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Abstract 

The study aims to research factors that impact organizational structure, communication, 

performance, and if the management system has any significant ability to improve the outcome. 

The study is a case study of an organization where twenty-five employees were invited to 

participate in the survey and express how they perceive the management system. Interview with a 

CEO of the organization and access to the intranet and management system gave another set of 

data analyzed and researched with the help of theories. The results show that the organizational 

structure, communication, and performance cannot function without each other. Structure impacts 

the communication and performance of the organization. Simultaneously, successful 

communication is a vital ingredient for the structure to function and increase performance. The 

management system is the center for organizational structure and performance. Successful 

integration of the management system improves the information flow, increasing efficiency, 

performance, and profitability in the organization. A functioning and collaborative management 

system is the key to increased quality in every area of the organization. It fulfills the social 

demand for sustainability and quality vital for surviving the competitive market and being 

prepared for unexpected future events such as Covid-19. Available various technological and 

digital tools for quality improvement and communication have been the savior for many 

businesses worldwide. 
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Sammanfattning 

Studien syftar till att undersöka faktorer som påverkar organisationsstruktur, kommunikation, 

prestanda och om ledningssystemet har någon betydande förmåga att förbättra resultatet. Studien 

är en fallstudie av en organisation där tjugofem anställda var inbjudna att delta i undersökningen 

och uttrycka hur de uppfattar ledningssystemet. Intervju med en VD för organisationen och 

tillgång till intranätet och ledningssystemet gav ytterligare en uppsättning data som analyserades 

och forskades med hjälp av teorier. Resultaten visar att organisationsstruktur, kommunikation 

och prestanda inte kan fungera utan varandra. Struktur påverkar organisationens kommunikation 

och prestanda. Samtidigt är framgångsrik kommunikation en viktig ingrediens för att strukturen 

ska fungera och öka prestanda. Ledningssystemet är centrum för organisationsstruktur och 

prestanda. Framgångsrik integration av ledningssystemet förbättrar informationsflödet, ökar 

effektiviteten, prestanda och lönsamhet i organisationen. Ett fungerande och samverkande 

ledningssystem är nyckeln till ökad kvalitet inom alla områden i organisationen. Det uppfyller 

den sociala efterfrågan på hållbarhet och kvalitet som är avgörande för att överleva den 

konkurrensutsatta marknaden och vara beredd på oväntade framtida händelser som Covid-19. 

Tillgängliga olika tekniska och digitala verktyg för kvalitetsförbättring och kommunikation har 

varit en undsättare för många företag världen över. 
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1. Introduction 

The introduction chapter presents the background, purpose, and problem statements. 

 

1.1 Background  

The world is rapidly changing, and organizations face more requirements than ever before. The 

increased social awareness leads to a much higher demand for both quality and sustainability. 

Besides social awareness, organizations have a requirement to follow laws and regulations. It 

leads to a significant collection of various documents. Currently, all the global organizations face 

a new level of a challenge due to the Covid-19 pandemic. People had to find new ways to work 

and communicate efficiently. Available various technological and digital tools have been the 

savior for many businesses worldwide. 

 

Before technological development, organizations relied on old-fashioned paper files. With the 

help of technology, organizations use management systems that integrate everything needed into 

one extensive system. In theory, the management system is supposed to create easy access for 

everyone within the same organization, despite time and place. The management system allows 

access to everything one needs, such as documentation, laws, policies, operation systems. 

Simultaneously, the system allows accessible communication within the organization and its 

clients. According to Persson (2007), the management system must cover all essential functions 

from management finance and purchasing to production and distribution. Employees and other 

stakeholders should be part as well. The system must consider quality requirements, external and 

work environment, data security, competence assurance, ethics, and social responsibility. 

Management systems can communicate the visions, values, and norms of the organization to 

everyone involved. 

  

Effective communication is vital for a management system to serve its purpose successfully. The 

communication here refers not only to a conversation between people. Communication in system 

management covers anything from how easy it is to reach and understand the information, the 

meaning of the messages, the interaction between working teams, the management, and clients. 

According to Karlsson (2013), when organizations choose to use different information channels, 

it affects the internal communication within the organization and the employees' tasks. According 

to Heide (2002), today's problems with system management relate to miscommunication due to 

poor accessibility or poor understanding of information rather than the lack of information. Due 

to a lack of understanding, the visions and missions are non-achievable in practice, leading to a 

negative impact on organization operations and processes.  

 

Covid-19 has forced organizations worldwide to realize how important it is to keep up with the 

modern world and the benefits of technology. Potential weaknesses within the organizations have 
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become more evident, reflecting in decreased profitability and declined development. According 

to Bergman and Klefsjö (2020), the organization's financial performance depends on strategy 

development, efficient business decisions, market performance, and internal performance. 

According to Tiller (2012), organization structure loses its full effectiveness if it lacks a 

pragmatic management system to establish company-wide information dissemination. A well-

functioning management system leads to financial gain as it saves both time and money. The 

management system should support employees and simplify their daily activities, leaving space 

to focus on quality, reaching customer demands, and staying competitive in the market 

(Antonsson et al., 2007; Persson, 2007; Awan, Khan, 2016). The future past Covid-19 will be a 

time of reinvention. CEOs worldwide must respond to new threats, transform their operating 

model, and create a more sustainable future. 

 

1.2 Statement of the Problem 

The quality of the organization and its product is vital for survival in the competitive market. The 

quality, which is in high demand by people, sustainability, and regulations, depends on many 

factors. However, one of the most vital aspects of the organization is communication. An 

integrated management system and technology is a center of communication within the 

organization. Communication here refers not only to the dialog but also to all types of 

documentation, policies, statements, and other information that drives and develops an 

organization. Still, many lack a complete understanding of the importance of a well-functioning 

communication, integrated management system and its relation to the organization's performance. 

The majority of organizations implement management systems, not by choice but because of 

requirements by laws and regulations, which leads to miscommunication, disengagement, and 

decreased long-term profit.  

 

1.3 Purpose  

This study aims to investigate and understand what factors impact the performance of an 

organization and how it affects the organization. Results of the study are the foundation for 

proposed improvement suggestions.  

 

1.4 Research questions 

To fulfill the purpose, the following questions are answered: 

1. What are the factors that impact the structure, communication, and performance in an 

organization? 

2. How do the factors impact the organizational structure, communication, and 

performance? 

3. How does the relationship look like between integrated management system, 

communication, and performance? 



              

Page 3 of 75 

   

2. Theory 
This chapter presents descriptions and explanations of theories that are relevant to the Thesis.  

 

2.1 Organizational structure 

 

According to Ahmady et al. (2016), the structure is a relationship between the components of an 

organized whole. Organizational structure is a relationship between work, systems, operating 

processes, people, and teams to achieve common goals. Organizational structure is a set of 

methods that divide tasks by determining duties and coordinate them. The organizations create 

the structure to coordinate work assignments and direct employees' actions (Ahmady et al., 

2016). 

 

According to Hatch (1997), an organization arises when individuals realize that they will achieve 

their interests or benefits through collective action. The organization's structure is responsible for 

the style of arrangement and distribution of work among the employees. Organizations with a 

good structure provide stability, reliability, and mobility, which creates the conditions for 

maximum resource utilization and goal fulfillment. One way to clarify the structure concept is to 

divide the structure into three elements: specialization, formalization, and centralization (Hatch, 

1997). 

 

Organizations of today face a more competitive climate than ever. For success and sustainable 

long-term practice, every organization must have a well-structured and detailed designed 

organizational structure. According to Tiller (2012), organization structure should be realistic and 

based on a well-thought-out strategy. For the structure to reach its full potential, the organization 

needs to have a pragmatic management system. 

 

2.1.1 Levels of the Organization Hierarchy 

Every organization, despite the field, has to have a proper management hierarchy to function 

efficiently. Every organization must have a proper management hierarchy where everyone is 

responsible and answerable to someone for their actions. A specific power structure in a 

management hierarchy defines the functions and obligations of every member of the 

organization. The organizational structure ensures the optimum utilization of resources and 

smooth functioning with proper operations (Hierarchy Structure, 2018).  

 

In general, organizations have three basic hierarchy levels depending on their structure. The first 

division is apex level. It is top-level, with people responsible for significant planning and setting 

up its targets and goals. At the apex, the Chief Executive Officer (CEO), the President, the Chief 

Financial Officer (CFO), and the board of directors. People at the apex level are responsible for 
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the overall output of the organization to the shareholders and making vital decisions regarding 

strategies, functions, policies, and controlling the organization (Hierarchy Structure, 2018). 

 

The second division is middle-level, with general managers, branch managers, and department 

heads. People working at the middle level are responsible for managing staff members below 

them and reporting to the apex level. The middle-level is responsible for the organization's 

overall functioning and directly connects between managerial and apex levels. Positions in the 

middle level are the backbone of various organizations and are significantly responsible for 

designing and implementing policies, observing and guiding lower levels, diagnosing and 

diffusing problems, and coordinating the entire organization's functioning (Hierarchy Structure, 

2018).  

 

The last is the managerial level which is also the lowest in the organization. Managerial levels 

include section leads, supervisors, assistant managers, who do the ground-level execution of 

functions and perform all menial jobs in the organization. Employees at the managerial level lack 

decision-making power and perform tasks given by people from higher organization levels. 

People working at the managerial level are crucial as they have an integral part in an 

organization's functioning and directly impact the performance of the business (Hierarchy 

Structure, 2018). 

 

2.1.2 Flat organizational structure 

According to George (2016), the organizations that identify as flat have minimal to no middle 

management. Such organizations often empower employees to take on more responsibilities. 

Most often, smaller organizations choose to identify as flat despite their industry. The flat 

structure is typical for smaller and family-owned organizations.  

 

Despite the size or structure, the organization always has leadership which is a core function. A 

smaller flat organization's development and growth depends on a product or service that serves a 

niche market. Success also depends on trust, transparency, and credibility in the workplace. The 

overall organization must be credible to the customers, the employees must trust their leadership, 

and leaders must trust their employees (George, 2016). 

 

2.1.3 Organizational maturity 

According to Harmon (2019), the Capability Maturity Model (CMM) is a framework for 

continuous improvement work. It is a well-known method that helps develop and refine the 

software development process in the organization. CMM identifies five levels that describe 

typical organizational evolution from immature to mature understanding of business processes. 

Primarily, CMM applies to large organizations, but it is an equally excellent model to follow 

even for smaller businesses. The idea of the reference model is to help organizations understand 
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where they stand today and build a road map to the targeted goal. The model is not meant for all 

organizations to follow in the same way. The primary assumption of CMM is that immature 

organizations do not perform consistently, while mature organizations deliver quality and 

efficiency (Harmon, 2019). 

 

Five steps or levels of CMM that describe the evolution from immature to mature (Harmon, 

2019): 

• Level 1 - Initial: The ad hoc set of activities that characterize the process, which is not 

defined, and success depends on individual effort and heroics. 

• Level 2 - Repeatable: A level that establishes project management processes that track 

costs, schedule, and define functionality. The earlier successful discipline is available to 

repeat. 

• Level 3 - Defined: The defined documented process for management and engineering 

activities and standards is available. The approved, tailored version of the organization's 

standard approach to developing and maintaining software applies to all projects. 

• Level 4 - Managed: Detailed measures of the software process and product quality are 

collected. The software process is quantitatively understood and controlled. 

• Level 5 - Optimizing: The quantitative feedback from the process and piloting 

innovative ideas and technologies enable continuous process improvement. 

 

According to Harmon (2019), the extended version of CMM is Capability Maturity Model 

Integration (CMMI). It focuses on evaluating and improving processes in organizations. CMMI 

has two application areas. The first area is to analyze the overall capacity of a specific group of 

processes. The second is to explore the organization as a whole (Harmon, 2019). 

CMMI also functions as a model for the improvement of processes. It provides appropriate 

process training for managers to improve departments or specific groups in an organization. 

CMMI adds various criteria to evaluate the sophistication level of managers in their governance. 

CMMI helps to identify control processes that need improvement to become more efficient 

(Harmon, 2019).  

 

2.2 Quality 

Organizations depend on quality in every area of operations and structure levels. Without quality, 

it is hard to compete and survive in a worldwide market. According to Bergman and Klefsjö 

(2020), quality can satisfy and exceed customers' needs and expectations. Two main dimensions 

are quality dimensions of goods and quality dimensions of services. Quality concepts include 

reliability, performance, maintainability, communication, credibility, and responsiveness, which 

help effectively detect problems. Other factors of the quality concept are environmental impact, 

appearance, flawlessness, and safety (Bergman, Klefsjö, 2020).  
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Improvement of the quality increases the profitability of the organization. Striving for quality 

improvement has zero negative impact on the organization due to prioritizing customer 

satisfaction. The organization's financial performance depends on strategy development, efficient 

business decisions, market performance, and internal performance (Bergman, Klefsjö, 2020). 

 

2.2.1 Total Quality Management, TQM 

According to Bergman and Klefsjö (2020), Total Quality Management (TQM) consists of the 

entire organization's efforts and its integrated system of principles, methods, and best practices. 

The organization should strive to continuously improve its ability to deliver high-quality products 

and services to customers. TQM refers to management methods used to enhance quality and 

productivity. A comprehensive system approach works horizontally across all departments, 

employees, suppliers, and customers. TQM provides a framework for implementing adequate 

quality and productivity initiatives, increasing the profitability and competitiveness of 

organizations. 

 

2.2.2 Quality methods 

According to Bergman and Klefsjö (2020), quality assurance requires suitable tools and 

techniques. One well-known tool is DMAIC (Define, Measure, Analyze, Improve, Control) that 

aims to drive improvement work. DMAIC is a general method to approach improvement work 

and to problem-solve in various operations. DMAIC has similar foundations to the PDCA (Plan, 

Do, Check, Act) model to find solutions to problems and drive improvement work in the 

organization. (Bergman, Klefsjö, 2020). According to Harmon (2019), the structure of the control 

process consists of planning, organizing, communicating, and controlling. 

 

According to Harmon (2019), one of the most commonly used management and measurement 

tools is the Balanced Scorecard that defines the organization’s strategy, managerial responsibility, 

and targeted goals. Measurements in the Balanced Scorecard help evaluate managers’ 

performance and cover the entire organization.  

 

2.2.3 Goals, KPIs, and policy. 

According to Bergman och Klefsjö (2020), organizations need to set up short and long-term goals 

to reach the vision and mission. A measurable goal must clearly state what the organization 

expects to accomplish within the given timeframe. Accomplishing the targeted goals depends on 

various measures and activities described with a mapped-out plan called strategy.  

According to Bergman and Klefsjö (2020), a Key Performance Indicator (KPI) is a measurable 

value that demonstrates how effectively an organization is achieving targeted goals (Figure 1). 

KPIs are used at multiple levels to evaluate successful accomplishments. 
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Figure 1:Illustration of the path from mission to vision. (Inspired by Bergman, Klefsjö, 2020, 

p.405) 

 

According to Bergman and Klefsjö (2020), a quality policy, which illustrates the organization's 

core values, and working methods in quality issues, guides how the company should achieve its 

vision based on its business idea. Some companies integrate quality policies that illustrate the 

company's fundamental values, and working methods towards customers, employees, owners, 

and society. Policy, culture, and strategy fulfill the organization's strategic overview. Figure 1 

visualizes how the organization should move from mission to vision. The mission of the 

organization answers the question of what—the vision answers to where. Goals, policies, and 

strategies answer how. 

 

2.2.4 Vision and mission statements in organizational strategy 

Mission and vision direct the organizational strategy to provide essential purpose and goals 

(Ahmed, 2019). Organization’s mission and vision statement answer questions such as who the 

organization is, what it does, and where the organization is going.  A mission statement presents 

the organization’s reason for existing and its aim to serve its primary stakeholders. A vision 

statement is a future-oriented declaration of the organization’s purpose and aspirations (Bright, 

Cortes, 2019).  

Mission and vision have three critical roles (Bright, Cortes, 2019): 

1. Communicate the purpose of the stakeholders. 

2. Inform strategy development. 

3. Develop the measurable goals and objectives which help to estimate the success of the 

organization’s strategy.  

Figure 2 (p. 8) summarizes the interdependent, cascading roles and relationship between mission 

and vision. 
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Figure 2: Primary roles of mission and vision (Bright, Cortes, 2019) 

 

According to Taiwo et al. (2016), vision states the organization’s future desires and is a source of 

inspiration and motivation. Mission and vision are tools for successfully communicating the 

purpose and values of the organization to all primary stakeholders such as employees, customers, 

investors, governments, and suppliers. The statements are often discussed and shared for 

developing a better understanding. The better organization members understand vision and 

mission, the better they understand the strategy and implementation (Bright, Cortes, 2019). 

Engaging employees in the organization with a shared vision and mission is vital for a 

transformational leadership style. It is also essential in developing activities to provide a clear 

purpose (Felgen, 2007; McCormack et al., 2007). Inspiring shared vision and mission are potent 

tools for the successful transformation of practice, as a vision releases four primary forces in an 

organization (Nanus, 1992):  

1. Attracting commitment and energizing people,  

2. Creating meaning for people’s work,  

3. Establishing a standard of excellence 

4. Bridging the present and future 

 

2.2.5 Organizational Values 

According to Horwath (2005), values support current (mission) and future (vision) purpose in the 

organization. Values are the ideals and principles that form the organization's character and guide 

its thoughts, behavior, and actions. Values represent the core beliefs of the organization and 

shape its culture. Values are the foundation for the conduct of people in their internal and external 

interactions and communications. Values have the power to inspire employees, increase their 

performance, and act as a benchmark in the decision-making process. Values must integrate into 
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all aspects of the organization to have a full effect. When mission, vision, and values work 

together, they provide a powerful guiding force that unifies, coordinates actions and decisions 

which ensure the optimal use of resources (Horwath, 2005).  

2.3 Management System 

According to Tiller (2012), organization structure loses its full effectiveness if it lacks a 

pragmatic management system to establish company-wide information dissemination. Every 

organization has a way of managing its business to make it work. Organizations often create rules 

and policies such as routines for various production, employee, and financial issues. Various 

systems for routines and policies guiding the business behavior, resource issues, and other 

organization areas are known as management systems (Bergman, Klefsjö, 2020). 

 

Persson (2007) defines a management system as a system for leading and running the 

organization and establishing policies, goals, and a path to achievement. According to SOSFS 

(2011), a management system is a system for establishing principles for managing the 

organizations. According to Antonsson et al. (2007), the management systems are process-

oriented, ensuring the proper processes function to lead the business.  

 

The management system should include everything needed to achieve the targeted goals. An 

existing management system covers all company activities, including describing how activities 

should be done and implemented. Management systems do not set detailed regulations for 

methods, models, or values. The laws decide such regulations that are implemented internally 

within the organization. The management systems' functionality is to create a structure in the 

documentation, routines, and processes. It leads to increased performance at the organizations 

while following laws and regulations (Antonsson et al., 2007). 

 

According to Antonsson et al. (2007), more and more organizations have implemented 

management systems in recent decades. The first management systems focused on quality, 

followed by the environmental management system and internal control of the work 

environment. In recent years, management systems have spread to all parts of organizations, 

including data and information security and Corporate Social Responsibility (CSR). 

 

2.3.1 Knowledge Management System 

According to Greco et al. (2013), the knowledge management system (KMS) has become a 

significantly discussed subject in literature and practice. Knowledge is a combination of facts, 

procedures, concepts, interpretations, ideas, observations, judgments, and more. Organizations 

must build a structure that would systemize information and communication while making 

knowledge effectively storable and shareable.  
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KMS is a systematic approach to managing the organization's knowledge through information 

and communication technology (ICT). KMS includes intranets, systems for managing 

documents, management systems for workflow, business intelligence tools, visualization tools, 

learning systems, and groupware. The goal of the KMS is to manage adequately chosen 

knowledge and make it accessible for people to create, store, and share knowledge within the 

organization. It helps to improve the performance of employees and organizations. KMS is a 

guiding force within the organization. It develops and forms organic and holistic approaches 

presenting usefulness and the primary role of knowledge processes (Greco et al., 2013). 

According to Greco et al. (2013), information and communication technology (ICT) is vital for 

the success of the KMS because ICT is responsible for facilitating technology and people based-

activities. Technology supports and enhances the primary organizational processes of knowledge 

generation, codification, sharing, and implementation. The growing use of ICT has increased the 

organization's ability to accelerate a new economic, organizational, and technological 

development referred to as a knowledge-based economy. The organizations can select and 

incorporate knowledge processes regularly with the help of ICT applications. Simultaneously, the 

strategic integration of IT tools has fostered the organization's policies and processes based on 

intellectual capital (Greco et al., 2013). 

 

Human Resources are the most vital factors for the success of the organization. However, in the 

KM context, employees are the leading players in sharing, building, and capturing the knowledge 

inside the organization. The appropriate KMS will help organizations build, share, and codify 

existing knowledge (Greco et al., 2013). 

 

2.3.2 Management Information System impacts the performance of the organization 

According to Awan and Khan (2016), the use of the Management Information System (MIS) has 

increased worldwide by organizations and even governments and people. (MIS) is vital in 

modern organizations as it is an integral part of business operations. MIS implementation is 

required to stay competitive on the market, increase profit, stay innovative, and develop. MIS 

helps anything from data processing to effective decision-making. It is a system that provides 

information vital for efficiency and effectiveness.  

 

MIS are commonly computer systems that manage the following main aspects (Awan, Khan, 

2016): 

1. Hardware, software, and data: information for decision making. 

2. Producers: design, development, and documentation. 

3. People: individuals, groups, or organizations. 

The primary use of MIS is to analyze and facilitate strategic and operational activities. The 

system helps organizations study how people evaluate, design, implement and utilize systems that 

generate information needed for decision making and improvement. MIS simplifies the 
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documentation process and helps top-level management in goal setting, strategic planning, 

evolving and implementing business plans. MIS has a significant role in generating information, 

communication, problem identification, and decision making (Awan, Khan, 2016).  

 

Adopting well-functioning MIS helps organizations combat the competitive market as it 

improves productivity, profitability, communication, innovation, and development. According to 

Awan and Khan (2016), increased profit in the organization leads to improved products and 

becoming a leader in the market. The profitable organization invests more into research and 

development, leading to more rapid growth and innovation, which is vital in today's competitive 

market.  

 

2.3.3 Managing the management system 

According to Kaplan and Norton (2008), the organization must understand the management cycle 

that links strategy and operations for successful strategic execution. It also must know what tools 

apply at each stage of the cycle. A common mistake in organizations is that discussions about 

destructive operations take over discussions about excellent strategy implementations. As a 

consequence, the organizations find themselves closely losing their numbers. Instead, 

organizations should examine how to modify their strategies to generate growth possibilities and 

eliminate the pattern of short-term financial short-falls. According to various studies, 60-80% of 

the organizations do not reach the success predicted by their new strategies (Kaplan, Norton, 

2008). 

 

The main reason for the organization’s underperformance is breakdowns in the management 

system. The closed-loop management system (Figure 3, p. 13) can help to avoid potential 

breakdowns. The loop comprises five stages (Kaplan, Norton, 2008): 

1. Strategy development: the beginning of the cycle involves applying tools, processes, and 

concepts such as mission, vision, values. It also includes SWOT analysis, shareholder 

value management, competitive positioning, and core knowledge to create strategy 

statements. Before formulating a strategy statement, the organization must decide the 

purpose (mission), its aspiration for future results (vision), and the internal compass that 

guides actions (values) is. 

2. Strategy statement translation: the second stage is the translation of the strategy statement 

into objectives and initiatives with the help of other tools and processes such as strategy 

maps and Balanced Scorecard.  

3. Operations planning: strategy operations link to implementations with the help of the third 

set of tools and processes such as quality and process management, reengineering, process 

dashboard, rolling forecast, activity-based costing, resource capacity planning, and 

dynamic budgeting.  



              

Page 12 of 75 

   

4. Monitoring and learning: during the progressing implementation, managers must 

continually review internal operational data and external data on competitors and the 

organization environment.  

5. Strategy testing and adapting: Periodically, managers can access the strategy and update it 

when learning that underlying assumptions are obsolete or faulty. In that case, a new loop 

would start around the system.  

 

According to Kaplan and Norton (2008), the closed-loop management system requires careful 

handling. Most commonly, the breakdown occurs right from the start. The organizations 

formulate excellent strategies that they then fail to translate into goals and targets. As a result, 

managers and employees at the middle and lower levels do not understand what they need to 

strive and achieve. Many still struggle even with formalized strategic objectives due to a lack of 

connection to the appropriate tools to support the operational improvement processes. Another 

mistake is blending discussions of operations and strategy simultaneously, which causes a 

breakdown in the strategic-learning feedback loop.  

 

 
Figure 3: Closed-Loop Management System (Kaplan, Norton, 2008, p.3). 

 

2.4 Integrated Management System (IMS) 

According to Persson (2007), integrated management is a system with merged quality, 

environmental, and safety standards for systematic work. There are many reasons why companies 
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choose to integrate various management systems. One reason is the increased customer demand 

for quality assurance (SS ISO 9001) and a sustainable external environment (SS ISO 14001). 

Instead of applying two different management systems, organizations choose to integrate them. 

The process requires only one certification process, which saves both time and money.  

 

According to Oliveira et al. (2010), the integrated management system of quality, environment, 

and safety makes an organization much more competitive in the market. It improves internal and 

external customer satisfaction, enhances the organization’s image, saves resources, reduces 

waste, and increases the efficiency of internal communication. It is essential to integrate 

interactive manners, policies, guidelines, management objectives, rules requirements, and 

peculiarities. The success of the integrated management system requires a total commitment of 

senior management and all employees. The most common reasons for the failing integration of 

management systems are resistance from employees, top management low commitment, and a 

poor understanding of low standards. 

 

2.4.1 Advantages with the integrated management system 

According to Person (2007), an integrated management system has the following advantages: 

● An integrated management system creates a holistic view of the organization. 

● A single system allows transparency within the organization. 

● The organization considers demands and feedback from the stakeholders.  

● The primary purpose of regulations and standards is to advise and inspire. The regulations 

and standards are a foundation for the certification process. 

● Systems cover a wide area which helps to maintain, develop and effectively implement 

systems into various sub-processes. 

● An integrated management system creates a broader foundation for decision-making 

while minimizing the risks of sub-optimization. 

● The creation of documentation helps to simplify and visualize the relevant information for 

the organization. 

 

2.4.2 Disadvantages with the integrated management system 

According to Persson (2007), the disadvantages of implementing an integrated management 

system are following: 

● At the beginning of implementation, an integrated management system makes it 

challenging to visualize the entire picture. Therefore, the organization should prioritize 

the most critical aspects and gradually widen their perspectives. 

● Implementing an integrated management system is a complex process, which requires 

time, knowledge, and money. The organization should perform a risk assessment before 

proceeding with the integration. 
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● An integrated management system can cause problems and setbacks. The organization 

should have a clear strategy before proceeding with integration.  

● Governing documentation must cover all aspects of integration, which can turn the 

organization into bureaucratic and multifaceted.  

 

2.4.3 ISO 9001 

ISO 9001 sets out criteria for the quality management system. Any organization, regardless of its 

size or field of activity, can use the standard. There are more than one million organizations in 

170 countries worldwide certified to ISO 9001 (SIS, 2021).  

The Foundation of ISO 9001 standard is various quality management principles, such as strong 

customer focus, the motivation and implication of top management, the process approach, and 

continual improvement. The standard helps organizations ensure that customers always receive 

excellent quality products and services, benefiting the business (SIS, 2021). 

 

A quality management system helps the management lead the organization and support its 

employees in a resource and time-efficient manner. Simultaneously, the organization actively 

works with continuous improvement. ISO 9001 allows organizations to create an organizational 

structure and guides managers, employees, and sub-consultants through the work (SIS, 2021). 

A quality management system contains written documentation such as policies, manuals, 

routines, guidelines, and checklists. Documentations ensure the excellent quality of products, 

services, and complete customer satisfaction. Any chosen way to present documents by the 

organization is acceptable as long the management system is up to date. All the documentation 

regarding the quality management system must focus on enhancing the organization's processes 

and functions. It also requires ongoing management and monitoring of processes and functions 

for the continued success of the quality management system (SIS, 2021). 

More and more organizations worldwide realize the benefits of ISO 9001 certification. 

Certification ensures an organization's quality that reaches demands and requirements (SIS, 

2021). 

 

2.4.4 ISO 14001 

ISO 14001 standard sets criteria for the environmental management system. With the help of ISO 

14001, any organization, regardless of size or activity, can form a framework for setting up an 

effective environmental management system. It assures the management, employees, and external 

stakeholders that the organization measures and improves the environmental impact. The 

environmental management system is easy to integrate into existing operations (SIS, 2021).  

 

According to SIS (2021), there are significant advantages with ISO 14001, not only for the 

environment but also for the organization. The environmental management system helps 
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organizations decrease resource use, minimize waste management and save money. The benefits 

of a vibrant and well-integrated environmental management (SIS, 2021): 

● Increased process efficiency. 

● Reduced use of resources. 

● Reduced waste and expenses for its management. 

● Increased share of renewable resources. 

● Increased goodwill and credibility. 

● Increased competence and knowledge in the organization. 

● Increased communication between the organization and stakeholders. 

 

2.4.5 Different levels of integration of management systems 

According to Zeng et al. (2005), integration occurs at different organizational levels. Full 

integration is affected by whether it occurs at all the organizational levels or not. Asif et al. 

(2010) point out that the quality of integration is affected by execution performance. Bernardo et 

al. (2009) identify different levels of integration with the help of various litterateurs. He 

concludes that most theories give a relatively similar picture of the different integration levels, 

although there are some slight differences.   

 

The first level of integration is an alignment that aims to reduce administrative and audit-related 

costs. The second level of integration aims to complete all relevant processes and operations. 

Like the Total Quality Management (TQM) system, alignment focuses on employees, customers, 

and continuous improvement. The third integration level is strategic. It means that the 

organization has established a learning and continuous improvement culture and reached 

stakeholders' involvement in internal and external challenges (Wilkinson, Dale, 2002).  

Asif et al. (2010) refer to the three different levels of integration as strategic, tactical, and 

operational. Integration at the strategic level focuses on merging planning and resource 

management activities. Integration at the tactical level, designs, monitors, and uses the integrated 

management system. Integration at the operational level focuses on merged performing activities.  

 

The organization significantly benefits from the three different integration levels. For example, 

the first level decreases administrative tasks due to improved internal coordination. The second 

level increases competitive advantage. The third, ultimate level helps to improve and keep 

accountable for sustainable development. The third level is where the system finally integrates 

into one (Jorgen et al., 2006). 

2.5 Leadership 

According to Fairhurst (2001), leadership research is dualistic. She presents three leadership 

research dualisms that impact the individual and the system, cognitive results and conversational 

methods, the transmission approach, and the meaningful communication approach. Researchers 
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also agree that leadership should have more perspectives than just the practitioner. Fairhurst 

(2001) believes that this may be one reason why research on leadership looks like it does and 

should not be an option. The research is dependent on transmission and meaning-making. Both 

are necessary components of communication processes.  

 

Effective leadership is a critical ingredient for any corporate achievement. Leadership must be 

knowledgeable and constantly adapting to the environment, including size expansion, new 

employees, changing markets, or worldwide instabilities (George, 2016). A leader is a person in a 

group who has significant influence over other people. According to Jacobsen and Thorsvik 

(2014), leadership involves a specific behavior, and a leader has the ability and intention to 

influence how others think, their attitudes, and behavior. A leader's intention within an 

organization is to get others to work to achieve specific goals while motivating people to perform 

more and ensure that they thrive in their workplace. Leadership is a process where individuals 

lead a group of people towards the organization's common goals (Greenberg, 2010). 

 

According to George (2016), the leader must take time to learn about the needs and wants of the 

employees. An employee whose needs do not align with a leader's management style will become 

disgruntled. An alert and aware leader increases efficiency and effectiveness, which creates trust 

within the organization. A leader must be capable of noticing when their input is weakening their 

employees and their performance. Trust between a leader and employees is a vital factor. Trusted 

employees feel empowered and are more prepared to step in and help (George, 2016).  

  

According to Tiller (2012), every organization must have strong leadership to please its 

stakeholders and maintain a profit line. Lack of strong leadership, business strategies, and good 

planning will lead to failure. 

 

2.5.1 Engagement within the organization 

According to the Harvard Business Review (2013), high-performing employees are vital for the 

growth and survival of an organization in the competitive market. Engaged employees lead to 

increased innovation, productivity, and bottom-line performance. However, top and middle-level 

management in the organizations often show different understanding of employees' engagement. 

Top executives seem to be more optimistic regarding the engagement of their workers compared 

to middle management.  

 

One of the most common reasons for employee disengagement is a lack of purpose or meaning, 

especially if the organization's vision does not resonate with employees. Even the organization's 

values that align with employees are vital for engagement. Despite the worthy mission, without 

successful communication, it will disengage the members of the organization. Another reason for 

disengagement is stagnation, where employees feel unfulfilled. Employees get motivated by 
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opportunities for promotions or new goals to strive for, even within the same positions. 

Employees also need outlets for personal expression and feel that they can contribute to overall 

operations (Govindarajo et al., 2014). 

2.6 Communication 

According to Ruler (2018), communication lacks a clear fundamental meaning. No one seems to 

agree upon what the communication is precise. Based on various theories, the term 

communication summers up as individuals' understanding of the communication process. It 

includes the process of meaning creation. For example, how people create meaning 

psychologically, socially, and culturally. Another aspect of communication is understanding the 

message intellectually and how ambiguity arises and resolves. For communication to take place, 

there must be a meaning that is understood and processed.  

 

According to communication theory, there are three different lenses to view how the 

communication process works (Ruler, 2018): 

• Communication is a one-way process of meaning construction - the sender of the message 

attempts to construct or reconstruct the developed meaning. 

• Communication is a two-way process of meaning construction - two or more people 

construct new meanings together. 

• Communication is an omnidirectional diachronic process of meaning construction - the 

focus lies on the continuous development of meaning.  

 

Message and its meaning are not isolated—message and meaning are influenced, constructed, 

and interpreted based on an individual's framework and perceptions of reality. Therefore, there is 

a risk that the interpretation of the message is different from its constructed meaning. The 

message must make sense to have some form of impact and be able to be used. The creation of 

the sentence depends on the sender and the receiver of the message. 

 

Communication is vital for organization members to accept the setup goals and correctly interpret 

them into actions. Often, it is managers' responsibility to set and achieve goals, making it a 

communication management issue (Heide et al., 2011). Communication is an integral part of 

when management proposes changes or requests. The flow of communication throughout the 

organizational hierarchy affects the efficiency, decision-making, and morale of organizations. 

Thus, effective communication regards as the foundation of modern organizations. 

Organizational structure creates the communication channels that serve specific functions all over 

organizational communication. An Organizational structure must facilitate the adequate flow of 

communication (Yahaya et al., 2018).  
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Commonly, organizations face various communication issues. Employees might feel that the 

available information is challenging to grasp and is not relevant to their work or insufficient data. 

A lack of training in a particular field may cause other communication problems or create a false 

belief that communication works independently. Today, organizations work with communication 

differently, and effective communication is equivalent to the key to success. It is not the lack of 

communication that is the problem. Instead, it is a question of adequately using technology and 

understanding the content in the communication on various platforms. It is vital to ensure that 

employees interpret the information according to management's meaning (Heide et al., 2011). 

 

Organizations today work a lot with documents that contain guidelines, goals, routines, and 

processes for work. The managers' responsibility is to ensure these documents are followed and 

understood and work in practice. The information flows and stores in various channels, such as 

the intranet. It is available to all organization members and is used to support everyone's work 

process—the intranet functions as a working tool for organizations' internal communication. It is 

also known as data-mediated communication, which provides opportunities to communicate one 

to several or several to several while being independent of time and space. The tasks in today's 

modern organizations almost always contain information processing elements. Since much of the 

organization's communication occurs via various media, organizations mainly consist of 

information systems. Data-mediated communication is essential for organizations and has a 

significant impact on their operations and processes. It plays a significant role in how people 

within the organization communicate and understand each other (Heide, 2002). 

2.7 Intranet 

Technology has created new possibilities to share information and communicate. Many 

organizations have introduced some intranet to their business to help improve and streamline the 

work with knowledge management. The tradeshows, media, and other sources are significant in 

the marketing intranet. Presentations focus on technological innovation but have a way too 

simple view of organizational processes, communication, and learning. In past decades, intranets 

have grown in popularity, and today, most Swedish companies and organizations have 

implemented an intranet system (Heide, 2002). 

 

2.7.1 Microsoft SharePoint 

Microsoft SharePoint is one of the intranet software. According to Fredborg and Wåhlstrand 

(2016), Microsoft SharePoint is a service with many built-in functions. Initially, the service was 

an empty website designed based on the wishes and needs of the customers. Microsoft 

SharePoint is a service that collaborates well with well-known client programs, emails, and 

browsers. The software makes it easier for users to fulfill a sense of consistency (Microsoft, 

2021). System solutions offer workflows that can be used directly without any knowledge of 

coding. The flows initialize, track, and report all the everyday business activities. The users can 
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control security settings, storage, and review principles. According to the organization's 

integrated management system, the software ensures that documents are up to date (Fredborg, 

Wåhlstrand, 2016). Office SharePoint Server makes it easy for users to create interactive 

Business-Intelligence portals that collect and display essential information collected from 

different sources. Thanks to the information that is available and accessible in one place, 

employees can make an accurate decision based on correct facts (Microsoft, 2021). Microsoft 

SharePoint has different access permissions, allowing secure information sharing between the 

authorized members (Microsoft, 2021). 

 

2.8 Covid-19 

Covid-19 is a worldwide pandemic that got its start from Wuhan at the end of 2019 and turned 

everything upside down. According to Lund et al. (2021), Covid-19 disrupted global labor 

markets, accelerated remote work, e-commerce, and automation. The pandemic for the first time 

in history elevated the importance of the physical dimension of work. 

According to Smet et al. (2020), pandemics forced organizations worldwide to change their 

operation style because business-as-usual approaches would fail. Organizations cannot serve their 

customers, or collaboration with colleagues and suppliers cannot proceed as before. According to 

Lund et al. (2021), Covid-19 has pushed organizations into changing behaviors that will most 

likely stay in the future. The speed of decision-making has to increase while improving 

productivity with the help of available technologies and data.  

 

Remote work has increased, and industries that do not require face-to-face service most likely 

will continue with the remote work. People working from home have decreased the need for 

working space and decreased the need for business travel. Extensive video conference calls have 

ushered in a new acceptance of virtual meetings and other work factors (Lund et al., 2021).  

Covid-19 has forced organizations and their teams to embrace new technology and data and 

reinvent core processes while adopting collaboration tools. Technology helps people interact 

differently, creating new operating models that form an effective post-pandemic organization 

(Smet et al., 2020).   

 

Organizations with speed design will experience superior customer responsiveness, enhance 

capabilities, and perform better performance, such as profitability and resource efficiency. The 

speedy organization will have improved purpose and organizational health. However, it can be 

accomplished only by establishing new operating models. Managers and leaders must avoid 

letting the organization revert into old behaviors and processes. It means that the organizations 

have to implement structural changes that will help to sustain speed while inspiring and engaging 

employees (Smet et al., 2020).  
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In order to succeed in the post-pandemic era, organizations must rethink the roles of leaders and 

CEOs. Leaders that currently stand out are the ones who have transitioned from directing a 

command-and-control crisis response to the building and unleashing winning teams. Such leaders 

prioritize and invest in clear communication and trust-building regularly while constantly linking 

their actions to their purpose. The post-pandemic future will require leaders more than ever to act 

as visionaries. It means inspiring the entire organization with a clear vision of the future, 

empowering everyone else to realize where they are going (Smet et al., 2020).  

 

To develop and grow after the pandemic, organizations need a new set of skills. The rapid 

increase of digitalization and remote work has resulted in new demands on employees and 

organizations. People need new skills to support significant changes in accomplishing work 

assignments and their organizations' business priorities. Organizations need to reskill in 

leadership, critical thinking, decision making, and project management to fill the skill gap. Other 

essential skills are social and emotional as the dynamic of an interaction is changed, transforming 

into virtual instead of face to face. Reskilling has a positive impact on the organization. Research 

shows that reskilling helps improve the ability to realize the organization's strategy, employee 

satisfaction, and reputation as an employer. In turn, it leads to increased productivity and 

improved employee morale (McKinsey and Company, 2021). 
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3. Method 
The Method chapter presents methods used for the performed study. The chapter includes 

research design and methodology, data collection, analysis method, expected validity and 

reliability, and ethics consideration.  

 

3.1 Research design and method 

According to Patel and Davidson (2020), the primary use of case studies is to research smaller 

groups, such as one individual, a team, an organization, or a situation. The foundation of a case 

study is a holistic perspective with as comprehensive information as possible. The most common 

areas of use are when studying processes and changes. 

 

The qualitative method is the foundation of the study. According to Patel and Davidson (2020), 

words and expressions form qualitative research that help understands concepts, thoughts, and 

experiences. The qualitative method enables the collection of in-depth insights that are beyond a 

good understanding. Interviews, surveys, observations, and literature reviews are some standard 

methods for qualitative study. The research focuses on Organization X and aims to gain a holistic 

perspective of the organization’s structure, management system, communication, and 

performance. A case study with a qualitative approach is an appropriate method for conducting 

the research and answering the problem statements. 

 

The study aims to research the factors that impact organizational structure, communication, 

performance, and their relationship to management systems. For the study purpose, surveys and 

interviews are suitable choices of methods. According to Patel and Davidson (2020), surveys and 

questionnaires are easy, cost, and time-efficient methods to gain relevant information. A survey is 

a questionnaire or an interview conducted on a larger delimited group. Survey research allows 

collecting information about a considerable amount of variables. It also can give meaningful 

information regarding limited amount variables. The survey allows generalizing the results. 

 

The study follows a deductive method. According to Patel and Davidson (2020), the deductive 

method is one way to relate theory to reality. The deductive approach concludes unique 

phenomena from general principles and existing theories. The existing theory determines what 

information to collect, how to interpret it, and how to relate it to reality. The research started with 

studying theories based on the problem statement. Results from the case study were matched and 

compared to the theories and earlier conducted studies. The triangulation method helped to 

validate the results. According to Patel and Davidson (2020), triangulation is the alternation of 

different data sources and collection methods. Collecting of data allows the application of various 

forms such as interviews, observations, and documents. In the analysis, collected information is 

compared and matched to gain a complete picture and understanding. The outcomes of the 
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different methods may coincide or point in different directions. No matter of development, the 

result is always fascinating (Patel, Davidson, 2020). 

 

3.2 Data collection method 

The writers collected both primary and secondary data to answer the questions and propose 

potential solutions. Collected information and data are from the literature, Organization X 

documentation, intranet, surveys, and interview with the organization's CEO. Besides literature, 

writers use the world wide web to search for articles and conducted studies within relevant 

research areas. Organization X documentation helped to collect data about the currently used 

management system and its communication. 

 

3.2.1 Primary data 

Primary sources include conveyed surveys in the form of questionnaires. It is a suitable form to 

collect information from large numbers of people. Participants can take their time to answer the 

questions at their convenience without fearing the researchers' reactions. Questionnaires may 

contain multiple-choice questions, attitude, scales, and closed or open-ended questions. They can 

be sent by mail, electronically, or handed out personally (Alzheimer, 2009). Surveys and 

questionnaires are easy, cost, and time-efficient methods to gain relevant information (Patel, 

Davidson, 2020). 

  

Another primary source of information is the interview with Organization X's CEO. Conveyed 

non-structured interviews with open questions helped collect necessary background information, 

such as visions, missions, goals, budgets, and perception of organizational performance. 

The third primary source of information is the Organization X intranet. The access to the intranet 

allows writers to gain the whole experience of the organization's management system and build a 

better understanding of the current information. 

 

3.2.2 Secondary data 

Before writing the study, the writers searched the world wide web for literature, articles, and 

earlier studies to find relevant theories. The found theories are the foundation of the study. 

Google Scholar and Uppsala University's online library were the most searched platforms. 

Mentioned platforms are rated to be the most reliable to find trustworthy information. 

Researchers used words such as management system, integration, communication, quality, and 

organization to find related material for the study. 

 

3.2.3 Survey 

The writers sent out a digital survey to twenty-five employees in Organization X. The survey is a 

mix of attitude form, fix response, and open-end questions. The earlier conducted study that 

showed a need for further more profound research is the foundation for created questions. 
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Another foundation for creating the questions was the problem statement and the area of interest. 

A careful prioritizing scaled the preliminary thirty questions to eleven. Eleven questions were 

easy to understand and answer. The survey aimed to determine how organization X employees 

perceived the current management system and communicated information (Appendix 1, p.?). 

Some time ago, employees of Organization X participated in a survey about management 

systems. The answers pointed out towards that majority of participants found the management 

system and its information unclear. The survey lacked more specific information about what 

employees perceived as unclear. Based on the earlier survey, researchers created a new 

questionnaire to get deeper and more specific information. 

 

Using Google's internal program called Google Forms helped create a survey sent to the 

organization via email, followed by two reminders. Fourteen out of twenty-five employees 

responded to the survey. The number of responders directly impacts the validity, reliability, and 

results of the study. 

 

3.3 Data analysis 

All the collected data is thoroughly studied, compared, and analyzed. The answers from the 

surveys and the manager's statement are the foundation for the research. 

Graphs and percentages helped to analyze collected data from the survey. Chosen tools helped to 

present accurate empiric data. For a more detailed data pattern, researchers split the responders 

into two groups based on the years employed at the organization. With the help of a table, the 

responses of the two groups showed apparent similarities or differences in behavior.  

 

The data from surveys were studied even on individual levels to find correlations, for example, 

between training, knowledge, understanding, and more. Detailed data allows comparison and 

analysis of the use and perception of the management system by employees. Simultaneously, 

results from the analyzed survey compare with management's opinion and perceptions about the 

importance of the management system. The results collected from the analysis were compared to 

relevant theories and earlier conveyed studies to find the theoretical impact on the organization. 

 

3.4 Expected validity, reliability, and generalizability 

The survey aims to gain information regarding employees' experience using the current 

management system. Organization X has twenty-five employees. The results depend on the 

number of responders. The more employees choose to participate, and the more reliable the result 

will be. The answers' interpretation will ground the writers' knowledge and understanding as a 

follow-up option is not available. 

  

There is a risk that people who chose to answer are the ones who are less happy with the current 

management system. As the survey open-end questions focused on the specific challenges with 
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the management system, there is less risk to misinterpret the answers. Another covered area of 

research is Organization X's intranet, management system, and available documentation. As all 

the documentation is up to date, writers trust the validity and reliability of data presented by 

Organization X. 

 

The generalizability of the thesis will be relatively low, as the thesis focuses on a specific small 

organization. However, the theories included in the study have high generalizability and can 

show much better results. The scope and design of the survey could also apply to a larger 

organization. 

 

3.5 Research ethics considerations 

All the participants received information regarding the purpose and results of the conveyed 

survey. Participants were aware of confidential treatment of the results from the survey. 

Participation was voluntary, and no one felt compelled to participate. The survey questions were 

easy to answer without disclosing any private information about the responder (Patel and 

Davidson, 2020). The CEO of Organization X gave authority to enter the data regarding the 

current management system. However, all the collected information regarding the organization 

and participants' names will be treated with the highest confidentiality. 

 

3.6 Method discussion  

The first idea was to convey quantitative research. Unfortunately, data collected from surveys 

was too meager for a statistical result. Qualitative research was an appropriate method. It allowed 

us to match the reality with theories that led to a result. Earlier conducted studies and theories 

confirmed the reality of the organization and were the foundation for improvement proposals. 

 

It was an excellent choice to convey a survey in the organization. A digital platform simplified 

the survey creation process and rapid delivery to the employees. The survey allows the 

participants to choose a time and place to respond and stay confidential. It is also an excellent 

option during the Covid-19 period when human contact is limited. However, virtual in-person 

interviews might have given a better result and more data for the research. A negative side of the 

survey is that not everyone chose to participate. Not even after two reminders, more than fourteen 

people chose to respond. With the help of various theories, the interpretation of non-response is 

disengagement. Theories and earlier conveyed surveys were the only facts to support the 

disengagement statement. 

 

The World Wide web was an easy way to get access to the articles and earlier conveyed studies. 

Using search words, such as communication, management system, quality, and others, navigated 

different results. At first, it was overwhelming with all the available information. However, after 

receiving the responses on surveys and conversations with the organization's CEO, it was easy to 
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filter the relevant information. Access into the organization's intranet was another excellent way 

to collect understanding of the organization's management system and get a holistic view over 

what employees see and experience. 

 

3.7 Execution 

Aivi Eklund and Victoria Löfgren have collaborated throughout the entire research. Research 

started with the brainstorming of ideas, searching for articles, and earlier conducted studies. 

Google Docs helped to collect all the valuable information. Google Docs is an excellent software 

allowing people to work on the same documents simultaneously, independent from time and 

space. The chat option in the software allows constant communication. Students have been able 

to write and edit the document together and maintain consensus along the way.  

Everyone has their strengths and weaknesses. Victoria Löfgren's strength is to create graphs. Aivi 

Eklund's strength was to summarize the mathematical results. However, both students are strong 

individuals who are open-minded to constructive criticism, which allows honesty and direct 

communication. Transparent communication and constant information sharing helped to achieve 

the best possible success. 

 

The past experiences of both students have come to help in conducting the study. Victoria has 

practical experience in leadership, communication, organization, and quality. Simultaneously, 

Aivi has international experience in communication, organization, leadership, quality, and 

founding businesses. The students have complemented each other all through the process. 
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4. Results 
The result chapter presents empiric data collected from Organization X.  

   

4.1 Data collected from the surveys 

Earlier research within Organization X showed that employees perceive the current management 

system as unclear. However, it lacked information regarding what specifically was unclear. A 

new survey (Appendix 1, p. 68-73) helped to obtain a more detailed understanding of the issue. 

The survey with eleven questions was sent to the entire Organization X. Fourteen employees out 

of twenty-five replied to the survey, which accounts for only 56% of the entire Organization X. It 

means that the survey lacks answers from eleven employees or 44% X. Below are shown detailed 

data collected from the conveyed survey. 

 

4.1.1 Members of Organization X 

According to the conveyed survey, 50% of fourteen participants are in the age group between 

twenty-five and forty-five. Another 50% are between forty-six and sixty-five (Figure 4). It means 

that 28% of entire Organization X employees are in the age group 25-45 or 46-65. The rest of 

44% of employees’ age group is unknown.  

 

 
Figure 4: Age group of Organization X fourteen employees (based on the survey). 

 

About 64% of the fourteen employees have worked at Organization X for over ten years and 21% 

for less than three years. 14% have worked in the organization between four to six years. 64% out 

of fourteen people are nine employees, which accounts for 36% of the entire Organization X. 

21% out of fourteen people are three, and 14% are two people. Three people are 12%, and two 

people are 8% of entire Organization X.  

 

Data summary (Figure 5, p. 25): 
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• 36% or nine people in twenty-five employees have worked at Organization X over 

ten years. 

• 12% or three people in twenty-five employees have worked at Organization X for 

three or fewer years. 

• 8% or two people in twenty-five have worked at Organization X for four to six 

years.   

 

 
Figure 5: Period of employment in years of Organization X fourteen employees (based on the 

survey). 

 

Based on the survey, 50% out of fourteen Organization X employees work at the apex level 

(Figure 6, p. 29). 28,6% work at the managerial level and 21,4% at the middle level. Apex level 

includes all the primary decision-makers in Organization X. Middle level includes various 

managerial levels such as general managers, branch managers, and department heads. Managerial 

levels include people like section leads, supervisors, and assistant managers. 50% out of fourteen 

employees, which accounts for 28% of the entire Organization X. 28,6% out of fourteen people 

are four employees, and 16% of the organization. 21% out of 14 are three people, which is 12% 

of the entire organization. 
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Figure 6: Hierarchy levels of employees at Organization X (based on the survey). 

 

The survey shows a clear correlation between the age, employment length, and the hierarchy 

level of the employees. The majority of the employees who have worked over ten years at 

Organization X are 46-65 and have an Apex level role. Documentation with the employment 

statistics shows that eleven employees who chose not to respond to the survey work at the 

managerial level in Organization X. 

 

4.1.2 Usage of the Management System 

Survey asked employees to answer questions about the usage of a management system. Questions 

aimed to find answers to when, how, and why employees use a management system. Results 

show that most of the fourteen participating employees use the management system when 

searching for routines, specific documents needed for work assignments, and the organization. 

The least searched documents in the management system are goals and policies (Figure 7).  

 

 
Figure 7: Documents searched in the management system of Organization X (based on the 

survey). 
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The survey shows that most fourteen employees use a management system when planning 

assignments and active work. Quite many find the management system as a support in their work. 

However, the majority do not find a need in the management system to support work 

assignments. The management system is the least used for following up accomplished 

assignments (Figure 8). 

 
Figure 8: The use of a management system (based on the survey).  

 

4.1.3 Information and Communication  

The survey had questions regarding how employees perceive the information in a management 

system. Between 57-64% of fourteen participating employees find that information found in a 

management system is user-friendly, relevant, and transparent. However, 35% do not find it user-

friendly. 42% feel that information in a management system is not relevant, and 50% find it 

unclear (Figure 9). 

 

 
Figure 9: Perceiving information in a management system (based on the survey). 

 

4.1.4 Training and involvement in a management system 

57% of fourteen participating employees feel well trained in functions of a management system. 

Another 43% are not as optimistic regarding training in a management system function. Only 
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35% of participating employees have been part of forming a management system. 64% have not 

formed a management system or participated to a minor extent (Figure 10). 

 

 
Figure 10: Sufficient training in the functions of a management system (based on the survey). 

 

4.1.5 Areas of improvement 

50% of participants feel neutral regarding improvement areas in a management system. Another 

50% believe that a reasonably large extent can be improved (Figure 11). 

At the end of the survey, participants found a comment area. In the section, participants wrote 

down suggestions regarding improvement areas in a management system (Appendix 1). 

Suggested improvements included better structure in the management system for more 

straightforward navigation. Another improvement area pointed to a more accessible search 

function and the need for a user-friendlier platform. Some participants found information in the 

management system too detailed and unnecessary.  

 
Figure 11: Improvement areas (based on the survey). 

 

4.2 Data collected from two groups 

Researchers divided collected data from the survey into two groups based on the employment 

period in Organization X (Table 1, p. 33). Group A has worked in the organization for over ten 

years, and Group B less than ten years. According to collected data, most employees with more 
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than ten years of employment (Group A) work at the Apex level in the organization. Employees 

with less than ten years in the organization (Group B) work primarily on the Managerial level.  

 

Both Group A and B use a management system frequently to search for information regarding the 

routines. Group B uses significantly more of a management system than Group A to search for 

specific documents regarding the work assignments and the organization. Both groups use a 

management system the least to search for goals and policies. However, Group A uses it a little 

more frequently compared to Group B. Group B uses a management system much more 

frequently than Group A for planning, performing, supporting, and following up work 

assignments. However, both groups use a management system the least for following up the 

performed assignments. Group A finds the current management system more user-friendly and 

transparent compared to Group B. However, both groups find the information found in a 

management system understandable, relevant, and transparent.  

 

The majority of Group B have received relevant training in a management system, but few have 

formed it. Most employees in Group A have not received relevant training or been part of 

forming the management system. The majority in both groups believe that a management system 

has improvement areas. Quite a large number of employees are neutral regarding improvement. 
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Table 1:  

Survey data split into two groups according to employment period. 

 
Not: Group A employed 10+ years. Group B employed <10 years.  

 

4.2.1 Improvement suggestions by employees 

Participants could express the ideas about potential improvements in the management system. 

Employees suggested the following improvements (Appendix 1, p. 68): 

• Access to more drawings to facilitate the recoupment of products. 

• Easier to find information regarding accomplished projects. 

• Better holistic view and more straightforward navigation over the entire 

organization’s activities. 
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• Employees wish for a better system that would reflect the entire organization and 

its work processes.  

• Routines and processes that are consistent with working methods. 

• The environmental management system is irrelevant, and the organization should 

minimize the work with it. That way, the workload will decrease, and people can 

focus on more relevant activities. 

• Request for safety management system as the customers more and more demand 

it.  

• Improvement in communication between organization and project receivers 

department. 

• Better integration between reported documents. 

• Better order in reported documents. 

• Overall view over what exists in the management system. 

• Clean up and improve structure on Sharepoint. Correct files need to be in the right 

place. 

• Less irrelevant details. 

 

4.3 Data collected from an interview with the CEO of Organization X. 

During the research, questions came up regarding Organization X and its management system. 

The CEO of Organization X answered the questions in the interview (Appendix 2, p. 73). 

According to data collected from the interview with the CEO of Organization X: 

• Organization X does not have documented Vision and Mission. During the 

meetings, the organization continuously communicates visions, missions, and 

goals about what the organization wants to meet and reach its products. 

• Organization X does not have documented values. The equal value of all people is 

a rooted ground of the organization. Swedish laws govern issues such as 

corruption. Until recently, the organization has not needed governing documents 

on conduct. Currently, upon more frequent customer requests, Organization X is 

working on the creation of conduct documentation. 

• Organization management depends on aimed KPIs. Some KPIs and the possible 

problems that arise are reported within the project group. The group solves 

potential problems directly with the supplier or customer. The organization has no 

dashboard to visualize organization management because the projects solve 

specific issues internally (within the group). Organization X is a small company, 

and constant reporting does not give a better picture. There are too few differences 

to show between one update to another. 

• Employees who need to follow up on the budget goals have access to information 

on the intranet. However, few within the organization have budget responsibility. 
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The CEO has the primary responsibility for the budget and its reporting to the 

board. The rest of the organization members receive the information regarding 

budget and results at the annual review. 

• Covid-19 has impacted Organization X's annual sales goal. The organization will 

reach 70% of targeted sales goals. 

 

4.4 Data collected from Organization X intranet 

The Swedish organization (Organization X), founded in 1989, was an integral part of a larger 

company group's research department. Since 2007, the organization has become entirely 

independent. The organization has expanded to four different locations and has a total of twenty-

five employees. Organization X is family-owned and identifies as a flat-structured organization. 

 

The organization is an engineering company that offers many intelligent and innovative solutions 

that have made it to be a world leader. The organization is a global supplier that also works 

actively with research and development. Organization X provides high-quality processes, 

products, and services that meet and exceed its customers' expectations. It actively works to reach 

quality objectives and continuously updates it regarding the development and customers' 

requirements and expectations. Organization X commits to improving quality management 

processes while following laws and regulations continuously. 

 

To reach and achieve targeted goals, the organization has implemented an integrated quality and 

environmental management system. The organization is ISO 9001 and ISO 14001 certified. The 

IMS system is based on the organization's specific business processes and contains routines to 

ensure high quality and minor environmental impact. The system also contains its sustainability, 

environmental, and quality goals. Organization X chose not to certify for AFS or ISO 18001 but 

does follow the prescribed regulations and laws. 

 

Organization X chose to adopt a cloud-based software called Microsoft's SharePoint. Various 

Office365 programs collaborate with Sharepoint. The platform performs as an information base 

for marketing, HR-related issues, documentations, and development-related projects. The system 

is relatively new to Organization X's employees. On the intranet, under the heading routines can 

be found the gathered management system of Organization X. The organization also has a 

business manual where each chapter aims at a specific process. Other found documents are 

instructions, routines, forms, and other necessary documents for maintaining the requirements set 

by the ISO standards. 

 

Employees who have budget responsibility create their group's budget for the coming years. No 

overall goals regarding budgets are communicated directly in the organization. The CEO, 

together with the board members, has the complete picture regarding the overall budget. 
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Currently, the management system and the intranet of Organization X lacks the following: 

● The vision and mission statement for the organization. 

● Documented core values of the organization. 

● Holistic view for the various goals, strategies, and KPIs. 

 

4.5 Summary of results  

Fourteen out of twenty-five employees responded to the survey. Researchers split the responders 

into two groups for more accurate results based on the time employees have worked at the 

organization. The majority of the employees in Group A have worked at the organization for over 

ten years. They are older and work at the apex level. The majority of employees who worked less 

than ten years at Organization X (Group B) are younger and work at the managerial level.  

 

Both groups frequently use the management system of Organization X. There are apparent 

differences in how and when groups use the system. For example, Group B, who has worked at 

Organization X for less than ten years, uses the management system more to search specific 

documentation about the organization and work assignments. The management system has a 

support role for the younger population of the organization. Group A, who has worked at the 

organization for over ten years, perceives the management system as more user-friendly and 

transparent than Group B. However, both groups agree that available information is clear and 

easy to understand. Most of the participants believe that the current management system needs 

improvement. Improvement suggestions by the participants point towards the need for a more 

transparent management system that is easier to navigate. Employees want to have access to 

information regarding overall performance in the organization. 

 

Both groups have many participants that lack training in management systems, neither have 

participated in forming the system. Apparent links between employees with minimum training 

also find the system as unclear and non-user friendly. Simultaneously, employees who have been 

part of forming the current system do not feel like the system needs improving. Eleven 

employees of the organization chose not to respond to the survey, which points to disengagement 

and low interest. Statistics of employees show that employees who did not participate work at the 

managerial level of the organization.  

 

Currently, Organisation X is certified in ISO 9001 and ISO 14001. Organization X follows the 

laws and regulations described in Swedish Work Environment Authority's Statute Book and ISO 

18001. Observations of Organization X's management system and intranet show that many 

various guiding documents are available for employees. The organization does not have 

documented mission, vision, and values. According to the CEO of Organization X, the values, 

vision, and goals are communicated verbally during ordinary meetings. However, the 

organization is working on composing core values due to increased requests by the customers. 
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General Swedish laws govern the issues such as corruption and questions regarding everyone's 

equal value. Organization X's management depends on the targeted KPIs, but no dashboard 

would visualize it. On the intranet, employees can find information regarding the budget goals of 

the organization. However, visualization and communication to the rest of the organization is 

missing. The primary responsibility for the budget has the CEO, who also reports it to the board 

members. The rest of the organization managers receive information regarding budget and results 

during the annual review. Covid-19 has harmed the targeted sales goals of Organization X. 

Consequence is that the organization will reach only 70% of targeted sales goals. 

  



              

Page 37 of 75 

   

5. Analysis 
In the analysis chapter, chosen theories will compare to the results collected from Organization 

X. The chapter will present emerged patterns and their relationship to the stated problem. 

 

5.1 Organizational structure 

According to Ahmady et al. (2016), the structure is a relationship between the components of an 

organized whole. Organizational structure is a relationship between work, systems, operating 

processes, people, and teams to achieve common goals. Organizational structure is a set of 

methods that divide tasks by determining duties and coordinate them. The organizations create 

the structure to coordinate work assignments and direct employees' actions (Ahmady et al., 

2016). 

 

In 2007, Organization X decided to become independent from another larger enterprise. 

Organization X is a smaller family-owned company with twenty-five employees who identify as 

flat structured. According to Hatch (1997), an organization arises when individuals realize that 

they will achieve their interests or benefits through collective action. According to Ahmady et al. 

(2016), the organizational structure is a relationship between work, systems, operating processes, 

people, and teams to achieve common goals. The organization's structure is responsible for the 

style of arrangement and distribution of work among the employees.  

 

The flat organizations have minimal to no middle management, and they often empower 

employees to take on more responsibilities. Commonly, smaller family-owned organizations 

choose to identify as flat despite their industry (George, 2016). According to Hierarchy Structure 

(2018), every organization has a proper management hierarchy to be well-functioned despite the 

industry field or size. Without the proper hierarchy, the organization will not be able to continue 

to develop and improve. Organization X has an apex, middle, and managerial hierarchy levels, 

which are the basic levels in the organizations. In Organization X apex level can be found 

President, CEO, and board members. In the middle level are general and branch managers. At the 

lowest managerial level are the rest of the employees. 

 

5.1.1 Quality in the organization and its structure 

According to Tiller (2012), organizations have to deal with more competition than ever. 

According to Bergman and Klefsjö (2020), quality is the most crucial aspect of every 

organization's operations and structure levels. Without quality, the organization cannot survive in 

the competitive market. Organization X is an engineering company that offers many intelligent 

and innovative solutions and is a world leader. The organization provides high-quality processes, 

products, and services that meet and exceed its customers' expectations. According to Bergman 

and Klefsjö (2020), quality can satisfy and exceed customers' needs and expectations. Two main 

dimensions are quality dimensions of goods and quality dimensions of services. Quality concepts 
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include reliability, performance, maintainability, communication, credibility, and responsiveness, 

which help effectively detect problems. Other factors of the quality concept are environmental 

impact, appearance, flawlessness, and safety (Bergman, Klefsjö, 2020).  

 

To provide the best quality, Organization X has committed to actively working to reach quality 

objectives and continuously update it regarding the development and customers' requirements 

and expectations. Organization X also commits to improving quality management processes 

while following laws and regulations continuously. According to Bergman and Klefsjö (2020), 

organizations must strive to deliver high-quality products and services. Improvement of the 

quality increases the profitability of the organization and has zero negative impact on 

performance.   

 

5.1.2 Organizational structure and management system 

Organizational structure loses its full effectiveness without a pragmatic management system to 

establish company-wide information dissemination (Tiller, 2012). According to Persson (2007), a 

management system is a system for leading and running the organization and establishing 

policies, goals, and a path to achievement. According to Antonsson (2007), the management 

system should include everything needed to achieve the targeted goals. An existing management 

system covers all company activities, including describing how activities should be done and 

implemented.  

 

According to Bergman and Klefsjö (2020), every organization chooses its way to manage 

structure. Rules and policies created by organizations help guide business behavior, resource 

issues, and other areas known as a management system. Organization X has implemented an 

integrated management system (IMS) that helps to reach and achieve targeted goals. According 

to Persson (2007), integrated management is a system with more than one standard merged for 

systematic work. Organization X has merged ISO 9001 and ISO 14001. The IMS system of 

Organization X is based on specific business processes and contains routines to ensure high 

quality and minor environmental impact. The management system contains as well sustainability, 

environmental, and quality goals. Currently, the management system of Organization X does not 

have a stated mission and vision, documented core values of the organization, and a holistic view 

of the various goals, strategies, and KPIs. 

 

5.1.3 Organizational structure from today into the future 

A sustainable organizational structure requires short and long-term goals that reach the vision and 

mission. Goals must be measurable and transparently state what the organization expects to 

accomplish within the given timeframe. Accomplishing the targeted goals depends on various 

measures and activities described with a mapped-out plan called strategy. Strategy development, 

efficient decision-making, market, and internal performance significantly impact the 
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organization's financial success (Bergman, Klefsjö, 2020). Successful strategic execution requires 

an understanding of a management cycle that links strategy and operations in the organization. 

The organization must examine how to modify its strategies to generate growth possibilities and 

eliminate the pattern of short-term financial short-falls (Kaplan, Norton, 2008). Organization X's 

management depends on aimed and reported KPIs within the project group. KPIs are not reported 

or visualized to the rest of the organization as the project group solves all the potential problems 

internally. The CEO of Organization X believes that the constant reporting would not make any 

significant difference for the performance as the organization is small. 

 

According to Ahmed (2019), the organization's strategies are directed by mission and vision as 

they provide necessary elements such as purpose and goals. Mission and vision help characterize 

the organization and explain what it does and the path into the future. According to Bright and 

Cortes (2019), the mission statement explains why the organization exists and its aims to serve its 

primary stakeholders. Vision describes the organization's purpose and aspirations. Organization 

X lacks documented mission and vision.  

 

Values of the organization support mission and vision. Values represent ideals and principles that 

form the organization's character and guide its thoughts, behavior, and actions while forming the 

culture. Values must integrate into all aspects of the organization to have a full effect. When 

mission, vision, and values work together, they provide a powerful guiding force that unifies, 

coordinates actions and decisions which ensure the optimal use of resources (Horwath, 2005). A 

quality policy illustrates the organization's core values and working methods in quality issues that 

guide the organization's work towards achieving the vision. Some companies integrate quality 

policies that illustrate the company's fundamental values and working methods towards 

customers, employees, owners, and society (Bergmans, Klefsjö, 2020). According to the CEO, 

currently, Organization X does not have documented or written mission, vision, or core values. 

Organization X has stated project goals. However, the rest of the organization lacks 

communicated overall goals. Employees who have budget responsibility create their group's 

budget for the coming years. The CEO has the primary budget responsibility and reporting to the 

board members. The rest of the organization members receive the information regarding budget 

and results at the annual review. 

 

According to Harmon (2019), CMM is an excellent model even for smaller organizations that 

helps to identify organizational evolution from immature to mature thorough understanding of 

business processes. The idea of the reference model is to help organizations understand where 

they stand today (mission) and build a road map to the targeted goal (vision). The primary 

assumption of CMM is that immature organizations do not perform consistently, while mature 

organizations deliver quality and efficiency (Harmon, 2019). 
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5.2 Communication  

Communication does not have a clear fundamental meaning. The summary of communication's 

definition is individuals' understanding of the communication process, including creating 

meaning. Another aspect of communication is understanding the message intellectually and how 

ambiguity arises and resolves. Expressed meaning must be understood and processed to create 

communication. People's framework and perception of reality influence, construct and interpret 

the message and its meaning. The message must make sense to be practical and valuable (Ruler, 

2018). Communication plays a significant role in organizations. Proper communication ensures 

that employees accept the information and interpret it accurately, leading to achieving targeted 

goals. Managers of the organization are responsible for successful communication (Heide et al., 

2011). The following chapters will analyze the communication of Organization X. 

 

5.2.1 Communication within the organization. 

According to Heide et al. (2011), communication is crucial, and each organization communicates 

differently. No matter what style an organization chooses, effective communication is the key to 

success. Communication is an integral part of when management proposes changes or requests. 

The flow of communication throughout the organizational hierarchy affects the efficiency, 

decision-making, and morale of organizations. Thus, effective communication is the foundation 

of modern organizations. Organizational structure creates the communication channels that serve 

specific functions all over organizational communication. An Organizational structure must 

facilitate the adequate flow of communication (Yahaya et al., 2018). Organizations are 

overwhelmed with various documentations, including guidelines, goals, routines, and processes 

for work. Organization X is not an exemption, and their current communication channels are an 

integrated management system and intranet called Microsoft Sharepoint. 

 

Every organization has a management hierarchy where everyone makes each other responsible 

and answerable to their actions. The power structure in a management hierarchy defines every 

organization member (Hierarchy Structure, 2018). According to Heide et al. (2011), leaders of 

the organization are responsible for ensuring that available organizational documents are 

followed, understood, and applied in practice by all the employees. According to Hierarchy 

Structure (2018), people working at the apex level are responsible for the overall output of the 

organization to the shareholders. At Organization X, the CEO has the primary responsibility to 

communicate various issues, such as budgets and goals, to the board members.  

 

Various data and information must be available to all the employees and support the work 

assignments. Such data must flow and store in the channels such as the intranet and management 

system of the organization. The information flow creates transparency and credibility in the 

workplace necessary for successful communication and organizational performance (George, 

2016).  
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Conveyed survey at Organization X showed that employees of Organization X have access to the 

management system through an intranet called Sharepoint. The management system exists with 

all the vital documentation required to guide and support employees in their work assignments. 

Employees can find information regarding policies, laws, routines, specific business data, and 

more. The survey clearly shows differences between how people use a management system based 

on the years of employment. Most searched documentations are routines. People that have 

worked in the organization for less than ten years use the management system much more for 

support purposes. The least searched documents are policies and goals. Simultaneously, 

Organization X does not have documented overall targeted goals. Not either has Organization X 

documented policies regarding values, mission, and statement. According to the CEO of 

Organization X, such statements are communicated verbally during the meetings. The survey 

showed that employees who were employed less than ten years often search for specific 

documentation about Organization X. Many vital documentations are missing, which points to 

miscommunication and misinterpretation and directly impacts accomplishing assignments. 

 

According to Antonsson et al. (2007), a management system is vital for communication because 

it covers all the organizational activities, including describing what and how they should be done 

and implemented. The management system helps create a structure in the documentation, 

routines, and processes, leading to increased organization performance (Antonsson et al., 2007). 

 

5.2.2 Challenges in communication 

According to Heide et al. (2011), organizations quite often face various communication issues. 

Most common are that employees might feel that the available information is challenging to 

grasp and is not relevant to their work, or found data is insufficient. Employees of Organization 

X find that their current system has a significant amount of information. The group of people 

who have worked at the organization for less than ten years feels that the current management 

system is hard to navigate. The same group does not find the system user-friendly or transparent. 

42% of all the participants feel that information in a management system is not relevant, and 50% 

find it non-transparent.  

 

The cause of other communication problems might be a lack of training in a particular field, 

leading to the false belief that communication functions independently (Heide et al., 2011).  

According to a survey, most participants have not had proper training in the management system. 

Either they have been part of creating and forming the system. Observing surveys showed that 

employees who have received training or participated in forming the system find it more user-

friendly and transparent than others.  

According to Heide et al. (2011), often, the problem is not in lack of communication. Most often, 

people do not know the good use of technology or misunderstand the communicated content. For 
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organizational performance, it is crucial to ensure that employees interpret the information 

according to management's meaning, who are also responsible for communicating the visions and 

goals to the rest of the business team (Heide et al., 2011).  

 

According to Taiwo et al. (2016), vision states the organization's future desires and is a source of 

inspiration and motivation. Mission and vision help successfully communicate the purpose and 

values of the organization to all primary stakeholders. The statements must be discussed and 

shared for developing a better understanding within the organization. Without the employees' 

correct perception of vision and mission causes misunderstanding of the strategies, targeted 

goals, and implementation (Bright, Cortes, 2019). Engaging employees in the organization with a 

shared vision and mission is vital for a transformational leadership style. Mission and vision help 

develop activities and provide a clear purpose (Felgen, 2007, McCormack et al., 

2007).  According to Horwath, 2005), conducting people in their interaction and communication 

is based on values that inspire employees, increase their performance, and act as a benchmark in 

the decision-making process. Values must integrate into all aspects of the organization to have a 

full effect. 

 

According to the CEO of Organization X, the organization currently lacks documented values, 

mission, vision, and overall targeted long-term goals. According to Bergman and Klefsjö (2020), 

organizations must have stated short and long-term goals communicated through the 

organization. Currently, leaders verbally communicate vision, mission, and goals during the 

meetings. According to employees of Organization X, they are not aware of the missions and 

visions of the organization. The organization locates in more than one city in the country, which 

means a high risk of much verbal information getting lost in translation. Organization X also 

lacks documented values. According to the CEO, the equal value of all people roots in the 

organization's foundation. Swedish laws govern other issues such as corruption.  

 

According to Nanus (1992), inspiring and shared mission and vision are helping to transform the 

organization for success. Vision attracts commitment and energizes everyone involved. It creates 

meaning for the work assignments and establishes a standard of excellence—vision bridges the 

present and the future. When mission, vision, and values work together, they provide a powerful 

guiding force that unifies, coordinates actions and decisions which ensure the optimal use of 

resources (Horwath, 2005).  According to Govindarajo et al. (2014), failure in communication 

disengages the members of the organization. Misinterpretation and miscommunication cost the 

organization time, money and decrease performance. According to Bergman and Klefsjö (2020), 

a quality policy, which illustrates its core values, guides how the organization should work to 

achieve its vision based on its business idea.  
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5.2.3 Communication methods and tools 

Management Information System (MIS) is vital in modern organizations as it is an integral part 

of business operations. MIS implementation is required to stay competitive on the market, 

increase profit, stay innovative, and develop (Awan, Khan, 2016). According to Greco et al. 

(2013), organizations must build a structure that would systemize information and 

communication while making knowledge effectively storable and shareable to everyone involved. 

MIS helps anything from data processing to effective decision-making. It is a system that 

provides information vital for efficiency and effectiveness (Awan, Khan, 2016). Organization X's 

intranet serves the MIS purpose.  

 

Knowledge Management (KM) depends on the leading players in sharing, building, and 

capturing the knowledge inside the organization. Knowledge Management System (KMS) is a 

systematic approach to managing the organization's knowledge through information and 

communication technology (ICT). KMS includes intranets, systems for managing documents, 

management systems for workflow, business intelligence tools, visualization tools, learning 

systems, and groupware. The appropriate KMS helps organizations build, share, and codify 

existing knowledge and improve the performance of employees and organizations. KMS is a 

guiding force within the organization. It develops and forms organic and holistic approaches 

presenting usefulness and the primary role of knowledge processes (Greco et al., 2013).  

 

According to Greco et al. (2013), KMS depends on well-functioning information and 

communication technology (ICT). Technology supports and enhances the primary organizational 

processes of knowledge generation, codification, sharing, implementation and facilitates 

technology and people based-activities. ICT helps organizations to select and incorporate 

knowledge processes regularly. Simultaneously, the strategic integration of IT tools has fostered 

the organization's policies and processes based on intellectual capital (Greco et al., 2013). 

 

According to Heide (2002), technology has created new possibilities for organizations to share 

and communicate information. Many organizations, including Organization X, have introduced 

intranet to their business to help improve and streamline the work with the help of knowledge 

management. An intranet is an effective tool for internal communication. Intranet is independent 

of time and place, allowing people to communicate person-to-person or as a group. Intranet, also 

called data-mediated communication, is essential for organizations and significantly impacts 

operations, processes, and how people communicate and understand each other (Heide, 2002). 

 

Organization X has introduced a web-based platform called Microsoft Sharepoint, a central place 

for internal communication. Through Sharepoint, employees of the organization can access all 

the information within the organization and the management system. Microsoft Sharepoint is a 

system with various built-in functions that collaborate with well-known client programs, emails, 
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and browsers. The software makes it easier for users to fulfill a sense of consistency (Microsoft, 

2021). According to Fredborg and Wåhlstrand (2016), everyone can use the system without any 

advanced coding knowledge. The workflows help the organization to initialize, track and report 

everyday business activities. Sharepoint ensures that documents are up to date and secured and 

follow the requirements of the integrated management system.  All employees of Organization X 

have equal access to the intranet. Open internal access allows everyone to retrieve vital 

documents, as well as make changes if needed.  

 

According to Bergman and Klefsjö (2020), an organization's goal achievement depends on 

various measures and activities noted in well-planned strategies. Key Performance Indicators 

(KPI) are a great tool to measure, evaluate, and communicate performance while demonstrating 

the organization's targeted goals. According to the CEO of Organization X, the management 

depends on aimed KPIs. Potential problems and measured KPIs are communicated within the 

project team, which solves any issues. The CEO believes that constant reporting would not 

improve the holistic view of performance due to the organization's small size. Therefore, there is 

no need to visualize KPIs with a dashboard. There are too few differences to show between one 

update to another. It is enough that project teams solve potential problems internally.  

 

According to Kaplan and Norton (2008), the organization's strategies and operations must be 

linked and understood. The management cycle and the appropriate tools at each stage are the 

keys to successful strategic execution. Organizations must prioritize discussions about the 

excellent strategy implementations that generate growth possibilities rather than focusing on 

destructive operations. According to various studies, 60-80% of the organizations do not reach 

the success predicted by their new strategies due to the lack of elimination of short-term financial 

short-falls pattern (Kaplan, Norton, 2008). Organization X reports show that the organization will 

reach only 70% of its targeted goal. 

 

The main reason for the organization's underperformance is breakdowns in the management 

system, which occur right from the start. The organization might formulate excellent strategies 

but fail to translate them into goals and targets. As a result, managers and employees at the 

middle and lower levels do not understand what they need to strive for and accomplish. Many 

still struggle even with formalized strategic objectives due to a lack of connection to the 

appropriate tools to support the operational improvement processes. Another common mistake is 

blending discussions of operations and strategy simultaneously (Kaplan, Norton, 2008). 

 

Total Quality Management (TQM) consists of the entire organization's efforts and its integrated 

system of principles, methods, and best practices. The organization must strive to continuously 

improve its ability to deliver high-quality products and services to customers. TQM refers to 

management methods used to enhance quality and productivity (Bergman, Klefsjö, 2020). 
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Quality assurance requires suitable tools and techniques, such as DMAIC and PDCA. Both 

methods are suitable for improvement and problem-solution work (Bergman, Klefsjö, 2020). A 

Balanced Scorecard is a management and measurement tool that defines an organization's 

strategy, managerial responsibility, and targeted goals. Measurements in the Balanced Scorecard 

help evaluate managers' performance and cover the entire organization (Harmon, 2019). 

 

5.2.4 Covid-19 impact on communication 

Covid -19 has disrupted labor markets and increased remote work. Organizations cannot work the 

same way as before the worldwide pandemic (Smet et al., 2020). Organizations must change their 

structures, behaviors, and communication methods because they will never go back to how it was 

before the Covid-19 (Lund et al., 2021). Working from home has increased, and people 

communicate more and more through video conference calls and virtual meetings (Lund et al., 

2021). Organization X has increased its remote work and uses digital tools for virtual 

communication. According to Smet et al. (2020), organizations and teams must embrace new 

technology, data, reinvent core processes, and adopt collaboration tools. Technology is a vital 

tool for people to interact in different ways creating new operating models that form an effective 

post-pandemic organization.  

 

According to Smet et al. (2020), the post-pandemic future will require leaders to act as 

visionaries more than ever. Currently, successful leaders are the ones that prioritize and invest in 

clear communication and trust-building regularly while constantly linking their actions to the 

organization's purpose. For organizations to succeed in a post-pandemic new world requires 

leaders that inspire the entire organization with a clear vision of the future, empowering everyone 

else to realize where they are going (Smet et al., 2020). 

 

5.3 Performance 

Successful and competitive performance in every area of the organization depends on a robust 

organizational structure, communication within the organization, leadership, and adequate 

utilization of technology. A pragmatic management system must gain a fully effective 

organizational structure, ensuring stability, reliability, and mobility (Tiller, 2012; Hatch, 1997). 

Quality is another vital aspect of the organization, as it increases profitability in the organization. 

Total Quality Management (TQM) helps increase the organization's profitability and 

competitiveness by implementing adequate quality and productivity initiatives (Bergman, 

Klefsjö, 2020).  

 

MIS has a significant impact on organizational performance. According to Awan and Khan 

(2016), MIS helps to analyze and facilitate strategic and operational activities while studying how 

people evaluate, design, implement and utilize systems that generate information needed for 

decision making and improvement. MIS simplifies the documentation process while generating 
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information, communication, problem identification, and decision making. A well-functioning 

MIS leads to improved productivity, profitability, communication, innovation, and development. 

The profitable organization invests more into research and development, leading to more rapid 

growth and innovation, vital in today's competitive market (Awan, Khan, 2016). Organization X 

constantly invests in research. The profitability of Organization X has a direct impact on the 

investment budget for further research and innovation. 

 

According to Bergman and Klefsjö (2020), the financial performance in the organization depends 

on strategy development, efficient business decisions, market, and internal performance. 

According to Kaplan and Norton (2008), the organization must understand the management cycle 

that links strategy and operations for successful strategic execution. However, successful strategy 

planning must have a clear mission and vision. Mission and vision describe the current situation 

of the organization and the path into the desired future (Bright, Cortes, 2019; Taiwo et al., 2016). 

For a successful mission and vision, an organization must establish values that will characterize 

the business, establish behavior and actions (Horwath, 2005). 

 

Successful internal communication is vital for an organization's performance (Heide et al., 2011). 

Any miscommunication or misinterpretation will lead to disengaged employees, decreased 

performance, and waste of time and money (Govindarajo et al., 2014). Leaders and managers are 

responsible for ensuring that all the shared information is communicated and interpreted 

accurately. Leaders must successfully communicate mission, vision, targeted goals, and strategies 

clearly as they have the power to engage and motivate people to perform more. Mission and 

vision help successfully communicate the purpose and values of the organization to all primary 

stakeholders. (Taiwo et al., 2016). 

 

In the current challenging world of the global pandemic, organizations have been highly 

dependent on technology and virtual communication due to increased remote work and travel 

restrictions. Studies show that most successful organizations already have adopted adequate 

software for handling management systems and communication at an earlier stage. KMS, MIS, 

ICT, and all the other systems are vital in supporting work and decision-making efficiency. Long-

term sustainability and innovation will continue to depend on technology, requiring restructuring 

and improving organizations (Stem et al., 2020; Lund et al., 2021). Many organizations blame 

Covid-19 for their decreased performance. However, the decreased performance depends on 

effective communication, engaged employees, and inadequate use of technology. The Post-

Covid-19 world will require training in new proper skills in virtual communication to increase 

performance. 

 

Effective leadership is crucial for post-pandemic organizational success. Organizations must have 

knowledgeable and well-adapting leadership, adjusting to new environments, worldwide 
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instabilities, changing markets, and new employees (George, 2016). A leader has a significant 

impact on how others think, their attitudes, and behavior. It is up to a leader to achieve specific 

goals and their motivation levels to perform more. Leadership is a process where individuals lead 

a group of people towards the organization's common goals (Greenberg, 2010). 

 

5.3.1 People and performance 

Eleven people at Organization X chose not to participate in the survey. According to the 

employees' statistics at Organization X, the eleven employees did not return the survey work on 

managerial level in the organization. People working at the managerial level are crucial as they 

have an integral part in an organization's functioning and directly impact the performance of the 

business (Hierarchy Structure, 2018). Not participating in the survey points to disengagement and 

lack of interest. It can also mean that non-participants have a meager understanding of the 

management system. An organization's growth and survival in a competitive market depend on 

high-performing employees. Engaged employees lead to increased innovation, productivity, and 

bottom-line performance (Harvard Business Review, 2013). 

 

One of the most common reasons for employee disengagement is a lack of purpose or meaning, 

especially if the organization's vision does not resonate with employees. Even the organization's 

values that align with employees are vital for engagement (Govindarajo et al., 2014). Lack of 

both in Organization X might explain eleven employees not engaging and participating in the 

research to improve their workplace. Another reason for disengagement is stagnation, where 

employees feel unfulfilled. Employees get motivated by opportunities for promotions or new 

goals to strive for, even within the same positions. Employees also need outlets for personal 

expression and feel that they can contribute to overall operations (Govindarajo et al., 2014). Such 

a situation is common in smaller, flat-structured, family-owned organizations without a wider 

variety of role promotions. 

 

5.4 Management system  

Persson (2007) defines a management system as a system for leading and running the 

organization and establishing policies, goals, and a path to achievement. According to SOSFS 

(2011), a management system is a system for establishing principles for managing the 

organizations. According to Antonsson et al. (2007), a management system is process-oriented, 

ensuring the proper processes function to lead the business.  A proper management system is vital 

for a solid organizational structure and quality within the organization. The system must include 

everything that the organization needs for successful performance and achieving targeted goals. 

The management system in the organization covers all activities and communicates execution 

and implementation strategies. It helps to structure all the documentation, policies, routines, and 

processes. A well-functioning management system increases the organization's performance and 

ensures laws and regulations (Antonsson et al., 2007).  
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A quality management system standard ISO 9001supports organizational structure supports 

employees and helps lead the entire organization. All the vital written documentation in the 

quality management system communicates information needed to accomplish the work. It 

ensures the excellent quality of products, services, and complete customer satisfaction (SIS, 

2021). 

 

Environmental management system standard ISO 14001 sets a practical framework for internal 

and external environmental work. It assures the management, employees, and external 

stakeholders that the organization measures and improves the environmental impact. Besides the 

environment, ISO 14001 benefits even the organization as it helps organizations decrease 

resource use, minimize waste management and save money while increasing efficiency, 

competence, and communication (SIS, 2021). 

 

There are more ISO standards, such as health and safety. When an organization merges at least 

two standards, it becomes an integrated management system (Persson, 2007). The more 

integrated the system, the more competitive the organization becomes. An integrated 

management system helps to improve internal and external customer satisfaction, enhance the 

organization's image, save resources, reduce waste, and increase internal communication 

efficiency (Oliveira et al., 2010). An integrated management system creates one system that 

offers a holistic view of the organization and transparency in communication. It inspires, advises, 

and helps to maintain, develop and effectively implement systems into various sub-processes. An 

integrated management system creates a broader foundation for decision-making while 

minimizing the risks of sub-optimization. The creation of documentation helps simplify and 

visualize the relevant information for the organization (Persson, 2007). 

 

According to Zeng et al. (2005), integration occurs at different organizational levels. For full 

integration, it must occur at all the organizational levels. The first level of integration reduces 

administrative and audit-related costs due to improved internal coordination. The second level of 

integration aims to complete all relevant processes and operations. Like the Total Quality 

Management (TQM) system, alignment focuses on employees, customers, and continuous 

improvement. The second level increases competitive advantage (Jorgen et al., 2006). 

The third integration level is strategic and is where the system finally integrates into one. It 

means that the organization has established a learning and continuous improvement culture and 

reached stakeholders' involvement in internal and external challenges (Wilkinson, Dale, 2002; 

Bernardo et al., 2009). The third, ultimate level helps improve and keep accountable for 

sustainable development (Jorgen et al., 2006). 
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Currently, Organization X has implemented ISO 9001and ISO14001. Other standards and 

governing documentation lack integration into the management system. Organization X follows 

the law requirements but without integrating them into a single system.  

 

According to a survey, employees find that system is overwhelming and hard to navigate. The 

suggestions are to create a better structure, remove or minimize irrelevant information, and have 

a clear table of contents for easier search. Integration of management systems and other available 

documentation would create a better user-friendly management system with fewer single 

documents. An integrated management system would save search time and increase performance 

efficiency. An integrated well-functioning management system is especially vital in the current 

pandemic situation when most employees work remotely and need support for their activities.  

 

The most common reasons for the failing integration of management systems are resistance from 

employees, top management low commitment, and a poor understanding of low standards 

(Oliveira et al., 2010). According to Asif et al. (2010), the quality of integration is affected by 

execution performance. Employees of Organization X have suggested removing the 

environmental management system as they do not find it relevant to their activities. Such 

suggestion points to a poor understanding of the management system and possible poor 

integration of quality and environmental systems. The poor understanding links to a lack of 

training and knowledge. The success of the integrated management system requires a total 

commitment of senior management and all employees Oliveira et al., 2010). 

 

5.5 Summary of analysis 

The conclusion of the analysis is summarized as follows: 

• Organizational structure is a relationship between work, systems, operating 

processes, people, and teams to achieve common goals. Organizational structure is 

a set of methods that divide tasks by determining duties and coordinate them. 

• The organizational structure set depends on the well-functioning management 

system, which establishes policies, goals, and a path to achievement. An 

integrated management system creates a holistic view of the organization and 

transparency in communication. 

• Organizational structure loses its full effectiveness without a pragmatic 

management system to establish company-wide information dissemination. 

• An Organizational structure must facilitate the adequate flow of communication. 

• Quality within the organization is crucial for surviving in a competitive market.  

• A quality policy illustrates the organization's core values and working methods in 

quality issues that guide the organization's work towards achieving the vision. 
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• The organization's strategies are directed by mission and vision as they provide 

necessary elements such as purpose and goals.  

• Mission and vision help characterize the organization and explain what it does and 

the path into the future.  

• The mission statement explains why the organization exists and how it aims to 

serve its primary stakeholders. Vision describes the organization's purpose and 

aspirations. 

• Values of the organization support mission and vision. Values represent ideals and 

principles that form the organization's character and guide its thoughts, behavior, 

and actions while forming the culture. Values must integrate into all aspects of the 

organization to have a full effect.  

• When mission, vision, and values work together, they provide a powerful guiding 

force that unifies, coordinates actions and decisions that ensure optimal resources. 

• Communication plays a significant role in organizations. Proper communication 

ensures that employees accept the information and interpret it accurately, leading 

to achieving targeted goals. Managers of the organization are responsible for 

successful communication. 

• The information flow creates transparency and credibility in the workplace 

necessary for successful communication and organizational performance. 

• A management system is vital for communication because it covers all the 

organizational activities, including describing what and how they should be done 

and implemented. The management system helps create a structure in the 

documentation, routines, and processes, leading to increased performance. 

• Employees' perception of the information and lack of training in the management 

system are the most common causes of communication challenges. 

• For organizational performance, it is crucial to ensure that employees interpret the 

information according to leaders' meaning. Leaders are also responsible for 

communicating the visions and goals to the rest of the organization. 

• Mission and vision help successfully communicate the purpose and values of the 

organization to all primary stakeholders.  

• Mission and vision must be discussed and shared for developing a better 

understanding within the organization. Without the employees' correct perception 

of vision and mission leads to misunderstanding of the strategies, targeted goals, 

and implementation. 

• Conducting people in their interaction and communication is based on values that 

inspire employees, increase their performance, and act as a benchmark in the 

decision-making process. Values must integrate into all aspects of the organization 

to have a full effect. 
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• Vision attracts commitment and energizes everyone involved. It creates meaning 

for the work assignments and establishes a standard of excellence—vision bridges 

the present and the future. When mission, vision, and values work together, they 

provide a powerful guiding force that unifies, coordinates actions and decisions 

that ensure optimal resources. 

• Organizations must have stated short and long-term goals communicated through 

the organization. 

• Communication is an integral part of when management proposes changes or 

requests.  

• Effective communication is the foundation of modern organizations.  

• Organizational structure creates the communication channels that serve specific 

functions all over organizational communication.  

• Technology and various information management systems have created new 

possibilities for organizations to share and communicate information. 

• Intranet platforms are the center of internal communication that is independent of 

time and space. The workflows help the organization to initialize, track and report 

everyday business activities. Intranet ensures that documents are up to date and 

secured and follow the requirements of the integrated management system.  

• Employees of the organization can access the management system through the 

intranet. 

• Organizational structure, communication, and performance are interdependent. 

One cannot function without the other.  

• An integrated management system helps to minimize documentation by merging 

them.  

• Integrated management systems help improve internal and external customer 

satisfaction, enhance the organization's image, save resources, reduce waste, and 

increase internal communication efficiency.  

• An integrated management system creates a holistic view of the organization and 

transparency in communication. It inspires, advises, and helps to maintain, 

develop and effectively implement systems into various sub-processes.  

• An integrated management system creates a broader foundation for decision-

making while minimizing the risks of sub-optimization. The creation of 

documentation helps simplify and visualize the relevant information for the 

organization. 

• The more integrated the system, the more competitive the organization becomes. 

  



              

Page 52 of 75 

   

6. Conclusions 
The conclusion chapter presents results collected from the analysis based on the purpose of the 

thesis. The chapter will answer research questions and propose the improvement areas in the 

organization.  

 

6.1 What are the factors that impact the structure, communication, and performance in an 

organization? 

A structure is a relationship between all the aspects of an organized world. Thus, the 

organizational structure is a relationship between all the factors within the organization that are 

vital for achieving common goals, such as operating processes, people, management, and more. 

Organizational structure is a set of methods that run the entire organization. It leads and guides 

people, communicates information flow through various channels, sets strategies based on its 

mission and vision, and ensures targeted goals. While organizational structure sets up a structure 

for the entire organization, hierarchy, communication, and more cannot function without the 

mentioned factors. It means that well-functioning communication is vital for an organization and 

its structure to function and perform.  

 

Communication in an organization has a significant impact on performance and success in a 

competitive market. Failed internal or external communication causes misunderstandings and 

misinterpretations, leading to increased waste of resources. Employees' perceptions of the 

information cause the most common communication challenges. The lack of training in various 

areas of the organization causes other communication challenges. Organizational performance 

depends on how employees interpret the available information. Leaders and managers are 

responsible for ensuring that information is communicated and interpreted accurately. 

 

Every organization has a right to choose the structure and channels for communication. Modern 

organizations are overwhelmed with the amounts of documentation, regulations, routines, and 

laws that steer and guide the activities. Such documentation is vital for organizations to function, 

perform, and keep them out of trouble with the law. Every person in the organization must have 

access to the documentation, as it offers support in daily work. Technological development has 

opened new possibilities for efficient communication between people. Information 

communication technologies help collect all the knowledge within the organization into one place 

and communicate it between authorized people independent from time and space. Intranet 

software, such as Sharepoint, becomes the center of communication allowing access to vital 

documentation to support employees' work. It also allows the information flow creating 

transparency in the organization. Intranets and technology have been significant saviors in the 

world of Covid-19. It has allowed organizations worldwide to be connected and continue their 
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business despite the remote work. However, it also brought up and made apparent the 

organizations' weaknesses, which has led to decreased performance. 

 

Communication is when meaning is shared, interpreted, and understood. The organization's 

leaders and managers are responsible for ensuring that employees understand the information 

accurately. Intranets help to share all the vital written information with employees. Employees 

must interpret the available information accurately to lead to success. Employees must 

understand written information, why it is essential, and how to use it. Another vital aspect is the 

knowledge to use the technology and intranet. Employees must have a good knowledge of how to 

navigate intranets to find relevant information. Lack of knowledge causes frustration, 

miscommunication, disengagement, and, finally, waste of time. 

 

Every organization must set up short and long-term goals and communicate them to everyone 

within the organization. Well-planned strategies that depend on the organization's mission and 

vision will help to achieve targeted goals. Mission explains where the organization stands today. 

The vision states what the organization strives to reach. For mission and vision to be effective, an 

organization needs to have strong values. Values characterize the organization and show what it 

stands for. Mission, vision, and values are a compelling combination and vital for the 

performance of the organization. Such statements must run through the veins of the entire 

organization. Leaders and managers of an organization are responsible for effectively 

communicating statements to everyone within the organization and ensure that employees 

understand what they represent. Employees, who are unaware of the values, mission, and vision, 

become disengaged and lose interest in their work, which hurts their performance. Mission and 

vision create purpose and excitement for the future. Employees love to be part of success. 

 

Employees are the key factors in the success of an organization. The engagement level of the 

employees depends on the organizational structure, leadership in the organization, 

communication, purpose, and opportunities. How employees perceive the communicated 

information has a substantial impact on their performance. Employees must be able to grasp 

information and have a good knowledge of how to use it. What is communicated is another 

crucial factor in the performance. Communicated information has the power to create purpose 

with employees' work which leads to a long-term vision. People love to contribute and be part of 

something excellent.  

 

Communicated information must be transparent and updated constantly. No matter how small or 

big are the results or problems, everyone should be informed. Transparency not only unites the 

entire organization but spreads vital knowledge. Learning from past mistakes helps avoid future 

problems, which leads to efficiency and saving resources.  
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Quality has a significant impact on organizational performance and is a key for a sustainable 

long-term future. Quality is more than ever demanded by all the stakeholders, regulations, and 

laws. Quality must be part of the organization's values, clearly stated in their policies. Quality in 

all the areas of the organization depends on many aspects. However, without effective 

communication, it is hard to reach the desired quality. 

 

Organizational structure, communication, and performance are dependent on each other. One 

cannot function without the other. The organizational structure, communication, and performance 

must have a pragmatic management system to disseminate information throughout the 

organization and support people. 

 

6.2 How do the factors impact the organizational structure, communication, and 

performance? 

The management system is the center for well-functioning organization structure, 

communication, and performance. An integrated management system creates a holistic view of 

the organization and allows transparency in communication. A well-functioning management 

system, policies, goals, and strategies are vital for organizational structure.  

 

Organizations have to deal with enormous amounts of documentation every day. Such 

documentations include even laws and regulations. A management system in the organization 

includes it all. A well-functioning management system serves as a support to employees any 

time, any place. It has especially become helpful in times of worldwide pandemic when people 

work remotely and individually. However, searching information in various documentation 

simultaneously for the same task is inefficient, as it is both time and resource-consuming and 

slows down the organization's overall performance. The solution is an integrated management 

system that creates better conditions for internal communication. An effective integrated 

management system must include relevant information and transparency within the entire 

organization. An integrated management system helps to inspire the employees and provides 

advice. It helps to maintain, develop, and effectively implement systems in various sub-

processes. An integrated management system creates a broader basis for decision-making while 

minimizing the risks of sub-optimization. The organization with an integrated management 

system increases performance, profitability and becomes more competitive on the market. 

 

The appropriate information management channels and the level of integration impact the quality 

of the management system. It is not the number of documents in the management system but the 

quality of integration that decides how good is the management system. Integration leads to a 

decreased amount of documents, but not information. Instead, the information becomes easier to 

navigate and easier to grasp for everyone involved. Integrated documents link the essential 

requirements while explaining how everything is connected.  
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KPIs are measurable values that help organizations towards the targeted goals. Visualized KPIs 

create a commitment to continuous improvement. KPIs and targeted goals must be available and 

visualized on the management system and accessible for everyone in the organization. The 

management system has a hard time maintaining its efficiency without accurate KPIs, which also 

affects the communication and transparency in the organization. 

 

6.3 How does the relationship look like between integrated management system, 

communication, and performance? 

An integrated well-functioning management system increases performance, profitability, creating 

a more competitive organization. Profitable organizations achieve targeted goals faster and can 

invest more into research and innovation. Profitable organizations are more sustainable and 

responsible from the environmental, sustainable, and economic perspectives. 

 

An integrated management system creates a single system with aligned standards, policies, 

objectives, processes, and resources. Implementation of an integrated management system helps 

to establish cohesive objectives, processes, and resources. Integration creates consistency, and a 

consistent management system is easier to navigate and understand. An integrated management 

system allows the creation of systematic work allowing changes and improvements in the 

processes. Integrated Management Systems helps the organization to conduct audits and 

assessments while optimizing processes and resources. Integration of systems reduces the activity 

times, eliminates interruptions, and reduces costs. Simultaneously, integrated management 

systems ensure exceeding the customer and other stakeholder's expectations. 

 

An improved management system ensures a better quality within the entire organization. The 

accessible, transparent information results in better communication. Effective, accurate 

communication creates purpose, engages and inspires employees to perform more. A 

management system that is the center of all the information flow unites the entire organization 

and motivates collaboration to reach the common targeted goals. Organizations cannot succeed 

without including their employees in the process.  

 

Flat organizations cannot offer their employees a career ladder to climb, which can lead to 

disengagement. Such organizations must find other ways to engage and motivate their workers. 

Strong communicated values, mission, and vision, combined with strategies and goals, create 

purpose and meaning for each individual to perform and stay loyal to the organization. The 

management system allows easy to root and spread the information, and at the same time to keep 

everyone updated on the progress of the work. A management system has become more critical 

than ever during the worldwide pandemic. Individuals are working remotely from their homes. A 
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management system helps keep everyone informed, updated, on task, and most important, united 

and motivated.  

 

The improvement of the management system requires the commitment of the entire organization 

and investment. Everyone has to understand why the improvement is essential and how it will 

benefit their work and the future. Resources, in the form of time and money, have to be invested 

into the improvement work. In return, the organization will be more prepared for the future post-

pandemic world and potentially new, unexpected global events. Simultaneously, with all the 

benefits of an improved management system, organizations will significantly increase their 

performance and profitability. 

 

6.4 Improvement areas at Organization X 

Organization X is a fantastic organization that values its employees and customers. The 

organization prioritizes quality highly, and one of the reasons organizations have adopted and 

certified for both ISO 9001 and ISO14001. High profits and low employee turnaround in the 

organization point to satisfaction and success. However, every organization has its weaknesses. 

Organization X is not an exception. To survive in a competitive and often unpredictable market, 

organizations must be flexible, adjustable, and develop with the modern world. Events, such as 

Covid-19, make weaknesses more clear, impacting the goal achievement and profitability. 

Organization X will reach only 70% of the targeted goals. While it is not bad, it is not as close to 

what the organization targets. It would be easier to look at it as a side effect of a worldwide 

pandemic. However, it is vital to study processes and factors that need improvement to avoid 

them in the future. 

 

Organization X has a total of twenty-five employees. The majority of them have worked in the 

organization for more than ten years and are over forty-five. Considering that Organization X 

became an independent company in 2007, it is most likely that many of its employees have been 

there from the start. Through the years, verbal communication has been influential with few 

members in the organization involved from the start—the team of people who shared the same 

values, mission, and vision.  

 

Times have changed, and unpredictable global events have occurred. Organization X has 

recruited new people. New employees have not been at the organization from the start. Without a 

clearly stated mission, vision, and values, it is hard for new members to understand what they 

represent. Shared verbal statements in the meetings are not enough. Verbally communicated 

statements are maybe hard to interpret for new employees. Another reason is that not everyone 

might be present during the meetings. As the organization has four different locations, it is most 

likely that not everyone is present during the meetings. The CEO also mentioned that some 

meetings are annual, such as regarding the budget.  
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As a consequence, there is a misinterpretation, miscommunication which leads to disengagement 

and underperformance. In another ten years, most current employees will not be part of the 

organization due to retirement or other reasons. Therefore, values, mission, and vision must be 

clearly stated verbally and in written form. Such statements need to exist internally and 

externally, on websites, intranet, printed material, and more. The statements will increase 

commitment, loyalty, purpose, credibility, and quality. 

 

It is not uncommon for leaders and managers to have different perceptions of the organization. 

The CEO of Organization X believes that it is not vital to share all the KPIs with the entire 

organization. Potential problems get solved within the teams. He also believes that constant 

reporting would not make a significant overall difference due to the organization's small size. 

Earlier conveyed studies point to the importance of transparent information flow. It not only 

increases trust towards the leaders but also engages employees increasing performance. In the 

conveyed survey, participants expressed the need for reported KPIs and a documented archive 

from the previous projects that would be easily accessible. Participants want to keep track of the 

accomplished work across the teams. Access to earlier projects allows people to collect 

knowledge from previous experiences leading to efficiency and better performance. Constantly 

updated dashboards can be of significant help to present and communicate through the intranet 

various measurable KPIs. Another suggestion that the mission and vision of the company would 

be expressed on the dashboard as well. That way, the dashboard will show numbers and remind 

everyone involved about the purpose of the KPIs. It is an easy way to communicate throughout 

the organization where it stands today and where it is going. KPIs should present both short and 

long-term goals.  

 

Verbal communication has been vital for communication, negotiation, and persuasion. 

Unfortunately, Covid-19 isolated people, forcing them to depend on technology more than ever. 

Virtual communication has opened new possibilities. While technology has significant benefits, it 

also causes many problems. Employees became dependent on the information available through 

intranets and management systems. Unfortunately, insufficient information and lack of 

knowledge and skills have been significant factors impacting the performance of employees. 

Many are not technologically savvy, or they do not know how to use the management system 

accurately. 

 

The survey showed that many employees of Organization X lack training in the management 

system. Consequently, they find the system hard to navigate, but they also show a poor 

understanding of the management system. Participants express the need for improvement of the 

current management system. The majority has proposed to clean up the management system from 

irrelevant information and make it easier to navigate. The best way to solve the issue is by 
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integrating as many documents as possible. The system should also have an overall view, such as 

a table of content—that way, people can find the needed information faster. Finally, to make the 

management system effective, all the employees must receive training and proper education. 

Virtual communication has many benefits. It saves time as people do not need to travel. 

However, virtual communication requires a new set of skills. People need to learn new 

techniques to persuade and communicate efficiently.  

 

Organization X has a management system with integrated ISO 9001 and ISO 14001. The 

organization follows laws and requirements and keeps their action documented. However, the 

organization lacks vital documentation and presentation of performance KPIs. Considering the 

facts, the preliminary evaluation of the maturity degree of Organization X would place on a scale 

of three out of five. The degree of maturity in the organization can increase. However, it should 

start on a small scale and develop a concrete concept that can later apply to the entire 

organization.  

 

The process requires clear information regarding where the organization currently stands. For 

identification, the organization should carry out a maturity analysis which consists of seven 

questions. Depending on the answers, the organization will receive a degree of maturity level. 

Simultaneously, the analysis presents the improvement areas in the organization. The method 

gives a clear picture of what the organization needs to improve, set up goals and a time frame. 

One of the questions answered by the maturity analysis is what competence one has in change-

work. An organization that is lower on a scale also lacks competence. An important step is to 

identify people with accurate knowledge and people who need training. Building the capacity for 

change in the organization is a challenge, and the best approach is project management.  

 

Anchoring the new way of working is the most challenging step. Therefore, the change must link 

to measurable improvements that benefit employees. Another way to successfully anchor the 

change work is strategically identifying the most significant changes with rapid accomplishment. 

An organization must prioritize changes. Measurable benefits will help the organization to 

prioritize the order of the change work. Simultaneously, the organization must think critically and 

dare to say no to every attractive possibility. 

 

6.5 Tools and methods for implementation 

Different quality tools help to improve targeted efforts, strategic parts, and other areas of need. 

Available tools and methods provide a more systematic approach to the organizations.  

 

• PDCA (Plan, Do, Control, Act) 
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PDCA method is an excellent tool for an organization to check all documents in the management 

system systematically. The aim is to identify if all the documents are up to date and demonstrate 

accurate information according to everyday activities. 

 

Plan 

In the planning stage, the organization must inform employees about the improvement work's 

purpose. Even stakeholders need to be informed about the improvement work execution and ask 

for their support and patience. Targeted deadlines are crucial and must be on time.  

Improvement work must start with analysis. Employees with good process knowledge are vital in 

the planning stage. Various mapping methods help to analyze the current situation and visualize a 

possible future. The goal is to eliminate any blockages and waste resources in the process. It is a 

stage of idea-flows where everyone involved has a vision of the process and design.  

After decision-making and creating a concrete map, the team should develop an action plan and a 

time frame. The planning stage is time-consuming but vital as it is a foundation for entire 

improvement work. 

 

Do 

For a defined period, the teams must test proposed process change activities, such as new 

routines. The information collected from the test is valuable. Microsoft Teams software is a good 

tool for feedback and communicating the test results. Collected information during the test should 

be analyzed and evaluated. It will help to find out the quality of communication and system 

functioning. 

 

Control 

The test period ends with evaluating performance, which will show if routines or documents 

require further adjustment. Mistakes in the planning stage might cause potential failure in the 

improvement. The control phase requires clear and transparent communication. The team needs 

feedback gained from observations and stakeholders.  

 

Act 

Adjusted routines or documents and adopted improvements require a broad implementation. 

Everyone within the organization must know improvements, changes, and how to work 

accurately with new documentations. The changes require constant follow-up to find out if a 

further improvement is needed. If indicators show the need for more improvements, the 

organization must start from the planning stage. The organization should use internal 

communication channels to inform about new processes, documentation, and changes to all its 

members. 
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The organization should plan quarterly meetings to observe collected feedback from the 

indicators and decide if a planning stage should start again. The indicators can be internal 

complaints or comments pointing to further need for improvement.  

 

• DMAIC (Define, Measure, Analyze, Improve, Control) 

DMAIC is a more advanced tool compared to PDCA that helps to find areas of improvement. 

DMAIC requires a more considerable amount of input data to provide the most accurate analysis 

and the most efficient process.  

 

• Balanced Scorecard 

The critical characteristics of a Balanced Scorecard focus on the strategic agenda of the 

organization. A set of measurements help to monitor performance, such as KPIs.  

 

• Closed-Loop Management method  

The method creates the conditions for forming relevant strategies based on mission and vision. A 

strategic approach facilitates thinking and creates a breeding ground for improved 

communication and disseminating information within the organization. It also creates 

participation and enables continuous improvement in the organization.  

 

• Visualized KPIs on a dashboard (Appendix 3, p. 74) 

Digital dashboards allow managers to monitor the contribution of the various departments in the 

organization. In addition, the managers can spread information to present a consolidated view 

across the organization. The digital dashboards allow the organizations to capture and report 

specific data points from each department and provide a complete performance overview. 

Benefits of the digital dashboard: 

• Visual presentation of performance. 

• Measure efficiencies/inefficiencies. 

• Ability to make knowledgeable decisions based on collected business intelligence. 

• Align strategies and organizational goals. 

• Digital dashboard saves time compared to running multiple reports. 

• Gain instant visibility of all systems simultaneously. 

• Consolidated reporting into one location on the intranet. 

• Available on mobile devices for quick metrics access. 
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7. Discussion  
The discussion chapter presents reflections about conveyed research and the final result, 

including the suggestion for further research.  

 

7.1 Reflections  

Habits and comfort are the nature of humanity. People seldom want to change something that has 

worked for an extended amount of time. If it also has been profitable, when it is even better. 

Some would say why to change something that works. Improvement requires a change, which 

means organizations have to dare to come out of the comfort zone and do something new.  

 

"If you want something new, you have to stop doing something old" - Peter F. Drucker. 

 

Organizations face increased social awareness and stricter laws that lead to a higher demand for 

quality and sustainability. Covid-19 has brought another challenge and has turned the entire 

world upside down. Most likely, nothing will be the same ever again in the post-pandemic future, 

which means that organizations must adopt new working methods and rely on technological 

innovation more than before. Organizations must change. Trying to continue the same way as it 

always has will most likely not work, and the organization will meet a downfall. Few 

organizations have been able to sustain their profit and performance. Most organizations have 

experienced a decrease in profitability due to not reaching their target goals. It is easy to blame it 

on Covid-19 and hope that the coming years will be better. In reality, organizations should look 

closely at the performance weaknesses that did not allow them to transition and adjust their 

activities fast enough to meet the unpredicted event and shifting market. No one can predict 

everything. However, flexible and innovative organizations that continually strive for 

improvement in the rapidly developing world are fast recovering and serving according to 

demand. 

 

Technological development has created new ways for organizations to run their business. Instead 

of paper files, documentations can be stored and shared through various software and extensive 

information systems. The management system, according to theories, is a center of information 

flow for the entire organization. The thesis researched the significance of the integrated 

management system in the organization. The aim was to find out its impact on organizational 

performance and if it is worth implementing. Simultaneously, it was essential to research what 

factors impact organizational structure, communication, performance, and its relation to the 

management system.  

 

Every organization is different and has the power to build its structure. However, without a 

strong foundation, the building will crash sooner or later. Foundations for an organization are 
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well-stated values, mission, and vision. Statements characterize the organization and help to map 

out the path from today into the future. Values, mission, and vision are the basis for strategies, 

short and long-term goals. It is even more critical how statements communicate and their accurate 

interpretation throughout the organization. Lack of understanding of statements leads to 

disorientation, miscommunication, and disengagement.  

 

Earlier studies showed that employees are the most vital key factor for success. If employees feel 

disengaged, it causes decreased performance and profitability. One of the reasons for 

disengagement is the lack of quality in communication. The available information might be hard 

to grasp or interpret. Another reason might be a lack of appropriate training, which is a reason for 

poor knowledge or false interpretation. The third reason for disengagement might be the 

organizational structure and no possibilities to exceed in the career. It is prevalent for small 

family-owned organizations with a flat structure, such as Organization X.  The study showed the 

importance of transparent information flow within the organization. Everyone must have access 

to all the information, including the KPIs. Transparent information unifies people within the 

organization while keeping them engaged, committed, and accountable.  

 

The management system combines organizational structure, communication and helps to increase 

performance. The quality of the management system depends on well-integrated and 

communicated information throughout the organization. Creating an effective integrated 

management system requires commitment from the entire organization. For commitment, 

employees must know the importance of the management system and how to use it.  A 

management system must include everything, including policies, routines, laws, regulations, and 

other guiding documentation vital for supporting employees in their work. In current Covid-19 

times, when people must work remotely, the need for a well-functioning management system has 

increased more than ever. Employees cannot just walk over to the colleague and ask for help. 

People working individually from home must rely more on the available information on the 

intranet and the management system. Surveys showed that most employees find it hard to 

navigate the management system and find the required information. It means that lots of time are 

spent searching for vital documents instead of accomplishing tasks. It not only costs money but 

also decreases efficiency and performance, leading to lower profitability.  

 

Organization X, used in the case study, is a book example of the impacts and consequences of 

various factors. The organization has many workers that have been part of the business from day 

one. People have felt united by shared history, experiences, and ideas that followed from the start. 

However, the organization is recruiting new blood who tries to understand what they represent. 

Leaders' and managers' responsibility is to communicate the correct information and ensure that 

employees accurately interpret it. The organization should start looking more into the future and 

reorganize according to the needs. At the moment, the weaknesses might not seem significant. 
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However, the changing world due to Covid and potential future events will increase the 

problems. It might work to inform two to three workers at a time verbally. What will happen in 

ten or fifteen years, when half of the organization will retire or despair for various reasons? 

Fifteen newly recruited people will require a robust foundation to stand on. The studied 

organization needs to improve its communication, management system, and leadership with long-

term sustainability in mind.  

 

7.2 Final reflection and suggestions for further investigation / work  

The study focused on the smaller organization. It would be interesting to convey the same type of 

research on the larger organization and compare the results for more accurate results. The more 

data and participants in the research lay ground for quantitative research. From a statistical 

perspective, the result would be more accurate and more potent.  Another study would be 

interesting to convey after the accomplished improvement work. Comparing the results from 

before and after would prove the first result right or wrong.  

 

A further suggestion would be to research the technological development impact on organizations 

and their management systems. For example, AI (Artificial Intelligence) is changing the world. It 

reduces costs through automation while enhancing customer experiences. AI can be used 

everywhere, including content processing or analysis. According to obtained knowledge, it learns 

patterns of behaviors and rapidly makes improvements and changes according to the demand. AI 

has already begun to impact everyday management systems in various ways, especially in the 

COVID-19 and post-pandemic reality. AI-assisted voice services have gone from fantasy to 

reality in less than a decade. Services such as Apple's Siri, Google Home, Amazon Echo (Alexa), 

and Microsoft's Cortana are increasing the productivity of millions of people every day. Many 

content management platforms provide voice-assisted services, including voice-to-text and voice 

commands. How can AI help organizations integrate their management system more rapidly and 

effectively while making organizations' everyday lives more efficient?   
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9. Appendix 
 

9.1 Appendix 1 - Survey results at Organization X 
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Vad upplever du behöver förbättras med ledningssystemet? 

 

Tydlighet, lättare att hitta i 

- 

Jag upplever att en tydligare struktur kan vara gynnsamt för ledningssystemet. Där alla kan med 

enkelhet ta del av informationen. 

Tror att vi skulle tjäna på om det inte var så detaljerat. 

 

Inget som jag kommer på. 

Miljöledningssystemet känns betydligt mindre relevant, det känns som det finns mest för att vi 

skall kunna skriva ISO 14001. Kvalitetssystemet är däremot i stor utsträckning en del av 

kärnverksamheten. Jag tror att man måste välja att aktivt minimera miljöledningssystemet för att 

minska arbete och eventuellt fokusera det på några områden så att det blir mer relevant. 

Rätta filer ska hamna under rätta mappar på Sharepoint tycker jag. 

Tydligare integration av redovisande dokument och bättre ordning bland dessa. 

Undersöka möjligheten att gå från dokumentsystem till websidesystem 

En generell översikt över vad som finns i vårat ledningssystem 

Tillgång till mer ritningar för att underlätta vid godsmottag. Att lättare hitta avslutade projekt (de 

man inte kommer ihåg Projektnr till). 

Att rutiner och processer stämmer med arbetssättet och att egna satta krav är relevanta och skapar 

ett syfte/värde. Inga mer konkreta exempel just nu, men det finns alltid möjlighet för förbättring 

för att ha ett system som på bästa sätt speglar UHT:s arbetsprocesser och organisation. 
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Egna kommentarer (alternativt konkreta förbättringsförslag gällande ledningssystemet) 

 

Systematiskt säkerhetsarbete och arbetsmiljöutveckling blir viktigare för våra kunder. Stödet för 

detta i våra ledningssystem och projekt rutiner så att vi gör relevant design och redovisar 

säkerhetssystem och risker för våra kunder kan nog förbättras. Ofta är mottagaren av projektet en 

projektavdelning, användaren av projektet en producerande organisation och den som godkänner 

säkerheten en lokal stabsfunktion eller myndighet. Den sista riktar vi väldigt lite/ingen 

kommunikation mot, vi är kanske också dåliga på att förstå deras krav. 

Rensa upp och förenkla i mappstrukturen på sharepoint 

Kanske att varje "avdelning" har en specifik sida/flik utöver de befintliga, Där man ser vad som 

händer eller viktiga datum inom de olika "avdelningarna". För att kunna följa vad som händer 

inom företaget på ett lätt och smidigt sätt. 

-  
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9.2 Appendix 2-Intervju med VD för Organisation X 

 
Efter genomgång av ledningssystemet hos Organisation X, uppkom vissa frågeställningar som 

organisations VD besvarade. 

Frågeställare (F): Visionen för organisation X kunde inte lokaliseras i ledningssystemet. Finns den 

förvarad på en annan plats? 

VD: Det finns ingen vision dokumenterad. Däremot talar vi regelbundet på sammankomster om vart vi 

vill nå med företaget och dess produkter. 

F: Organisation X värderingar kan inte lokaliseras i ledningssystemet. Finns dessa förvaras på 

annan plats? 

VD: Något dokument om värdegrund finns inte dokumenterat men sedan företagets början har tanken om 

alla människors lika värde genomsyrat verksamheten. Vad gäller frågor om korruption etc. styrs det väl av 

svenska lagar som det är idag. Något egentligt behov till styrdokument om uppförande har vi egentligen 

inte sett men det pågår likafullt ett arbete med att ta fram en uppförandekod då vissa kunder kan efterfråga 

detta. 

F: Målstyrning hos Organisation X, görs det för organisationen i sin helhet eller per projekt? Det 

kunde inte lokaliseras någon direkt dashboard, som redovisar nuläget och målen för Organisations 

X KPIer. 

VD: Det beror på lite olika KPIer det syftas till. Vissa KPIer redovisas inom projektgruppen och de 

eventuella problemen som uppkommer, löser gruppen direkt med leverantör eller kund. Det stämmer, att 

inget dashboard finns.. Detta för att projekten löser vissa saker internt (inom gruppen) och sen är vi ett 

mindre bolag, där en konstant redovisning inte ger någon tydlig bild. Detta på grund av att rörelserna är så 

få, så det skulle inte visa någon skillnad från ena uppdateringen till en annan. 

F: Mål gällande förväntad budget. Är detta något som visualiseras på intranätet eller i annat 

forum? 

VD: Det visualiseras på intranätet för de som har behov av att följa upp budgeten. Dock är budgetansvar 

delegerat till väldigt liten del och det mesta ligger direkt på mig där jag redovisar inför styrelsen. 

F: Okey, men det är inget som kommuniceras vidare ner i organisationen? 

VD: Vi har en årlig genomgång av budget och utfall med hela företaget. 

F: Har organisation X påverkats av covid-19? 

VD: Ja, vi kommer att enbart nå 70% av de omsättningsmål som är uppsatta. 

F: Tack för att du var villig att svara på frågorna och tack för din tid. 
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9.3 Appendix 3 - Proposal for a dashboard that visualizes Organization X's significant KPIs  

 

All figures given are not linked to Organization X. The figures are intended to provide a 

perspective on how they can be visualized.  

 

 


