.  
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According to SM3, coffee breaks are an efficient way of holding informal meetings as 
important information is disclosed during these. However, SM3 stresses that formal 
meetings also fill an important function. PE1 believes that there are many different meetings 
and that they are important for the knowledge exchange and also because they help break 
down social boundaries hence promoting interactions at the site. SM3 also mentions this, and 
adds that these meetings are a great way of getting to know different workers. 
 
SM3 describes the site manager meetings as beneficial and SM2 agrees that they are helpful. 
SM1 believes that it can be hard to find the time for these meetings and highlights that they 
have a greater value for unexperienced site managers. Just like site manager meetings, the 
project engineers meet and discuss problems in project engineer meetings where knowledge 
is transferred and exchanged. 
 
SM3 explains that site managers provide feedback to the procurement division regarding 
materials and subcontractors. SM3 believes that this aids the transfer of knowledge and can 
be considered for further purchases. SM2 also explains that they can provide feedback based 
on their experience of which subcontractors they consider reliable during procurement 
meetings. SM1 explains that they provide more detailed suggestions to the procurement 
division regarding contracts to avoid arguments of responsibility with subcontractors. 
According to HSEQ2, regular communication about errors exists within the HSEQ division. 
There are weekly meetings within the division which work to forward information to HSEQ1 
who then transmits it to project directors. HSEQ2 mentions that they perform site inspections 
to support site managers, both for solving errors and in avoiding them.  
 
External communication 
When certain expertise is missing, the recruitment of external consultants may be used. One 
example is distinctive projects, as noted by PE1. PD1 mentions the use of consultants and the 
use of external knowledge when approaching different environmental certifications. PD2 
mentions how knowledge is shared within the company and that workers are loaned 
between both result units and projects. 
 
Mentorship 
Each result unit within Serneke is run autonomously by their project director and none of the 
interviewed units seem to run formal mentorship programs. The approach has largely been 
to recruit people with existing experience with low need for supervision or instructions.   
 
Although many of the new recruits are senior employees from other construction companies, 
PD1 express a will to hire junior employees as they are more absorbent to knowledge and 
procedures. PE1 believes that unexperienced engineers can learn a lot from meetings in the 
design phase and that this is helpful for knowledge absorption. PE2 mentions that one 
benefit of not having a proper mentorship program is that you are forced to learn-by-doing.  
It is mandatory for new employees to visit Serneke’s main office where the employee gets to 
meet with the CEO to learn about company values and his future vision for the company.  
PD2 is convinced that this is influential to junior employees. PD1 expressed fascination by 
the CEO’s ambition and drive force. PE1 believes that these meetings are important to learn 
about the vision and heading of the company, although they believe a more experienced 
employee might not benefit as much.  



25 
 

Bonus systems 
Both PD1 and PD2 agree that Serneke’s absence of bonus systems promotes internal 
collaboration as there are no incentives to compete with or succeed at the cost of colleagues. 
They both mention that project directors are more willing to help each other by sharing 
knowledge and lending project workers among themselves, compared to organizations with 
bonus systems and incentives which lead to internal competition. RM1 notes that bonus 
systems can result in employees becoming hesitant towards helping others. At a previous 
employer, SM3 noticed that bonus systems result in a focus on certain points and a disregard 
for other important tasks. PD3 believes that bonus systems risk becoming subjective and 
believes that a good working environment and a sensible wage is sufficient. 

4.3. Identified problems 
This section presents the potential problems that Serneke has with their current structure for 
knowledge management as described by the subjects in the interviews. To maintain a clear 
structure throughout the chapter, the identified problems will be divided into technical and 
social ones just like the structures presented in the previous section. 

Problems with the technical structure at Serneke 
Different technical problems are identified by the interviewees. Some are connected to 
culture and general shortcomings of technology. An example of this is MC2 who believes 
that electronic communication such as e-mail causes unnecessary friction as 
misunderstandings are easier when communicating in text. Other problems are connected to 
specific programs or methods and have therefore been divided into different subsections. 
 
Problems with Byggsam 
One of the main uses of Byggsam seems to be documenting project-specific information for 
the maintenance division, as corroborated by both PE1 and SM3. MC1 does not believe that 
this system is used as intended. They would rather contact the involved party than search for 
the information in the database. There seems to be a general concern regarding the 
functionality of Byggsam. PE2 mentions that Byggsam often struggles with more complex 
problems such as dealing with payments that are not in line with regular procurement 
forms. HSEQ1 believes sorting large lists in Byggsam can be ineffective. Furthermore, SM3 
believes that error reports are more of a formality. Both PD1 and SM1 believe that the 
documentation is more for legal aspects. PD2 states that no clear databases exist and that 
they therefore prefer social interactions. They fear that post-project reviews are stored in 
databases but rarely accessed.  
 
Information overload 
HSEQ1 mentions that the stored information must be easily searchable. They do not believe a 
good database exists today and that much of the knowledge is instead stored as tacit 
knowledge in the project team.  Ola Serneke believes that a searchable database for common 
problems is something many actors within the construction industry could improve. Because 
each project at Serneke is unique, PD2 believes that the use of a database would be limited. 
SM3 describes their previous experience from a large construction company and mentions 
that extensive databases risk being hard to navigate. MC1 also believes that they get 
overwhelmed by the amount of information provided to them.  
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HSEQ1 raises concern over finding documents if they are not uploaded in a standardized 
way. PE1 corroborates this and highlights the negative impact of people working in different 
ways in situations where someone is replaced in the middle of the project. SM2 argues that 
the employees within a company must work according to the same structure to achieve long 
term stability. It is possible to look up reference projects within the intranet. However, SM3 
mentions that if documents are not kept up-to-date, people will stop using them.  
 
Cost-efficiency of increased support structures for knowledge management 
HSEQ1 mentions that the lack of education has hampered the employees’ knowledge of 
Byggsam. Abukar Warsame mentions the need for caution of the costs in relation to the 
possible gains when implementing this. PD3 is hesitant to the expansion of administrative 
positions and believes that a vital part of Serneke is its low overhead. HSEQ1 is also skeptical 
to the idea of implementing a new organization solely tasked with improving the database 
structure. They instead believe that important deviations should be documented and later 
reviewed by the project team. The knowledge gained will then be returned to their result 
unit as well as the database. Abukar Warsame also believes that there should be a briefing at 
the end of each project with a list of crucial lessons learned.  

Problems with the social structure at Serneke 
SM1 mentions a culture of solving problems on-site and covering them up to prevent losing 
face rather than sharing the experience with colleagues. Many of the participants in this 
study agrees with this observation.  
 
Several interviewees mention that it is unlikely for an employee to ask for help from co-
workers they have not been introduced to. SM3 believes that the knowledge transfer in the 
meetings would be improved if its participants were more open to sharing their mistakes.  
 
According to SM2, employees at work sites with fewer people involved are less formal. This 
results in a more dynamic division of work tasks. RM1 believes that job rotations will be 
ineffective since they need to be adapted to the project cycle. Ola Serneke warns about 
mandatory job rotations and argues that listening to what the workers want and avoiding 
fixed structures is preferred.  
 
SM2 argues that site manager meetings are beneficial since site managers spend most of their 
time confined at their project site. SM3 also appreciates these meetings because they enable 
socialization and discussions. Both SM1 and SM3 highlight the importance of being actively 
engaged and open about problems in the meetings. PE2 also states that active learning is 
important for an effective knowledge transfer. 
 
According to MC1, it is difficult to maintain a knowledge transfer between the maintenance 
coordination division and project development. According to SM3, no communication seems 
to exist with the maintenance division regarding the choice of materials in projects.  

4.4. Proposed suggestions 
This section contains the propositions for improvements regarding the structure for 
knowledge management at Serneke as suggested by the interview subjects. 
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What would an improved technical structure look like? 
The difference in usage is apparent when examining the different ways project information is 
handled within Byggsam. PE2 believes that this can vary, even within the same result unit. 
The ambition seems to be that everyone within the same project should work in a similar 
way. Despite these problems, there has been requests for a comprehensive database. 
However, much of the knowledge is currently stored as tacit knowledge within the 
employees’ heads. Because of the lacking database, some employees instead work in Excel or 
other software where they produce their own “knowledge lists” as mentioned by PE2. 
Abukar Warsame mentions that a critical step towards knowledge management is to provide 
IT-platforms that employees actually use. MC2 mention that they have been requesting new 
IT programs which could benefit their working conditions.  
 
HSEQ1 has ideas about a database of good examples where projects can be sorted according 
to the type of construction or environmental certification. Abukar Warsame highlights that a 
crucial part of any knowledge documentation process is sorting the knowledge depending 
on its type. PD3 believes that a good structure for transferring knowledge in Byggsam is to 
have meetings to discuss both errors and possibilities for improvement. HSEQ1 believes that 
it would be even better if you could find the responsible part and contact them immediately. 
RM1 also state that a more detailed structure for categorizing reference projects would result 
in much easier access and less relying on calling different busy employees. 
 
Clear understanding of the systems 
HSEQ1 argues that for the database to be useful, people must be properly educated in how 
to use it. Per Erik Eriksson also mentions this issue and suggests that someone needs to be 
responsible for keeping the contents of the database up to date. PD3 sees some benefits in 
developing a similar system but believes in keeping administrative costs down. It is 
mentioned that a database will never be fully functioning unless someone is assigned 
responsibility for it. Hans Lind believes that you need a quality controller for databases. Per 
Erik Eriksson also mentions that the implementation of a functioning database must be 
controlled by individuals. However, he does not believe that a single project director should 
be responsible for the database or its improvement because their specialty is too narrow. He 
suggests using several individuals in order to cover a broader area and increase cooperation. 
These individuals should regularly improve the database and aid workers in exploring 
knowledge about problems. RM1 believes that improvements to the database should be 
handled by the communication division. Additionally, they exhibit a positive attitude 
towards implementing a communication division at the Region East office to help with 
knowledge sharing. 
 
Rely on previous projects for new constructions 
The idea of using best practice documents is mentioned during the interviews, although 
often referred to as “knowledge banks” or “good example databases” by the participants. 
HSEQ2 suggests using industry specific guidelines to create best practice documents for 
craftsmen and site managers. SM3 believes that a database of documents describing different 
problems would be beneficial. PE2 suggests the use of a checklist where frequently 
reoccurring problems can be checked. SM4 experienced a similar way of working at Värmdö 
Bygg and believes this aided the projects.  
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Ola Serneke also mentions the potential uses of a database to organize knowledge.  
However, PD2 raises a concern that this might reduce innovation and growth.  
 
MC2 believes that it is important to keep the information in this database concise to ensure 
that people actually use it. They would also like to see a database over product 
manufacturers for different materials. MC2 believes that four to five comments per 
manufacturer would be optimal to ensure people are not discouraged from opening the list. 
PD1 mentions that personal knowledge of which subcontractors to work with should be 
shared with colleagues to improve project performance. PE1 argues that a good way to do 
this is by collecting knowledge from previous projects using questionnaires.  
 
The idea for knowledge mapping and the ability to find people working within the company 
with certain specialities or reference projects is also discussed. SM2 mentions that if they are 
going to build a certain facility and someone else already has, a platform for finding them in 
order to exchange experiences and discuss problems should exist. PD1 also corroborates this 
system and believes that finding reference people would allow site managers to share 
knowledge of different materials or work processes. 
 
The idea of new technology to assist project performance 
During several interviews, smartphones are mentioned as the future platform for accessing 
knowledge. HSEQ1 presents several ideas and among them the use of an app for finding 
information of best practice exercises. However, they state that the administrative work 
required might mitigate the potential benefits. Hans Lind also mentions the use of mobile 
phone tools for knowledge management as they are virtually always carried around. An idea 
presented by Abukar Warsame is the use of a forum for questions and answers which then 
can be embedded into a mobile phone application. 
 
Abukar Warsame thinks the implementation of a social network where messages can be 
easily exchanged would be beneficial. Ola Serneke mentions a similar idea, where site 
managers easily can communicate among each other regarding critical points of 
construction. Abukar Warsame believes that a way to inspire incentives is through reference 
systems where people get to take credit for their work on projects, similarly to movie credits 
or academic citations. To reward knowledge sharing, a winner could be mentioned and 
receives a prize. PD3 and SM3 are skeptical towards this as they think the criteria would be 
too subjective. Hans Lind also believes that performance-based bonuses are hard to measure.  
 
Many participants stress the need for improving the technical structure. RM1 thinks the 
reference database is a good resource but that it lacks details.  
Furthermore, Per Erik Eriksson believes that rules are necessary to maintain high quality for 
the knowledge put in the database.  However, rules alone are not enough for this. Without 
incentives to do it properly, the quality of data cannot be guaranteed. 

What would an improved social structure look like? 
Many participants prefer working socially. SM3 notes that they prefer to work socially 
because it allows for discussions and communication. SM3 also believes that meetings with 
the client are rewarding because they provide a lot of external experience. SM1 also prefers 
working socially.   
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Improved communication through social introductions 
HSEQ2 mentions that knowledge they had about new legislation and building standards can 
help departments such as project development. MC1 believes that their experience from the 
maintenance phase could provide cost reductions if they would be able to influence the 
procurement division about certain materials or subcontractors. SM1 states that they often 
try to improve contracts in conjunction with the procurement department to reduce costs. 
SM1 believes that this work method is unique to their projects and that it could be beneficial 
to other site managers.  
 
Both HSEQ1 and Hans Lind stress that employees are more likely to ask a colleague for help 
if they previously have been formally introduced. Therefore, many of the interview 
participants believe the implementation of improved socialization is necessary to improve 
the cooperation between departments. MC1 is optimistic towards more frequent 
teambuilding days and believe that these types of events improve knowledge exchange. PE1 
also believes the teambuilding days are needed in order to present Serneke’s vision for the 
future as it is an expanding company. Abukar Warsame mentions culinary team building 
exercises as an example of a simple networking event. RM1 mentions how a previous 
employer arranged conferences for their post-project reviews. They further believe that a 
good setup for these conferences would be to divide a project into its phases and discuss 
ways for improvements. This idea is supported by Abukar Warsame who believes it would 
be beneficial to divide the knowledge gained into different areas and focus on one at a time.  
 
Reference projects 
HSEQ1 believes that a good way of sharing knowledge between projects would be visiting 
comparable construction sites. RM1 also mentions that it would be beneficial if the project 
team visited a similar project prior to its start. Ola Serneke argues for the benefits of 
transferring knowledge to new projects by communicating with participants from previous 
ones. According to RM1, more time should be spent on the post-project review meetings. 
SM4 believes that more time reserved for reviews are important for the transfer of 
knowledge.  
 
Site manager meetings 
SM2 states that there are too few site manager meetings and would like there to be more. PE1 
believes that if the site manager meetings were more frequent, the site manager on his 
project would get more information regarding the quality of different subcontractors. 
According to PD1, more frequent internal meetings has led to an increase in knowledge 
transfer and positively affected projects.  
HSEQ1 also believes that an open environment is needed and should be encouraged. Hans 
Lind believes that discussing mistakes is important for making improvements and learning 
from them. Furthermore, he believes that people are more likely to admit mistakes to 
coworkers than in the presence of their supervisors. SM3 describes how the attitude in the 
site manager meetings improved at a previous employer following a requirement for each 
site manager to share some mistakes. Abukar Warsame likes this idea but believes that it 
does not necessarily need to be a mistake as long as each participant is actively engaged. 
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Per Erik Eriksson mentions that top management support is an important part when 
implementing organizational improvements. PD3 mentions that the site manager meetings 
will not happen without enforcement. SM3 believes that the regional manager should govern 
the meetings and that some element of force is required, otherwise site managers will not 
make it a priority. SM2 agrees that the implementation of regular site manager meetings 
requires support from the regional manager.  
 
New recruits at Serneke 
There is a predicted need for an improved structure for introducing new hires. SM3 stresses 
that the way on-site apprentices are handled at Serneke could be improved. Today, it is the 
site manager’s responsibility to overlook these apprentices. SM3 believes that if these 
apprentices would be assigned experienced craftsmen instead, they would feel better 
received and ultimately learn more. Per Erik Eriksson suggests that formal mentorship 
programs are going to be more important as Serneke grows. In order for Serneke to maintain 
its company culture, in-house training should be a priority. Abukar Warsame believes 
conferences and mentorship programs can help aid knowledge sharing between senior and 
junior employees. SM1 states that the job rotation they experienced during their 
apprenticeship was beneficial for both social networking and experiencing different 
positions.  
 
An important part of managing knowledge within the company is ensuring that it is being 
transferred from senior employees to new recruits, according to HSEQ1. They mention the 
idea of a mentorship program which focus on both work experience and social aspects as a 
way of implementing a better cooperation between different departments. PD3 mentions an 
example of when junior employees are matched with senior employees in order to enable 
knowledge transfer within the company. Per Erik Eriksson mentions that the implementation 
of social knowledge sharing is incredibly important for junior employees but that senior 
employees need incentives for this to happen.  
 
Internal certifications as a mean for creating incentives 
A number of different methods for creating incentives are suggested by the participants. Per 
Erik Eriksson believes that one strategy for improving knowledge management is different 
levels of certifications based on knowledge sharing. He further states that implementing this 
could either be handled internally or by consultants. Hans Lind is positive towards the 
implementation of a certification system and adds that an additional level of incentive is 
added if the certifications can be withdrawn. Abukar Warsame believes that an important 
criterion for this type of certification system can be that knowledge is shared with less 
experienced colleagues. Per Erik Eriksson adds that mentorship programs could be a part of 
this certification system.  Hans Lind also believes that the knowledge shared could be a 
parameter when deciding an employee’s level of certification. Ola Serneke is positive 
towards a system for certification as it would add prestige to the employees and create 
incentives for personal improvements. Furthermore, RM1 is positive to the concept of a 
certification system for rewarding knowledge exchange. SM3 is also positive to this idea as it 
would give people who do not actively share knowledge an incentive to do so. PD3 believes 
the implementation of a certification system can work, but is skeptical towards its perceived 
subjectivity. Ola Serneke argues that this can be avoided by focusing on binary parameters 
that can be objectively measured. 
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4.5. Effects 
PD3 argues that knowledge about previous mistakes can be avoided in future constructions 
if knowledge is properly transferred and provides an example of how this lead to savings 
when doing procurements for the floors in a project. MC1 states that the maintenance 
division’s knowledge is sometimes wasted as many problems that they warn about are 
overlooked. This in turn leads to costly mistakes being repeated. MC1 argues that this is not 
only an economic problem, but that it reflects poorly on the company if workers 
continuously have to schedule repairs. RM1 describes the way a previous employer handled 
knowledge transfers to new projects as beneficial as it focused on spreading knowledge 
among the employees. 
 
HSEQ2 believes that an improved knowledge management structure at Serneke would 
increase the communication between departments and that sharing information would favor 
new projects. PE1 believes that knowledge management provides a shift of focus. Less time 
would be needed for problem-solving if the problems were avoided, opening more time for 
other processes. HSEQ1 argues that an efficient transfer of knowledge would result in new 
projects greatly benefiting from previous ones. They provide an example of internal start-up 
meetings and how their experience provides a basis for new meetings.  SM1 also mentions 
project meetings and that they could be very beneficial to new recruits. 
 
SM3 argues that unexploited knowledge exists within workers in the construction industry 
but that it is rarely shared. They firmly believe that transferring this knowledge would 
positively impact project economy. Both SM4 and PE2 argue that site manager meetings and 
project engineer meetings facilitate learning and improve problem solving. SM3 believes that 
site manager meetings promote cultural improvements and the exchange of ideas. PE2 
argues that the project engineer meetings serve to exchange tacit knowledge. Furthermore, 
these meetings enable each participant to learn new methods with which future problems 
can be prevented, rather than dealing with them when it is too late. 
 
An improved structure would give the opportunity to choose projects with high societal 
relevance. Serneke builds many facilities with high societal relevance, such as sports centres. 
However, RM1 believes that their lack of experience might hinder them from choosing more 
environmental projects.  
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5. ANALYSIS OF THE STRUCTURE 

This chapter is divided into two sections, where the first section presents an analysis of 
Serneke’s current structures. This analysis takes both the interview subject’s testimonials 
presented in chapter four and the author’s observations into account. The second section 
presents a proposition for how the knowledge management could be handled to increase the 
efficiency of knowledge transfer to ultimately propose an answer to research question two. 

5.1. Summary of observed findings at Serneke 
Neve’s (2014) definition of knowledge management as two separate entities consisting of 
social and technical structures seems to fit the narrative of Serneke Region East. There seems 
to be a preference for social structures among the participants at Serneke as the transfer of 
knowledge is influenced by interaction where problems are discussed. They appear to focus 
on both informal communications for problem solving and formal meetings. Unlike many 
large actors within the Swedish construction industry (e.g. Schultz & Strömberg (2013), 
Hedberg & Westerlund (2015)), focus seems to be on the transfer of knowledge rather than 
the storage.  
 
The storage aspect of knowledge management at Serneke is dependent on efficient IT-tools 
to ensure accessibility of the knowledge. The most frequently mentioned tools are Byggsam, 
Serneken as well as joint Outlook mailboxes. These tools are also mentioned by Cerchione & 
Esposito (2017) as some of the most frequently used. A pattern in IT-usage among the 
interviewed Serneke employees seems to be that different functions are used among the 
employees even for performing similar tasks. This is especially true for the use of Byggsam. 
This causes a problem as searching an extensive database is not beneficial unless it promises 
a certain degree of consistency of the knowledge within it. Although a general lack of 
education on how to use Byggsam seems to exist, several of the employees who are 
competent in its usage confess to using different tools to increase efficiency. 
 
Communication at Serneke exists in both formal and informal ways. Easterby-Smith et al. 
(1999) argue that knowledge sharing is dependent on enabling  transfer of knowledge to 
other individuals or communities.  Formal communication exists in different ways at 
Serneke. There is a positive attitude towards the site manager meetings as they enable 
knowledge exchange and socialization between the participants. Formal meetings between 
the project directors occur regularly. The communication between site managers and the 
procurement division also seems to function. The Region East office at Serneke is divided 
into different departments. Informal communication within each department is frequent but 
the communication between different departments seems sparser. Participants from the 
maintenance division state that if better communication with other divisions existed, their 
expertise from previous projects could positively influence future projects. Knowledge 
sharing among different projects also seems to be lacking. Several participants mention that 
there would be much to gain from a more open environment for communication. Some 
participants also mention coworkers composing best practice documents for personal use. 
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Because of insufficient knowledge sharing, new recruits might struggle with adapting to the 
organization. Many of the interviewees believe that the lack of structure for mentorship is 
not ideal. However, no incentive for change seems to exist as most of the recruits already 
have vast experience from the industry. Even though a mentorship program might not be 
needed from a knowledge perspective, Taylor et al. (2010) argues that socialization is crucial 
for learning and should be prioritized. Of the interview participants, two had their first job at 
Serneke. Their conclusions seem to be that luck played a vital role for their initial knowledge 
accumulation. Being put close to a more senior employee seems to be important.  
 
As a conclusion, several different factors were improvement might be possible arises. Four identified 
core problems and presented in Figure 6. 

 
Figure 6. The connection between different structural problems at Serneke 

Problem 1 – Low capability for knowledge sharing due to subpar IT-structures  
Problem 2 – Lack of communication between departments inhibiting knowledge exchange  
Problem 3 – Unwillingness to share knowledge between individuals and projects 
Problem 4 – No framework for helping recruits adjust 

5.2. How could the structure of knowledge 
management be handled at Serneke? 

Hansen et. al. (1999) believes that successful knowledge management systems should divide 
its resources between social methods and IT-tools according to a model where 80 percent is 
focused into one and 20 percent into the other. It is therefore important that both social and 
technical structures for knowledge management are investigated. As the interviews highlight 
a preference for social structures, it could make sense to put most of the focus on those over 
technical ones. However, there are reasons for not neglecting IT-tools completely. Some 
participants mention using IT-tools as they do not believe social methods will suffice in a 
larger organization. Per Erik Eriksson believes that it would be irrational for a company with 
access to complex technical solutions not to use it.  
 

(1, 2) 

(3) 

(4) 
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The databases at Serneke need some improved functionalities. The general opinion among 
the interviewees seems to be that databases are ineffective and there is a reluctance to 
familiarize with it. A popular suggestion is improved searchability with focus on cross-
reference searching. This suggestion is also similar to the findings presented by Dave & 
Koskela (2009), arguing that the systems need to be easy to use. When searching for similar 
projects, the database should offer functions for narrowing down the results substantially. 
There seems to be a demand for a program with functions similar to Microsoft Excel’s sorting 
functions. A demand for a cross-reference database for people has been mentioned by the 
interviewees as well. The idea is that it would allow the user to search for a colleague with a 
specific experience, such as searching for a site manager with experience from a certain type 
of infrastructure project. 
 
The structure for rating subcontractors seems popular among the interviewees. However, a 
similar rating system for rating manufacturers of different materials has been requested. This 
would especially help the procurement division and site managers when choosing who to 
collaborate with in their projects. This could for example help project teams in making 
informed choices regarding potential manufacturers. If a manufacturer has been unreliable 
in previous projects but offer a good price, the project has as much information as possible to 
decide whether the economic gain is worth the potential problems. 
 
There appears to be some skepticism among the interviewees within production towards 
using computers and databases as they come off as too inefficient. It is suggested that the 
accessible knowledge is not a problem but rather its accessibility. It is also suggested that the 
future of technology will likely revolve around social media platforms and cell phones. 
Many interviewees are positive towards the thought of an easily operated platform for 
questions and answers. It is mentioned in numerous interviews that this platform should be 
accessible from a cell phone. 
 
A closer collaboration between different divisions at Serneke would be beneficial. A problem 
identified in the interviews is the lack of cooperation between some departments. It seems 
like this problem could be addressed by establishing social connections. The internal 
communication is vital since experience and knowledge can be transferred, although 
dependent on effective communication. An improved structure involves a closer 
collaboration between the maintenance division and the procurement division. Additionally, 
project experience provided from the HSEQ division should be properly integrated into new 
and existing projects. An improved structure would also enable socialization and networking 
to allow for a culture of trust as also mentioned by McInerney & Mohr (2007). 
 
Frequent site manager meetings promote knowledge exchange between different projects. 
The site manager meetings were almost exclusively appreciated but due to time constraints 
and priorities they dispersed. In an improved scenario, the site manager meetings should 
occur at least every three months to keep them consistent. Taylor et al. (2010) also argues that 
new organizational learning methods need commitment to function properly. Furthermore, 
many site managers highlight that an open culture would promote a better knowledge 
exchange, as corroborated by Abukar Warsame. A suggestion for promoting openness in 
meetings is by making the site managers prepare one question each in advance. One site 
manager mentions that a previous employer forced the site managers to reveal mistakes.  
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The realization that practically everyone had done the same mistake led to a more relaxed 
environment.  
 
The lack of both formal mentorship programs and integration of recruits is something that 
could be improved. Just as IT-tools should have a more distinct role in Serneke as it expands, 
so should mentorship programs, according to Per Erik Eriksson. The preferred structure for 
introducing unexperienced recruits is by having them paired with a senior employee. 
Abukar Warsame believes that this is a good approach. However, Serneke is yet to 
implement this system successfully. Different ways of integrating and spreading knowledge 
is proposed by the participants. The idea of a job rotation is generally well received by the 
participants as long as no one is forced into doing something that they do not want to. The 
teambuilding days are appreciated and should be kept as they are as they are also important 
for socialization which is something both Josephsson (2003) and Löwenberg & Uskali (2017) 
consider important. 
 
The improvement of these problems could lead to several positive aspects. Bigliardi et al. 
(2010) mention cost savings and Schultz & Strömberg (2013) argue for better production 
capabilities. Some participants argue that insufficient knowledge is an obstacle towards 
building more environmental buildings. This is a view also expressed by Pietrosemoli & 
Monroy (2013). 
 
Following the conclusion of the previous chapter's analysis of the different structural problems at 
Serneke, several visions for an improved knowledge management structure are presented. The four 
identified core problems have resulted in three potential improvements illustrated in Figure 7. 

 
Figure 7. Improvements for the knowledge management structure 

Structure 1 – Higher focus on IT-training, new technology and the standardization of databases. 
Structure 2 – Better cooperation and knowledge sharing between departments through improved 
socialization. 
Structure 3 – Improved integration of new recruits by matching them to senior colleagues as well as 
formal mentorships. 

Structure 1 
Improved IT  

Structure 2 
Better 

socialization 

Structure 3  
Better integration 

of new recruits 
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6. ANALYSIS OF THE IMPLEMENTATION 

The implementation of a more IT-based approach depends on the regional manager at 
Serneke. Getting the people within the company to work in the various IT-tools available is 
an important part of knowledge management. However, there seems to be a low interest 
among the Serneke employees. Most of the interviewees express a desire to focus on the 
social process of knowledge sharing rather than technical methods. Both scholars and 
Serneke employees mention that in order to improve the technical structure, top 
management support is crucial. This view is supported by Dave & Koskela (2009). It is 
mentioned that the regional manager should be responsible for encouraging a new strategy 
in order for the implementation to be successful.  This should not only include implementing 
the IT-structure but also responsibility for teaching the employees to work in a similar way 
within the system. There seems to be no incentives to work with computers as they are 
considered ineffective and time-consuming. 
 
To increase internal communication at Serneke, formal introductions and teambuilding 
exercises are necessary. Ideas to improve the internal communication at Serneke have been 
discussed in the interviews. Several participants argue that a necessary step for socialization 
and knowledge transfer is formal introductions. Theoretical findings by Josephsson (2003) 
and Löwenberg & Uskali (2017) also imply that socialization is crucial for successful 
knowledge management. Interviewees argue that their knowledge transfer is hindered 
because of reluctance towards contacting unintroduced coworkers. Improving internal 
communication is therefore dependent on creating connections between coworkers. The 
current structure for teambuilding is generally well received at Serneke. However, many of 
the interview participants argue that they should occur more frequently and that this should 
be implemented by the regional manager. Another praised idea is for each project team to 
visit the site of a similar project prior to the start of construction. This implementation is also 
dependent on support from the regional manager. 
 
Site manager meetings need official management support. As many interviewed Serneke 
employees believe the site manager meetings allowed for improved knowledge sharing, a 
crucial part of improving knowledge management is therefore increasing their frequency. As 
the support already exists at the production side, top management support is needed to 
provide the site managers with enough room for transferring knowledge. Furthermore, 
many site managers argue that the meetings will not happen without enforcement. The 
implementation strategy for reestablishing site manager meetings needs to be directed by the 
regional manager. 
 
The integration of new recruits is dependent on implementing formal processes. 
Ingemansson (2012) argues that mentorship is one of the most important implementing 
factors for knowledge management and several ideas for improving mentorship has been 
presented in the interviews. The preferred way of integrating new recruits at Serneke today 
seems to be matching junior employees with senior employees. This approach needs to be 
implemented by each project director. Two interviewees have experienced this at Serneke 
and agreed that it was beneficial.  
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The idea of job rotations for dispersing knowledge is well-received on the production side 
although concerns regarding its effect on the project cycle were raised from management.  It 
is therefore recommended to maintain the current structure even though more formal 
processes need to exist for proper social integration. 
 
Several distinctive methods for encouraging knowledge management implementation were 
mentioned in the interviews. An idea met with enthusiasm is internal certifications. The idea 
was presented in different forms by several participants. One concern is that the 
certification’s parameters might be too subjective and therefore hard to measure. However, it 
is believed that this could be avoided if the implementation featured tangible parameters. 
The positive aspects of the certification idea stems from two primary factors: Money and 
social recognition. It seems that money or social recognition alone is not enough to promote 
improvements. Hansen et al. (1999) mention the need for rewards as a mean to facilitate 
knowledge sharing; however, Serneke does not employ any bonus systems. Monetary bonus 
systems are common among other construction companies in Sweden but are disliked by the 
Serneke employees. As mentioned before, all project directors argue that the lack of bonus 
system instead promotes less competition and a culture allowing for both informal and 
formal knowledge sharing processes. This result seems to be in contradiction with some of 
the established structures within the Swedish construction industry as well as with 
theoretical findings (e.g. Frappaolo (2006)). While not enough to create incentives by itself, 
social recognition such as “employee-of-the-month” or published notes for good projects 
were generally well received as long as the rewards are not too substantial. The 
implementation of a similar idea should be led by the regional manager. 
 
The conclusions for implementation improvements are summarized and presented in Figure 
8. The arrows illustrate the main factors for successful implementation the improvements 
necessary for Serneke to develop their current knowledge management processes. 

 

Figure 8. Summation of critical implementing factors for Serneke 
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6.1. Proposal for a certification system 
The suggestions in Figure 8 are all directly or indirectly connected to incentives. Therefore, 
the authors have proposed a structure for certifications in the following subsection. 
 

Suggestion for site manager certification system 
Implementing a certification system for knowledge management cannot rely solely on 
knowledge management. The certification system should be divided into hard and soft 
parameters as illustrated in Table 5 and Table 6.  
 
Table 5. Hard parameters for a certification system  

                                                        Hard parameters 
 

Level 
Suggestion 1 

Attended 
seminars 

Suggestion 2 
Number of 
Projects led 

Suggestion 3 
Experienced 
project size 

Suggestion 4 
Experience 

the field 

Suggestion 5 
Participation in the site 

manager meetings 
1 - - - - - 
2 - - - - - 
3 - - - - - 
4 - - - - - 
5 - - - - - 
 

Table 6. Soft parameters for a certification system  

                                                 Soft parameters 
 

Level 
Suggestion 1 

Knowledge exchange 
after completed projects 

Suggestion 2 
Cooperation 

Suggestion 3 
Contribution 
to database 

Suggestion 4 
Mentorship 

1 - - - - 
2 - - - - 
3 - - - - 
4 - - - - 
5 - - - - 
 
The values for the suggestions are left blank as they should be specified according to the 
needs for each result unit. The soft parameters could be self-assessed by the different 
employees, where they get to argue for how they met the criteria as specified by Fertig, Zeitz, 
& Blau (2009).  
 
Incentives, as proposed in section 2.3, can be used to promote the knowledge management 
implementation and motivation for improvements among the employees. Since many 
interviewees stress the need for both social recognition and monetary rewards, no promotion 
should only incorporate money. No incentives are needed for level 1 as it is considered the 
baseline. Each step constitutes a new title and a small financial gain for the employee. 
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7. DISCUSSION 

The findings and what has previously been said 
The findings suggest that the most crucial factors for knowledge management 
implementation are top management support, formal processes as well as creating 
incentives. These findings are to some extent consistent with previous knowledge 
management studies. Many participants dislike the use of monetary bonus systems for 
creating incentives despite its prominent use at many other Swedish construction companies 
as well as suggestions from previous research. Many of the cases listed in section 2.5 imply 
that successful knowledge management implementation is highly dependent on improved 
IT-solutions. This thesis therefore suggests allocating resources to improve the structure for 
IT-systems as well.  However, it should be noted that not all participants agreed this would 
be beneficial.  
 
Several of the findings of this thesis are in line with those of previous studies. However, 
there is little previous research on using certifications for implementing knowledge 
management. There is research on the positive effects of certifications, as presented in section 
2.3. There is also research on how to implement knowledge management improvements, as 
presented in section 2.5. As there is virtually no research on these topics in combination, a 
research gap is suggested by the authors as illustrated in  Figure 9. 

 
Figure 8. Illustration of the research gap 

The theoretical and practical contributions of this thesis  
The findings in this thesis could provide a unique perspective on knowledge management 
for the Swedish construction industry. Several theoretical implications from this study are 
therefore suggested.  
 
The empirical research of this thesis confirms previously supported claims within the 
knowledge management field. In line with Dave & Koskela (2009), Tan et al. (2007) and 
Schultz & Strömberg (2013), this thesis presents a need for top management support when 
implementing knowledge management improvements. Some discrepancies arise regarding 
the need for a technical structure. Okere (2017), Bigliardi et al. (2010) and Forcade et al. (2013) 
suggest that improved IT-solutions are important. However, the findings in this thesis 
indicate that this need is situational.  The use of bonus systems was promoted by Frappaolo 
(2006) and is commonly used within other construction companies in Sweden. The findings 
of this thesis contradict previous findings regarding the efficiency of monetary bonus 
systems such as incentives for improvements.  
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Additionally, this thesis provides a template for suggesting how the implementation of 
internal certifications can be structured. The template can be adjusted by examining different 
parameters or serve as a foundation for further research on implementation in a real-world 
environment.  
 
The practical contributions of this thesis can foster the knowledge management processes at 
Serneke. The authors believe that an implementation of a system for internal certifications 
would result in improved knowledge sharing between site managers. One outcome of this 
thesis could be improvements to the three dimensions of sustainable development. 
Sustainability is an important part of the processes at Serneke. Ecological sustainability could 
be improved as the lack of knowledge can be an obstacle towards environmental building as 
mentioned in the interviews. Improving the knowledge management processes could 
therefore result in positive effects such as reduced emissions and making the local 
environment a priority. The negative economic impact of implementing an improved 
structure for knowledge management is short-term whereas the long-term benefits could 
strengthen Serneke. As an implementation of the proposed structures for knowledge 
management at Serneke could have an impact on the lives of the residents in many of their 
projects, social sustainability should be considered. Projects with focus on social benefits, 
such as hospitals, schools and sports centers are reliant on the knowledge among the 
employees at Serneke.  
 
If this knowledge was to be properly dispersed and integrated, it could perhaps help the 
Swedish construction industry produce higher quality constructions, faster and at a lower 
cost. A practical contribution could therefore be that the findings of this thesis to some extent 
are applied to different companies within the Swedish construction industry. Companies 
with organizations dissimilar to Serneke can hopefully use the findings as framework for 
similar investigations into their structures, using a similar scope and framework. Although 
delimitated to Sweden, companies from different countries or even different industries, 
could hopefully be inspired to perform similar studies. 
 
The implications of this thesis suggest that an improved focus on the implementation of 
knowledge management could aid society in many ways. Since the construction industry can 
transform many areas of society, a careful approach towards change needs to be taken. 
Focusing more of an organization’s resources on knowledge management could potentially 
mean that focus from other vital aspects is taken.  

Limitations and ethical dilemmas 
Certain limitations to this thesis need to be mentioned. One limitation is the time constraint. 
Furthermore, the inability to interview some participants means that a broader perspective 
cannot be provided. Because focus was strictly on Serneke, the presented results and ideas 
can be applied to Serneke but not necessarily to other construction companies. By increasing 
the timeframe, it would have been possible to apply a broader scope and interview 
participants from other construction companies. Since the connection between certification 
systems and knowledge management was not discovered until after most of the interviews 
were conducted, the sample size could have been increased to allow for more detailed 
categories.  
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The procurement division plays a vital role in the knowledge exchange between the 
production side and the office side. However, they did not have time to be interviewed for 
this thesis. 
 
Ethical issues might have aroused if participants felt forced to participate in this study. As 
the supervisor of this thesis held a senior office position at Serneke, employees might have 
agreed to the interviews despite feeling uncomfortable participating. This could in turn skew 
their answers as they feared being exposed. To protect the participants, the researchers 
therefore decided not to reveal findings which could compromise certain participants. Since 
their anonymity was guaranteed, ethical problems arise as important findings have been 
toned down to avoid exposing the interview subjects.  
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8. CONCLUSION 

Following an extensive literature review, as well as an in-depth analysis of Serneke, several 
important findings and implications of this study can be presented. The findings will be 
presented following the structure of the three research questions highlighted in section 1.3. 
 
How does the structure of knowledge management at Serneke work today? 
Project information at Serneke is stored in Byggsam while information for the entire 
company is stored in Serneken. Communication exists in both formal and informal ways. 
Formal communication is based on meetings and is generally described positively. However, 
informal communication between the departments is sparser. No formal mentorship 
programs or means for new recruits to properly be integrated exist. As a consequence, 
knowledge sharing between different projects, divisions and individuals suffers. 
 
How could the structure of knowledge management be handled at Serneke? 
Many participants mention the need for databases to improve the functionality for cross-
referencing and searchability. Closer collaboration also needs to exist between the divisions. 
Employees at Serneke believe that more frequent site manager meetings will enhance 
knowledge exchange between different project teams. Formal mentorship programs and 
teambuilding exercises are also requested as a way of improving both socialization and 
knowledge sharing.  
 
How could the implementation of knowledge management be handled at Serneke? 
The different implementation suggestions are generally reliant on two factors: Top 
Management support and incentives. Implementing a better technical structure is dependent 
on the regional manager. Different certification systems based on monetary rewards and 
social recognition seem to be favored at Serneke. A traditional way of creating incentives 
through bonus systems is generally seen as disadvantageous. This finding is of particular 
interest since the system is widely used at some of the larger construction companies in 
Sweden.  

Further Research  
In this thesis, an improved structure for knowledge management at Serneke is presented. 
Future research could be conducted by examining similar companies to determine whether 
their findings are consistent with those of this thesis. The results produced could hopefully 
provide evidence for the positive effects of internal certifications and their place within the 
construction industry. 
 
The thesis has presented different means for implementation and aside from top 
management support and formal processes for mentorship, the main finding has been 
creating incentives through internal certifications. The identified research gap could 
therefore be studied further. Some suggestions for this include conducting additional 
empirical case studies within construction companies in Sweden, but focusing on different 
parameters and effects.  
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Unlike this thesis, a quantitative approach could be conducted to incorporate a number of 
different companies and compare the impact under different circumstances. A theoretical 
study could perhaps compile the available literature on certifications in relation to 
knowledge management to provide more findings on the effect. Studying the effects of 
certifications as a mean for creating incentives could hopefully improve the current 
structures for sharing knowledge. This in turn could greatly influence future construction 
projects, different construction companies and indirectly even influencing society. 

Final remarks 
The words of Aristotle introduced the reader to this master’s thesis and it is only fitting that 
he should get to finish it as well. Serneke, as well as other Swedish construction companies, 
should not be afraid to adjust their structure.  
 
“Change in all things is sweet.” – Aristotle (384-322 BC). Translation by Ackrill (1989) (p. 452). 
Invalid source specified. 
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10. Appendix 

10.1. Interview guide 

Eftermarknad 
o Vad har du för position och hur ser era arbetsuppgifter ut? 
o Vad har du för erfarenhet inom branschen? 
o Hur ser organisationsstrukturen ut? 
o Hur arbetar ni med erfarenhetsåterföring? 
o Föredrar du att arbeta mer tekniskt eller mer socialt? 
o Tycker du att det fungerar? 
o Vad fungerar bra och vad fungerar dåligt? 
o Hur tror du det skulle hjälpa dig i din roll om det fungerade perfekt? 
o Har du märkt några problem du tror skulle kunnat undvikits? 
o Var upplever du att det saknas mest kunskap? Var ”återuppfinns hjulet” ofta? 
o Har du några förbättringsförslag? 
o Har du någon erfarenhet av erfarenhetsåterföring från andra företag? 
o Hur tror du att andra företag arbetar med erfarenhetsåterföring?  
o Hur mycket tittar ni på gamla projekt när ni planerar nya? 
o Hur mycket mentorskap fick du när du började i företaget? 
o Vad tror du krävs för att få människor att dela med sig mer av kunskap? 
o Vad tror du krävs för att få människor att använda sig av andras kunskap? 
o Tror du att klimatet tillåter en implementering/förändring av arbetssätt? 
o Vad tror du om bonussystem? Pengar som incitament? 
o På vilken nivå ska det då implementeras? 
o Vad tror du om utmärkelser som till exempel Månadens anställd? 
o Vad tror du om certifieringar med erfarenhetsdelning som en parameter? 
o Vad tror du om att ha en större stödfunktion som sköter erfarenhetsdatabasen? 
o Vet du hur databasen fungerar? 
o Använder du databasen eller några andra verktyg och hur tycker du att de/den fungerar? 
o Har du bidragit till databasen? 
o Hur skulle databasen kunna förbättras för att du skulle använda den mer? 
o Tror du att arbetet i databasen skiljer sig mellan resultatenheterna? 
o Vilka får du information ifrån och vilka ger du information? 
o Vilken kunskap är viktig för er från andra avdelningar? 
o Tycker du att ni får den kunskapen idag? 
o Tycker du att det saknas kommunikation med någon? 
o Vilken typ av möten har du? 
o Vi har fått berättat för oss om PC-träffar, kan du berätta lite mer om dem? 
o Vi har även fått berättat för oss om PING-träffar, kan du berätta lite mer om dem? 
o Har ni någon möjlighet att se till så problem undviks? 
o Har ni någon möjlighet att påverka projektutveckling? 
o Har ni någon möjlighet att påverka produktion? 
o Får ni tillräckligt med dokumentation från projektutveckling?  
o Får ni tillräckligt med dokumentation från produktion? 
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KMA 
o Vad har du för position och hur ser era arbetsuppgifter ut? 
o Vad har du för erfarenhet inom branschen? 
o Hur ser organisationsstrukturen ut? 
o Hur arbetar ni med erfarenhetsåterföring? 
o Föredrar du att arbeta mer tekniskt eller mer socialt? 
o Tycker du att det fungerar? 
o Vad fungerar bra och vad fungerar dåligt? 
o Hur tror du det skulle hjälpa dig i din roll om det fungerade perfekt? 
o Har du märkt några problem du tror skulle kunnat undvikits? 
o Var upplever du att det saknas mest kunskap? Var ”återuppfinns hjulet” ofta? 
o Har du några förbättringsförslag? 
o Har du någon erfarenhet av erfarenhetsåterföring från andra företag? 
o Hur tror du att andra företag arbetar med erfarenhetsåterföring?  
o Hur mycket tittar ni på gamla projekt när ni planerar nya? 
o Hur mycket mentorskap fick du när du började i företaget? 
o Vad tror du krävs för att få människor att dela med sig mer av kunskap? 
o Vad tror du krävs för att få människor att använda sig av andras kunskap? 
o Tror du att klimatet tillåter en implementering/förändring av arbetssätt? 
o Vad tror du om bonussystem? Pengar som incitament? 
o På vilken nivå ska det då implementeras? 
o Vad tror du om utmärkelser som till exempel Månadens anställd? 
o Vad tror du om certifieringar med erfarenhetsdelning som en parameter? 
o Vad tror du om att ha en större stödfunktion som sköter erfarenhetsdatabasen? 
o Vet du hur databasen fungerar? 
o Använder du databasen eller några andra verktyg och hur tycker du att de/den fungerar? 
o Har du bidragit till databasen? 
o Hur skulle databasen kunna förbättras för att du skulle använda den mer? 
o Tror du att arbetet i databasen skiljer sig mellan resultatenheterna? 
o Vilka får du information ifrån och vilka ger du information? 
o Vilken kunskap är viktig för er från andra avdelningar? 
o Tycker du att ni får den kunskapen idag? 
o Tycker du att det saknas kommunikation med någon? 
o Vilken typ av möten har du? 
o Har ni någon möjlighet att se till så problem undviks? 
o Har ni någon möjlighet att påverka projektutveckling? 
o Har ni någon möjlighet att påverka produktion? 
o Får ni tillräckligt med dokumentation från projektutveckling?  
o Får ni tillräckligt med dokumentation från produktion? 
o Hur fungerar arbetet med arbetssäkerhet? 
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Platschef, projektingenjör 
o Vad har du för position och hur ser era arbetsuppgifter ut? 
o Vad har du för erfarenhet inom branschen? 
o Hur ser organisationsstrukturen ut? 
o Hur arbetar ni med erfarenhetsåterföring? 
o Föredrar du att arbeta mer tekniskt eller mer socialt? 
o Tycker du att det fungerar? 
o Vad fungerar bra och vad fungerar dåligt? 
o Hur tror du det skulle hjälpa dig i din roll om det fungerade perfekt? 
o Har du märkt några problem du tror skulle kunnat undvikits? 
o Var upplever du att det saknas mest kunskap? Var ”återuppfinns hjulet” ofta? 
o Har du några förbättringsförslag? 
o Har du någon erfarenhet av erfarenhetsåterföring från andra företag? 
o Hur tror du att andra företag arbetar med erfarenhetsåterföring?  
o Hur mycket tittar ni på gamla projekt när ni planerar nya? 
o Hur mycket mentorskap fick du när du började i företaget? 
o Vad tror du krävs för att få människor att dela med sig mer av kunskap? 
o Vad tror du krävs för att få människor att använda sig av andras kunskap? 
o Tror du att klimatet tillåter en implementering/förändring av arbetssätt? 
o Vad tror du om bonussystem? Pengar som incitament? 
o På vilken nivå ska det då implementeras? 
o Vad tror du om utmärkelser som till exempel Månadens anställd? 
o Vad tror du om certifieringar med erfarenhetsdelning som en parameter? 
o Vad tror du om att ha en större stödfunktion som sköter erfarenhetsdatabasen? 
o Vet du hur databasen fungerar? 
o Använder du databasen eller några andra verktyg och hur tycker du att de/den fungerar? 
o Har du bidragit till databasen? 
o Hur skulle databasen kunna förbättras för att du skulle använda den mer? 
o Tror du att arbetet i databasen skiljer sig mellan resultatenheterna? 
o Vilka får du information ifrån och vilka ger du information? 
o Vilken kunskap är viktig för er från andra avdelningar? 
o Tycker du att ni får den kunskapen idag? 
o Tycker du att det saknas kommunikation med någon? 
o Vilken typ av möten har du? 
o Vi har fått berättat för oss om PC-träffar, kan du berätta lite mer om dem? 
o Vi har även fått berättat för oss om PING-träffar, kan du berätta lite mer om dem?  
o I vilken utsträckning tror du man bör tvinga till möten och i vilken skala? 
o Har ni någon möjlighet att se till så problem undviks? 
o Har ni någon möjlighet att påverka projektutveckling? 
o Brukar ni rapportera in förbättringsförslag? 
o Finns det möjlighet att implementera dessa? 
o Jobbar ni med UE eller egen personal? 
o Vilka positioner är representerade på er arbetsplats? 
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Arbetschef 
o Vad har du för position och hur ser era arbetsuppgifter ut? 
o Hur involverad är du i den dagliga produktionsverksamheten? 
o Vad har du för erfarenhet inom branschen? 
o Hur ser organisationsstrukturen ut? 
o Hur arbetar du med erfarenhetsåterföring? 
o Föredrar du att arbeta mer tekniskt eller mer socialt? 
o Tycker du att det fungerar? 
o Vad fungerar bra och vad fungerar dåligt? 
o Hur tror du det skulle hjälpa dig i din roll om det fungerade perfekt? 
o Har du märkt några problem du tror skulle kunnat undvikits? 
o Var upplever du att det saknas mest kunskap? Var ”återuppfinns hjulet” ofta? 
o Har du några förbättringsförslag? 
o Har du någon erfarenhet av erfarenhetsåterföring från andra företag? 
o Hur tror du att andra företag arbetar med erfarenhetsåterföring?  
o Hur mycket tittar ni på gamla projekt när ni planerar nya? 
o Hur mycket mentorskap fick du när du började i företaget? 
o Vad tror du krävs för att få människor att dela med sig mer av kunskap? 
o Vad tror du krävs för att få människor att använda sig av andras kunskap? 
o Tror du att klimatet tillåter en implementering/förändring av arbetssätt? 
o Vad tror du om bonussystem? Pengar som incitament? 
o På vilken nivå ska det då implementeras? 
o Vad tror du om utmärkelser som till exempel Månadens anställd? 
o Vad tror du om certifieringar med erfarenhetsdelning som en parameter? 
o Vad tror du om att ha en större stödfunktion som sköter erfarenhetsdatabasen? 
o Vet du hur databasen fungerar? 
o Använder du databasen eller några andra verktyg och hur tycker du att de/den fungerar? 
o Har du bidragit till databasen? 
o Hur skulle databasen kunna förbättras för att du skulle använda den mer? 
o Tror du att arbetet i databasen skiljer sig mellan resultatenheterna? 
o Vilka får du information ifrån och vilka ger du information? 
o Vilken kunskap är viktig för dig från andra avdelningar? 
o Tycker du att du får den kunskapen idag? 
o Tycker du att det saknas kommunikation med någon? 
o Vilken typ av möten har du? 
o Vi har fått berättat för oss om PC-träffar, kan du berätta lite mer om dem? 
o Vi har även fått berättat för oss om PING-träffar, kan du berätta lite mer om dem?  
o Vilken typ av projekt föredrar du att upphandla? 
o Vilka projekt har du för tillfället? 
o Finns det någon kommunikation med andra resultatenheter? 
o Har du några arbetsuppgifter utöver att sköta ditt RE? 
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Regionchef 
o Vad har du för position och hur ser era arbetsuppgifter ut? 
o Vad har du för erfarenhet inom branschen? 
o Hur ser organisationsstrukturen ut? 
o Hur arbetar du med erfarenhetsåterföring? 
o Föredrar du att arbeta mer tekniskt eller mer socialt? 
o Tycker du att det fungerar? 
o Vad fungerar bra och vad fungerar dåligt? 
o Hur tror du det skulle hjälpa dig i din roll om det fungerade perfekt? 
o Har du märkt några problem du tror skulle kunnat undvikits? 
o Var upplever du att det saknas mest kunskap? Var ”återuppfinns hjulet” ofta? 
o Har du några förbättringsförslag? 
o Har du någon erfarenhet av erfarenhetsåterföring från andra företag? 
o Hur tror du att andra företag arbetar med erfarenhetsåterföring?  
o Hur mycket tittar ni på gamla projekt när ni planerar nya? 
o Hur mycket mentorskap fick du när du började i företaget? 
o Vad tror du krävs för att få människor att dela med sig mer av kunskap? 
o Vad tror du krävs för att få människor att använda sig av andras kunskap? 
o Tror du att klimatet tillåter en implementering/förändring av arbetssätt? 
o Vad tror du om bonussystem? Pengar som incitament? 
o På vilken nivå ska det då implementeras? 
o Vad tror du om utmärkelser som till exempel Månadens anställd? 
o Vad tror du om certifieringar med erfarenhetsdelning som en parameter? 
o Vad tror du om att ha en större stödfunktion som sköter erfarenhetsdatabasen? 
o Vet du hur databasen fungerar? 
o Använder du databasen eller några andra verktyg och hur tycker du att de/den fungerar? 
o Har du bidragit till databasen? 
o Hur skulle databasen kunna förbättras för att du skulle använda den mer? 
o Tror du att arbetet i databasen skiljer sig mellan resultatenheterna? 
o Vilka får du information ifrån och vilka ger du information? 
o Vilken kunskap är viktig för dig från andra avdelningar? 
o Tycker du att du får den kunskapen idag? 
o Tycker du att det saknas kommunikation med någon? 
o Vi har fått berättat för oss om PC-träffar, kan du berätta lite mer om dem? 
o Vi har även fått berättat för oss om PING-träffar, kan du berätta lite mer om dem? 
o Hur involverad är du i den dagliga produktionsverksamheten? 
o Vad har du för vision för Stockholmsområdet? 
o Finns det någon plan för att integrera olika erfarenheter? 
o Finns några officiella mentorskapsprogram i företaget? 
o Finns det några utbildningsdagar eller liknande? 
o Hur ser din vision ut för framtiden? 
o Har ni fokus på samhällsnytta när ni väljer projekt? 
o Finns det några tankar på vad ni lämnar för avtryck till framtiden? 
o Tror du det finns en korrelation mellan erfarenhetsåterföring och hållbar utveckling? 
o Kommunicerar du med de andra regioncheferna? 
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Ola Serneke 
o Vad har du för position och hur ser era arbetsuppgifter ut? 
o Kan du berätta lite mer om historien bakom Serneke? 
o Hur ser organisationsstrukturen ut? 
o Hur arbetar du med erfarenhetsåterföring? 
o Föredrar du att arbeta mer tekniskt eller mer socialt? 
o Tycker du att det fungerar? 
o Vad fungerar bra och vad fungerar dåligt? 
o Hur tror du det skulle hjälpa dig i din roll om det fungerade perfekt? 
o Har du märkt några problem du tror skulle kunnat undvikits? 
o Var upplever du att det saknas mest kunskap? Var ”återuppfinns hjulet” ofta? 
o Har du några förbättringsförslag? 
o Har du någon erfarenhet av erfarenhetsåterföring från andra företag? 
o Hur tror du att andra företag arbetar med erfarenhetsåterföring?  
o Hur mycket tittar ni på gamla projekt när ni planerar nya? 
o Vad tror du krävs för att få människor att dela med sig mer av kunskap? 
o Vad tror du krävs för att få människor att använda sig av andras kunskap? 
o Tror du att klimatet tillåter en implementering/förändring av arbetssätt? 
o Många verkar nöjda med din syn på bonussystem, kan du motivera den? 
o På vilken nivå ska det då implementeras? 
o Vad tror du om utmärkelser som till exempel Månadens anställd? 
o Vad tror du om certifieringar med erfarenhetsdelning som en parameter? 
o Vad tror du om att ha en större stödfunktion som sköter erfarenhetsdatabasen? 
o Vet du hur databasen fungerar? 
o Använder du databasen eller några andra verktyg och hur tycker du att de/den fungerar? 
o Har du bidragit till databasen? 
o Hur skulle databasen kunna förbättras för att du skulle använda den mer? 
o Tror du att arbetet i databasen skiljer sig mellan resultatenheterna? 
o Vilka får du information ifrån och vilka ger du information? 
o Vilken kunskap är viktig för dig från andra avdelningar? 
o Tycker du att du får den kunskapen idag? 
o Tycker du att det saknas kommunikation med någon? 
o Vilken typ av möten har du? 
o Vi har fått berättat för oss om PC-träffar, kan du berätta lite mer om dem? 
o Vi har även fått berättat för oss om PING-träffar, kan du berätta lite mer om dem? 
o Hur involverad är du i den dagliga produktionsverksamheten? 
o Vad har du för vision för Stockholmsområdet? 
o Finns det någon plan för att integrera olika erfarenheter? 
o Finns några officiella mentorskapsprogram i företaget? 
o Finns det några utbildningsdagar eller liknande? 
o Hur ser din vision ut för framtiden? 
o Har ni fokus på samhällsnytta när ni väljer projekt? 
o Finns det några tankar på vad ni lämnar för avtryck till framtiden?  
o Kan du berätta lite om projektet i Gårdsten? 
o Tror du det finns en korrelation mellan erfarenhetsåterföring och hållbar utveckling 
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Hans Lind, Per Erik Eriksson, Abukar Warsame 
o Vad har du för erfarenhet inom branschen? 
o Vad har du för erfarenhet av erfarenhetsåterföring? 
o Hur tycker du att erfarenhetsåterföring fungerar i branschen idag? 
o Tror du att företag skulle tjäna på att jobba mer med erfarenhetsåterföring? 
o Hur tror du att man borde arbeta med erfarenhetsåterföring? 
o Tror du på att arbeta mer tekniskt eller mer socialt? 
o Var upplever du att det saknas mest kunskap? Var ”återuppfinns hjulet” ofta? 
o Har du några förbättringsförslag? 
o Har du någon erfarenhet av erfarenhetsåterföring från företag? 
o Hur tror du att företag arbetar med erfarenhetsåterföring?  
o Vad tror du krävs för att få människor att dela med sig mer av kunskap? 
o Vad tror du krävs för att få människor att använda sig av andras kunskap? 
o Tror du att klimatet tillåter en implementering/förändring av arbetssätt? 
o Vad tror du om bonussystem? Pengar som incitament? 
o På vilken nivå ska det då implementeras? 
o Vad tror du om utmärkelser som till exempel Månadens anställd? 
o Vad tror du om certifieringar med erfarenhetsdelning som en parameter? 
o Vad tror du om att ha en större stödfunktion som sköter erfarenhetsdatabasen? 
o I vilken utsträckning tror du man bör tvinga till möten och i vilken skala? 
o Hur skulle databasen kunna förbättras för att du skulle använda den mer? 
o Vilken kunskap är viktig att dela? 
o Hur ska man kunna ta tillvara på kunskapen från seniora kollegor? 
o Hur ska man göra med mentorskap och inskolning av ny personal för att överföra 

kunskap? 
o Tror du på att satsa internt eller hyra in konsulter? 
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