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Abstract 
The paradigm of diffusion research can be traced back all the way to the 1940s when Ryan and 
Gross investigated the diffusion of hybrid seed among farmers in Iowa. Since the 1960s diffusion 
research has been applied in a wide variety of disciplines, for instance, to study the diffusion of 
the Internet and the non-diffusion of the Dvorak keyboard. Currently, the technologies that are 
on top of the Gartner Hype Cycle are all associated with Artificial Intelligence (AI), which 
shortly can be defined as learning devices that perceive their environment and take actions to 
maximize their success at some goal. Consequently, some people suggest that the current hype 
surrounding AI can be the end of the human kind, while others believe it will give way for 
millions of fresh jobs and cleverer decision-making. In recent years both media and political 
organizations have shown great interest in AI. In addition, the industry is captivated by the 
potential uses of AI. In the last years, AI-related companies in the US have raised billions of 
dollars in the stock market together with a large number of acquisitions. The large flow of capital 
into AI technology underpins the fast development of AI solutions.  
 
The purpose of this study is to investigate how groups approach AI. What can be concluded after 
reviewing different sectors is that organizations seem to share a common interest of AI. 
Furthermore, organizations share the opinion that eventually AI will be a more natural part of 
their processes. Organizations investing a larger share of their budget in R&D have a longer 
experience of using AI and are currently doing projects utilizing more advanced technologies 
within AI. In organizations from other sectors, the investments in AI depend on the people with 
the authority to invest money in projects and their view on AI. Organizations generally seem to 
approach AI in a similar way. Firstly, they evaluate what AI is. Secondly, they find areas to 
make small iterative PoC-projects utilizing AI, usually with machine learning. Finally, more 
money is invested if the PoC-projects were successful and the organization starts looking at how 
to acquire more competence within the area to fully exploit the value of AI.   

Key-words  
Diffusion of innovation, Technology adoption, Artificial intelligence, Machine learning, Deep 
learning, Innovation-decision process, Innovation, Adoption, Diffusion in organizations  
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Sammanfattning 
Paradigmet för innovationsspridning kan spåras ända tillbaka till 1940-talet när Ryan och Gross 
undersökte spridningen av hybridfrön bland bönder i Iowa. Sedan 1960-talet har forskningen 
tillämpats inom en mängd olika discipliner, till exempel för att studera spridningen av Internet 
och icke-spridningen av Dvorak-tangentbordet. För närvarande är teknologierna som ligger på 
toppen av Gartner Hype-cykeln alla förknippade med artificiell intelligens (AI), som kan 
definieras som lärande enheter som uppfattar sin miljö och vidtar åtgärder för att maximera sin 
framgång gällande något mål. Hypen som nu finns kring AI har lett till att vissa människor tror 
att det kan innebära slutet för mänskligheten medan andra tror att det kommer att ge plats för 
miljoner nya jobb och smartare beslutsfattande. Under de senaste åren har både medier och 
politiska organisationer visat stort intresse för AI samt visat intresse för potentiella 
användningsområden av AI. AI-relaterade företag i USA har under de senaste åren har tagit in 
miljarder dollar i riskkapital. Ett stort antal förvärv och kapitalflödet till AI-teknik ökar den 
snabba utvecklingen av AI-lösningar.  
 
Syftet med denna studie är att beskriva spridningen av AI i organisationer från ett antal olika 
sektorer. Vad som kan sägas efter att ha studerat olika sektorer är att organisationer delar en 
gemensam nyfikenhet för AI och att de tror att AI kommer bli en allt mer naturlig del av sina 
processer. De företag som spenderar mycket pengar på FoU har längre erfarenhet av att använda 
AI och gör för närvarande projekt som använder mer avancerade tekniker. I andra organisationer 
är investeringarna inom AI beroende av de anställda som har rätt att investera pengar i projekt 
och deras syn på AI. Organisationer verkar allmänt närma sig AI på ett liknande sätt där de först 
utvärderar vad AI är. Därefter väljer de ett antal områden där de gör små iterativa projekt där de 
utnyttjar AI, vanligtvis via ML. Därefter investerades mer pengar om de små projekten lyckas 
och företaget börjar titta på hur man kan förvärva mer kompetens inom området. 

Nyckelord 

Diffusion av innovation, Teknologiadoption, Artificiell intelligens Maskininlärning, 
Djupinlärning, Innovationsbeslutsprocessen, Innovation, Adoption, Diffusion i organisationer  
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1 Introduction 
This chapter includes a description of the framework of the thesis where the chosen problem is 
put into its setting. The chapter is opened with a background to the examined problem, which is 
succeeded by the problem description. Furthermore, the purpose and the research question of 
the thesis are presented. In addition, the contribution of the research, the limitations, and the 
delimitations are defined. The chapter is finalized by a brief presentation of the outline of the 
thesis. 

1.1 Background 
Diffusion is the process where an innovation, something perceived as new by a unit of adoption, 
is communicated through specific channels over time among members of a social system. The 
paradigm of diffusion research can be traced back all the way to the 1940s when Ryan and Gross 
studied the diffusion of hybrid seeds among farmers in Iowa. Since the 1960s, diffusion research 
has been applied in a wide variety of disciplines, for instance, to study the diffusion of the 
Internet and the non-diffusion of the Dvorak keyboard. Diffusion consists of four elements; the 
innovation, the communication channel, time and the social system (Rogers, 2001). The 
diffusion theory is an interdisciplinary field that has attracted scholars from a variety of fields 
including economics and marketing. Many studies have been made where each one has been 
focusing on specific aspects of diffusion through different perspectives (Karakaya et al., 2014). 
 
Rogers developed a model to explain the diffusion of innovation process already in 1962 
focusing on how innovations spread among individuals. However, early studies also applied his 
model to the diffusion of innovation in organizations, which was problematic since there are 
differences between organizational and individual behavior. Consequently, Rogers expanded his 
theory with an organizational innovation model (Dibra, 2015). One central phase of diffusion in 
organizations is the innovation-decision process where a unit of adoption progresses from initial 
awareness of an innovation to a decision to adopt or reject it (Rogers, 1983). Walitzer et al, 
(2014) emphasize the importance of understanding the dynamics underlying the diffusion of new 
ideas or technology in a society. Consequently, investigating the dynamics of the purpose of an 
organization’s choice to adopt a new technology could give a better understanding of how 
organizations make their decisions when it comes to investing in new technology.  
 
The diffusion of innovation theory has received some criticism, Oturakci (2018) mentions that 
studies of the innovative behavior in organizations have remained underdeveloped because the 
research results have been unconvincing, contradictory and characterized by a low level of 
explanation. In addition, an organization can change its decision to adopt an innovation and later 
adopt it again if circumstances change. Therefore, Aguilar-Gallegos et al (2014) argue that there 
is a gap in theory when it comes to when a new technology can be considered adopted. 
Consequently, there is room for further studies and more empirical investigations regarding how 
organizations handle new innovations that can give more credibility to the existing theory.  
 
Currently, the technologies that are on top of the Gartner Hype Cycle are all associated with 
Artificial Intelligence (AI), which shortly can be defined as learning devices that perceive their 
environment and take actions to maximize their success at some goal. The current hype 
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surrounding AI has led to people suggesting that it will be the end of the human kind while 
others believe it will give way for millions of new jobs and cleverer decision-making (Bini, 
2018). Furthermore, during the literature review, no study appeared regarding the intention of 
why a certain AI-strategy has been adopted in organizations. Thus, AI would be an interesting 
innovation to study in the diffusion of innovation context.  
 
At the moment, there are many examples of AI that are part of most people’s lives. Apple’s 
intelligent personal assistant Siri or Amazon’s equivalent solution Alexa and natural language 
processing that is used to translate languages in Google Translate are examples of tools that 
utilize AI. It has taken some time for technology to catch up with the hopes and promises related 
to AI, which was coined for the first time already in 1956. The reason for this is that the 
processing power of computers has not had the qualities required to enable AI-solutions until 
now (Bini, 2018).  
 
In recent years both media and political organizations have shown great interest in AI and the 
industry is interested in potential uses of AI. Between the years 2011 and 2016 technology giants 
such as Microsoft and Google acquired 140 entrepreneurial firms within the AI area and AI-
related organizations in the US have raised billions of dollars in the stock market. A large 
number of acquisitions and the flow of capital into AI technology underpin the fast development 
of AI solutions. Google has, for instance, proudly communicated that they are now developing 
from “mobile first” toward “AI first” (Pan, 2016). However, many stakeholders are now 
wondering if the prospective future AI revolution will affect the society to an extent similar to 
previous revolutions. The impact of the industrial and digital revolution was substantial in almost 
all parts of society, life, firms, and employment (Makridakis, 2017).  
 
Makridakis (2017) claims that the AI-revolution will be monumental, it will bring changes to all 
aspects of life and society. Organizations will make decisions based on breakdown and usage of 
large amounts of unstructured data. Consequently, the global competition among firms will reach 
never before seen levels due to the unlimited additional benefits created thanks to the widespread 
usage of AI. Significant competitive advantage will accumulate among the firms willing to take 
the entrepreneurial risks needed to turn innovative products into global commercial success 
stories. The main challenge for organizations and society will be to exploit the benefits of AI-
technologies while avoiding the dangers and disadvantages of greater unemployment and wealth 
inequalities. The great interest and the high expectations of AI make it a captivating innovation 
to study from a diffusion of innovation perspective. 
 
Dirican (2015) also emphasizes the necessity of further research that highlights the business 
impacts of AI through market research. He also stresses that organizations and governments 
should implement AI innovation as quickly as possible. Consequently, a question regarding what 
adoption strategy organizations have chosen regarding AI is raised, which is strongly linked to 
the innovation-decision process. Therefore, this area of research can provide a base for further 
research regarding diffusion of innovation theory.   
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1.2 Problem description 
Based on the evident lack of organizational studies within diffusion of innovation research, as 
mentioned by several researchers, it would be beneficial with further empirical studies 
surrounding the innovation-decision process. As discussed by Oturakci (2018) the 
unpredictability encompassing the influencing factors of why organizations decide to adopt 
technology has made it difficult to define the characteristics of innovation adoption. 
Consequently, more empirical knowledge regarding the adoption of innovations in organizations 
is needed. Moreover, there is a great importance of understanding the dynamics underlying the 
diffusion of new ideas or technology in a society (Walitzer et al, 2014). This implies a demand 
for further studies regarding the innovation-decision process in organizations. 
 
With the great changes that AI could imply for society and organizations mentioned in several 
scientific articles and reports, it gives rise to a question regarding what strategy organizations 
choose when it comes to AI. As mentioned by Makridakis (2017) the firms that are willing to 
take entrepreneurial risks during the AI-transition will be rewarded with significant competitive 
advantage. Dirican (2015) also illustrates the need for further research regarding the business 
impacts of AI. Therefore, AI is a suitable technology to study when it comes to the innovation-
decision process. 

1.3 Purpose and research question 
The purpose of this study is to describe the diffusion of AI in organizations using a case study 
design resulting in a phenomenological description of themes. At this stage, the diffusion of 
innovation will be defined generally as a theory that seeks to explain how and why new ideas 
and technologies spread.   
 
Consequently, the central research question of this study is: 
 
RQ: How do organizations from different sectors approach AI? 
 
In order to be able to respond to the central research question, RQ, three sub-research questions 
have been formulated below: 
 
Sub RQ 1: How would AI be put in context among the diffusion framework elements? 
Sub RQ 2: Where are organizations in the innovation-decision process? 
Sub RQ 3: What are the motives behind the decision to adopt or reject AI in an organization? 

1.4 Research contribution 
This thesis does not claim to provide an inevitable analysis of the theory about the diffusion of 
innovations. The contribution from this thesis will rather be of empirical nature within the 
framework of diffusion of innovation with insights into what AI strategy different organizations 
have chosen. The thesis is initiated with a definition of the methodology with the purpose of 
giving a glimpse of how some organizations have chosen to approach AI. The picture is based on 
the multiple case studies performed with organizations from different sectors. Therefore, this 
thesis provides new empirical insights about what AI-strategy organizations have, and illustrates 
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common patterns regarding how the innovation-decision process applies to the adoption of AI. 
The study also provides a base for further research within the diffusion of innovation theory 
regarding AI. 

1.5 Delimitation 
The delimitations that were chosen for this project have had the purpose of limiting the area that 
is researched. A delimitation chosen has been regarding the size of the organizations 
investigated. Therefore, only Swedish organizations with a revenue larger than 5 000 MSEK are 
included. To select organizations of similar size can improve the reliability of the conclusions 
drawn from the research because the organizations share similarities. It is essential to choose a 
particular context when doing case studies (Collis & Hussey, 2009). Regarding the sample size 
Creswell (2007) mentions that for quality studies it is reasonable to have around 20 interviews to 
be able to make valid conclusions. Therefore, 18 people have been interviewed in this study 
representing either companies or agencies. To get a varied view of how organizations have 
chosen to approach AI organizations from sectors investing much money within R&D and 
organizations from sectors investing less money within R&D were studied to investigate if there 
are differences in how they approach AI. 
 
Since platform providers, such as Microsoft and Google, already include AI-technology in their 
business software it means that many organizations utilize AI without knowing it. During this 
study, only the deliberate choice to adopt or reject AI-technology has been examined, not when 
AI has been included in other products. Therefore, the AI-diffusion that is studied only covers 
diffusion where units of adoption intentionally begin using AI. 
 
Regarding the delimitations of the literature, a decision was made in accordance with Collis & 
Hussey (2009) to focus on research conducted recently since AI is a new technology where there 
is a swift development. Regarding the chosen methodology there are many options to choose 
from such as questionnaires, multiple choice questions, and interviews. The reason behind the 
choice to not use questionnaires and more quantitative methods was to be able to follow up 
answers with new questions and be more flexible during the case studies (Collis & Hussey, 
2009). 

1.6 Limitation 
The limitations of this study are components that are not possible to control, such as the number 
of resources that were accessible. The resources include time constraints affecting the choice of 
sample size. Apart from that, organizations are hesitant to share all parts of their AI-strategy due 
to the competition in the market, which can lead to a somewhat biased empirical data, lacking 
important aspects.  

1.7 Outline 
In the following part, the outline of the thesis is presented, which consists of six chapters.  
 
In chapter 1, which is written above, the reader is given an introduction to the study. The chapter 
includes a description of the framework of the thesis where the chosen problem is put into its 
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setting. The chapter is opened with a background to the examined problem, which is succeeded 
by the problem description. Furthermore, the purpose and the research question of the thesis are 
presented. In addition, the contribution of the research, the limitations, and the delimitations are 
defined. The chapter is finalized by a brief presentation of the outline of the thesis. 
 
In chapter 2, the methods used during the research project are explained. The chapter portrays 
how the research was designed and what methods that were used when the literature and 
empirical data were collected. Furthermore, an explanation of how the empirical data has been 
analyzed is described and the chapter is finalized with a discussion regarding the reliability, 
validity, and generalizability of the research. The purpose of chapter 2 is to portray the scientific 
methodology. This enables other researchers to understand, repeat and improve the method, 
which increases the reliability of the empirical results. 
 
In chapter 3, an overview of the literature within selected parts of diffusion of innovation theory 
and AI is presented based on their relevance for the study. The purpose of the presented literature 
is to be a foundation for the analysis and to provide understanding for the empirical data 
collected. The contents of the chapter will, in addition, be crucial to respond to the research 
question.  
 
In chapter 4, the empirical results from the pilot study and the multiple case studies are 
presented. The purpose of the chapter is to give the reader the opportunity to grasp the empirical 
data before exposing the reader to the discussion that is depicted later in the thesis.  
 
Chapter 5 consists of an analysis of what was found during the empirical data collection process 
in the multiple case studies. The chapter is split into several sections to build coherence 
throughout the analysis. The purpose of the chapter is to put the thesis into a bigger picture and 
see connections that could be true in a general sense.  
 
In chapter 6, the conclusions of the project are presented together with possible implications they 
could have for the industry. Furthermore, advice regarding further studies is a part of the content. 
The purpose of the chapter is to give a conclusive answer to the research question. 
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2 Research method 
This chapter describes which methods that have been using during the research project. It 
depicts how the research was designed and what method that was used when the literature and 
the empirical data were collected. The chapter also describes how the empirical data has been 
analyzed and the chapter is finalized with a section where a discussion of the reliability, validity, 
and generalizability of the research is presented. The purpose of chapter 2 is to depict the 
scientific methodology. This enables other researchers to understand, repeat and improve the 
method, which increases the reliability of the empirical results.  
 
In the following chapter, the choice of structure and methods for the thesis are motivated. In part 
2.1 the research design is described, in part 2.2 information about how the literature review was 
conducted is described. In part 2.3 the methodological approach regarding the empirical data 
gathering is depicted and in part 2.4 a description of how the empirical data analysis was 
conducted is provided. The chapter is ended with part 2.5 where the reliability, generalizability, 
and validity of the research are discussed. 
 
In the process of conducting this thesis, a literature review, a pilot study, and multiple case 
studies have been conducted with the objective of answering the research question. The methods 
used for collecting data overlapped with each other in different ways. The literature review was a 
crucial part of both the multiple case studies and the pilot study. In addition, the pilot study 
provided a base for the multiple case studies, which is a reason for why they were conducted in 
chronological order. Thus, the pilot study was concluded prior to the multiple case studies in 
early February. Furthermore, most of the empirical analysis was done in April and May. Table 1 
depicts the research process during the work with the thesis. In the coming parts of this chapter, 
the methodological approach will be defined in more detail.  
 
_____________________________________________________________________________ 
 
Table 1: Research process 

 
 
_____________________________________________________________________________ 
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2.1 Research design 
The purpose of this project has been to describe the AI-strategy that organizations have, where 
they are in the innovation-decision process and what reasons they have for rejecting or adopting 
AI. To accomplish this purpose both exploratory research and descriptive research have been 
conducted. In the pilot study an explorative approach was selected and in the multiple case 
studies, a descriptive approach was used.  
 
The exploratory research is conducted when the research problem is relatively new and few 
studies have been made. Consequently, limiting the number of sources to refer to, the goal of this 
research is to look for patterns, ideas or hypotheses. Since no previous study appeared during the 
literature review regarding diffusion of innovation and AI it made sense to do a pilot study of 
explorative nature. In exploratory research, the goal is to gain insights and familiarity with the 
subject area for a deeper investigation at a later stage. Exploratory research gives the researcher 
much flexibility since there are no constraints on how or which data that is collected. The 
outcome often gives guidance on what future research that should be done (Collis & Hussey, 
2009). This was also the intent of the pilot study, to develop a research question and prepare 
areas to investigate in the multiple case studies.  
 
The remainder of the project can be described as descriptive research. The research question 
“How do organizations from different sectors approach AI?” is a typical example of a research 
question used in descriptive research. The goal is to further examine a problem compared to in 
exploratory research where the goal is to describe features of relevant issues (Collis & Hussey, 
2009). The study had an inductive design, the inductive design is concerning moving from the 
specific to the general. It includes looking for patterns and relations in the data from the 
observations made (Woo, 2017). Since the purpose of the study was to describe the diffusion of 
innovation in organizations this approach was suitable. Based on the multiple case studies in 
specific organizations, patterns could be found to draw general conclusions.  

2.2 Literature review 
The goal of the literature review is to critically evaluate the existing knowledge on a topic. In 
addition, the review helps to develop the knowledge of the subject, which is within the areas of 
AI and diffusion of innovation. It also provides a context for the research question (Collis & 
Hussey, 2009). The literature identified contributed to the research by identification of gaps in 
research, the inspiration for the research design and for the analytical framework. 
 
The literature review process was initially done through a broad search but as deeper knowledge 
was achieved the process was narrowed down to get more profound insights into certain areas. 
The references that are used throughout this report were searched for using the Internet. In the 
search, the Royal Institute of Technology’s databases and search tools were used, which give 
access to a large amount of respected and peer-reviewed reports from scientific journals. 
Research databases that were used include SpringerLink, Wiley online Library, and 
ScienceDirect. During the research keywords such as “diffusion of innovation”, “technology 
adoption” “adoption”, “diffusion”, “artificial intelligence”, “cognitive computing”, “innovative-
decision process”, “decision-making”, “diffusion in organizations” were used, either on their 
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own or together with other keywords. Albeit, a profound literature review was done it is still 
impossible to say that all relevant literature has been examined.  

2.3 Empirical data gathering methods 
To understand what strategy organizations have when it comes to AI an analysis of what happens 
outside the academic environment would be necessary to investigate how organizations approach 
this new area. Thus, the empirical data in this study was collected through interviews in this 
study. Interviewing is a method for collecting data where you find out what the participants think 
about a certain area (Collis & Hussey, 2009). Consequently, it was a good method to gather the 
empirical data needed to draw conclusions to fulfill the purpose of this study. 

2.3.1 Pilot study 
Collis & Hussey (2009) mentions that preliminary investigations are a good way to become 
familiar with the context in which the study is conducted. The desired outcome of the pilot study 
was to complement the literature review and provide direction for how to formulate the research 
question and to guide the research. In addition, the purpose of the pilot study was to narrow 
down the research area and get to know how far the adoption of AI had come in Swedish 
agencies. 
 
The pilot study was performed by having unstructured interviews with people with knowledge 
within AI and the AI-strategy in Swedish agencies. Interviews were held with seven participants 
in different roles in six different agencies. The agencies were selected based on the number of 
employees in the organization. The organizations had between 600 and 14 200 employees. An 
overview of the respondents can be seen in Table 2. 
 
The reason for the use of unstructured interviews was that the questions raised and the matters 
that were investigated change between interviews. This process of open discovery is seen as the 
strength of this interview approach according to Collis & Hussey (2009). The main goal was to 
ask questions that required the participants to elaborate their initial statements to explore their 
answers in more depth (Collis & Hussey, 2009). 
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_____________________________________________________________________________ 
 
Table 2 Overview of pilot study interviews at different Swedish agencies 

Pilot study 
respondent 

Sector Profession Date and duration Form 

A 
Government 

Agency 
CIO 2018-01-19 

Telephone 
interview 

B 
Government 

Agency 
Officer 2018-01-22 

Telephone 
interview 

C 
Government 

Agency 
IT-manager 2018-01-22 

Telephone 
interview 

D 
Government 

Agency 
Officer 2018-01-25 

Telephone 
interview 

E 
Government 

Agency 
Group manager IT 2018-01-29 

Telephone 
interview 

F 
Government 

Agency 
Business developer 2018-02-01 

Telephone 
interview 

G 
Government 

Agency 
Strategic manager 2018-02-05 

Telephone 
interview 

 
_____________________________________________________________________________ 
 

2.3.2 Multiple case studies 
Semi-structured interviews with open-ended questions were conducted during the multiple case 
studies. In total eleven interviews were conducted with different organizations with revenue 
between 5 and 200 billion SEK. In addition, the organizations invest between one and twenty 
percent of their revenue in R&D. The primary data collected during these interviews were 
entirely generated from original sources, which qualify it as primary data (Collis & Hussey, 
2009). Since the interviews were semi-structured they were based on a question guide that 
contained questions that were always included in the interviews, however, respondents were also 
allowed to divert into other things that interested them. As the focus of qualitative interviews is 
on the interviewee this was beneficial for this study (Greener, 2008). The questions that were 
included in all interviews can be seen in Table 3 below. 
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_____________________________________________________________________________ 
 
Table 3 Interview manuscript used in multiple case studies 

Theme Question 

Introduction 
What is your role in your organization? 
Do you have a good overview of your organization’s strategies? 

AI-knowledge 

What do you know about AI? 
What is your view on AI? 
What does your organization know about AI? 
How is your organization’s knowledge within AI compared to competitors? 

AI-adoption 

Do your organization invest in AI at the moment? 
       What technology within AI do they invest in? 
       In which part of the organization do they invest in? 
       What is the main challenge when it comes to using AI? 
       What is the main purpose of using AI? 
       Have you met any resistance when implementing AI? 
       Have you finished any previous projects within AI? 
       When did you start using AI in the organization? 
       What are you planning to do in the future with the help of AI? 
       Do you have any external collaborations regarding AI? 
       How do you plan to get the competence needed to use AI in the future? 

 
_____________________________________________________________________________ 
 
All the interviews were performed with one person and recorded in order to avoid too much 
focus on documentation during the interview. The participants were selected based on their role 
and their knowledge of their organization’s AI-strategy. The interviews were summarized and 
integrated into this report after they were finished. Information about the interviews can be found 
in Table 4 below.  
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_____________________________________________________________________________ 
 
Table 4 Overview of multiple case studies interviews at different Swedish organizations 

Multiple 
case study 
respondent 

Sector Profession Date and duration Form 

A Media CDO 2018-02-16  
Telephone 
interview 

B Retail CEO-trainee 2018-03-01  
Telephone 
interview 

C Equipment rental  Design Manager 2018-03-05 
Telephone 
interview 

D Health care CIO 2018-03-09 
Telephone 
interview 

E Energy 
Vice President 

R&D 
2018-03-14 

Telephone 
interview 

F Technology Research Manager 2018-03-15 
Telephone 
interview 

G Insurance CIO 2018-03-16 
Telephone 
interview 

H Technology CIO 2018-03-26 
Telephone 
interview 

I Agriculture CIO 2018-03-27 
Telephone 
interview 

J Transport 
Head of IT 
applications 

2018-03-29 
Telephone 
interview 

K Manufacturing CIO 2018-04-11 
Telephone 
interview 

 
_____________________________________________________________________________ 
 
The empirical data collected during the interviews were analyzed using a general analytical 
procedure. The procedure involve seven different activities, which is to convert field notes into a 
written record, assuring that the collected material is correctly referenced, coding data related to 
the theme they regard, grouping of data with similar code, throughout the process write 
summaries of findings at certain points, use the summaries to construct generalizations and draw 
conclusions, continue with making generalizations until they are robust enough for answering the 
research question (Collis & Hussey, 2009). This approach was suitable for the continuous 
process of discovering new empirical data required a prioritization among which data that was 
most useful. In addition, the data came from different sources, which required a way to 
categorize it efficiently to be able to make robust generalizations. 
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2.4 Reliability, validity and generalizability 
To investigate the quality of this study, this section includes a review of the reliability, validity, 
and generalizability of the study made. Reliability is defined as how easy it is for another 
researcher to repeat the research done in this study and obtain the same results. The validity 
considers how accurately the findings of the research show a true picture of what is being 
investigated. Generalizability regards to which extent it is possible to draw conclusions about 
one thing based on information about another thing, in other words, can you draw conclusions 
about a group based on a sample (Collis & Hussey, 2009).   
 
For this study, the reliability of the literature review can be considered high since all the 
references used to produce it can be found in the reference list. Although, there is a possibility 
that the information will be interpreted in a different way and consequently would reduce the 
reliability. The reliability of the interviews made in the pilot study and the multiple case studies 
is reduced because of the unstructured and semi-structured nature. It is not certain that the 
follow-up questions asked would be the same for another researcher. However, the questions 
listed in Table 3 were always asked, which improves the reliability of the multiple case studies. 
Furthermore, people and organizations change over time, which could imply different answers if 
the interviews would be made at a different time point.  
 
Regarding the validity of the study, there is a challenge when it comes to the validity of the 
interviews. One risk is that the questions asked are interpreted wrongly leading to participants 
answering questions that were not asked. Therefore, the questions were formulated in a way that 
would be as easy to interpret as possible. If participants had explicit problems with 
understanding questions they were explained further or reformulated to make sure the 
participants knew what was asked.  
 
For the generalizability of this study, it is clear that it is not possible to draw conclusions about 
how all organizations of relevant size approach AI based on the interviews made. However, it is 
possible to acquire deeper knowledge about how Swedish organizations percept the investigated 
area.  
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3 Literature review 
In the following chapter, an overview of the literature within selected parts of diffusion of 
innovation theory and AI is presented based on the relevance for this study. The presented 
literature has a purpose to be a foundation for the analysis and understanding of the empirical 
data collected. The contents of this chapter will, in addition, be crucial to respond to the 
research question.  

3.1 Diffusion of innovation 
In the following part, the theory of diffusion is presented. In 3.1.1 the elements of diffusion are 
presented, which is the context where an innovation is spread. In 3.1.2 the innovation-decision 
process is described, which is a description of the different steps that a unit of innovation goes 
through when deciding to adopt or reject an innovation. In 3.1.3, the decision-process in 
organizations is described.  

3.1.1 Elements of diffusion 
Diffusion is defined as the process where an innovation is communicated through a certain 
channel over time among members of a social system (Rogers, 1989). Even though there are 
many paradigms and approaches to diffusion this is the most widespread and comprehensive 
definition of it (Bianchi, 2017). The main elements included in diffusion are the innovation, the 
communication channel, the time and the social system (Rogers, 1989). These elements are 
identifiable in all diffusion research studies and are presented below. 
 
Innovation  
An innovation is an idea, a practice or an object that is thought of as new by either an individual 
or another adoption unit. Surprisingly, the time since the innovation was discovered is not 
essential but rather how the adopter perceives the innovation. A common challenge within 
diffusion research is to determine the boundaries of innovations. Innovations that are closely 
related form something called technology clusters and it has been found that when technology 
clusters are promoted they get adopted faster than if they are promoted separately (Rogers, 
1989).  
 
The five most important characteristics of innovations are the relative advantage, compatibility, 
complexity, trialability, and observability. Relative advantage is how much better an innovation 
is perceived compared to what it would replace. How much better the innovation could be is 
influenced by different components such as monetary terms, suitability or fulfillment. However, 
the objective advantage of the innovation plays a smaller role than the perceived advantage by 
the units of adoption, which consequently drives the speed of the adoption. Compatibility is how 
well an innovation is being recognized as being consistent with present values, previous 
experiences and the needs of possible adopters. Complexity regards the perception of how easy 
the innovation is to use. Trialability is how easy it is to make limited experiments with the 
innovation; normally trialable innovations are adopted more quickly because they reduce the 
uncertainty of the unit of adoption. Observability is how easy it is to see the result of the 
innovation for others. The easier it is for potential units of adoption to see the benefits of an 
innovation the larger the probability is that they will adopt it (Rogers, 1989).  
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Communication channels 
Communication is a process that describes how participants share information with each other. 
In diffusion, this information regards new ideas. The communication channel is described as the 
means used to get the information from one unit to another unit. Mass media channels, such as 
newspapers or radio, are a common way to inform potential adopters about an innovation. A 
more effective diffusion channel is the interpersonal channel, which is an interpersonal face-to-
face exchange of information between two or more individuals (Rogers, 1989).  
 
Time 
The time is included in the diffusion process in different ways. It is included in the innovation-
decision process, which describes how a unit of adoption goes from knowing about an 
innovation to adoption or rejection. Time is also included when comparing when in time an 
innovation is adopted by one unit compared to other units and when an innovation’s rate of 
adoption is measured. The rate of adoption describes how many members of a system that have 
adopted an innovation in a given time period (Rogers, 1989).  
 
Social system 
A social system is a number of related units that are involved in a common problem solving to 
achieve a common target. The system could consist of individuals, informal groups or 
organizations. The structure of the social system heavily affects the diffusion of an innovation 
and it works as a boundary, which the innovation is spread within. The structure of a social 
system is built by the pattern by which the units within it form. The structure can both increase 
and reduce the speed of adoption. The norms in a system can also be a barrier to change as well 
as opinion leaders, which is a degree on how well one unit in a system can influence another unit 
in the system (Rogers, 1989).  

3.1.2 The innovation-decision process 
The innovation-decision process is a process where a decision-making unit goes from knowing 
about an innovation to creating an attitude to an innovation, to a decision to adopt or reject an 
innovation, to the implementation of the innovation. The process consists of many steps where 
an organization assesses an idea and decides if it should be integrated into its operations. The 
decision is based on the judgment if the new alternative is better than the one used previously. 
What has been found among units of adoption is that they do not make a decision 
instantaneously. Rather, it is a process that consists of five steps, which are knowledge, 
persuasion, decision, implementation, and confirmation (Rogers, 1989).  
 
Knowledge  
The innovation-decision process is initiated when a unit of adoption realizes that the innovation 
exists and gets some understanding of how it functions. Some scholars argue that the unit of 
adoption plays a passive part when it receives awareness knowledge since it is impossible to look 
for a certain innovation before its existence is known. On the other hand, some scholars argue 
that awareness knowledge can only be acquired through a self-initiated behavior, which means it 
is not a passive activity. Having the knowledge of an innovation is different from adopting it. In 
general units of adoption know about many more ideas than they have adopted. Possible reasons 
for this are in some cases that the units of adoption do not view the innovation as relevant to their 
situation or it does not match their values or beliefs. An innovation does not pass the knowledge 
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state unless the units of adoption find it relevant to their situation or get enough information for 
persuasion to occur (Rogers, 1989). 
 
Persuasion  
The knowledge state is followed by the persuasion stage where the unit of adoption forms their 
opinion about the innovation. The difference in this stage compared to the previous is that the 
main mental activity is the feeling towards the innovation while it was mainly knowledge about 
the innovation in the knowledge state. In this stage, the unit of adoption is more involved with 
the innovation and actively looks for information about it. What are normally analyzed in this 
stage is where the unit looks for information, what messages that are received and how the 
messages are interpreted. In the development of the affection towards the innovation the units of 
adoption usually mentally apply the innovation to their present or future situation. Common 
concerns that are raised by units of adoption in this stage are what advantages there are for their 
situation or what the consequences are of the innovation. The main outcome of this stage is that 
the unit of adoption has a favorable or unfavorable view of the innovation before it moves on to 
the decision stage. However, earlier studies have shown that the attitude to a new innovation 
does not always have an impact in the decision stage (Rogers, 1989). 
 
Decision 
The persuasion stage is followed by the decision stage where the units of adoption are involved 
in activities that lead to an adoption or rejection of an innovation. To adopt an innovation means 
to make full use of an innovation while rejection is a choice to not use the innovation. There are 
two kinds of rejection that exists, one is called active rejection, which involves first to consider 
adoption and then deciding not to adopt, another is called passive rejection, which consists of not 
ever really consider to implement the innovation. To cope with the uncertainty of an innovation's 
success the units of adoption sometimes try the new idea on a partial basis. This small-scale trial 
is often a part of the decision to adopt. However, some innovations do not have the opportunity 
to be divided for trial, which means that they are often adopted more slowly. Some units of 
adoption cope with the uncertainty by looking at how peers use the innovation (Rogers, 1989).  
 
Implementation stage 
This stage occurs when a unit of adoption puts a new innovation into use. The difference from 
the previous stages is that before they have only included mental processes. Consequently, the 
implementation stage involves a behavior change where the novel idea is put into practice. The 
earlier conceptualizations have often not recognized the full importance of the implementation 
stage. Problems in how to actually use the innovation usually appear in the implementation 
stage. The usual questions that the unit of adoption wants to be answered during the 
implementation stage are where you can find the innovation, how to use it or what operational 
problems that can occur. In organizations, there are usually many individuals that are involved in 
the decision stage and these people are often not the same as in the implementation stage. In 
addition, the organizational structure that gives stability and continuity can also be experienced 
as inertia when new innovations are being implemented. One major breakthrough regarding the 
importance of the implementation stage was fully recognized when scholars began to investigate 
the decision-making process (Rogers, 1989). 
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Confirmation stage 
Empirical evidence has shown that the decision to adopt or reject an innovation is not the last 
stage of the innovation-decision process. What is significant about the confirmation stage is that 
the decision-making unit is looking for reinforcement for the decision taken. This can lead to a 
change of the previous decision. The confirmation stage has no end but continues indefinitely.  

3.1.3 Diffusion in organizations 
Rogers (1989) mentions that there are some additional considerations that have to be made when 
conducting diffusion research in organizations. There are three different kinds of innovation-
decisions that are usually made by organizations. One of these is the collective innovation-
decision, which is a choice to adopt an innovation based on the consensus of members of a 
system. Another one is Authority innovation-decision, which is a decision made by relatively 
few members that have power, status or technical expertise in a bigger system with many 
members. Finally, an organization can make something called a contingent decision, which 
means that it can only be made based on a previous decision.  
 
An organization can be defined as a stable system of individuals that strive to achieve a common 
target through a division of labor. The five stages that are included in the innovation process in 
organizations are agenda-setting, matching, restructuring, clarifying and routinizing. 
 
The agenda-setting occurs when one or more individuals in an organization identify a problem in 
it and try to find an innovation to find a solution to the problem. The problem in the organization 
is often called a performance gap and it means that there is a gap between how the organization 
performs and how it wants to perform. In most organizations, there is also a concurrent process 
of scanning the environment for new ideas that could be beneficial for the organization. It is 
mentioned that innovation in an organization is driven by problems rather than solutions. There 
is a small chance that a found innovation will solve a particular problem but it is a larger chance 
that it will solve some problem in the organization. Consequently, organizations engage in 
continuous scans of innovations and match them with relevant problems. In other words, the 
agenda-setting can either be initiated through identification of a problem or an innovation.  
 
The agenda-setting is followed by the matching stage where the organization makes a mental 
perception of how well the innovation matches the problem in the organization. This stage 
includes thinking about problems that might arise if the innovation were implemented. The 
restructuring stage follows the matching stage and consists of the transformation where the 
innovation where it loses its foreign character. If the innovation is not completely in line with the 
organization’s situation it is often modified to meet the needs and structure as much as possible. 
Sometimes the organization modifies their behavior in order to be able to utilize the innovation 
or create a new organizational unit that is responsible for the innovation.  
 
The clarifying stage follows the restructuring stage and occurs when the innovation is used wider 
in the organization and its members understand why it is implemented. At this stage, the 
innovation is becoming a part of the structure of the organization. The routinizing stage follows 
the clarifying stage and in this stage, the innovation is a part of the regular activities in the 
organization.   
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3.2 Artificial intelligence 
3.2.1 History 
In 1956 Professor J. McCarthy at Stanford University, Professor M. L. Minsky at the 
Massachusetts Institute of Technology and Professors H. Simon and A. Newell at Carnegie 
Mellon University established the concept of Artificial Intelligence. They defined AI as 
machines that were able to understand, think and learn in a similar way to humans. This meant 
that they suggested that it was possible to use computers to mimic human intelligence. After the 
1970s AI has expanded into research fields, including machine translation, expert systems, game 
theory, pattern recognition, machine learning, and robotics. Many technologies have been 
developed thanks to the exploratory processes in these different fields (Pan, 2016).  
 
In 1983 Elaine Rich defined artificial intelligence as “the branch of computer science that studies 
how we can make computers capable to do things that presently humans do better” However, the 
notion has received criticism since it does not include definitions of artificial and intelligence.  
The Central Intelligence Agency defines the term intelligence as “a collection of data and a 
computation of knowledge” this is a statement that is in line with what AI-proponents believe. 
However, a definition that support the opponents of AI is “true intelligence cannot be presented 
without consciousness, and hence intelligence can never be produced by an algorithm that is 
produced on a computer” said by Roger Penrose. If we look etymologically intelligence comes 
from the Latin word “intellegere” which, means to understand, think, perceive and realize 
(Tzafestas, 2016).  
 
Consequently, there is no firm definition of what AI is. However, the goal of AI is to reproduce a 
selected part of human intelligence in a computer system. Thus, most of the work today consists 
of programming computers but also within robotics (Partridge. 2017). A recent description of AI 
is as artificially developed intelligence related to rapidly developing technologies, which enable 
computers to act intelligently, in other words in a humanlike manner (Cerka, 2017). In this 
project, AI will generally be defined as learning devices that perceive their environment and take 
actions to maximize their success at some goal (Bini, 2018).  
 
Previously, many AI-projects resulted in big failures, which led to that an initial generous 
funding into AI projects was heavily reduced. What was realized was that to solve complex real-
world problems was huge amounts of knowledge and problem-solving techniques that limit the 
search for solutions in large problem spaces. Another big challenge was that the cognitive 
functions that were supposed to be automated were not understood well enough. Therefore, AI 
researchers decided to focus on specific parts of cognitive processes such as learning, knowledge 
representation, search, machine learning, planning, probabilistic reasoning, natural language 
processing, vision, robotics and neural networks. (Tecuci, 2011).  

3.2.2 AI technologies 
The main issue within AI ever since the term was coined has been to move from raw data to 
information and knowledge. Therefore, a main challenge of AI is how to formalize the semantics 
of the data so that machines can manage it. The first attempt to represent knowledge was through 
logic and use calculus to define facts of the world and tools to analyze those facts (Scarcello, 
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2018). Below is a selection of technologies within AI chosen based on the empirical results of 
this study.  
 
Machine learning 
Machine learning (ML) is considered a subfield of AI. ML is defined as something that learns 
from experience and gets better performance as it learns. The field of ML has been used in 
various areas where resource allocation and processes are supposed to be optimized. How ML 
works can be described by the following example where the goal is to teach a computer to 
recognize different kinds of flowers. Step one in the process is that programmers find what 
features that are relevant for the different flower types. There is a definition of what separates 
one flower from another based on features such as petal length and width and so on. 
Consequently, it is possible for the programmer to create a table with images of different flowers 
where each flower would be an instance. Instances that belong to the same species would then 
have the same features and instances with different features would belong to different species. 
This data is called the “training data set”. Consequently, when the computer has looked at the 
training data set and learned from it, it will be able to tell what combination of features that is 
connected to a certain kind of species and therefore, the software can categorize flowers that 
have not been described by the programmer (Bini, 2018).  
 
The performance of ML-software depend on the size of the training set and the accuracy of the 
guesses improves with more training examples. If the software also is trained with feedback 
loops where it gets to know if it made a right or wrong decision it can adjust its own algorithm 
and even faster. One example of where ML has been used is in IBM’s Watson Health where the 
software has been provided with everything related to cancer diagnostics and treatment and 
provides a suggestion of an appropriate treatment (Bini, 2018).  
 
Natural language processing 
Natural language processing (NLP) is a subfield of AI that has the aim to understand, learn, 
recognize and produce human language content. Because of the limitations of rule-based 
systems, it is common that researchers use methods that are data-driven (Zeroual, 2018). The 
processing of language consists of different tasks; one specific task within NLP is parsing. 
Parsing means that text of any form is converted into an internal computer representation that 
then is possible to analyze. The parsing is rule-based where the rules together make up the 
“grammar”. An example of this is how rules of grammar in English specify how a sentence must 
be split into parts such as subject, object and so on (Nadkarni, 2016).  
 
Deep learning 
Deep learning (DL) is a subfield of AI that came about to solve more complex tasks than ML 
could solve (Bini, 2018). Since 2012 when DL algorithms were able to reduce a certain error 
called top-5 error, which depicts the number of cases where the algorithm predicts at least five 
labels more probable than the correct one. DL is not described as a specific algorithm but it is 
rather a technique that consists of many layers. One example where DL is used is for image 
recognition and segmentation. The DL algorithms consist of several layers building up a neural 
network. A neural network is built based on how the nervous system of biological organisms and 
consists of an input layer that encodes pixels for instance if the data comes from an image. It also 
consists of an output layer that gives the output from the network. Between the input and output 
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layer, there is a number of hidden layers that perform mathematical transformations of the data. 
In DL there are many layers, which has shown to increase the accuracy of the output (Morgan, 
2018).  
 
One area where DL is used is for condition-based maintenance, which is an optimization method 
to reduce the amount of unnecessary maintenance, downtime and unexpected failures (Yang, 
2018). 
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4 Empirical results 
In this chapter, the empirical results from the pilot study and the multiple case studies are 
presented. The purpose of the chapter is to give the reader the opportunity to grasp the empirical 
data before exposing the reader to the discussion that is depicted later in this thesis.  

4.1 Pilot study 
The pilot study resulted in a brief overview of how some Swedish government agencies have 
worked with AI. Interviewees from the different agencies mostly agreed on that AI was an 
important area that probably would grow in the future. Some agencies had experience of working 
with AI-tools and had invested substantial amounts in ways to use it to get a more efficient 
business. Overall the approach that the organizations had started with AI projects was that they 
initially did a pre-study regarding what AI implied and what technologies that AI includes. 
Thereafter, the agencies usually started PoC projects to test technologies and their relevance to 
their business. If the projects turned out successful more money was attributed to it and more AI-
projects were started.  
 
There was some collaboration between the different agencies to find inspiration for what to do 
and learn from each other. One of the networks mentioned was specifically directed to agencies 
only. However, among agencies with lower experience in AI, there was a stronger will to get 
inspiration from others since they had less experience of the collaboration networks that existed.  
 
In the interviews, the techniques that were mentioned by organizations with long experience 
within AI were regarding ML. Also, the efforts within AI had mostly been heavy during the last 
years. Some interviewees mentioned that the inspiration for new technology and possible use 
cases came from many suppliers who desire to work with the agencies.  

4.2 Multiple case studies 
4.2.1 Media, Interviewee A, CDO 
Interviewee A works as Chief Digital Officer (CDO) for a Swedish media group consisting of 
over 100 organizations. The interviewee has a central management position and therefore has an 
excellent insight into the different main strategies of the organization. The CDO also has a 
central role when it comes to the development of the AI-strategy for the group and has long 
experience of working with AI.  
 
The organizations in the group are autonomous, which has led to that each organization has been 
given the responsibility for how to address AI and what technologies to use. The interviewee 
finds it hard to make a comparison with other groups about how far they have come when it 
comes to AI. Since the group has a certain niche it is not possible to compare directly to other 
groups, as some business areas are not the same. In addition, it is hard to give an exact indication 
of how far the group has come within AI overall since it varies greatly among the organizations. 
However, there has been some work done to give the management a better overview of what is 
happening in the group regarding technology. One action made was to figure out how to enable 
the organizations to exchange ideas about technology and projects. Consequently, a few different 
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networks have been formed for exchanging ideas. One network handles innovations and consists 
of stakeholders from the groups’ different business areas. Another network handles ideas 
regarding how the business is done where ideas are shared and successful projects are learned 
from.  
 
For 2018 the group has decided to have an increased focus on AI, which according to the 
interviewee is a step in the right direction. The interviewee emphasizes that AI is a vital part of 
the future strategy for the media group and currently there are many projects that are in progress. 
The management of the group has acquired more and more knowledge within AI, which has 
spread the knowledge of the opportunities within AI. Soon the group will have done showcase 
projects within all the business areas, which have all been successful. The interviewee declares 
that the media group is making comparisons to larger media organizations abroad, which have 
come further in their AI development, to get inspirations on what to do next. The motive for this 
is to discover possible development areas.  
 
The main purpose of the media group’s investments in AI so far has been based on their main 
operations and to enhance customer experience. In other words, the purpose of implementing AI 
has been to save money, make money, and create new products and services. This is performed 
through projects where the goal is to streamline processes; enhance the customer interface to 
increase revenues, the customer conversion rate or to keep customers. Before they initiated their 
investments in developing their digital offering to customers the media organization noticed that 
they lost customers. At one of the organizations in the group, for instance, this was realized and 
the organization saw the potential that existed in analyzing how people acted on their online web 
page.  
 
The interviewee thinks that the easiest way to start using new technology is to start with a 
defined need or problem in the organization, for instance: “a need to improve customer service”. 
The interviewee thinks that starting with actual problems and not make too advanced solutions 
from the beginning will give better results of AI-projects. The interviewee emphasizes that it is 
difficult to make a universal solution for all AI-related potential uses from the beginning. 
Consequently, the way the media group will approach AI will be through small projects within 
different business areas. For the future, the plan is to have even more projects within AI and to 
not make the mistake of trying to do everything internally in the organization, which is 
something that has been done earlier but not generated optimal results. 

4.2.2 Retail, Interviewee B, CEO Trainee 
Interviewee B works for one of Sweden’s largest retailers within their sector with private 
organizations, consumers and public organizations as clients. The interviewee is a CEO Trainee 
and therefore has a broad role with deep insight into the organization’s different strategies.  
 
One investigation has been done at the organization regarding how they can utilize advanced 
analytics where AI-technologies were included. The project was conducted with external 
consultants and organizations within the group that the retailer is a part of. It was a broad 
investigation, which gave information on which organizations that had come furthest within the 
sector and also on which AI-technologies that would fit the retailer specifically. However, there 
is no current dedicated work within the AI area or any people who have a specific AI 
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responsibility. The main focus for the organization is rather on the regular daily activities and 
then a few people work in developing projects. The interviewee thinks that what will make the 
organization start implementing AI is if people within the organization has an interest in the area 
and decides to try different solutions on their own.  
 
One issue that the interviewee has acknowledged is that where they start implementing AI 
depends on their IT-infrastructure, distributors, and producers. The organization is reliant on 
software providers, which handles the organization’s pricing platform, and therefore waits for 
the provider to offer AI technology that can be smoothly implemented. The interviewee is certain 
that AI will be implemented but not when. Since the organization’s IT-strategy traditionally has 
been to use products that are easy to implement the interviewee thinks that this strategy will be 
used for AI-solutions as well. The interviewee also mentions that the sector that the organization 
operates in is behind most other sectors when it comes to AI-solutions but mentions some 
competitors that have come further in their development.  
 
If the interviewee had the possibility to make investments within AI they would focus on 
optimizing the marketing by offering more personalized adds and on the pricing process in the 
organization. Currently, the thousands of products are priced manually, which goes slowly and 
the data is hard to interpret. Consequently, automation would probably save much money. The 
main focus of the organization is customer benefit and the interviewee believes that most of the 
outcomes of AI will focus on offering the customers more services. The main outcomes long-
term would be to make the customer’s experience with the organization smoother with more 
accessible information. This will give the customer a more personal offer even though the 
organization has a large number of customers.  
 
The interviewee believes that the organization will use consultants initially when they implement 
AI but in the long-term, they would like to have the competence within the organization. Since 
they operate in a low-margin sector the retailer wants to avoid early investments in new 
technology, as they cannot afford to invest in unsuccessful projects. They will try to avoid the 
first phase that often appears with new technology to avoid implementation problems. 

4.2.3 Equipment rental, Interviewee C, Design Manager 
Interviewee C is a design manager and works for an equipment rental organization whose 
business model is to lend out construction equipment such as machines, scaffolds, and lifts. The 
interviewee has good insight into the strategies of the organization and is responsible for the 
design of construction projects. The team that the interviewee leads is trying to develop a clear 
interface that the organization’s customers can use to easily see what kind of equipment they 
need. For instance, if a customer knows that they will do a project involving a certain number of 
people for a limited time they reach out to the organization to understand how their workspace 
should be designed to fulfill work environment laws or for analyzing how much equipment they 
will need.  
 
In the interviewee’s work with the customer interface, AI-technology is utilized through 
parametric design software. In parametric design, you can describe your project by parameters 
and then find the best solution. For instance, when building a garage the software can take 
parameters such as the size of the lot or maximum height. The garage can then be optimized 
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based on the number of garage spots or cost for instance. The more times the software is used, 
the more it learns about what is the desired outcome. The software has also been used to 
optimize scaffolds around buildings and to optimize lighting based on the wall color.  
 
Currently, there is no explicit strategy in the organization regarding how they should work with 
AI. It is rather a progressive group of people that evaluate different ideas regarding what could 
be done but in the future, the interviewee is certain AI will play a bigger role in the organization. 
An area where AI-technology could be used that the interviewee mentions is to handle the 
organization’s large amount of data. The organization has huge amounts of data in their 
enterprise resource system and there is a strong will to use that data. One example the 
interviewee mentions is that the organization has rented out equipment for a large number of 
preschool constructions, therefore they have data on what should be needed for a coming 
construction of a preschool. However, the renting-process is now done through excel data which 
includes estimations based on feeling and experience. The organization would like to have a 
system that can learn from data in previous projects to estimate how much equipment would be 
needed for new projects. Consequently, the organization would be less reliant on people and 
rather have a possibility to evaluate data to make decisions.  
 
Another area the interviewee mentions is to utilize AI to find optimal position of their equipment 
since the organization owns a large fleet of machines and equipment. They get vast amounts of 
inquiries each day handled by coordinators and this is an area where the interviewee imagine that 
the organization will put much focus since there is a big opportunity to save money. Examples of 
what could influence the geographical location of the organization’s machines could be the 
season for instance. In the summer a small amount of equipment is used for heating and 
equipment used for asphalt is rarely used in the winter. A software that could predict where the 
equipment should be would minimize waiting times and minimize the buffer the organization has 
today to be able to respond to inquiries.  
 
In the construction sector, there are many work-related injuries due to a tough work-environment 
and risks. Consequently, AI is an often-discussed topic. The interviewee believes that the 
construction sector will be one of the first utilizing AI since there it contains much money. 
However, it is a sector that fears change and with strong unions, which has resulted in business 
models with some shortcomings. This has resulted in an avoidance of experimenting with new 
technologies.  
 
In comparison with other rental organizations within the construction industry, the interviewee 
thinks that the organization is rather far ahead but for the construction industry as a whole he 
thinks the technical consultants have come the furthest. In the future, the interviewee thinks that 
it will be crucial for the organization to have competence internally about AI even though the 
organization traditionally uses consultants for competence that lies outside their core. The reason 
for that is that the interviewee believes that AI will be such a vital part of the organization, and 
makes a parallel to how e-commerce has grown in the last years. 

4.2.4 Healthcare, Interviewee D, IT-manager 
Interviewee D is the IT-manager in one of the leading private healthcare organizations in 
Scandinavia and is responsible for the organization’s IT operations and IT systems management. 
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This includes all systems used to handle patients, personal details, and finance. The interviewee 
is part of the division management group and therefore has a major role in the organization’s 
choice of strategy regarding IT and business. The interviewee has long experience from working 
with IT and came across neural networks already 20 years ago. However, the interviewee 
mentions that AI is currently hyped even though it has been around for a long time. The 
interviewee believes that in the coming years the use of AI-tools will be more and more common 
and be a more natural part of organizations 
 
The organization’s core activity is to handle patient information. Therefore, there is a big interest 
within the organization regarding how AI could be used to make diagnoses to provide patients 
with as good and effective care as possible. However, there is no designated development work 
within AI at the moment at the organization. One reason for this is that they work with sensitive 
information that could imply legal consequences if it is handled wrongly. Although, the 
organization has a subsidiary whose mission is to develop digital services for the organization 
and work with experimental projects. Currently, the subsidiary is developing a tool for caregivers 
to find medical staff where they would like to integrate AI.  
 
The interviewee mentions that what would convince the organization to make larger investments 
in AI would be if they could observe previous business cases where the implementation resulted 
in more efficient processes or more satisfied customers. The highest prioritized results of AI 
projects in the organization would be to enhance the service offering to customers but also to 
create a more effective business as the health sector is cost conscious. The interviewee mentions 
that the implementation of AI would be based on the strategic goals of the organization. In other 
words, AI would only be implemented if it can help to fulfill the strategic goals rather than 
experimenting with AI-tools and look for problems.  
 
Looking ahead, the interviewee believes that in the coming years AI will be used to a larger 
extent to diagnose patients in the organization. The interviewee also states that it is probable that 
the organization will develop a virtual AI-tool where customers can be brought closer to a 
diagnosis digitally and give better suggestions on what helps to look for. To be able to create 
these solutions more competence will be needed, however, the plan is to have the technical 
competence in the subsidiary. For the organization, there will rather be regarding basic 
knowledge of AI and make it easier for medical staff to identify where AI could be used and 
communicate their ideas with people with more profound technical skills. The area that the 
interviewee would like to explore further now within AI is how to enhance the quality of the 
care. Traditionally most of the organization’s ideas have come from participating in fairs and 
strategic forums aimed at the health sector. However, for technology, the ideas mainly come 
from looking at the competition. The interviewee mentions that there are some organizations 
within the sector that have come further in their work with AI.  
 

4.2.5 Energy, Interviewee E, Vice President R&D 
Interviewee E works as vice president R&D for an energy organization that produces electrical 
energy and district heating. The interviewee is responsible for the research resources and budget 
in the organization and has a good insight into the organizational strategies.  
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The interviewee has good knowledge of AI and mentions that the organization has multiple data 
scientists. There have been multiple projects conducted with the help of ML in different areas 
and projects utilizing neural networks are planned for this year. Some data that has been used in 
their ML-projects has been regarding customers and some data has been regarding the 
organization’s industrial processes. The customers purchase electricity and heat from the 
organization and through ML they can receive information and analyze their usage and compare 
it to others. The organization has also used ML to correlate damages in their district heating 
networks to certain factors and analyzed the reason for the correlation. The interviewee mentions 
that it is important to see the limitations of a model, there are many correlations but you need to 
question them.  
 
In general, the organization has large amounts of facility data that they analyze; however, the 
focus has been to generate good data that is easy to use. The interviewee mentions that it is 
essential to focus on data quality and data management otherwise you will not get good results 
from the data systems regardless of how advanced they are. The interviewee mentions that it 
depends on the business area how easy the data is to retrieve and the quality of it. 
 
When the organization initiates projects they almost always start with an identified problem and 
then looks for tools they can use to solve the problem. If an AI-tool is the most suitable to 
succeed with the project it is chosen. Two needs that they always have is to reduce the cost for 
maintenance and to minimize the number of stops in the electricity network if they manage to 
match one of these needs with a technology solution a project can be started. Since the 
organization has many different needs they have a method for prioritizing them. ML has been 
used more and more during the last two years and the IT-department has built a platform to make 
it possible to analyze and connect data easier and gives access to data that used to be hard to 
retrieve. The interviewee also mentions that there are some exceptions where the organization 
has wanted to try new technologies and looked for problems that it can solve. However, for 
bigger investments, the process always starts with the problem and not the solution. For large 
investments it is important to think about what the implementation of new technology would 
lead to, will it, for instance, lead to changes in how people work and are they then ready to 
change.  
 
The interviewee mentions that the organization discovers more and more problems where AI-
tools would be the solution. Consequently, a challenge that will soon arise is a lack of resources 
since they are a limited number of people with enough knowledge. Thus, they will have to 
prioritize harder between projects. The interviewee mentions that from his experience this is a 
common obstacle that soon arises when an organization starts working with a new area with 
large potential. The more projects you do the more opportunities you see and it becomes a 
positive feedback loop. One example of this was when the organization first started using drones 
to collect image data for a certain project and with that experience, they realized that they could 
use drones to solve many other problems too. Thus, they have many drones today that are 
equipped with laser scanners and heat cameras. Currently, the organization is in a phase where 
they want to do far more than what they have resources for.  
 
To increase the resources within AI-competence the interviewee thinks that the organization 
needs to educate more employees how AI-tools work. Currently, the ones with most knowledge 
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are PhDs within data analysis but now it is time to teach people with other core knowledge about 
AI. The interviewee mentions that the partners running plants and selling to customers would 
benefit with more knowledge about AI.  
 
The interviewee mentions that both external and internal competence regarding AI is crucial 
because much inspiration for technical solutions come from external parts. However, to evaluate 
these solutions it is important to have the internal competence to know if the external part really 
can perform what they promise. The internal competence will also be crucial to be able to 
communicate with external parts about AI since many external parts want the organization as a 
customer it is crucial to be able to select the best partners with the most effective solutions.  
 
The interviewee mentions that in the future it is likely that new AI-tools will be implemented to 
create a better customer experience. Currently, learning interfaces and apps are being developed 
to for instance give more control and information to customers about energy facilities. AI will 
also be used to create more efficient operations and get better business models. Which one of 
these three the organization focuses on depends on the goal of the business area where AI is 
implemented. For example, a plant does not have any direct customers which means it will focus 
on more efficient operations.  

4.2.6 Technology, Interviewee F, Research Manager 
Interviewee F works for a technology company and has a main role in the company’s work with 
R&D. The company has more than twenty divisions with applications ranging from electrical 
power grids to industrial robots. The interviewee is responsible for one of eight research areas, 
which is control. The research unit is not a part of any of the divisions but is rather an 
autonomous unit in the company that reports directly to the head office. The research unit that 
the interviewee works for conducts around ten percent of the total R&D in the company, while 
the rest is done within the business units. One of the responsibility areas of the research unit is to 
have an overview of the research across the different business units. Consequently, the 
interviewee can connect employees from different areas with similar problems or help them 
share experiences. The interviewee mentions that several times it has occurred that an employee 
in one business unit has a problem that has already been solved by an employee in another 
business unit. The research unit also trains people internally and works as a gateway for people 
to the rest of the company. Quite often they start in the research unit the interviewee work in and 
later switch to a specific business unit.  
 
The interviewee has good knowledge about AI and mentions that among the research areas in his 
organization AI is mostly involved in the areas control, software and sensors. AI is not 
something new for the company; they have been working with ML for at least the last 20 years. 
Although, there is a large variety in the company regarding how much experience they have of 
AI, in some parts of the business the thinking process of how AI can be used started more 
recently. The company is rather heterogeneous and can in some sense be seen as a big collection 
of smaller companies. Furthermore, some business units have a larger share of their revenue 
directed towards development such as for instance, robotics.  
 
The interviewee states that what makes AI so interesting now is, for instance, the breakthrough 
within deep learning. The company sees modern AI as another tool in the toolbox and when the 
company has data that suits ML, neural networks, multivariate analysis or deep learning it will 
be used. The interviewee mentions that the company has already conducted some projects where 
deep learning has been implemented.  
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The interviewee mentioned one example of when the company used deep learning to analyze 
images that were taken every five seconds. The images contained a picture of the sky and the 
goal was to predict where the clouds would be situated in five minutes. The estimation would 
then be used to predict how much power would be generated by a solar park, which in turn can 
be used to make a decision about if extra electricity generation would be needed in the power 
grid. The interviewee mentions that deep learning works best if you have image data because it 
contains more information compared to for instance a measurement that consists of a single digit. 
Conventional ML, on the other hand, has been used on many different kinds of data such as 
temperature, pressure, and vibration. The traditional aim of AI-tools has been surveillance or 
diagnosis of the company’s products to discover if they are working correctly. Therefore it has 
been possible for the company’s customers to perform maintenance based on the condition of 
their products and they are also able to predict the lifetime of the components in the products. 
Lately, the company has also started working with prescriptive maintenance, which means that 
the products can give advice on how they should be used. For instance, a product can suggest 
that if its speed is reduced to 70 percent the risk of failure is drastically decreased. Hence, instead 
of failing within hours it may consequently not break for two weeks and therefore delay until 
proper maintenance is possible.  
 
A big challenge that the company has is that the data that their sold equipment generates is 
normally not theirs. Therefore, they have to convince their customers to give the company access 
to their data. Another challenge is that their customers’ data is not always of good quality, if they 
are using an industry robot and looks for errors in the gearbox it is hard to find so-called 
automated data. An action that the company has taken to solve this problem is to write 
maintenance deals with their clients, which secures access to relevant data. 
 
What the interviewee sees as most exciting right now is that with simulation models it is possible 
to create artificial data that you can then use to perform ML. The interviewee mentions AlphaGO 
as an example where AI was trained with simulated games and, therefore, could suggest which 
move that is the best based on those games. This can also be translated into the industry by for 
instance simulating a robot and generating data that you can train AI on without having to do real 
experiments. This would solve the problem of lack of data for the company and it would be 
easier to control the quality of it. However, in most cases, the company will still need real data.  
 
Another issue that the interviewee has identified is how to earn money on AI-business models. 
What should the offering be for customers, a product or a service? Sometimes it is forgotten that 
the financial part of innovation is as important as the technical part and there has to be a demand 
for what is offered by the company. Their customers want real facts of why their products are 
worth investing in.    
 
A big challenge for the company is also to recruit enough competence within the area, which the 
interviewee thinks is something that many companies struggle with at the moment. In the last 
year, the interviewee has noted that many people have had a clear profile towards ML and AI. If 
the company has a demand for certain knowledge they usually try to recruit a person with that 
knowledge. The company also cooperates with other large technology companies when it comes 
to cloud software for instance where they have seen that collaborations are the most efficient 
solution. 
 
The interviewee is also a member of the board in a large research program directed to AI where 
he represents the industry. The purpose of the research program is to boost the competence 
within AI in Sweden. A large amount of money has been invested that will be used for recruiting 
professors from abroad and educate more than 100 PhDs. At the moment they have an activity 
where they invite people from industry and academia to theme days focusing on specific sectors 
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such as industry, health, entertainment or education. What the interviewee has seen so far is that 
AI is a new area for most industries but the banking sector seems to be a bit further ahead in 
general.  

4.2.7 Insurance, Interviewee G, CIO 
Interviewee G works for an insurance organization and as the CIO deeply involved in the 
organization’s digitalization and use of new technology. The interviewee is also deeply involved 
in the strategic discussions of the organization as he is part of the management.  
 
The organization has started a number of investigations where they are thinking about 
developing something called “digital co-worker” and how that could improve the customer 
service. The inspiration for the technology has come from looking at certain organizations within 
the financial sector that have a long experience of AI. There is a discussion about the integration 
of ML into the digital co-worker. It would be learning software that can practice on previous 
cases and provide suggestions for new cases. The suggestion would also be analyzed to see if it 
was correct and also used to teach the software to have continuous learning.  
 
At the moment the organization has not initiated the project but the motivation for it is to raise 
the customer satisfaction by being accessible for customers 24 hours a day and be able to provide 
more advanced services regardless of time. The software would fulfill one of the strategic goals 
of the organization, which is to have comfortable and satisfied customers. However, before 
implementing AI into things that customers interact with the interviewee believes that the 
organization will experiment internally to learn more about AI.  
 
The reason for why the organization has chosen not to implement AI earlier is because the 
organization already has focused much on automation and there have not been any obvious areas 
within internal processes where they could implement it. The reason that they now finally will 
decide to implement it is that they see that other organizations within the financial sector are 
starting to implement AI. The interviewee mentions that the organization is not an early adopter 
but when it is apparent that it is a good strategic choice to adopt a new technology they want to 
use it too.   
 
To get inspiration regarding what to do with AI the organization network with other 
organizations with projects similar to what they plan. At the moment the organization is curious 
about what is out there and are in an investigation phase. The organization’s plan is to have real 
projects running from late 2018 or 2019. The investigations that have been made have been 
conducted internally since the knowledge about the customers is best internally within the 
organization. However, for future projects, the technology will be bought from external sources 
since it is hard to do everything internally. The interviewee mentions that partnerships will be 
formed where the partner handle the technical parts while the organization can focus on its core 
processes. The partnerships will probably be formed with organizations that have been 
recommended by sector colleagues who have done similar projects.  
 
The interviewee thinks that AI will require new competence and new ways of working. It is 
important to know how the organization’s IT-system is built and there will be a larger demand 
for data and data management. The data management differences will include making tacit 
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knowledge explicit. The explicit knowledge will then be used for AI and ML. The interviewee 
mentions that changing the way of working can be a challenge. However, a common perspective 
on how data should be handled would be necessary to benefit from AI. Overall the interviewee 
mentions that the finance sector can learn much from industry in data generation and 
management.  

4.2.8 Technology, Interviewee H, CIO 
Interviewee H is the CIO at a technology organization. One of the responsibilities that the 
interviewee has is the enhancement of internal processes and way of working. The enhancement 
can include everything from traditional robot process automation to cognitive agents to become a 
more intelligent organization.  
 
The organization has an R&D department working with technology and research. Consequently, 
it is experienced in performing research within future promising technologies. Consequently, the 
organization has looked at AI and how it can be part of the products for a long period. Among 
the areas done projects within the interviewee mentions DL, ML, and NLP for instance. 
However, last year AI went from research to becoming a part of the normal product 
development. Currently, the organization is in a phase where they recruit people to increase their 
competence within the area. 
 
What made the organization finally invest more in AI and see it, as a natural part of their 
products was that the technology was mature enough and the organization was ready for it. In 
other words, decision-makers saw that AI would be a good technology to invest in. To make the 
organization invest more in AI it was vital that the management was behind the technology; it 
would not be possible to drive it only from the grass root level.  
 
The R&D department also showed successful projects using AI and thereby contributed to the 
management’s positive opinions about AI. The R&D department tests many different 
technologies and therefore has a good sense of what works. The organization has also realized 
that AI will be a key area to have knowledge within to beat the strong international competition.  
 
One of the challenges that the organization has met within AI is data quality; internally the 
organization needs a good data quality and a culture of making information digital to be able to 
use AI effectively. For instance, people from the sales department need to make sure that their 
sales pipeline and customer data is updated so that the whole organization can use it. The sales 
person also has to report if and why a sale is lost and thereby provide data to use AI on. The 
salespeople also need to be able to do lifecycle management of their data and select which, data 
that should be saved. The organization also handles data from the customer and a challenge with 
that is the legal implication that it has.  
 
The organization is now in a process where they try to solve the data quality issue by changing 
the way they work and improve the quality of their data. At the moment the organization is 
looking at four kinds of data within this process and they are product data, customer data, 
finance data and employee data. The goal is to create a structure for how to manage this data. 
The interviewee is working within IT and therefore, is used to working with data quality but not 
to this extent. The development of AI will require completely new roles, such as data manager.  
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Another challenge within AI is to attract competence such as good mathematicians or data 
scientists. A future alternative to acquiring competence could be to buy an organization 
specialized in AI. There is a discussion within the organization where the main research within 
AI should be done geographically since it is an international organization.  
 

4.2.9 Agriculture, Interviewee I, CIO 
Interviewee I is the CIO of a cooperative that is active in the agricultural sector. The interviewee 
mentions that one AI project has been initiated and it was started during 2017. The project 
regards a service that is under development that will be integrated into an application that the 
members of the cooperative use to buy and sell grain or other products. The application is 
accessible to the members through mobile phones and other devices. The goal of the project is to 
provide a service that farmers can use to improve the quality of their harvest. It would provide a 
service that can suggest when and how to grow the grain, when to use fertilizer and what amount 
depending on weather, where in Sweden you are, humidity in the ground and other parameters.  
 
The data for the project comes from the members of the cooperative and currently what is being 
done is an analysis of possible connections between parameters. In addition, a search for 
conclusions regarding how actions were done during the growing period affects the quality and 
amount of grain. The demand for this service can partly be found in the reason that the price of 
grain is decided based on the quality of the harvest, which implies a need to optimize the 
growing process. 
 
The cooperative has long historical data already regarding the quality of grain since it is 
collected at certain points where it is labeled. Consequently, the cooperative have access to data 
that gives it an opportunity to draw conclusions and make comparisons. The initiative that is 
driven currently has the aim to conclude if the cooperative can draw conclusions from the 
existing data they have.  
 
Apart from the project, the cooperative does not have any specific AI initiative. However, many 
decision support systems are connected to farms of the members and collect data. Currently, 
many farms are digitalized and transmit vast amounts of data. For instance, you can see exactly 
where a tractor is located and they steer themselves, data on everything from fuel consumption to 
what is harvested and the amount of fertilizer used is collected by the cooperative.  
 
All the data that the cooperative had access too made it realize that there was an opportunity to 
use the data to provide more services to the members. The information could probably be used 
using methods such as DL. The opportunity also came from the realization that using the data 
could improve the quality of what farmers produce. That is the reason for the initiation of the 
project, which is done iteratively to try different combinations and solutions to find the best one.  

4.2.10 Transport, Interviewee J, Head of IT applications 
Interviewee J is the head of IT applications at a transport organization. The organization has 
many different business activities, which means that the IT applications are broad. The 
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interviewee has long experience of IT and has good knowledge regarding where the trends are 
going when it comes to AI. 
 
The interviewee mentions that the organization traditionally has not been working with 
information in the same way as for instance organizations from the financial sector or digital 
natives. However, now the organization has started to see information as an asset. The 
organization has started projects using AI and the interviewee mentions an analysis tool for 
predicting if flights are late based on historical data using ML. The analysis tool will be trained 
and revised further to enhance the predictions even more. Traditionally the predictions of if a 
flight would be delayed were done by employees based on their experience.  
 
The organization is also looking how employees that are talking to people speaking foreign 
languages could use speech recognition. The speech recognition would give the employees a 
translation of what is said regardless of the language. The organization has also looked at how 
VR and AR can be used by employees that are using both their hands when they conduct their 
duties and need to be able to get updated information.  
 
Traditionally projects have been conducted through a waterfall method but for these new 
innovation projects, the organization uses a different model based on agile methods. The 
organization has a team ready to make new PoCs and test new ideas according to this new model 
with a certain timeline and cost. The ideas that are driven by the team are coming both from 
different parts of the organization and from looking outside the organization. At the moment it is 
possible to drive two parallel projects using this model in the organization but since it has 
resulted in excellent results it is possible that it will be expanded in the future.   
 
One challenge that the organization has had is to have sufficient data quality. The organization 
has done projects where it has used software that gives feedback on the quality of data. The 
realization of the project was that it is something that the organization has to work on. For 
instance, a test of the ERP system showed that there were significant differences between the 
information in the ERP system and the employee system. This, in turn, leads to that people have 
to spend time finding the right information in different systems. If the data quality would be 
enhanced the time employees spend on looking for correct information would be minimized and 
this would also imply positive monetary consequences. The organization would also benefit from 
making the data easier to retrieve. This would make it possible to use it for different business 
decisions. Consequently, leading to more opportunities to drive business development.  
 
Strategically the organization has made the decision to have AI-competence in-house. The 
information moving within the organization belongs to the organization and if it would be given 
to someone else it would probably become a strong competitor. The interviewee knows that there 
is a strong competition for the competence but the strategy is to have both data architects and 
data scientists within the organization. The organization will in the beginning work in 
partnerships with other organizations but the AI-area will not be outsourced in the long-term.  
 
If the interviewee could choose an area to make larger investments in it would be within 
cybersecurity. There are many opportunities for the organization to do more within the area. The 
goal would be to improve the current models to find anomalies and react to it. The interviewee 
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believes that these new models would be using AI. The interviewee would also invest in ways to 
enhance the customer experience. 

4.2.11 Manufacturing, Interviewee K, CIO 
Interviewee K is responsible for strategy, global business services, M&A and is the CIO of the 
company. The organization has since 2017 been working with projects using AI and have an 
agenda regarding the digital transformation of the businesses and way of working. The 
organization steers the agenda centrally where the initiatives for digitalization are prioritized 
before different areas in the business initiate the projects.  
 
When it comes to AI and digitalization one project that the interviewee mentions is a project that 
regards the organization’s production plants. The machines used in the plants have been 
producing large amounts of data for a long time and now the organization is looking at ways to 
use the data to make the production better by reducing the amount of waste, use less energy and 
give more output to name a few. The project is ongoing and has not given any definite results yet 
but the interviewee is optimistic regarding its future result.  
 
Another project that the interviewee mentions is regarding how the organization will set prices 
more effectively in promotions. The project will be using ML. When the organization’s client is 
a retailer the organization sometimes help the retailer when it performs promotions, through 
marketing for instance. However, the organization would like to improve the results of the 
promotions through better pricing for instance. A third project that the organization has is 
regarding demand planning. The project is about how much the organization should produce and 
when based on what it sells. The project has already shown promising results where algorithms 
have created substantial improvements.  
 
The reason for why the organization started to invest in AI is part of the digital strategy. The 
organization does not implement projects without planning for them, therefore, the 
organization’s strategy was developed and consequently, the three pilot projects were started and 
additional pilot projects were planned.  
 
One problem that has arisen is that the amount of data that is produced by machines is so big, the 
interviewee mentions that one particular machine in the organization’s production generated over 
80 billion lines of data. Regarding the data quality, the interviewee believes that it is probably 
not worse than in other organizations but it is still a challenge. Before the pilot project in the 
production, the organization thought it had higher quality than it actually had. The goal is to have 
master data where the organization requires that the data is the same everywhere in the 
organization. In the future, the interviewee believes that organizations will be both more 
centralized and de-centralized since there will be better access to central data but in the same 
time data-driven decisions can be made closer to the customer.   
 
The organization has realized that AI is an area that it has to get more knowledge about. A goal 
the organization has now is to create a demand from the different business areas to implement 
AI. The organization wants to start collecting AI competence since it has realized that the 
demand for people with the right competencies will be very hard to acquire in the future since 
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they are too few. For the current projects, the organization uses external forces to realize what 
competence will be needed in the future and to start possible partnerships.  
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5 Analysis and discussion 

5.1 The elements of diffusion and AI 
This chapter consists of an analysis of what was found in the empirical data collection process in 
the multiple case studies. The chapter has been split into several sections to build coherence 
throughout the analysis. The purpose of the chapter is to put the thesis into a bigger picture and 
see connections that could be true in a general sense.  

5.1.1 The innovation 
To get a clear understanding of how AI can be analyzed through diffusion of innovation theory 
an analysis of how it would be categorized among the elements of diffusion would be suitable. 
With the empirical data collected, it is possible to draw conclusions on how organizations view 
AI in terms of the four different elements of diffusion.  
 
As mentioned the innovation is something that is considered new by the unit of adoption and 
since AI is defined as learning devices that perceive their environment and take actions to 
maximize their success at some goal it includes different technologies. In other words, it is a 
technology cluster since the boundaries of AI are to an extent vague and that AI has no firm 
definition. Technologies that are mentioned in the interviews though, are ML; interviewee E, F, 
G, J, K; DL; interviewee I, F and NLP; interviewee H. What also is apparent in the empirical 
study is that the time seems to play a minor role in the perceived newness of the innovation. AI 
has been around for more than sixty years but Interviewee B mentions AI as a new technology 
that the organization does not want to make early investments in. The perceived newness of the 
innovation rather seems to be connected to how long the organization has been utilizing the 
technology. For instance, interviewee F mentions that AI is not a new area and the technology 
organization interviewee F works in have been utilizing AI for more than 20 years. In addition, 
interviewee H that also represents a technology organization emphasizes that the organization 
has been working with AI for a long period.  
 
Regarding the five important characteristics of an innovation, it is hard to make a single 
conclusion. For the relative advantage, different reasons are mentioned as motivation for the 
implementation of AI. In some cases, as mentioned by interviewee A, there was no previous 
solution to do a certain task but AI was rather a technology that enabled the organization to do 
things that were not conducted previously such as analysis of customer behavior on a web page. 
In other cases, as mentioned by interviewee J, tasks that were previously conducted based on 
experience are now done with the help of AI such as the prediction of flight delays. Interviewee 
C also mentions that in the future the calculation of how much construction equipment a client 
needs would be more effective utilizing AI instead of the present process where it is based on 
experience. The relative advantage has been measured or will be measured in the future based on 
how much money it saves through more effective processes as mentioned by interviewee A, B, C 
D and F. Alternatively, the relative advantage will be measured based on the fact if it creates new 
products or services that create higher customer satisfaction as mentioned by interviewee A, B, 
C, D, E, F and G.  
 



 35 

When it comes to the compatibility what has been noted through the empirical data gathering is 
that organizations want to implement AI when it can fulfill strategic goals, solve problems or 
make it possible to seize opportunities. Interviewee D, for instance, mentions that rather than 
starting experimenting with a technology and look for problems the organization will start 
looking at how to fulfill the strategy. If AI-technology could enable the fulfillment of the 
strategy AI-projects will be started. Also interviewee A, E and J mentions that it is better to focus 
on explicit problems linked to strategy rather than trying to find universal AI solutions. 
However, interviewee K mentions that the strategy in the organization was changed in a way that 
made it possible to start AI-projects based on the strategy. In addition, interviewee I mentions 
that the reason for the organization to implement AI was to seize the opportunity to use the large 
amount of data it had access too for its members. To start with the problems in the organizations 
and then identify if AI would be the best way to solve it seems to be a common strategy used by 
most organizations as it is mentioned by interviewee A, D, E, K and J.  
 
Concerning the complexity of AI, the perception is rather varied among the different 
organizations interviewed. However, a common pattern found is that organizations that still have 
not adopted AI seem to view AI as something that is hard to implement and that will cost more 
than it gives. Interviewee B works for an organization that has not started implementing AI yet 
and describes the technology as something that will not be used until it is easy to implement. 
However, organizations that have been using AI for a long time seems to view AI as a natural 
part of the organization and merely a tool to fulfill strategic goals. Interviewee E mentions that 
for the problems that arise currently, AI-tools are suggested more often than before, and 
therefore more people in the organization should be educated about AI to create more resources. 
Interviewee F also mentions that AI is only another tool in the toolbox and that due to the 
organization’s long experience utilizing ML it is a normal part of the organization. However, 
interviewee F mentions that since the AI area is a technology cluster that is constantly developed 
the organization utilizes new technologies in the cluster such as DL. Therefore, it seems that the 
perceived complexity of AI depends on the organization’s experience within the area. 
 
Regarding the trialability of AI, it has been shown in several of the interviews that AI 
technologies can be tried on a small scale. For instance, interviewee A, E, G, I, J and K all 
represent organizations that have initiated small iterative projects where the benefits of AI are 
tested before larger investments are made. For instance, interviewee A mentions that the 
organization has done showcase projects within the different business areas where all have been 
successful. This has led to that the organization has chosen to have an explicit AI-focus for 2018 
and invest more money within the area.  
 
When it comes to the observability it seems like it is possible to an extent to see what 
competitors are doing and seek inspiration for own solutions. From the interviews, it is evident 
that the inspiration for new projects comes from observations made in different areas. Some 
observations are done within the organization. Interviewee A and F mentions that the 
management tries to have an overview of what is happening regarding technology in the 
company and create internal networks where knowledge is shared. Some organizations are also 
getting inspiration by looking at what is done by competitors. Interviewee A, B, D, F and G 
mention that they try to find inspiration by looking at sector colleagues. Interviewee F, for 
instance, mentions that the organization is looking at what other technology organizations are 
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doing to find inspiration about what is being done. Other areas that are used to find inspiration is 
for instance in national research programs as mentioned by interviewee F together with 
collaborations with sector colleagues. In addition inspiration also come from fairs and strategic 
forums as mentioned by interviewee D.   

5.1.2 Communication channel 
Regarding the communication channel, it seems like there are different approaches to how the 
organizations get inspiration for new ideas. AI is a term that is circulated much in the media as 
mentioned by interviewee K who sees the presence of AI-related topics in newspapers as a 
reason to why the organization has started investing in AI. However, it seems like mass media is 
not the most effective tool to convince the organizations to adopt AI but rather one of the 
multiple reasons.  
 
Interviewee A mentions that the organization have formed networks within the organization to 
exchange ideas regarding new innovations. Interviewee G also mentions that inspiration for new 
ideas comes from contacts in other organizations. In some organizations, it seems like the 
responsibility for enabling of idea sharing is given to a specific unit in the organization. It is also 
evident that organizations that are used to work with R&D seem to be overrepresented among 
the organizations that have such a unit. Interviewee F, for instance, mentions that the 
organization has a department responsible for overviewing the different innovation initiatives in 
the organization to enable employees to save time by learning from each other.   
 
It also appears like the organizations that have a long experience of working with AI and are 
using more advanced AI-technologies are utilizing more communication channels to receive 
information about new technologies within AI. Interviewee F represents an organization with 
long experience of working with AI and mentions several ways that the organization gets 
inspiration from. One is to be a member of the board in a research program directed to AI where 
the aim is to educate PhDs, which in the long-term can give the organization a better access to 
knowledge within the area. Overall, it seems in the interviews like interpersonal communication 
is much more effective when it comes to affecting the adoption of AI since it is mentioned by 
more of the interviewees in the multiple case studies. 

5.1.3 Time 
The time parameter is handled in different ways by the organizations when it comes to AI. The 
time from when decision-makers in organizations got to know about AI until it is implemented 
seems to be rather extensive. As mentioned the term AI was coined in 1956 and today many of 
the technologies on top of the Gartner hype curve are related to AI-technology. What has been 
apparent in the interviews has been that all the interviewees have at least heard the term AI and 
have some knowledge about what technologies that are included.  
 
Most organizations have started small projects utilizing AI-technology such as ML as mentioned 
by interviewee E, F, G, J and K. Organizations that have not started implementing AI are in a 
phase where they investigate what AI can do for the organization and what has been done 
already in different organizations which for instance is explained by interviewee B who mentions 
an investigation the organization have done where AI was included. In addition, interviewee G 
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mentions that the organization is making investigations on where to start implementing small 
projects in AI.  
 
It is also clear that some organizations have been implementing AI long before others. 
Interviewee F and H are representing two technology organizations that have been working with 
AI for a long time. For those organizations, AI is already a natural part of the product 
development while some other interviewees such as interviewee A, C, E, G, I, J and K are doing 
small experimental iterative projects. While the interviewees B and D mentions that the 
implementation of AI has not started but it is likely to be in the future.   

5.1.4 Social system 
For this study, the social system under investigation has been with Swedish organizations from 
different sectors. Some common target of these organizations can be said to be to deliver as good 
margins as possible in the transformation of inputs to output while having a customer satisfaction 
that is as high as possible.  
 
The structure of the system has worked as a boundary for this study and it is clear that the 
structure affects how AI is diffused. The pattern that the units within the system form can be 
categorized in different ways, one way is to separate public organizations and government 
agencies where some networks are only targeted to agencies for instance as mentioned in the 
pilot study.  
 
The norm in the social system seems to be that AI will be used more and more in the future and 
be an important part of organizations’ operations. This is emphasized in all the collected 
interviews. What also seems to be a norm among organizations is that the competence within AI 
is scarce and it will be a hard competition for people with the right knowledge within the area. 
Interviewee H and J are for instance open about the fact that they are looking for data scientists 
and a challenge that is mentioned in many interviews within the area is to attract enough people 
with competence within AI. Another norm among organizations that have started to implement 
AI seems to be that the use of AI-technology is based on the objective that it is the most efficient 
way to fulfill the organizations’ strategic goals.  

5.2 The innovation-decision process and AI 
After collecting the empirical data in the multiple case studies and going through existing 
literature within AI and diffusion of innovation it is visible that organizations can be found in 
different stages of the innovation-decision process. Some organizations have started to 
investigate what could be done with AI while other organizations have a long experience of 
using it. Overall it can be seen that the organizations interviewed in the multiple case studies can 
be sorted into persuasion stage, implementation stage or confirmation stage. In addition, it is 
visible that the innovation-decision process is long but has become faster recently because of 
changes in circumstances such as computers’ processing power, which has enabled more AI-
technologies and spread AI adoption among more organizations. Through the case studies, it has 
been quite clear what steps that are included in the innovation-decision process for AI and where 
the boundaries are, which will be presented in the following part of the analysis.  
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5.2.1 Knowledge 
After conducting the multiple case studies it is apparent that all the interviewees have passed the 
knowledge step in the innovation-decision process. All the interviewees have at least had 
knowledge about AI and some of the technologies that it includes. Information about AI is 
spread in multiple channels as described in 5.1.2, which in turn has led to that all the 
interviewees and their organizations had knowledge about AI prior to the interviews.  
 
It seems like if the organization plays both a passive and a non-passive part in the knowledge 
phase. Some information is received by people in the organizations through mass media as 
mentioned by interviewee K. However, to fulfill the strategic goals, which seem to be the driver 
of the AI-technology use, organizations are actively looking for as effective solutions to 
problems as possible. Sometimes the result of that search is new AI-tools that the organization 
previously did not know about as mentioned by interviewee E for instance. As stated earlier an 
innovation does not pass the knowledge stage unless the organization finds it relevant to its 
situation. For the organizations that have adopted AI solutions, it is obvious that this has 
occurred. For organizations that have not adopted AI yet it is still clear that they have thought of 
possible user areas. For instance, interviewee B sees that the organization could use AI to create 
more personalized adds and more optimized pricing. In addition, interviewee G mentions how 
the organization can use AI to create higher customer satisfaction through a digital co-worker 
utilizing AI.   

5.2.2 Persuasion 
Based on the multiple case studies it is possible to say that all the interviewees have at least 
entered the persuasion stage. In other words, all the interviewees had an opinion about AI. The 
organizations that are in the persuasion stage are interviewee B and G. Interviewee B mentions 
that the organization has actively done investigations to identify possible user areas of AI and 
interviewee G mentions that the organization has started a number of investigations to develop a 
digital co-worker based on AI.  
 
What can be said about interviewee B and G is that they have both mentally applied AI to their 
present situation. They both have thoughts about what advantages there are for their situation and 
mention both higher efficiency and customer satisfaction.  

5.2.3 Decision 
What has been seen in the interviews is that to move from the persuasion stage to the decision 
stage there is a need for the decision to either reject or adopt AI and activities that lead up to the 
decision.  Among the interviewees, there was no instance of any organization that had decided to 
reject AI. Most of the organizations had started trying AI on a partial basis, interviewee A, C, D, 
E, F, H, I, J, K all had started small show case projects to at least see if AI could generate 
benefits for the organization. This is part of the decision to adopt the technology. 
 
What usually arose in the small projects was that the data quality was a challenge. As a result, 
the test areas for AI were usually done where the access and quality of data were good. The 
organizations that still are in the decision phase based on the interviews are the ones that 
interviewee C, I and K represent. What was said in the interviews was that for both the 
interviewees the current projects were the first ones utilizing AI and at the moment it was to soon 
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to know if they would be successful or not. An interesting comparison between the organizations 
shows that the reason for the initiation of the projects was rather similar. For interviewee I the 
reason for the initiation of the project was to seize an opportunity laying in the organization’s 
data while for interviewee K the reason for the initiation was that according to the strategy it was 
the right choice.  

5.2.4 Implementation 
 
Regarding the implementation, there are a few different strategies that organizations have chosen 
to use. For instance, interviewee D mentions that a subsidiary will handle all the development of 
digital services for the organization. For the other organizations, the implementation has been 
done within the organization. What has been apparent through the interviews is that after AI is 
tried on a partial basis it is used in the organization with specific tasks. Among the organizations 
that have put AI to use, it is apparent that they have experienced a behavior change and realized 
that there will be a need for further behavior change in their organizations. Some problems have 
also arisen in the organizations that have reached the implementation stage. For instance, 
interviewee E mentioned the data quality problem; F, H, and J were the interviewees mentioned 
that the quality was worse than expected. Another challenge mentioned by the interviewees was 
the scarcity of competence within the area and the challenge of filling the new positions that will 
arise.   
 
The organizations that are in the implementation stage are the ones that interviewee A, D, and J 
represented. What makes these organizations similar is that they all have a relatively short 
experience of using AI but have strategically decided to use AI in their business. Interviewee A 
mentions that the organization has decided to increase their focus on AI and it has done projects 
within most business areas involving AI. Interviewee D mentions that the organization has 
decided to create a subsidiary to develop digital services and work with experimental projects 
where AI will be a part. Interviewee J mentions that the organization has done one project that is 
used in the business regarding how to detect flights that are delayed. In addition, the organization 
has an iterative process where new technologies are tested where AI is one technology 
mentioned. Interviewee K mentions that the organization has changed their strategy to include 
AI and it currently runs three different projects utilizing AI.  
 
A common issue that the organizations have had before entering this stage is that it is hard to 
convince people in the organization with power that AI should be worked with. Since it is an 
area driven by innovation it is hard to define business cases and therefore the management of the 
organizations are not as easily convinced to make investments within the area. Consequently, 
most of the organizations work in an iterative process to limit the resources to projects until clear 
business cases can be formed.  

5.2.5 Confirmation 
 
The confirmation stage continues indefinitely after the implementation of an innovation has been 
made where the decision-making unit looks for confirmation of their decision to adopt the 
innovation. This stage has been entered by the organizations represented by interviewee E, F and 
H. What links these organizations together is that they all had a few years experience of utilizing 
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AI and are currently starting to implement more advanced technologies such as DL or NLP in 
their normal processes. What also connects them is that they have a shortage of internal 
resources leading to that they have to prioritize between AI projects where they have more 
projects that they would like to do than they can as mentioned by interviewee E for instance. 
Finally, the organizations all see AI as a natural part of parts of their organization that are 
technology intensive.  

5.3 Diffusion of innovation in organizations 
As mentioned by Rogers (1989) the diffusion of innovation in organizations are more complex in 
organizations than for individuals, therefore, this section will include an analysis from the 
extended framework that Rogers have for analyzing diffusion in organizations. The decisions 
made to adopt the innovation can be based on the multiple case studies can be classified as 
authority innovation-decision. Many of the interviewees mention that the process to adopt AI 
takes time and the people with the power to take financial decisions have to be convinced that AI 
is an area to invest money in.  
 
The agenda-setting in the organizations can be said to depart from the strategies in the 
organizations. The interviewees who have started to use AI in their organizations have based on 
their strategy defined problems in their business and then searched for optimal tools to solve 
those problems. In addition to the search for technologies to solve specific problems 
organizations are also active in different networks to get inspiration on what others have done, 
they browse through mass media. Just as Rogers (1989) mentions there is a constant lookout for 
tools to solve problems and matching of them.  
 
The matching stage in the organizations is often hard to percept and many of the interviewees 
mention that it is hard to forecast how AI-technology will solve problems in detail. Therefore 
most organizations that have a limited experience with AI-tools tried it on a limited basis and 
thereafter made larger investments in areas where it has been useful. It has been clear that the 
organizations starting to adopt AI are seeing some obstacles in the future and mentions how there 
is not a uniform strategy to adopt AI. They mention that some jobs can be replaced by AI and 
performed much better.  
 
Few organizations have entered the restructuring stage among the ones in the multiple case 
studies. This mainly applies to interviewee F and H where they mention that AI-technology is 
just another tool in the toolbox and it is customized after internal need. However, it is clear that 
both organizations that have entered this stage and the ones that have not realize that the 
implementation of AI will require a behavioral change in the organization such as new positions 
and changed the way of working where data quality and data management will be of the essence. 
In some of the organizations that have more experience of AI certain new teams have been 
formed to that are looking at AI mostly consisting of data scientists.  
 
The clarifying stage is a stage that only applies to the organizations represented by interviewee F 
and H where the employees see it as a part of the organization and use it, as it is an effective way 
to fulfill strategic goals. These organizations have also reached the clarifying stage where it is 
used for the regular activities of the organization.  
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5.4 An attempt to synthesize 
Based on the results of the multiple case studies it is possible to perform a speculation on what 
the general picture of how organizations approach AI looks like. In figure 1 there is a picture of 
the result of the multiple case study where all the interviewees are sorted into their respective 
stage in the innovative decision-process. 

 
 
Figure 1: Conclusive picture of the innovative decision-process 

What can be concluded from the multiple case studies is that the more technical organizations 
are the more probable it is that they have come quite far in their work with AI. What also has 
been apparent is that organizations with experience of investing substantial amounts in R&D are 
more likely to have more experience of AI since it is a challenge to calculate the benefit of 
investing in it initially. Also within organizations this seem to be true, interviewee F mentions 
that divisions within the organization with higher R&D budgets have more experience of AI. 
Organizations with large R&D budgets usually have performed a project with a new technology 
and thereafter realized that it can be used to create value within the organization.  
 
For organizations that are not having a large R&D budget, it is not as clear what decides why an 
organization starts investing in AI. From the multiple case studies the reason can be linked to 
what the competition is doing, the ability to invest in projects with higher risk, how much AI is 
discussed in media, what functionality that is asked by customers and interested people within 
the company that start own initiatives within AI. What the organizations that have more 
experience using AI concludes though is that the use of AI technology has to be driven by the 
management, it cannot be driven from the grassroots as mentioned by interviewee H. 
 

 
Figure 2: Conclusive picture of what happens in the different stages of the innovative decision-process 

In figure 2, there is an explanation of what different activities that are happening within the 
organizations in the different stages of the innovative decision-process. It is apparent that the 
process looks similar regardless of which sector the organization operates in. The speed of the 
entire process depends on how familiar the organization is to invest in R&D projects and the 
alignment of employees with the power to invest in new technology.  
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6 Conclusions, implications and further 
research 

In this chapter, the conclusions of the project are presented and advice regarding further studies 
is depicted. The purpose of what follows in this part is to give a conclusive answer to the 
research question. 
 
 
This chapter consists of two sections first section 6.1, which depicts the conclusion of this study 
and gives concise answers to the research question. In section 6.2 suggestions of further studies 
are presented. In this chapter it is important to have knowledge of the limitations of this study 
and that they are based on the selected interviewees from the case studies. 

6.1 Conclusion 
The research question of this report was:  
 
RQ How do organizations from different sectors approach artificial intelligence? 
 
This can shortly be explained by the figure 2 below: 
 

 
Figure 2: Conclusive picture of what happens in the different stages of the innovative decision-process 

Figure 2 concisely describes the different stages that organizations go through when they decide 
to adopt AI. What can be said after looking at different sectors is that they share a common 
curiosity of AI and they all think that it will be a more and more natural part of their processes. 
Organizations that spend much money on R&D have a longer experience of using AI and are 
currently doing projects utilizing more advanced techniques. In organizations from other sectors, 
the focus on AI depends on people with the rights to invest money in projects in the organization 
and their view on AI. Organizations generally seem to approach AI in a way where they first 
evaluate what AI is, thereafter the organization finds areas to make small iterative projects in 
utilizing AI, usually ML. Thereafter, if the pilot projects were successful more money is invested 
and the organization starts looking at how to acquire more competence within the area.   
 
Sub RQ 1 How would AI be put in context among the elements in the diffusion framework? 
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As thoroughly discussed in the previous chapter, AI is defined as learning devices that perceive 
their environment and take actions to maximize their success at some goal and includes a number 
of different technologies. For this study, technologies such as ML, NLP, and DL have been 
handled. The relative advantage of using AI is broad and dependent on the area where it is 
implemented but mostly it performs tasks that previously were done by employees or aids 
organizations with tasks that include the processing of large amounts of data. Regarding the 
compatibility, AI is suitable for organizations that have realized that it can be an effective way to 
fulfill strategic goals. When it comes to the perceived complexity of AI it varies much and 
organizations that have not adopted AI look at it as something complex while organizations that 
have a history of using AI view it as a technology that is a natural part of their organization and 
just another tool in the toolbox. The trialability of AI has appeared to be possible and it is 
possible to make small proof of concept projects with AI technologies. 
 
The communication channel that inspires organizations to adopt AI include both mass media 
such as newspapers but also internal networks formed in companies with an explicit 
responsibility to exchange and generate new ideas. Inspiration also comes from contacts in other 
organizations and through research programs directed specifically at AI that connects 
organizations with a desire to utilize AI. Regarding the time parameter in the diffusion 
framework, it is clear that it varies greatly between organizations how long time they have been 
utilizing AI. Furthermore, the social system that has been studied has been Swedish 
organizations from different sectors. The norm in the social system has been that AI will be used 
more in the future and will have an increasingly large importance for companies operations.  
 
Sub RQ 2 Where are organizations in the innovation-decision process? 
 
This can be seen in figure 1 below: 

 
Figure 1: Conclusive picture of the innovative decision-process 

What is described in figure 1 is where the interviewees from the multiple case studies are in the 
innovative decision-process. The conclusion that can be drawn from them is that the more 
technical organizations are the more probable it is that they have come quite far in their work 
with AI. What also has been apparent is that organizations with experience of investing 
substantial amounts in R&D are more likely to have more experience of AI since it is a challenge 
to calculate the benefit of investing in it initially. Organizations with large R&D budgets usually 
have performed a project with a new technology and thereafter realized that it can be used to 
create value within the organization.  
 
Sub RQ 3 What is the main reason behind organizations’ decision to adopt or reject AI? 
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The main reason behind an organization’s choice to invest in AI seems to be to see if it could be 
profitable to use AI in a certain area that the organization test the technology and then reject it if 
it is not successful. From the multiple case studies, the reason behind using AI can be said to be 
either to make more money on current products and services or to provide new services not 
previously existing. It does not seem to be any exclusivity in the choice of the two but 
organizations rather seem to have a combination of the two as a motivator for investing in AI. 

6.2 Implications for industry and reflections 
Based on the conclusions of this study it is possible to identify some practical uses of the 
findings in this study. However, the reflections and implications stated in this part of the chapter 
have to be seen in the light of the limitations of this study. The contents will require further 
studies and empirical investigations to be proved.  
 
The conclusions and insights that have been possible to make thanks to this study are that when 
organizations want to adopt AI or are in the process of going through the process of getting to 
the confirmation stage in the innovative decision-process they can investigate what the adoption 
process looks like and make effective decisions. The report also gives an overview of how 
experienced different sectors are in using AI, implying that organizations can seek inspiration 
from other sectors as well as their own sector. In sectors where the investment in AI has been 
limited it could be a good idea to seek inspirations from other sectors, even though the 
competition is not investing in AI it could still provide a long-term sustainable advantage to 
make early investments in new technology.  
 
Less experienced organizations within AI seems to be driven by what provides value for their 
customer, which is reflected in their strategy. However, their strategy leaves small room for 
investment in innovation and areas where the benefit for customers is not certain or hard to 
specify. By looking at how the process of AI adoption looks these companies can understand that 
after iterative work in small proof of concept projects areas where AI can provide new benefits 
will most likely occur.  
 
These reflections create a base for interesting areas where further studies can be made and 
theories can be proved. Some suggestions for topics where further studies can be made are 
presented in the next part of this chapter.  

6.3 Further studies 
This paper is aiming to be a baseline for further articles, papers, readings, and researchers. 
Further research includes:  

- Broadening the research base by investigating organizations from more sectors and more 
organizations within each sector.  

- Make international comparisons and see how organizations approach AI in other 
countries or regional areas.  

- Make deeper investigations within specific case organizations to get a fuller 
understanding of how they approach AI. 

- Investigate how smaller organizations and start-ups approach AI. 
- Investigate how organizations plan to acquire the relevant competence within AI in the 

future. 
- Investigate what partnerships organizations form when it comes to AI, is it with smaller 

or bigger organizations.  
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