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Abstract 
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Background: In the beginning of the 90’s, there was a financial crisis in Sweden which hit 
Swedish banks hard. The Swedish bank Gota banken went bankrupt and 
Nordbanken was taken over by the government, in large part because of their 
apathetic reactions to the situation they were so surprised to find themselves in. 
Today, almost 20 years later, the banks of Sweden find themselves in a new 
crisis. Because of the important position banks have in society, it is extremely 
important that they remain stable and have the capacity to ride out a crisis 
situation comfortably. As the banks did not show any crisis management 
strategy or skills in the 1992 crisis, it is relevant to explore if the previous 
experience has given Swedish banks the ability to handle a crisis situation in an 
efficient way.  

Purpose: The purpose of this study is to apply organizational development theory, crisis 
management theory and adversity reaction theory to the primary data collected 
from the interviews with the banks and through that analyze if Swedish banks 
are acting to prevent the financial crisis from affecting them badly.  

Method: The study has a hermeneutical approach and was carried out by interviewing 
managers from the five major banks in Västerbotten. The primary data 
collected has been analyzed to get an understanding of the current development 
in the banks and its possible link to the financial crisis. 

Conclusion: We found that banks are constantly changing in order to keep up with their 
competitors, changes in technology, society and the increasing demands from 
customers. The current events and changes in the banks are undoubtedly linked 
to the financial crisis, it has accelerated change, it has slowed down ongoing 
processes and it has facilitated harder decisions and less popular changes. But 
the crisis has not caused drastic changes in the organizations or their way of 
doing business. In fact, it can be said that the changes due to the financial crisis 
is normal organizational development, as the banks have responded to it in 
much the same fashion as they do to all changes in the external environment. 

Key words:  crisis management, organizational development, threat rigidity, prospect 
theory, financial crisis 
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1. Introduction and background  
 
 
 

1.1 Background 
 
 
For many months has the financial crisis been on everyone's lips, and words like ‘subprime’ that was 
previously quite unknown to people outside of the financial business, now has over 7.3 million hits on 
Google.1 The crisis seems to have affected everyone in one way or another and it is constantly being 
reported in the media, how even more people's lives are being devastated by this financial tsunami.  
 
The current financial situation do not just wreak havoc with stock prices but also affects demand for 
products and companies ability to invest in their business which leads to unemployment. Being 
unemployed is not just a financial loss but also an emotional and social one. Work is where we spend 
most of our time and this is where we can make friends, often where you meet the person you will 
spend the rest of your life with and working gives you a sense of self worth and fulfillment. Without it 
your world shrinks and you feel like a burden to society. The loss of income leads to worries about 
paying bills and being able to support those depending on you.   
 
The role of the banks in this financial crisis has been central. Banks are the direct intermediary between 
the financial world and individuals or businesses. They have to respond, adjust and meet the 
expectations of each one. When banks have lost their dominant position in the market, it becomes 
difficult for them to contradict the market forces, some of the decisions have to support and follow the 
market demands. Because of their key place in the economy, banks are usually held responsible for the 
failures of one or the other.  However banks are made of people whose minds may also change and may 
have an impact on the decisions or actions they are undertaken.  As a result when a crisis occurs 
internally or externally, banks have to manage those crises and the usual response to them is to change. 
 
When realizing that banks might after all be affected by the financial crisis, we try to understand if the 
changes that they have undertaken since the crisis began have in one way or another links to the current 
financial crisis. However, because we are in the middle of this crisis or maybe still at the beginning, we 
had to look at a previous crisis to get an idea of how banks managed crises and if there were similarities 
between the past and present crises. 
 
In the early 1990s, it has been pointed out that many developed economies were hit by a severe 
financial crisis and especially that they were following a common pattern. In the case of Sweden, the 
financial crisis closely followed the general pattern although it did not have the same specific set of 
causes and consequences behind it which makes the Swedish financial crisis unique. According to 
Tirole (2002:1), "no two crises are identical", there is a specific story behind every financial crisis and 
it is the convergence of a specific set of causes and triggers that gives every crisis its specific trajectory. 
This financial crisis had touched the foundations of the whole Swedish financial system.  
 
 
 
 

                                                 
1 With a different spelling “sub prime” you get an additional 3 million hits. 
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However, if crises can follow a similar pattern during a similar period of time, their management 
usually differs considerably. In the case of Sweden, it has been reported that the management of the 
Swedish banking system crisis at the beginning of this decade comparing to the one in the early 1920s, 
seem to have differed substantially (Bäckström 1998).  
 
Nevertheless, lessons can be learned from recent financial crises, as a number of guidelines can be 
discerned in the management of a crisis. In fact, in a context of global finance systems, “it becomes 
necessary to draw on the lessons of previous financial crisis and try to understand the policy options 
and constraints that global finance imposes on policymakers”(Malminen 2005:3).  
 
Nowadays, the “Swedish model” of bank crisis management is widely seen as successful and has been 
used “as a yardstick of best practice in an international comparison” (Svensson, Mabuchi and 
Kamikawa 2006:50). 
 
 
 
 1.2 Purpose of the study 
 
 
The purpose of this study is to use theories of management, organizational development and crisis 
management to explain and analyze the behavior of Swedish banks in the current financial crisis, as 
well as compare it to behavior shown in previous crises to see if there has been development in the 
crisis management area. We will specifically look at what changes are being implemented, and have 
been since the beginning of the current financial crisis. 
 
 
 
 1.3 Research Question 
 
 
To fulfill the purpose of the study, we formulated a research question: 
 
“Are the current changes in banks in Västerbotten linked to the financial crisis or are they just normal 
organizational development?” 
 
 
 
 1.4 Implementation and Delimitations 
 
 
This thesis intends to examine the behavior of banks in Västerbotten during the current financial unrest. 
We will undertake this task by performing interviews with managers from the 5 largest banks in 
Västerbotten (Swedbank, Handelsbanken, SEB, Länsförsäkringar and Nordea). The choice of 
interviewing managers was based on the fact that we wanted to talk to someone who not only feels the 
effects of change, but also has some decision making power and understanding for the reasons behind 
decisions. Managers might also have more experience in the finance area, and will therefore be able to 
talk about the previous crises and changes in the organization (or other organizations he/she might have 
worked in).  
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The geographical limitations of the study are based on time- and economic restraints, which also 
account for the use of national (secondary) data instead of regional such. The empirical data will be 
analyzed using the theories collected on decision making, development and acting under adversity.  
 
 
 
 1.5 Disposition 
 
 
In the second chapter of this thesis we will introduce the current financial crisis, its causes and 
consequences and how it has affected Sweden specifically. The third part of chapter 2 deals with the 
financial crisis of 1992, which is the previous crisis that we are using as a comparison. Chapter 3 is a 
method chapter which describes the choices of method on which the study is based, including the view 
on knowledge and analysis. The fourth chapter presents the theoretical framework on organizational 
development, crisis management, adversity reaction and cultural issues and management style. The 
fifth chapter is another method chapter, detailing the process of creating the interview questions and 
choosing the sample, in short a chapter on what empirical method we have used. The sixth chapter is 
the first of the 2 chapters analyzing the data we collect through the interviews; it describes the 
information, and compares the responses from the different banks. There is also some initial analysis of 
the data. The seventh chapter analyzes the data using the theoretical framework, and the eighth and 
final chapter presents the conclusions we have drawn and answers the research question, as well as 
gives suggestions for future research.   
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2. Research Methodology  
 
In this chapter we are going to describe how the study was conducted by illustrating the assumptions 
underlying the study as well as the research design and method used.  
 
 
 
 2.1 Generating and Refining Research Ideas 
 
 
There exists a range of techniques that can be used to generate a topic, the ones that refer to rational 
thinking, such as examining your own strengths and interests, discussion or searching for literature, and 
the ones that refer to creative thinking, such as brainstorming (Saunders et al., 2000). According to 
Saunders et al. (2000:18), it is “important that you choose a topic in which you are likely to do well 
and, if possible, already have some academic knowledge.”  
 
As we are doing entrepreneurial and accounting studies and that we plan to work in those fields, we 
choose a research project that will combine both interests. For instance, we use theories that are linked 
to the entrepreneurial field and use company annual reports as background for the empirical cases. The 
focus on the study is on management issues, although in a finance setting. Then after numerous 
discussions and brainstorming sessions we finally came up with a list of clear ideas that we wanted to 
research. 
 
Refining research ideas into research question refers to the integrative process that Jankowicz 
(1995:34) suggested which consists of “working up and narrowing down.” It is necessary to refine the 
initial ideas and classify them to have a more detailed definition of the research ideas. Thinking of 
researching on a large scale first, we narrowed our research ideas to focus on a region, Västerbotten and 
on one sector, banks. As a result, we formulated a research question that was sufficiently involved to 
produce a project that will be consistent with our expectations. 
 
 
 
 2.2 Research Ideals 
 
 
The means by which we approach the topic of our study is influenced by the epistemological and 
ontological positions chosen, meaning our view of knowledge and reality. When conducting a study on 
organizational change it is first important to determine how we view the organization. Scholars have 
different views on whether the organizations consist of things or processes. Those who see the 
organization as a thing, argue that organizations are social entities that maintain their identity while 
changing from one state to another, whereas others believe organizations are processes that maintain 
the organization by continuously structuring and restructuring (Van de Ven, Poole, 2005). In 
organizational research, even when it is acknowledged that processes are crucial for the understanding 
of organizational change, it is still tempting to reduce them to things that can be measured (ibid.). 
Because of the nature of our study we will view the organization as a process.  
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As mentioned above, another main aspect that needs to be considered when conducting research is the 
‘epistemological position’. In organizational studies, researchers most commonly implement either the 
variance or the process method when conducting their research. The variance method focuses on 
variables that signify the important features of the studied subject, employ experimental and survey 
research and treat change as a variable. An alternative epistemology is the process method, which 
focuses on temporal connections among events at different time scales in the same process and how 
one event leads to influence following events (ibid.).  
 
Depending on the research question posed either of these methods can be applied. Our research 
question is concerned with the possible links that exist between the current changes and financial crisis, 
and more importantly how one influences the other. Therefore, we believe it will be more reliable to 
conduct a process method of research.  
 
Before discussing what kind of data collection methods to use, several issues need to be resolved, 
which is called “the research process onion” (Saunders et al. 2000:85). Some layers need to be removed 
to enable the authors to distinguish what main approaches to take and identify the main research 
strategies. 
 
 
 
 2.3 Research philosophy 
 
 
The research philosophy depends on the researcher's way of thinking about the development of 
knowledge and therefore has an effect on the way he/she conducts research. There are two views on the 
research process, the positivism view and the phenomenology view, also called the hermeneutic view. 
These different views have an important role to play in business and management research as they are 
the first layers to work on before choosing a research approach and strategy (Saunders et al., 2000). 
This distinction between the two views resides in the “explanation” and the “understanding” of human 
behavior (Bryman, 2008). 
 
Adopting a positivistic view is “working with an observable social reality and that the end product of 
such research can be law-like generalizations similar to those produced by the physical and natural 
scientists” (Remenyi et al., 1998:32). Another aspect of the positivist approach is the emphasis on the 
use of quantitative observations that lend themselves to statistical analysis. For the past couple of years, 
positivism has been criticized, especially in the social sciences field, and according to Remenyi et al. 
(1998:33) “it is not regarded as an approach that will lead to interesting or profound insights into 
complex problems especially in the field of business and management studies.” As a consequence, we 
decided not use the approach because we would have lost the complexity of those fields and had to 
have narrowed our research philosophy to a series of law-like generalizations.  
 
In contrast, the phenomenology or hermeneutic view is “concerned with the empathic understanding of 
human action rather than with the forces that are deemed to act on it” (Bryman, 2008:15). Another 
aspect of the phenomenology approach is that generalizations are not of crucial importance since the 
environments of business organizations are constantly changing. Because we wanted to understand 
banks' crisis management style when facing their continuously changing external environment, we 
opted for the phenomenology view.  
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 2.4 Research approach 
 
 
When conducting research the aim is to give an as exact picture of reality as possible by combining and 
analyzing empirical data with theory.  
 
Different approaches exist and the approach most suitable for the research depends on the desired 
starting point of the researcher in relation to present theories. Choosing a research approach depends on 
“the extent to which you are clear about theory at the beginning” (Saunders et al. 2000:87). The chosen 
paradigm can influence what research approach will be the most suitable to present the findings and 
conclusions. Different approaches can be used, the ones suggested by Saunders et al. (2000) are; the 
inductive approach which is normally associated with phenomenological view, the deductive approach 
with the positivist view or an approach by Patel and Davidson (2003) and Avelsson and Sköldberg 
(1994), the abductive approach, which is a combination of the two previous ones. 
 
When following an inductive approach the starting point is the collection of data and from the data 
analysis to develop a theory (Saunders et al. 2000). The inductive approach is said by Collis and 
Hussey (2003) to be moving from the specific to the general since it is based on individual observations 
which are then stated as general models. Since we started with already existing theories the inductive 
approach was not seen as suitable. However, according to Saunders et al. (2000) one of the benefits of 
the inductive approach is that it gives a deeper understanding of the topic, which is what we aspired to 
realize. 
 
On the other hand, when using a deductive approach the starting point is to use existing theories and to 
develop hypotheses which will be tested by empirical observations in an attempt to draw conclusions 
about a certain occurrence (Patel and Davidson 2003). According to Collis and Hussey (2003), the 
deductive approach is seen as moving from general to the specific. While writing this thesis, we started 
with existing theories to explore their usefulness in reality, however no hypotheses were developed, and 
the deductive is seen as unsuitable. Furthermore, the data gathered in the deductive approach are most 
often quantitative, and we do not believe that such method of data collection will provide us a deep 
enough understanding of either organizational changes or crisis management styles. 
 
Instead we have chosen to follow the abductive approach that Patel and Davidson (2003) and Avelsson 
and Sköldberg (1994) describe as a combination of the inductive and deductive approaches, but with its 
own characteristics. When conducting an abductive study the starting point is for the researcher to try 
to explain an occurrence with theories, which then is proven or disproven through additional 
observations (Avelsson and Sköldberg, 1994). We discovered that links can be observed between a 
bank's current changes and the current financial crisis. Then we searched and found theories explaining 
how this could be possible. These theories were used as guidelines when gathering and analyzing the 
empirical data. Another reason why we have chosen the abductive approach is, according to Avelsson 
and Sköldberg (1994), the benefit from this approach is that it allows the researchers greater freedom in 
achieving their work, in contrast to a strict inductive or deductive approach. 
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 2.5 Research Strategy 
 
 
The goal of the research strategy is, as Saunders et al. (2000) suggests, to find a way to go about 
answering the research question that has been set. There are different kinds of research strategies that 
can be used, which depending on the purpose of the research are more or less suitable. Saunders et al. 
(2000) considered some of the most common ones, for instance experiments, case studies, surveys or 
action research. As we wanted to get a deeper understanding of how the banks were reacting (or not) in 
a crisis situation, interviews allowed us to collect a certain amount of data from a respectable sample. 
Another aspect of using an interview approach is that it gave us more control over the research process. 
But designing the interview guide, finding subjects, planning the interviews and transcribing the results 
can take a lot of time. The results will then be put through a qualitative analysis, to answer such 
questions as to why decisions were made, that is, what the purpose was, and also how the decisions 
came about. 
 
 
 
 2.6 Data 
 
 
In order to answer a purpose and research questions, you need data. Gathering data can be done either 
in a quantitative way, qualitative way or a combination of both. Depending on the data collection, 
different types of data will be provided to the researcher who will have to select a type of data in order 
to conduct a high quality study. Quantitative data “are based on meanings derived from numbers” and 
qualitative data on the other hand “are based on meanings expressed trough words” (Saunders et al. 
2000:381). Qualitative data are also characterized by their “richness and fullness” based on the 
advantage to explore a subject “in as real a manner is possible” (Robson 1993). As a result, to be able 
to best analyze the possible links between current changes undertaken within the banks and the current 
financial crisis, we found it more useful to base our study on exclusively qualitative data. The main part 
of the study is based on the interviewees' responses. 
 
Data are available to help the researcher to develop a good understanding and insight. There are three 
categories of data; primary, secondary and tertiary, where primary data is collected and used for the 
first time, secondary data are originally collected for another purpose and then re-used and tertiary data 
that are less detailed but easy to access (Saunders et al. 2000). Throughout the thesis, we will make use 
of primary and secondary, the main data used in the thesis empirical part was gathered through 
interviews, thus primary data. However, we use secondary data in the empirical case as a complement 
to the primary data. A reason to include this type of data is that secondary data is generally available to 
the public, which in a wider extent gives it some verification, as it is available for public scrutiny. 
Furthermore, secondary data is found mainly in the theoretical framework and the context of the crisis 
chapters. Concerning the tertiary data, we use them as footnotes and clarification. To collect the 
primary data, we believe that in-depth interviews would be a necessity and the most suitable for the 
thesis. Other methods, such as questionnaires and observations might be insufficient for us to conduct 
our research. According Saunders et al. (2000:247), “interviews are used in qualitative research in order 
to conduct exploratory discussions not only to reveal and understand the 'what' and the 'how' but also to 
place more emphasis on exploring the 'why'.” Therefore, to be able to describe and analyze the 
decision-making process, organizational issues and management style of the different banks, the data 
needed could not be collected through surveys. 
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 2.7 Literature review and Validity 
 
 
The first step was to obtain an overview of what literature and articles that we could find about the 
different aspects of financial crises (past and present), crisis management and organizational change. 
We looked at the topics separately at first and then we combined them in order to see if links could be 
found. We found enough sources in both cases, even though for the current financial crisis it was 
difficult to find a lot of books discussing the aspects of the crisis, as it is ongoing right now. In the 
gathering of theoretical knowledge, we had an even balance from books, articles from academic 
journals and Internet sources where the majority of them have been written in English. The different 
articles and books have either been found through the different databases that can be accessed via the 
homepage of the library at Umeå University, such as Business Source Premier and Emerald Fulltext, or 
through search engines, such as Google Scholar. Books and academic reports used are listed in the 
reference list and throughout the report. 
 
One of the techniques used to find relevant articles was what is known as a ‘snowball’ technique where 
once a relevant article is found, other pertinent articles can be found through the use of the references 
in the first article. As a result, key authors providing literature concerning organizational theories could 
be found due to reappearance, leading to the guarantee that the theories found were sound and credible 
in the face of other scholars. Moreover, the reappearance is both in terms of own work as well as 
referenced by other scholars. We have also read through a vast range of literature, in order to gain a 
broader picture of the concepts and to be able to include only the sources that were considered to 
provide a clear and easily understood description of the different concepts. 
 
Finally, the dimension of time has to be taken into account, in the case of it influencing the validity of 
the information. The books and articles that have been used to build the theoretical framework were 
both older and more recent. But since theories on organizational development or cultural issues have 
been given attention of researchers since decades, we needed them in order to have a correct definition 
and understanding of the concepts. As a consequence, we did not see accuracy problems in relying on 
these sources, and considered them as credible and still relevant. Furthermore, the books and articles 
written by these scholars fit very well into the overall framework and provided a very clear reading. 
 
 
 
 2.8 Preconceptions 
 
 
As Pauline is an international student, she has had little to do with Swedish banking and even less with 
Swedish management style and organizations. Her take on the primary data is therefore a fresh one, 
without much feeling one way or the other. On the other hand, she is colored by her native country of 
France, which has a culture that in many ways is quite different from the Swedish one. It is important 
to remember the differences between the cultures, so the conclusions made by Pauline are not a 
comparison to the French way of doing things.  
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Elin is basically the opposite. Born and raised in the North of Sweden, she has lived there most of her 
life, collecting memories, preconceptions and prejudices. Not only of Sweden, but of organizations, the 
banks, and since Västerbotten is a small place, possibly even the interview subjects! On the one hand, 
this does provide some insight, but of course it might also compromise the neutrality of her 
conclusions.  
 
We feel that the combination of the two of us is a good one, and that our backgrounds might complete 
each other. Neither of us has worked within the banking sector, and even though we are both customers 
of Swedish banks, we have no specific loyalties to any of the banks.  



10 
 

3. The Context of the Crisis 
 

It seems to be a natural thing for people to want more, to spend more money, to have more things, to 
live in the fanciest house and drive the most expensive car. Perhaps ambition is not a bad thing in itself, 
and wanting seems only to be a bad thing when you are a child (Don’t nag!) or a Buddhist. But the ever 
increasing spending in the U.S eventually led to people living more and more outside of their means, 
and was not spending their own money anymore. Although most people need to take loans to buy 
houses, they usually only apply for (or are approved for) an amount which they reasonably could pay 
back. Once someone in finance thought that they could make more money by lending to those who 
could not pay… The crisis was inevitable. 

 
 
 

 3.1 Current Financial Crisis 
 
 
3.1.1 Causes and Consequences  
 
The most frequently cited start of the financial crisis is the bankruptcy of Lehman Brothers on the 15th 
of September 2008 (lehman.com) or the bail-outs of federal loan guarantors Fannie Mae and Freddie 
Mac on September 7th of the same year (fhfa.gov). However, the failures of these massive corporations 
were not the disease, simply two of the most obvious symptoms.  
 
Debt and speculation are the key words to understand the causes of the FC. Between 1995 and 2005 the 
percentage of debt (of disposable income) for American consumers rose from 89.8% to a staggering 
127.2%, as people spent more money without actually earning it first. Because of the massive amounts 
of debt could not be paid off by the normal family’s income, many took equity from their homes to pay 
debts, and spend more (Foster and Magdoff, 2009). 
 
Because of the historically low interest rates, more were also buying houses than ever before. However, 
when most of the people who had a high enough income and stable finances already purchased houses, 
lenders still wanted to make more money by financing mortgages, which is where the subprime loans 
come in. People that usually would not be able to borrow money because of their credit ratings were 
approved for loans which they had no means of repaying.  
 
These mortgages were guaranteed by the federal loan guarantors Fannie Mae and Freddie Mac, so the 
risks for banks were small. The loans were then packaged and repackaged in different kinds of financial 
instruments, and sold to increasing prices, to spread the risks even thinner. As Foster and Magdoff 
(2009) point out, money is no longer being made through production (money is used to produce goods, 
which are then sold for more money) but through speculation (where money, without any middlemen, 
make more money), which is not a formula for sustainable growth.  
In the spring and summer of 2007, the market started to unravel for these kinds of loans 
(stlouisfed.org). The so called ‘housing bubble’ burst when it turned out that there was no money to be 
made from these financial instruments, especially as the people who took the mortgages had no way to 
repay them and house prices were going down, so there was no way for lenders to reclaim their money 
and no payouts for investors who had bought the financial instruments that the loans were packaged in 
(dn.se). 
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The world economy is a complicated thing, a web of intertwined dependencies and relations. When the 
financial sector started to lose money from the subprime loans, it made other kinds of financing more 
expensive. That is where the effects of speculation started to affect ‘the average Joe’, because 
companies could not get loans to finance expansions or investments which leads to lower profits, which 
in turn leads to layoffs, which of course leads to a drop in spending and income levels (dn.se). 
 
This downward spiral cannot in the globalized world of today stay in the U.S, as most nations are 
dependent on each other for trade. Even if we suppose that only the U.S was affected, Sweden would 
be affected too as the U.S is the third largest receiver (7.6%) of Swedish exports2 (cia.gov). But of 
course, as the credit crunch spread throughout the world, all of Swedish foreign trade was affected.  
 
 
3.1.2 Financial Crisis in Sweden 
 
Industry accounts for 28.9% of the Swedish GDP, and is the source of occupation for 28.2% of the 
labor force. It is also the base of the Swedish exports (cia.gov). Because of the weak world economy, 
there has been a great decline in the demand for industrial products, the automotive industry being hit 
the worst. Production of Swedish vehicles is down 60%3 from 2008, which in turn affects the steel 
industry and so on (Braunerhjelm et al, 2009). 
 
It is not just the export figures which are down, the Swedish demand for, for example, vehicles are 
down 30% from last year (ibid.). The lessening of demand has not only led to companies having 
problems with cash flow and paying their loans, because of the layoffs and other measures that reduce 
income4 households are in the same situation.  
 
Because of the instability and distrust in the financial market, banks have trouble obtaining the liquidity 
they need to function properly and thereby it is hard for companies to get the loans they need (ibid.).  
When banks have difficulties in managing counterparty risk, the normal reaction is to be more cautious. 
There is no doubt that this is a downwards spiral that leads to unemployment, as shown by numbers 
from AMS5 and the business and credit information agency UC reports that bankruptcies have 
increased by 47% for the first four months of 2009 compared to the same period of 2008 (uc.se). 

                                                 
2 Germany and Norway are the two largest 
3 March 2009 
4 Less work hours, pay cuts 
5 Swedish National Unemployment Agency 
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Figure 1: Number of People Given Notice of Unemployment January 1992- April 2009.  
(ams.se 2009) 
 
 
Braunerhjelm et al (2009) predicts that the crisis has not yet reached its financial peak, even though 
measures from governments have been put into place through stimulus packages and capital injections, 
this will not be enough to stop the crisis from worsening.  
 
The key interest is at present very low, only 0.5%6 (riksbank.se), in an attempt to lower interest rates on 
loans to facilitate lending to companies and stimulate the economy. Braunerhjelm et al (2009) believes 
that there will be problems because of the support measures by governments and EU. The measures 
will probably put off the balance of the economy, but it is hard to envisage how the problems will 
present themselves. The EU has agreed to allow a more interventionist policy in the member countries, 
and as protectionist undercurrents arise all through the world, they believe competition will be skewed 
and further hamper the recovery of the global economy. 
 
As predictions are very hard to make, and are very unreliable, the only thing to do is to wait and see 
what happens. 
 
 
 
 3.2 The Swedish Financial Crisis in 1992 
 
 
According to Englund (1999) and Kokko (1999:82), the Swedish financial crisis that peaked in the 
autumn 1992 was divided into four interconnected stages: the collapse of asset and real estate markets, 
the deep crisis in the banking industry, the currency crisis, and the deep crisis in the whole economy.  
 

                                                 
6 May 24th 2009 
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As mentioned in the introduction, in the early 1990s, banking crises have been reported in more than a 
hundred developing countries, following a common pattern. Therefore Sweden, as the others, had 
closely stuck to the same track. According to Englund (1999), schematically the crisis starts with 
financial deregulation leading to credit expansion and following by a sustained increase in asset prices 
initiating a financial bubble. However, the bubble burst and a dramatic fall in prices followed, leading 
to a disruption in asset markets (especially in real estate) and forcing companies into bankruptcy. This 
accompanied by credit losses and non-performing loans triggered a banking crisis. By attempting to 
regain control of their balance sheets, the weakened banking sector inflicted a credit crunch on the 
private sector. Its impact was dependent on the government measures taken to rescue the banks in 
financial distress (Malminen, 2005). 
 
 
3.2.1 Causes  
 
The Swedish crisis in 1992 was built up over a long period of time, while simultaneously developing a 
difficult economic environment. By the mid-1980s, the Swedish economic environment had 
experienced a decade of higher inflation rate than many other countries, resulting in a continuous real 
appreciation of the exchange rate. Added to the lacking credibility of the fixed exchange rate, the 
economic environment was affected by weak government finances and poor decisions intended to 
improve the economic situation in Sweden. 
 
In spite of this unsustainable economic environment, no one forecast the future problems into which 
Sweden was headed. It took time before Sweden realized that they were facing a crisis. Some financial 
factors should have alerted them, however, such as the credit expansion and fall in asset prices that 
appeared in the deregulated environment from 1983-85.  
 
The Swedish financial system has always remained heavily regulated with financial institutions 
required to invest in government bonds or constantly inspected by the Riksbank (central bank). Thus, in 
a difficult environment the banks found themselves unprepared in front of the crisis that they would 
face a few years later. In the early 1980s, “the new environment of active financial markets contributed 
to make the regulations increasingly inefficient and led to the stage of deregulation” (Englund 1999, 
83). With these newly deregulated credit markets, financial institutions were given priority to 
expansion which rapidly led to a growing credit boom. 
 
The impact of the deregulation was immediately sizable on financial institutions expansive lending and 
on household borrowing. However, the deregulation not only contributed to the rapid credit expansion 
but also had influenced financial flows which then turned out to have an impact on asset prices. 
 
Following the credit expansion, a sustained increase in asset prices initiated a pricing bubble in the 
commercial real estate market. This price boom was the consequence of excessive volatility with the 
credit market expansion, but also of “several major shocks to fundamentals, with a high inflation, an 
expansionary macro policy, and low post-tax real interest rates” (ibid.).  
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3.2.2 Consequences 
 
The Swedish financial crisis reached its peak in the fall of 1992, beginning with the collapse of asset 
markets, followed by the deep crisis in the financial market, followed by the currency crisis, and finally 
entailing a deep crisis in the whole economy. Until the autumn of 1989, there were no alarming signs of 
an up-coming financial crisis, however there was “a strong recognition that the economy was 
overheated” (Englund 1999, 89). 
 
As a result of the price boom, the commercial property market had attained its peak and the Swedish 
economy assisted to a drop in real estate prices, “asset prices began to fall and economic activity turned 
downward” (Bäckström 1998, 132). In the same time, the stock exchange bubble burst too, with a 
halved value. 
 
The chute of the asset markets led to the deep crisis in the financial market. The fall in asset prices had 
a direct impact on financial institutions. The impact was initially noticed in financial corporations that 
had heavy exposure to real estate (forcing many of them into bankruptcy), then on banks’ lending to 
these financial companies which left them facing huge credit losses. Unfortunately, these losses caused 
acute liquidity problems when one of the major banks of Sweden went into bankruptcy and two were in 
need of new capital. 
 
With a deteriorated economic environment in conjunction with the European exchange-rate mechanism 
(ERM) crisis, Sweden was facing a situation where the loss of international confidence was possible, 
resulting in both a banking crisis and a currency crisis. With a relatively high inflation rate during the 
late 1980s, the currency was already overvalued leading to periods with relatively high nominal interest 
rates, the ERM crisis lead to the fixed exchange rate policy having to be abandoned. Despite the 
attempt of the government and the central bank to defend the Swedish krona with the rise of interest 
rate, the krona had to be left to float in November 1992 (Bäckström, 1998). 
 
The banking and currency crisis left Sweden with a mountain of economic and political problems, 
leading to a deep depression which included a raise of the aggregated unemployment to 12%, the 
bankruptcies of many small companies and the raise of the public deficit to 12% of the GDP (Svensson 
et al. 2006). 
 
A number of short and long term consequences affected the Swedish economy, the financial markets 
and the banking industry as whole.  
 
Concerning the Swedish economy, one of the most apparent long-term effects is the economic policy 
change that has been observed with the floating currency regime and the greater role of the central 
bank. Within this new framework, the objectives of the Riksbank had changed with, for instance, a new 
goal of maintaining price stability. In the aftermath, a 2% inflation target has been implemented in 1995 
and in 1999, the Parliament have given more independence to the central bank in order to enable them 
to fulfill their new objectives. This initiative of giving a more independent role to central banks has 
been a trend in many countries during the last couple of decades, a trend that Sweden now follows 
(Malminen, 2005). Another long-term consequence was the increasing unemployment rate that Sweden 
had not experienced for many years. Between 1990 and 1993 the “average annual unemployment had 
increased almost five times to 356 000 people or 8.2% of the labor force” compared to 1.6% in 1990 
(Malminen, 2005:82).  
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The long-term effect is that the Swedish unemployment rate today is “now closer to the average EU 
level” and that Sweden probably never again will have the low levels of unemployment rate that they 
had for many years before the crisis of 1992 (ibid.). 
Finally, due to the depreciation of the krona Swedish companies and real estate were cheaper compared 
to other countries, which attracted foreign investors. This opportunity allowed Sweden to develop itself 
on the international markets and in the same time to regain the confidence of foreign investors that had 
been lost after the crisis. This has boosted the number of Swedish companies owned by foreigners and 
“the effect was further internationalization of the Swedish economy” (ibid. 86). However, it had a 
negative effect on companies that were only dependent to the domestic market. 
 
Regarding the financial markets, a short-term impact appeared in the way the Swedish financial market 
and the actors in it were working. The actors were more cautious and as a consequence more restrictive 
when lending money. In the long-term, the financial crisis accelerated the shift towards a more market-
oriented financial system, where “bank accounts to a larger extent have become transaction accounts, 
rather than savings accounts” (ibid. 85). Because of the globalization of the financial systems, lenders 
and borrowers are meeting directly without the help of banks as intermediaries. 
 
A consequence for the banking industry, in the short and long-term, was the soaring number of 
bankruptcies. During the crisis as well as the aftermath, “in total, more than 70 000 companies failed 
during the period 1991-1994” (ibid. 82). Although this number fell to more normal levels in 1999, the 
bankruptcies left dramatic consequences on the Swedish economy, for instance the raise in the 
unemployment rate or negative growth rates. 
 
The most significant long-term consequence is the high degree of concentration in the Nordic financial 
sector, especially in Sweden. The financial crisis “also resulted in structural changes in the sector, with 
many small saving banks converted into commercial banks” (Country Profile. Sweden, 2008:41). Due 
to a large number of mergers and acquisitions, the overall number of banks had diminished 
significantly. This consolidation process has taken the Swedish banking industry towards a “cross-
border integration” (Howells and Bain 2008:177), with the perfect example Nordbanken. After 
recovering from the crisis, in 1993 Nordbanken bought Gota bank, the one bank that did worse than 
Nordbanken during the crisis. Nordbanken then merged with the Finnish Merita bank in 1997 and since 
they have started to acquire other large banks in the Nordic and Baltic regions. Today, Nordbanken is 
called Nordea and it is “now the biggest financial services group in Scandinavia” (ibid.). 
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4. Theoretical framework 
 
 
 
 4.1 Organization Development and Change 
 
 
From our understanding, changes can be accelerated by external factors. Therefore, a comprehension of 
organization development is needed to clarify this eventual link between changes and environments. A 
basic idea of organization development, according to French et al. (2004), is that “organization 
development is the applied behavioral science discipline dedicated to improving organizations and the 
people in them using the theory and practice of planned change”. 
 
Obviously, the field of organizational development is much more complex than simply applying change 
to organizations. As a result, it is difficult to give only one definition of it. 
One definition of organization development includes the fact that organizational development is 
concerned with “improving organizational effectiveness and developing new approaches to 
organizational problems”, both involving the concept of 'learning organization'. In fact, organizations 
will perform more effectively if they focus toward learning from their environment. Moreover, 
organization development implicates “providing for the psychological well-being of organizational 
members and therefore imply the study of individuals within a work or group context.”(Smither et al. 
1997:6, 17-18). 
 
A more comprehensive definition will be the one of Porras & Robertson (1992) who defined 
organization development in three key aspects. First, the improvement of the organization's 
performance, second the development of the organization's members, due to the need for psychological 
growth which leads to increase the organization's effectiveness as a whole. And finally, organization 
development is based on social sciences, implying a number of ways to change organizations (Smither 
et al. 1997). 
 
A final definition is the one of Benis (1969:2). According to him, “organization development is a 
response to change, a complex educational strategy intended to change the beliefs, attitudes, values, 
and structure of organizations so that they can better adapt to new technologies, markets, and 
challenges, and the dizzying rate of change itself”. 
 
With a continuously changing environment, Burke (1992) pointed out at least five important challenges 
that changed the way organizations operated. First, the movement towards growth that has now 
changed toward consolidation. Second, organizations now move faster because of the speed at which 
technology advances and the increased speed of the growing competition. Third, organizations have 
become increasingly complex and diverse because of technological, economical and social changes. 
Fourth, the rapidly changing environments demand that managers generate quick answers in order to 
survive. Fifth, organizations have renewed interest in ethical issues, such as employee and customer 
rights (Smither et al. 1997). Thus, according to Porras and Silvers (1991:51) “a planned change that 
makes organizations more responsive to environmental shifts should be guided by generally accepted 
and unified theories of organizations and organizational change.” 
 
To summarize, organizational development is a unique planned change process with two broad goals: 
“organization and individual development” (French et al. 2004:3). 
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After having introduced and defined organization development, we will describe the process of 
organizational change and the diverse factors that lead to change. Nowadays, in order to survive, all 
organizations must take into account the importance of effective change. As a matter of fact, as internal 
and external environments are constantly changing, organizations have to face new threats and 
opportunities on a regular basis. Consequently, it is crucial for all organizations to have a good 
understanding of the factors that drive change, in order to respond to its environment (Smither et al. 
1997).  
 
In the case of Sweden, the government’s and financial institutions' effectiveness at change were tested 
when a financial crisis hit in 1992. At the beginning there were no signs of an upcoming crisis, but 
analysis revealed that changes were taking place in the external environment (collapse of the asset 
prices and currency crisis) that were going to touch Sweden as a whole. As it turned out, financial 
institutions were ill-prepared to face any of these approaching menaces. 
 
According to Jantsch (1980) “to understand evolution, one must focus more on disequilibrium than on 
equilibrium, the implication being that change is not linear”. Adding the increasing complexity, 
evolution cannot be linear because of the tricky (not linear) links between factors. Generally 
organizational change occurs in the context of failure to adapt. Jantsch (1980:335) also contends that 
“evolution is accelerating, just as the overall process of change appears to be.”  With this approach, we 
are confronted to consider movement and change in living systems as constant (Burke, 1994).  As 
Weick & Quinn (1999) suggested in their recent analysis of organizational change, there is a growing 
distinction between change that is episodic and change that is continuous. Depending on how we look 
at the change, it can be seen has repetitive action, routine and inertia, or ongoing adaptation and 
adjustment. 
 
In the same time, to understand the evolution of change, we also need to view organizations as 
processes instead of things. In Van de Ven & Poole's article (2005), the authors are reviewing different 
approaches to change. First, they distinguish different ontologies according to how we look at change if 
whether we view organizations as consisting of things or processes. To summarize, they highlighted 
two different definitions of the ‘organization’. On the one hand, the organization is seen as a social 
entity or structure, which identity is not affected while changing from one state to another over time 
and on the other hand, the organization is a reification of a set of processes that retain the organization 
by continuously structuring it and maintaining its boundaries (ibid. 4). 
 
To understand changes in organizations, it is also required to know the key characteristics that 
constitute them. Organizations are social entities that are goal directed with identifiable boundaries and 
have deliberately structured activity systems (Smither et al. 1997:34). 
 
Having understood changes in organizations and its processes, we now look at the sources of change, 
how the need for change arises and what factors influence it? 
The need for change usually emanates from both internal and external factors (ibid.). In fact, from a 
resource dependence perspective, Morris (2007:119) showed that organizations are dependent on their 
environment because their survival has a direct link to the resources that their environment is 
providing.  
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Morris (2007:120) suggested that there is a link between internal and external factors, “it occurs 
through the impact of constraints arising from the organization's environment on the relationship 
between organizational constraints and organizational change.”  
 
The combination of the two provides a persuasive argument for change, taken alone, they would not 
have justified radical changes. This shows how changes are interconnected and interdependent within 
the entire organization. Therefore “a well planned and executed organization development effort can 
help organizations and its members to become more effective” (Smither et al. 1997:33). In fact, the 
efficiency of an organization will lead organizational change, in response to the competitive forces in 
the environment. 
 
Many factors in an organization's environment can lead to organizational change. On one hand, there 
are factors that influence change linked to the external environment, usually divided into two 
categories: economic and market changes and technological innovations. With a persistently changing 
external environment, organizations have to continuously function more efficiently in order to response 
and adapt to this environment.  
 
On the other hand, we have factors linked to the internal environment that indicate a need for change. 
There are also two internal factors that exercise a key role in organizational change, as Smither et al. 
(1997:41) suggested it, “organizational structure changes and shifts in employee demographics.” 
 
It has been demonstrated, that a number of factors in both internal and external environment influence 
organizational change. As Morris (2007:119) explained, according to the resource dependence theory 
both environmental and organizational pressures are sources of organizational change. Moreover, 
change itself can be defined as either planned or unplanned. A planned change is “a change that results 
from a conscious decision to change the way an organization functions” and an unplanned change is “a 
reactive response to internal and external factors in an attempt to avert a crisis” (Smither et al. 1997, 
43-44). Unplanned change also involves short term goals and usually is not part of a completely 
formulated change strategy. In fact, “the primary goal of unplanned change is to survive some 
immediate crisis” (ibid.). 
 
After recognizing the need for change and having defined its nature, the next step is to enforce the 
change. Therefore, in order to successfully implement an organizational change effort, it is important 
that organizations first, communicate the need for change to all members within the organization. To do 
they need to link the change process to an organizational vision. Thanks to the organizational vision, 
individuals and groups are less likely to resist to the change process because they are provided with a 
sense of purpose and direction, however organizations will still have to overcome those personal and 
organizational barriers so that organizational change efforts will be successful (Smither et al. 1997:53). 
 
Knowing the sources of change and how to implement it, we are going to focus on how organizational 
development is applied to the banking industry. 
Because of the globalization of financial markets, boundaries have been redrawn, eliminating 
traditional entry barriers and leaving room for higher level of competition (Blazevic and Lievens, 
2004). As a result, financial institutions have to overcome the new conditions of the markets and act on 
them. 
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Morris (2007) claims that the banking industry is the ideal setting to study organizational change, since 
this is an industry where instability is often present. Adding to this, since the 90s, financial institutions 
in Sweden have to manage the consequences of global finance. According to Soros (2003:365), “the 
Western world has gone overboard in allowing financial markets to function unhindered by any 
government regulation […] financial markets are inherently unstable […] instability is cumulative.” He 
also adds that when allowing markets to expand without regulation for a long time, usually they 
become more unstable and crash. 
 
Nevertheless, the link here with organizational development, is that this instability have been noticed 
for quite a long time, but financial institutions did not respond to their changing environment until they 
had to.  
 
In her analysis Morris (2007:133) highlighted the fact that “environmental constraints cause banks to 
react.” Banks are likely to change if there is a high level of competition but also “banks that are 
dependent upon the government and, thus lack autonomy because of poor financial indicators” (ibid.). 
She also demonstrated that external forces usually reduce “the ability of banks facing internal 
constraints to enact change” (ibid.). In fact, the external environment has an impact on both 
organizational change and organizational behavior.  
 
Other interesting points have been emphasizing by Pfeffer and Salancik (2003), such as “the older an 
organization is, the more likely that it will have the resources to draw upon to enact change” and that 
the lack of resources will have an impact on the types of organizational change. 
 
 
 
 4.2 Crisis Management 
 
 
Everywhere in the world, individuals as well as organizations are affected every day by crises, large or 
small, so it becomes important to take into consideration the understanding of crisis. In today's 
societies, crises have become inevitable and natural in our everyday lives. They are considered an 
“integral feature” in today's modern society (Mitroff 2000:1) and are built into and by the society. 
Therefore, “the notion of crisis has now become an important construct within management” (Smith, 
2006:1).  
 
With a continuously changing environment, organizations need to be more cautious and careful in order 
to overcome those crises that are in the same time more complex and increasing in numbers. A process 
needs to be established to face those crises, management strategies that can be implemented to lessen 
their impact.  
 
In this chapter we attempt to develop our understanding of the processes, procedures and problems that 
are linked to the broad crisis management which includes a definition of crisis and its process, a 
distinction between risk management and crisis management, a definition of crisis management and its 
different frameworks. In order to intervene effectively in both the prevention and management of 
crises, it is important first to understand the nature of crisis. This chapter marks a sense of urgency to 
recognize and learn the nature and processes of crises. 
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4.2.1 Definition of Crisis and Process 
 
It is difficult to have only one unique definition of crisis. It can be defined either in term of causes, 
what is the origin of the source or in term of outcomes, what damage caused. Defined in terms causes, a 
crisis references to “a period of discontinuity, during which the core values of a system have come 
under threat. It is often assumed that such a threat requires the urgent reaction of leaders, who must 
make critical decisions under conditions of uncertainty” (Rosenthal, Boin and Comfort, 2001). Here, it 
is the threat that is the key of the definition. Now defined in terms of outcomes, crisis refers to “a 
breakdown of the organization's core technology, which requires an urgent response under conditions 
of deep uncertainty with regard to the causes and possible solutions of the problem at hand” (Perrow 
1994). Therefore crises here are seen as the result of failed crisis management, in other words as an 
organizational failure. Added to this, Turner (1978) considered crisis as a 'normal' outcome of modern 
organization. In fact, he argues that “the causes of organizational breakdown lie in the efforts to build 
perfect organizations.” 
 
Defined in terms of causes or in terms of outcomes, crises are described as complex and damaging 
events and situations that threaten some or all vulnerable systems of an organization and are difficult to 
deal with (Smith, 2000; Perrow, 1994). 
 
According to Boin (2006:93) there appears to be “an agreement that organizational crises occur after 
vulnerable systems are triggered into some spiral of adverse dynamics”. As a consequence, 
organization's weaknesses are exposed to some triggering events that emerge and then escalate (Smith, 
1990, 1995; Turner, 1976, 1978). Trigger events are not the causes of crisis but are rather part of the 
process through which organization's vulnerabilities are revealed. Quite often organizations do not 
identify those weaknesses “due to a set of processes which generate a form of institutional blindness” 
(Smith, 2006:3). Therefore, crisis generates problems that organizations have to overcome. From 
managing those crises, organizations have developed their own definitions of crisis and developed their 
planning and responses accordingly. 
 
 
4.2.2 Risk Management vs. Crisis Management 
 
It has been shown that we are living today in a 'risk society' which is characterized by higher levels of 
uncertainty and fear among sections of society. Risk is spread everywhere, it “transcends boundaries in 
ways that had never been adequately considered by policy makers and managers” (Smith, 2006:6). 
Thus, risks go along with crisis and organizations need to adapt their management strategies 
accordingly.  
 
Because there are remaining ambiguities with the term crisis, a distinction has been made between 
crisis management and risk management. In fact, the damaging events of crises refer to the term 'risk'. 
In practice, this distinction is based on the recognition of potential risks and the management of crisis 
in itself. However this difference had been dimmed and now the view of risk and crisis management is 
that “failure to manage risks within an organization or society will generate the potential for a wider 
crisis” (ibid. 1). 
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4.2.3 Definition of Crisis management (CM) 
 
The field of crisis management has seen a wide variety of different crises, since the beginning of the 
1980s and has demonstrated that the majority of those crises were “man-made or human-caused crises” 
(Mitroff, 2000:6).  In fact, one of the reasons why the number of human-caused crises increased is 
because most organizations have never been configured to prevent crises or to cope them once they 
have occurred. Furthermore, most of them still do not recognize and understand the importance of 
“both the creation of crisis potential and the subsequent development of response strategies as 
important interlinked strategic processes” (Smith, 2006:103). Therefore, CM provides a unique and 
critical view on the new management styles and types of organizations that is required, to survive into 
nowadays' environment. 
 
As a general definition, according to Regester (2005:197), crisis management “is about seizing the 
initiative – taking control of what has happened before it engulfs the organization. Planning to manage 
crises and issues is the key to corporate survival.” 
 
There is a method, or a general framework, that organizations can use for managing major crises. 
However, even with the best methods or frameworks, organizations can not anticipate and prevent all 
crises. Nonetheless, with convenient and advanced plans, organizations can lessen both the duration 
and the damage caused by the crises. It has been demonstrated that organizations that prepare 
contingency plans in advance to overcome major crises, recover faster and with less damage than those 
organizations that were not prepared (Mitroff, 2000). 
 
 
4.2.4 Frameworks 
 
Because organizations are constantly under market pressures, it is difficult for them to pay much 
attention of planning for the unexpected. However, “crises are often turning points in organizational 
life” (Regester, 2005:196). They are opportunities to take to improve the organization's competence to 
tackle important issues and opportunities to learn in order to prevent future crises. As a consequence, 
organizations need strategic guidelines on which they can act upon and follow. It has been shown that 
planning in advance “makes it more possible to concentrate on the actual problem when it peaks, and 
provides a framework for action” (ibid. 197). 
 
As a result, different frameworks have been demonstrated for conceptualizing the process of crisis 
management. We have found three models of crises management, the first and third models have been 
formulated by Mitroff (1988:68; 2000:31) and the second model developed by Smith (1990). Because, 
the different models have been written at different times, we can observe their evolution. In order to 
better understand and visualize those frameworks, we have incorporated in the text the different 
figures.  
 
The first figure (Figure 2), as its name suggests, is a preventive model of crisis management divided 
into four points: detection, crises, repair and assessment. The starting point detection is considered as 
one of the most important components of CM, “it is logically and organizationally prior to prevention” 
(Mitroff et al. 1988:68).  In fact, all crises, before they actually occur, send out a trail of 'early warning 
signals', which can be interpreted as probable occurrence of a crisis. As a consequence, the primary 
purpose of all organizations is to continuously scan their internal and external environments for those 
early signs of potential vulnerable systems and defects before initiating preparation (ibid.). Because 
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organization will never be perfect in the complete prevention, crisis will occur; however constantly 
testing and revising crisis plan will allow an organization to cope more effectively with those crises, 
“no organization will ever be perfect in the complete prevention of or preparation for all crises” (ibid.). 
The next point is repair which represents the different systems that an organization has established in 
order to contain the crisis and uses as a guideline for “both its short-term and long-term recovery 
efforts” (ibid.). The final point assessment meant to bring up the important lessons that an organization 
has learned from its previous crises and, as a consequence, what changes need to be taken to redesign 
“both its detection, preparation, and recovery mechanisms” (ibid.). 
 

 
Figure 2: A Preventative Model of Crises Management. 
(Mitroff, I. I., Pauchant T. C. and Shrivastava P., 1988:68.) 
 
 
If we cut the model vertically in two parts, on one side we have proactive organizations that use 
previous crisis to prevent future ones and on the other side we have reactive organizations that need to 
provide much effort for recovering because of a lack of recognizing weaknesses (ibid.). The figure 
represents an ideal of what organizations should do in order to reduce their crises potential. 
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In the second model, Smith (1990:154) presents a process of crisis management that includes three 
phases, a crisis management phase, an operation crisis phase and a crisis legitimation phase (Figure 3).  
According to Smith (2005b) the recognition of the state of crisis is an important step in the practice of 
crisis management. By admitting it, managers can start to take action in order to lessen, at least, the 
impact of the crisis on the organization. However this appreciation is, all too often, made when a crisis 
has reached what is called according to Smith (1990:154) “the operational phase”. In this case, 
managers are adopting a defensive approach when trying to stop the crisis to grow further. Therefore, 
an effective crisis management is undertaken before the “operational phase” which necessitates a work 
on the detection of early warnings and vulnerable systems around potential problems. 
 

 
 
Figure 3: Model of Crisis Management. 
(Smith D. and Elliott D., 2006:155)  
 
 
The crisis management phase “represents the period in which the potential for a crisis becomes 
'incubated'” (Smith, 2006:106), the main issue is the role of management in the generation of errors, 
elements such as communication, decision-making processes and culture that generate vulnerability 
and weakened the organization. The operating phase occurs when the crisis reached its peak and when 
“damage is caused or the reputation of the organization becomes threatened” (ibid.). The third and last 
phase is the crisis legitimation phase.  



24 
 

Because crises are inevitable, sometimes “a crisis does not end at the point at which the 'acute problem' 
is brought under control” (ibid. 107). As a result, the crisis legitimation phase occurs when the 
undesirable effects of a crisis expand until the crisis becomes a “reputational problem” which requires 
“a range of processes aimed at securing the organization's legitimacy” (ibid. 107). 
 
To compare with the first model, this model of crisis management has been described into three phases 
of crises. In fact in the first model, it is only at the second stage that crises occur. Before, it is potential 
crises and after this is past crises from which lessons have been learned. It seems that in the second 
model crises are ongoing; the model is repeating itself continuously. 
 
“The Best Practice Model of CM” presented by Mitroff (2000), encompasses the two first models of 
crisis management (Figure 4). The process is divided into five elements that are interconnected. One of 
the key elements of this model is mechanisms in which we can find similarities with the two previous 
models. 
 
In order to have an effective CM, according to Mitroff (2000:39) there are a number of mechanisms 
extremely important in planning for CM that need to be considered and followed before, during and 
after the occurrence of crisis. Those CM mechanisms are used to prepare organizations for preventing, 
recognizing, managing and handling major crises.  
 

 
Figure 4: The Components of a Best Practice Model for CM. 
 (Mitroff, Ian I., 2000:38.) 
 
 
Signal detection is the first mechanism as in the two previous models. Mitroff (2000:40) summarized 
this mechanism as a shift between being reactive to being constantly proactive. Then it is damage 
containment mechanism where it can be found in the second model during the crisis legitimation phase. 



25 
 

In fact, the interconnection of unwanted crisis leads to a spread of the impact; it does not just affect one 
particular sector but the organization as a whole.  
It has been demonstrated that organizations, like individuals, when facing crisis, “use various defense 
mechanisms in order to deny their vulnerabilities to major crises and hence to justify why they did not 
need to engage in effective CM” (ibid. 45). In fact, as mentioned in the first model, it exists different 
types of defense mechanisms but the one which is mostly use by organization is denial. Organizations 
that make use of those defense mechanisms will doubt in the efficacy of CM and as a result, will 
experience major crises more often. 
Even though denial seems to be the main enemy to cope, the growing number of crises has led to an 
increasing number of model organizations that are trying to be proactive instead of reactive when 
preparing and managing major crises before their occurrence. 
 
The differences between this model and the two others are first the fact that crisis is not mentioned in 
the model however risk is and the model is not divided in different stages but it rather includes key 
elements to focus on such as, a classification of types of risks, the different systems that composed an 
organization which are more and more complex, the scenarios of planning for the unthinkable and the 
stakeholders representing the internal environment. 
 
To summarize, in today's societies, it is crucial to understand that crises are an integral part of modern 
societies, to recognize that man-made crises are evitable and to look after forms of signal detection to 
face denial which is the enemy of crisis management. CM is effective if it is done systematically.  
When applying crisis management to financial institutions such as banks, it has been noticed that when 
facing financial crises the common strategies used to resolve them are first “to transfer assets from 
failed financial institutions to institutions that can put the assets to their most efficient” (Ergungor and 
Cherny, 2009:1). Then usually when it gets worth, regulators and policy makers “often resort to blanket 
guarantees […] by providing unlimited liquidity to financial markets” (ibid.). However, today's banks 
try to learn from the past crisis and according to Ergungor and Thomson (2005), to be successful in 
crisis resolutions there are at least two important aspects to follow. Transparency is the first one 
referring to “acknowledged the true value of assets or the condition of troubled banks” (ibid.). It is 
important to detect crisis but to recognize the stage of crisis is more important. Then it has been shown 
that when crisis are handled politically and financially better by independent agencies. In fact, it is 
easier to separate the management of the crisis to special institutions that will not be influenced, for 
example by policymakers and regulators. 
 
 
4.2.5 Conclusion 
 
Even though it seems that the different crisis management models presented here are the best 
frameworks and the best of preventions, it is unfortunately still the case that not all crises can be 
anticipated. However, while not all crises can be forecast, at least all of them can be managed far more 
effectively, if organization detect, recognize and understand their nature. 
 
Concerning the early warnings that crises send, critique has been made by Turner (1978), who did not 
support this conception. Mitroff et al. (1988) claimed that potential crisis, in general, leave a trail of 
early warning signals. However according to Turner (1978), “the real question is about whether or not 
organizations can actually recognize a crisis when it has 'arrived.'”  
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Organizations can get prepared for crises by studying past crises and looking for common patterns and 
similarities between past experience and present situation. From those studies, they can establish 
“visual maps to better understand how crises unfold over time and how they reverberate both within 
and beyond the organization” (Mitroff, 2000). 
 
According to Boin (2006), systems have a tendency to develop an optimal equilibrium between their 
internal and external environments. As a consequence, to maintain that balance, systems must 
continuously change and correct those defects. 
  
 
 
 4.3 Adversity Reaction 
 
 
The intuitive reaction to a recession would be for companies to cut spending, as to minimize expenses 
to ensure the continued existence of the company. To some extent, this is true and can be observed in 
the numerous layoffs from various Swedish companies, such as VOLVO (thelocal.com).  
 
However, cutting back on personnel when demand for the products that the company produces is not 
just ‘tightening the purse strings’, it has to do with reallocating resources to where they are better used. 
However, this intuitive reaction does not always match actual events. 
 
When faced with external financial hardships, companies tend to react in one of two ways. The first is 
attempting to keep the status quo, remaining unchanged in the face of an external threat. The second is 
implementing changes directly attributed to the current threat (Ocasio 1995). These two opposing 
views will be presented in this section. 
 
A threat is defined as a situation where there is a risk of losing assets and where control is reduced. 
This definition combines the theories of Threat Rigidity and Prospect Theory, wherein the first focuses 
on the control aspect and the second on the material aspect (George et al, 2006). 
 
 
4.3.1 Threat Rigidity 
 
Threat rigidity is the tendency to be inflexible when confronting a (possible) adversity. This strictness 
in behavior seems to arise from three different reactions to a threat, the first being a lesser intake of 
information where the company (or rather, its management) reduces the number of information sources 
and focuses its attention on a narrower scope than previously. The second is a tightening of control, 
where lower management and personnel lose some (or all) of their autonomy and must defer decisions 
to upper management and regulations very strictly, and the third which is an attempt to streamline the 
organization and processes in order to save money (Staw et al, 1981). 
 



27 
 

 
 
Figure 5: The Concept of Threat Rigidity. 
(Staw B, Sandelands L, Dutton J, 1981:516) 
 
 
At times when a threat appears, the uncertainty of the situation elicits fear from those who could be 
affected. According to Staw et. al (1981), a person in such a situation might revert to an ingrained 
behavior, even though that specific reaction is completely inappropriate for the situation at hand. As 
organizations (no matter how much they are spoken of as self-aware entities) are run by people, it is 
easy to imagine the familiar reaction also in that setting. 
 
One reason for reacting in a well-known manner is that people do not perform well under pressure. 
Another reason is that people under stress fail to recognize unfamiliar events, and consequently do not 
react to them (ibid.). The two main reasons for a non-response to crises are; Fear, where no one knows 
what to do or how to act, and everyone is afraid of doing something wrong if they were to act. So 
nothing is done instead. And structural issues, where there is not enough information or opportunity to 
perform speedy adjustments (within the company structure) to respond to altered external conditions 
(Barnett and Pratt, 2000). 
 
Related to the threat rigidity theory is the theory that when managers are faced with external threats or 
crises and feel that they lack control over the (external) situation, a normal response is to impose 
changes inside the organization. The ability to transform the company (or parts thereof) gives the sense 
of being in control.  
 
Mainly, it is organizations that are not product oriented that take internal action. Product orientation or 
“prospectors” (Chattopadhyay et al. 2001) entail development of new and unique products (or services) 
to attract customers. The opposite would be “defenders” (ibid.) whose focus lies more on keeping 
existing customers and having long term relationships with them (ibid.). Banks are a good example of 
being “defenders”, it is hard to develop unique products in the commercial banking because all of the 
other banks can create their own version of the product, and thus it will not be unique. 
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Burnett and Pratt (2000) argue that acting rigid when facing a threat (or not acting at all) causes 
companies to miss valuable experiences and learning opportunities, and that most companies have 
realized this. It is therefore important to look at other behavioral models such as prospect theory and 
transformational pressure to get a better overview of possible reactions to external threats. However 
Ocasio (1995) means that rigidity, in not reacting with change, has its positive sides too. It is easier, 
faster and costs less to continue working in the same way, also as the ‘old way’ is a tried and tested 
method, it contains a lot of (previously) well thought out procedures and relies on experience. That 
view does however fully support the notion that threat rigidity is based on fear and anxiety, which is the 
base for the original hypothesis by Shaw et al (1981).  
 
 
4.3.2 Prospect Theory and Transformation Pressure 
 
When facing possible losses, prospect theory asserts that people will seek risks because they have a 
tendency to see the risk of greater loss (with that action) as smaller than it actually is, and the chance of 
gain as larger than it actually is (George et al. 2006).  
 
Contrary to the threat rigidity hypothesis, prospect theory proposes that an impending loss (i.e. a threat 
to the survival of the company) will hasten information gathering, and increase the probability that 
alternative methods that are less accepted and unexplored will be considered. In essence, a threat 
situation changes the focus from the well-known and relatively safe to the new and risky (ibid.). 
 
Generally, external measures carry more risk than internal ones, and as prospect theory asserts that 
threats lead to risk-taking behavior, it is the external behavior that changes. The theory states that when 
the external environment is good, there is no need to change it. But when it is bad the company needs 
to explore the surroundings and find information that will help it and if possible change the 
environment to a more favorable one (Chattopadhyay et al. 2001).  
 
George et al (2006) infers that the external measures will probably be “non-isomorphic” (ibid. 353), i.e. 
measures that are different from other companies structurally, activity- and language wise. By 
searching outside the normal range of actions, companies would take larger risks in hope to find a new, 
more profitable, outline to work in. 
 
The Swedish theory of transformation pressure has a lot in common with prospect theory and threat 
rigidity. Prospect theory states that there is less risk taking in prosperous times, as the incentives to take 
risks are larger when there already is a high probability of loss but smaller when, in good times, there is 
more to lose (Chattopadhyay, 2001). Similarly, transformation pressure states that when there are high 
profits, productivity declines as there are no incentives to be innovative and spend money on research 
and development (Erixon, 2006). 
 
On the other hand, harsh external conditions (such as economic crises) can lessen the tendency for 
companies to increase their output (ibid.), probably because there is less demand in the market. 
Transformation pressure deals more with internal changes, as it is a production oriented theory, which 
is more along the lines of threat rigidity.  
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4.3.3 Conclusion 
 
According to Ocasio (1995), the theories on stagnation and change are not mutually exclusive to each 
other. Adversity does lead to changes in how the organization finds information, and extended search 
methodology (as prospect theory would imply) but it also narrows the field of what is sought after and 
uses already well-known models (as threat rigidity would suggest). 
 
 

Figure 6: The Shift from Changes to Threat Rigidity. 
(Ocasio W, 1995:301.) 
 
 
Note that the above figure presents a very linear model, but as we have explained previously, change is 
complex and crises are very complex, so the model does not accurately present reality. It is only to be 
used as an aid to visualize how Ocasio (1995) describes the combination of the two theories. 
 
When having problems occurring from a threat situation, organizations often use solutions that they 
have used before, and are comfortable with (ibid.). This also combines the two views on adversity 
reaction, with on the one hand satisfying threat rigidity in finding the solutions internally, while on the 
other hand actively searching for and finding a solution as would be more in line with prospect theory. 
 
Ocasio (1995) does not reconcile all the differences between the two theories; instead he provides 
examples for those that do not add up. One reason for some organizations changing while others do not 
is the strength of the organizations core values. If a company has a well-built and pervasive culture, it is 
much less likely to change in face of a threat, for instance. 
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When it comes to banks, it would be natural to think of them as inclined to threat rigidity as they feel a 
loss of control in an external crisis and have little or no opportunity to produce a unique product to gain 
market shares. Also, because one of the most important features in finance is trust, it is important for 
banks to appear stable which is a feat when changing the organization in major ways. Stability and 
tradition could be good arguments for acting in an isomorphic way as well.  
 
Banking and finance are two of the most regulated businesses, and very interconnected throughout the 
world. These two facts make it very hard to change the external environment.  
On the other hand, for the larger banks of Sweden, stability hardly seems to be an issue, and with 
increasing competition from small up and comers in banking, it might be a good idea to separate from 
the crowd. Although Ocasio (1995) is probably right when he proclaims that the opposing theories are 
not opposing at all, and instead complete each other.  
 
 
 
 4.4 Cultural Issues and Management Styles  
 
 
Every day and everywhere in the world, societies, modern or more traditional, are facing the same 
elemental problems but only the answers differ. In fact, living in a culturally diversified world, the way 
how organizations respond to change or manage it will differ from one country to another. With the 
actual expansion of the phenomenon of global convergence, it seems that it might lead to “a cross-
national convergence of management practices” (Holmberg and Åkerblom, 2006:308). However, even 
though globalization may have an effect on management style, it will not have an effect on nationality 
or cultural management style. 
 
Therefore, in order to have a better understanding of the general Swedish attitude in front of changes, 
occurring in the internal or external environment, it is important to look at different cultural issues, 
such as their national culture, their management style or their strategic decision making. 
 
 
4.4.1 Hofstede 
 
The most encompassing cultural study seems to be Hofstede (1980), which gathered extensive data on 
the world's cultures. His research gives insights of different cultures in order to understand why or how 
people of one country are interacting with people of other countries and to know to what extent 
national culture will exert influence on organizational structures and their members' behavior.  
 
Hofstede (1980) sees organizational structures emerging from human preferences shaped by values, 
beliefs and norms embedded in a country's culture. Therefore, the organization and the behavior of 
those associated with it must reflect the characteristics of the surrounding culture.” 
 
When applying Hofstede (1980) findings of four major cultural dimensions, power distance, 
individualism/collectivism, masculinity/femininity, and uncertainty avoidance, to Nordic countries here 
is what stands out. Nordic countries turns out to have a low power distance implying that “subordinates' 
dependence on managers is limited” and communication is direct which imply that managers and 
subordinates regard themselves as equals and “their organizational roles as interchangeable” (Lindell 
and Arvonen 1997:75). Concerning the individualism/collectivism dimension, Scandinavian countries 
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are collectivists, placing more value on group decisions than on individual ones. Nordic countries are 
characterized as feminine which suggests that conflicts tend to be solved by compromise and 
negotiation. Finally for the uncertainty avoidance dimension, which defines the degree to which the 
members of a culture are scared by future and uncertain situations, Nordic countries are defined as 
cultures with low uncertainty avoidance, “managers are more risk taking, have a stronger motivation 
for achievement, and belief in success” (ibid. 77). 
 
 
4.4.2 Nordic Management Style 
 
After looking at Nordic cultural dimensions, we are examining Nordic management style. With the 
globalization of financial markets, it is important to take into account national culture in the 
management of organizations and therefore, there is a need to better understand the different 
management styles of the different countries and especially Sweden. 
 
Hofstede (1983) argued that management styles will never fully merge and asserted that nationality 
influences management. Values, beliefs and norms enclosed in a country's culture affect the behavior, 
goals, and strategies of organizations. 
 
A study of Nordic management style has been undertaken by Lindell and Arvonen (1997) exploring the 
potential existence of a homogeneous Nordic management style compared to other management styles. 
Three management dimensions have been highlighted. Two of them were dominating during the 1950s 
and 1960s, the employee orientation, which implies the degree to which a manager has consideration 
for its subordinates and the task orientation, which suggests the degree to which a manager defines an 
initiating structure for his or her part and the other subordinates' roles.  
 
Nowadays, a third management style has emerged the development orientation. In fact, due to a rapidly 
growing and changing environment, an intense competition had established itself and had influenced 
management styles. With this new type of management behavior, managers became entrepreneurs who 
are experimented, innovative and risk takers when taking decisions or implementing a change. (Lindell 
and Arvonen 1997:74). Although the Nordic countries are usually perceived as homogeneous, in their 
findings, Lindell and Arvonen (1997:85) discovered that there are distinctive cultural differences 
between the Nordic countries that cannot be neglected and therefore, it is difficult to talk about a 
homogeneous Nordic management behavior. However, according to them “it is legitimate to speak of a 
Nordic management culture.” 
 
When combining Hofstede’s (1980) findings of different cultural dimensions with management style 
studies, Nordic feminine countries with short power distance and low uncertainty avoidance use more 
an employee-oriented management. With an employee-oriented management, managers are 
characterized to have more consideration and to lean on their subordinates, they regard them as 
individuals and allow them to participate in the decision process. The human factor is more important 
in Nordic countries than technology. In fact, “high levels of education and strong democratic values in 
the Scandinavian countries lead to an appreciation of human resources” (Lindell and Arvonen 1997, 
80).  
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4.4.3 Swedish Decision Style 
 
Finally, after having established a Nordic management style, we are going to look at the Swedish 
decision style to improve our comprehension of Swedish behaviors towards changes. In fact, as already 
mentioned above, the expansion of internationalization and interdependence of international markets, 
leads to explain variations in strategic decision making in contrasting cultures (Lindell and Arvonen 
1997, 73; Axelsson et al. 1991, 69). 
 
In general, it appears that one of the most direct impacts on the character of decision process is the 
issue for decision, such as a restructuring or the launch of a new product, but the impact of national 
culture, is also likely to influence it. The question is to know to what extent national culture exerts its 
influence on organizational structure and on their members' behaviors. Therefore, it becomes necessary 
to concentrate on specific organizational behaviors rather than common variables of organizational 
structure, in order to be able to build a managerial style. 
 
The concept of strategic decision making style describes “the preferences of managers for certain types 
of situations which allow them to exercise their problem solving skills and to gain satisfaction through 
their successful exercise” (Axelsson et al. 1991;68). 
 
In Sweden, the tension in the Swedish decision making style stems from a belief in negotiation and 
compromise coupled with aggressive corporate strategies. The Swedish decision making style, in terms 
of management, will be characterized by a tendency toward the use of negotiation and compromise 
within a restricted group, as means of making important choices. In fact, it is found in the right to 
negotiate, which is entrenched in Swedish law. The Swedish management style involves abundant 
information research which leads to very long decision process times. However, managers using this 
style of decision making focus on the people aspects of decision making and perform best when 
everything is well-defined (ibid.). 
 
Concerning the Swedish strategic decision making process, other characteristics have been exposed in a 
comparative examination conducted by Axelsson et al. (1991). Their findings are particularly 
interesting when analyzing the Swedish behaviors towards changes. 
 
In fact, the study highlighted the participation, the influence and the decision length during strategic 
decision making. Swedes in strategic decisions are not likely to hold strongly opposing views but tend 
to hold less divergent views more strongly (ibid.). A relevant aspect is the high influence of the external 
environment on Swedish decision processes. In fact, “the state plays a powerful and intrusive role in 
decisions relating to industrial policy.” Due to this important influence, Swedish managers' positions 
views might be affected, even if the state is not an active participant within the organization. However, 
its potential role would be enough to influence managerial behavior. Although the government often 
interferes in corporate affairs, relatively few Swedish firms are government owned or dominated. This 
dominating role of the state in the economic system can be explained by the strong tradition of 
negotiation in Sweden, even if it has been found that there is not a lot of room for negotiation (ibid. 
72). In Sweden, the final authorization of strategic decisions is taken at the board level which highlights 
again the importance of group processes in strategic decision making. 
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The most significant aspect in the Swedish decision making style is the duration of the decision pace. It 
took on average more than 3 years for a topic to emerge, from the recognition to the commencement of 
process time. Then once the process started it took on average 2 years to arrive to an authorized 
decision, “it seems likely that Swedish managers do take longer to make strategic decisions. Compared 
to other countries, decision making in Sweden tend to be lengthy” (ibid. 73). This can be explained by 
the higher number of participants who contributed information in the decision process and by the key 
role of information in the Swedish decision making processes. In fact, they have a tendency to 
undertake specific research activities which naturally bring more interests into the decision field but 
also take a lot of time. 
 
In Sweden, delays or interruptions during the process time are uncommon and are perceived by the 
managers as less serious, even though they felt to have less influence over them. Finally, resistance 
from internal and external elements during the decision process is not considered as a source of delay 
because it is regarded a part of a normal decision making in Sweden. 
 
For the sake of validity of the data collected, there is broad evidence from previous studies “to support 
the claim that cognitive structures are not easily transformed” (Holmberg and Åkerblom, 2006:324). 
Therefore, even though it seems that nowadays, because of the globalization, Swedish managers are 
trying to change towards the new management styles, the Swedish management style of yesterday will 
remain, in a way, the same in the future. 
 
 
4.4.4 Swedish Leadership 
 
In order to complete this understanding of a Swedish management style, we have found recent articles 
talking about the importance of leadership. According to Holmberg and Åkerblom (2006:307), “the 
notion of a Swedish leadership style is still meaningful and valid as a device for a better understanding 
of leadership efforts and cross-cultural interaction.” As already mentioned, the expansion of the 
globalization increases the elimination of cultural differences, nonetheless because of this 
homogenization, the role that nationality and national culture plays, is important in international 
businesses and in the distinction of management style.  Depending on how organizations define culture, 
the role of nationality can be questionable. However, the homogenization of cultural preferences, 
regarding leadership, seems to not working related to culture.  
 
In their research, Holmberg and Åkerblom (2006:310) have demonstrated that the Swedish style was a 
meaningful concept because “Swedish leadership is recognized as such in the leadership literature and 
Swedish leadership differs significantly from that of other countries.” To confirm what has been 
mentioned earlier, Lawrence and Spybey (1986) have described the Swedish decision-making as 
“participative, and reported it is normal for a Swedish manager consult his or her subordinates, and not 
just to consult them cosmetically. There is also a strong desire to achieve consensus, to make decisions 
through democratic processes and cooperation.” However, Holmberg and Åkerblom (2006:312) 
specified that everything depends on which actions are directed. 
 
Other evidence has been formulated by Gumusluoğlu and Ilsev (2009:264) that innovation is the key 
element to compete in today's continuously changing environment. Therefore, organizations need a 
management style that influences innovation and it has been shown that “transformational leadership 
positively influences organizational innovation.” In their study, Gumusluoğlu and Ilsev (2009:264), 
found that the role of the external environment in the support for innovation was modifying this effect. 
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Therefore, it is important that organizations take into consideration their environmental conditions, in 
order to be creative and compete. 
 
 
4.4.5 Globalization and Leadership 
 
 

 
 
Figure 7: Step-by-step management decision process for making ethical decisions in global 
organizations. 
(Robinson, D. A. and Harvey M., 2008.) 
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Because of the globalization, organizations are competing on a larger scale which has a direct influence 
on their way of doing business, “the acceleration of globalization has created a chaotic state of change 
as businesses struggle to adapt to new paradigms of leadership” (Robinson and Harvey, 2008:466). In 
fact, business leaders need to develop new skills, in order to be able “to deal with these new 
multicultural challenges occurring during globalization” (ibid.). The figure 7 above shows the 
implications that new business leaders have to consider when implementing a change. In fact, within a 
culturally diversify world, leaders need to be careful and cautious with the different needs that 
followers may demand, “the imperative to master integrative and synergizing leadership approaches is 
becoming more and more important” (ibid. 477).  
 
 
4.4.6 Conclusion 
 
Even though globalization seems to be central in today's management styles, the role that nationality 
and national culture plays is important in international businesses and in the distinction of management 
styles. For organizations, globalization means “a whole lot more interaction with people from diverse 
cultures, beliefs and backgrounds” (Bowes, 2008:14) which leads to embrace cultural differences for 
the benefit of the organization. In fact, diversity has a key role in today's organization, this is what 
makes its strength. As a result, it increases the “richness of decision making through consideration of 
different viewpoints and perspectives” (ibid.16). Therefore, it is important to make a distinction of a 
Swedish management style. 
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5. Data Collection and Sample 
 
As we explained in chapter 3, this study is a qualitative one, in which we chose to interview 5 bank 
managers about their experiences and thoughts about the current financial crisis, previous crises and 
organizational change and management in general.  
 
 
 
 5.1 Sampling 
 
 
In our research, we used “purposive sampling” (Bryman, 2008:415), where we did not use a random 
sample because we needed our respondents to be relevant to our research question and it was important 
to have respondents from all the major banks in Västerbotten, to get a better overview of the current 
situation and to be able to compare the different banks actions to each other. As Bryman (2008) states, a 
purposive sample is not a convenience sample, which is basically a sample that is readily available to 
the researcher. Although there was some convenience involved in the sampling, as we contacted bank 
managers in Umeå and Skellefteå and interviewed those who were available to us, the sample was still 
chosen with a specific purpose in mind, and we were very clear as to what criteria the respondents 
needed to fulfill. The chosen sample was “selected because of their relevance to understanding” (ibid.). 
We assumed that an employee in a managerial position will have the necessary experience and loftier 
viewpoint than an employee in a non-managerial position. Furthermore, during a crisis situation, 
managers have an important role to play, they are the intermediary between the head office and the 
employees, and receive the instructions of change and implement it. Sometimes they also have the 
authority to decide about change themselves.  
 
The respondents were contacted via email, phone and personal visits. We compiled some information 
about our purpose and focus of the study (appendix 1) to leave with the banks in order for them to think 
about who would be appropriate to interview. Initially we contacted Handelsbanken, Länsförsäkringar, 
Nordea, SEB and Swedbank in Skellefteå and Umeå via email and got an almost immediate reply from 
Handelsbanken and Swedbank Skellefteå, SEB Skellefteå replied a day later. We then proceeded to 
visit all the banks in Umeå with our PM, hoping that the personal touch would give us positive replies. 
We only ever heard from Nordea and Handelsbanken in Umeå, Nordea to quite uncomplicatedly book a 
time for interview, Handelsbanken Umeå voiced serious concerns as to confidentiality issues and 
declined being interviewed. As we then had subjects from all five banks that have a major presence in 
Västerbotten, we did not feel the need to do more interviews in order to fulfill our research purpose, so 
it did not matter that the other branches (Nordea and Länsförsäkringar in Skellefteå and Swedbank and 
SEB in Umeå) never contacted us.  
 
 
 
 5.2 Interviews 
 
 
It became quite clear that the only kind of interview we could do was a semi-structured one, as we had 
a list of topics we needed answered in order to answer our research question and fulfill our research 
purpose.  
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The semi-structured interview is suitable when having multiple subjects, as we needed to compare the 
answers from the different interviews with each other, which might have proven hard if the respondents 
had talked about very different things. The process is still very open and there was room to ask follow-
up questions and individualize the interview depending on the respondents experience and preference 
(Bryman, 2008). 
 
 
 
 5.3 Interview Guide 
 
 
According to Weiss (1994), an interview guide (appendix 2) is a list of areas on which you are looking 
for information, and under each point there is a series of questions or topics to discuss. It is not 
recommended to have a too detailed interview guide, because of the relatively complicatedness of their 
use in an interview setting (ibid.). However, the first step in preparing the interview guide was to get 
acquainted with the theories and secondary source material, and discuss what the focus of the study 
was really and what was important to know. As the financial crisis, and especially the media reports of 
it, has caused a negative view on some of the banks, we were careful to try to not ask direct questions 
about sensitive subjects like the situation in the Baltic region. 
 
There was unfortunately no time to have a pilot study of our interview questions, although we did ask 
our supervisor and people in our vicinity to give us suggestions in order to improve them. Also, as the 
interviews went along we made improvements in the interview guide, dropping some phrasing that had 
proven difficult for the respondents to understand and adding some explanation to what we were 
focusing on. We do not think that the first interviews were less informative; the changes only shortened 
the time we used to explain the intent of the questions. A majority of the questions were however quite 
vague, so that the interviewee would not be led by us as interviewers and our biases would not guide 
the interviewee in any way (Bryman, 2008).  
 
 
 
 5.4 Conducting the Interviews 
 
 
The managers we needed to interview are all busy men with tight schedules, so even though it is best to 
do interviews in a quiet and relaxed setting (ibid.), all of the interviews were done in the respondents 
offices with the possibility of interruptions. The major issue with having the interviews at the 
respective banks was the question about loyalty, the respondents would probably not want to talk about 
their company in a negative way anyhow, but in the work setting they would be even more repressed.  
 
The question of taping or not is somewhat debated. The obvious pros of not having to take notes of 
everything (as we do not know shorthand, there is no way we would have time to keep accurate notes) 
which disrupts the interview, and having a precise record of the interview is met by the con of the 
interview subject feeling constrained by the fact that his or her words are being recorded (Weiss 1994). 
However, none of our subjects had any objections. All the subjects were offered anonymity, but no one 
chose to do so. Before the interview series began, we were concerned that issues of confidentiality 
would interfere with the responses we needed.  
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However, only at one time did an interviewee stop himself and added that he could not show us what 
he was talking about, but instead described the outline.  
 
 
 
 5.5 Data processing 
 
 
After the interviews we transcribed all of the information to have a better overview of the answers, and 
since there were only 5 interviews which on average lasted one hour each, the amount of text is 
manageable. The interviews were done in a very compressed period of time, so there was no 
opportunity to start analyzing the material before we were done with all the interviews as Bryman 
(2008) suggests.   
 
The first step after transcribing was to read through the material to get an overview of the responses, 
after this we read the different responses on a question to start to make a comparison of the answers. To 
add structure to the text we analyzed the different areas of interest in order of the theories, although the 
first chapter with primary data does not use the theoretical frame, it makes it easier to follow the text. 
The second chapter of primary data was done by applying the framework to the responses, and 
analyzed from that viewpoint. The order of the banks is the order in which they were interviewed. 
 
 
 
 5.6 Reliability and Validity 
 
 
One of the problems with interviews is the credibility of the responses. Does the subject want to make a 
better impression and therefore embellishes events? Does the subject present opinion as fact? Does the 
subject accurately recollect events? (Weiss, 1994). It is quite possible that the interviewees presented a 
more positive picture than is really the case, so-called subject bias (Saunders et al. 2000) but most of 
what they said matched with the other respondents and public fact and figures.  
 
Semi-structured interviews change depending on the responses from the interviewee, and are very hard 
to repeat. Since the nature of our study was to examine if there are ongoing changes linked to the 
financial crisis, the issue of reliability and being able to repeat the process and come up with the same 
results is not as valid as if the study was of something more static. As Saunders et al (2000) underlines, 
the value of this kind of research is just that it is flexible enough to study a complex and changing 
situation, and even though a repetition of the study might not be possible, all the data is available for 
exploration and examination of bias and other issues.  
 
Generalization of the study is inappropriate, as the sample and geographical area are quite small. The 
situation is also quite specific; it is in the middle7 of a crisis situation which is unlikely to repeat itself 
in the same fashion, to reproduce the current conditions that this study examines. 
 
 
 

                                                 
7 Beginning, end? Opinions wary. 
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 5.7 The Banks 
 
 
The interviews were conducted on the branch managers of Swedbank Skellefteå, Handelsbanken 
Skellefteå and Nordea Umeå, the Corporate Business Manager of SEB Skellefteå and the Manager of 
the Private and Farm banking at Länsförsäkringar Umeå. To give a better general idea of the interview 
subjects, we will present some basic facts in this section. 
 
The branch manager of Swedbank in Skellefteå, Jan Nygren, has been with the organization since 
2003, first as manager of private banking, and as branch manager since 2005. His experience with 
financial markets is extensive, as he has been in merchant banking for more than 15 years (Nygren, 
2009). 
 
Handelsbanken is a much decentralized organization, in which the branch managers have a lot of 
autonomy. In Skellefteå, the branch is run by Göran Olsson, who has been with the bank since 1987. 
He has worked at a lot of the different Swedish branches, mostly in managerial positions, and became 
manager of the Skellefteå branch in 2006 (Olsson, 2009). 
 
At SEB we interviewed Ingemar Eckeskog, who is the manager of corporate business at the Skellefteå 
branch. He started at SEB in 2001, and has been in his current position since 2007. His experience with 
banking is mainly in the corporate sector, and began in 1991.  
 
In the Umeå office of Länsförsäkringar Västerbotten, the manager of private and farming banking, Erik 
Thoms, spoke to us. His duties are not just in the bank area, but also in insurance. Previous to working 
for Länsförsäkringar, he was at a large Swedish insurance company for 10 years, and has been with 
Länsförsäkringar since 1997. 
 
At Nordea, the branch manager since 2007, Ulf Ejelöv spoke to us. He has some 14 years of experience 
in banking in Sweden, and 8 years of experience in the insurance sector. Besides Nordea, he has 
worked for 2 other Swedish banks. 
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6. Presenting and Analyzing Empirical Data 
 
 
 
 6.1 Background of the Banks 
 
 
The five banks that we interviewed are in some ways quite similar, and would therefore do business in 
similar ways. But there are also distinct differences that could be important to how the banks react to 
crisis situations and their attitudes towards change.  
                                                                                                                                                            

Figure 8: The “big four” banking groups, 2007.  
(bankforeningen.se) 
 
 
The three largest banks, Nordea, SEB and Swedbank8 share a similar history. The three started out as 
small banks over a hundred years ago, with names like Wermlandsbanken (nordea.com), Stockholms 
Enskilda Bank (seb.se) and Göteborgs sparbank (swedbank.se), but through acquisitions and mergers 
the three have grown to very large companies, especially over the past 10 years. Today, the big three 
have more employees abroad than in Sweden (bankforeningen.se), and are now more Scandinavian or 
Nordic banks than Swedish ones.  
 
 
 
When asked about what distinguishes Swedbank from the other banks, Jan Nygren (2009) replied 
                                                 
8 Although SHB has a larger total balance, Swedbank is a larger organization with more employees and offices around the 
world, and that is more important to our conclusions. 
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(among other things) “in…1999 I think, most of Swedbank was actually Swedish banking, but 
nowadays it’s 60% of the business is outside of Sweden.” The development has been quite rapid, in 
large part to do with the acquisition of the Estonian bank Hansabank (swedbank.se). This is similar to 
Nordea's recent history, as the merger to become Nordea was in 2000 and consisted of banks from 
several countries forming one large, international bank. Branch manager of Nordea Umeå, Ulf Ejelöv 
(2009) believes that because of the aggressive nature of minority owner Sampo, Nordea will be “much, 
much larger in just 2 or 3 years”.  
 
Although Swedbank and Nordea share a similar history, SEB and Swedbank are the ones who are most 
alike. SEB has, like Swedbank expanded during the last 10 years, mainly by acquisitions. In fact, the 
organizations are so similar that they were planning a merger, but were stopped by restrictions from the 
EU (seb.se).  
 
In contrast, Svenska Handelsbanken (SHB) does most of its growing by starting new branches, Göran 
Olsson, Branch Manager for SHB (2009), tells us, “in an interesting city, we’ve found the right 
person… and given them the mission to start a new branch. This way to grow is the SHB thought.” 
Unlike the first three, SHB has a much more conservative mind-set towards business and risk, which 
Olsson (2009) repeats throughout the interview. The attitude within the bank seems to be one of caution 
and suspicion, where only SHB can do things the right way. If you buy something, Olsson (2009) says, 
you don’t know what you’re buying.  
 
Swedbank, Nordea and SEB are all very set on change and innovation, and they seem to have a much 
more competitive environment than SHB or Länsförsäkringar. According to SHB’s brand manager 
Olsson (2009), the idea of sales competitions or competing at all seems abhorrent, while Nordea's 
environment is all about competition, with open calendars for everyone to see how any employees 
schedule looks, and daily accounts on how much each employee contributes to the company (Ejelöv 
2009). Both Länsförsäkringar (LF) and SHB do however consider the strategies and activities of their 
competitors as a large motivation for development (Thoms, Olsson 2009), even if SHB takes a back 
seat to the other banks and waits to see how innovations develop and are received by the customers 
before they act on them themselves (Olsson, 2009). 
 
LF is a cooperation, i.e. it is owned by its members (customers). This is a fundamental issue for the 
company that only started their bank to be able to protect the insurance part of the business when other 
banks were starting to get into the insurance business also (Thoms, 2009). The motives for the change 
was not expansion as such, just protecting the business that they already had. As LF does not have the 
pressure from shareholders to show increasing profits each fiscal year, the focus is not on expansion 
(like the larger banks) and especially not expansion by innovative means, the focus is instead on 
remaining a stable company. Similar to SHB, LF follows the market and competitors actions, rather 
than being the forerunners for advancement (ibid). The most obvious similarity is however how both 
SHB and LF are very geographically restricted and flat organizations, with LF having different 
companies for each region (ibid.) and SHB believing that “the best decisions are made as close to the 
customer as possible… if you know your customer, you will make a better decision” (Olsson, 2009). 
 
 
 
 
 
In short, Swedbank, Nordea and SEB are the largest banks, with the most employees and offices that 
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cover the largest geographical areas. They are also the ones that are competitive and take the most 
risks. In comparison, SHB and LF works in a very regional way and avoids risk by following the trends 
in banking, rather than starting them. These different approaches to customers, banking and doing 
business have affected the banks' reaction to financial crises and the measures and the changes resulting 
from it. 
 
 
 

6.2 Organizational Development 
 
 
In order to understand how the different Swedish banks respond to changes that surround them, we 
asked them general questions about change or factors that lead to change and then specific questions 
according to their organization. 
 
 
6.2.1 Swedbank 
 
Nygren (2009) agreed with the fact that all organizations must change to survive and according to him, 
there is a strong link between society and banks. They have to interact, they are interconnected and 
depend on each other. However, it seems to go only in one direction. When the market changes, the 
banks need to follow and usually it is difficult for banks to go against the market's needs. “You have to 
change your organization” (ibid.) in order to respond and adapt the organization to the changing 
society. 
 
Swedbank responds to the changes in its environment. In fact, if the external environment changes, 
they have to reply to it. There are no other solutions left than reacting on the continuously changing 
external environment, if the organization wants to be ahead of things. 
 
According to Nygren (2009) a factor that leads to change is a changing external environment. It affects 
first the customers' financial abilities “they lose their job, some of them lose their income” which has 
an impact on their way of living and therefore has a direct influence on banks. As a result, it affects in 
the same time individuals as well as companies and then involves financial institutions. Adding to the 
changing effect of the external environment, it is also important to take into consideration its growth. 
The environment is changing everyday but also evolves faster everyday, “companies that are customers 
here at the bank […] lost 70% or 80% of their turnover in just 7 or 10 months” (ibid.). As a result, 
today's decisions at Swedbank, need to be taken as fast as changes in the environment come and go. 
 
The majority of the crises are unplanned crises otherwise people would have taken preventive measures 
to cope with the crisis more efficiently or to simply avoid it. As Nygren (2009) notified, the last three 
crises that Sweden has faced, the one in the early 90's, the IT-crisis between 2000-03 and the current 
one, “were very hard to see”. All three crises were unplanned because it was difficult to detect early 
warnings and to take actions upon them. Even though financial institutions always try to plan for the 
unexpected, it is still tough to foreseen the unthinkable ones. 
 
 
 
Swedbank, as Nygren (2009) reported it, is “financially well-prepared” to manage any kind of crisis. In  
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fact, in order to be well-prepared and able to meet the market needs, Swedbank “have a strong balance 
sheet” with an important proportion of equity, to cope with possible losses. However, it is not all about 
to be financially prepared but also being prepared within the organization, “this is not just a matter of 
money, it is a matter of brain power” (ibid.). Swedbank is constantly updating its customers’ 
information, “we spend a lot of time to  visit our clients” (ibid.). Consequently, because banks and 
customers will be both affected in case of crises, communication is really important between them. The 
earlier the bank will know what is going on the best it will be.  
 
 
6.2.2 Handelsbanken 
 
“Of course an organization has to change to survive” said Olsson (2009). Organizations need to have an 
attitude that goes towards the environment. For SHB, to respond to the changes of its environment is 
important and to react upon those changes can be seen as an opportunity to take (ibid.).  
 
Factors that lead to change are more external than internal. As Olsson (2009) stated “one is obvious 
right now, the financial crisis”. So what SHB is mainly doing right now is following and adjusting 
towards the changing environment but as Olsson (2009) said “always with a rather conservative view” 
which implies that internally nothing will change. Therefore for him, there are no internal factors that 
may affect their decisions “we don't have a central headquarter strategic department that does our 
thinking for us. We have to do our own thinking.” The only change that Olsson (2009) could think of 
was organic changes “old values go out, new values come in.” 
 
According to Olsson (2009), SHB is “a very strong bank”. They have a different strategy, they “don't 
have budgets” as many other banks can have. In fact, for SHB budgets are not necessary and have been 
not used since the beginning, instead they prefer to based their effectiveness on “a profitable 
relationship” (ibid.) with their customers. As in Swedbank, it is not all about money but about 
employees professionally skilled when analyzing customer's needs and demands. 
 
 
6.2.3 SEB 
 
According to Eckeskog (2009), the changing environment modifies customers' needs, they demand 
more “from their financial partners than before” therefore it is important that SEB change too. Again 
because the “environment has changed, demands have increased”, last year SEB had to unfold a project 
to make sure that all its employees, especially managers, want to be and take part of this ongoing and 
changing environment that SEB has to follow and face. For them, it has been a new way of 
approaching those new demands “one of the sign that we have changed” (ibid.). 
 
Like Swedbank or Handelsbanken, SEB responds to the continuously changing environment. Therefore 
as mentioned by Eckeskog (2009) “external factor is the key”. In order to be competitive, efficient and 
on the top, SEB had to change. In fact, SEB has been subject to changes in the early 90's and has 
learned from the past. Today “we're still living from the consequences” which can be an explanation 
why SEB is not facing many negative experiences from the current crisis and why they are prepared to 
face the actual crisis (ibid.). 
 
 
6.2.4 Länsförsäkringar 
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For Thoms (2009) it is obvious that an organization must change and for many reasons. One of the 
most important reasons is the continuously changing environment, another reason is internal pressures. 
Länsförsäkringar had to respond to the changing environment. In order to maintain and protect their 
“leading position” on the insurance market, they had to undertake an important change, introducing 
banking services. Since they could not expand anymore on the insurance market and in order to be 
competitive, in 1996 LF started the banking business part, turning into a universal provider of financial 
services. However it was not the only reason why they had to start selling bank services. Competitors 
started to offer insurance services. As a consequence, LF had to counter by playing the same game as 
them and proposed banking services.  
 
The majority of factors that can lead to change, according to Thoms (2009) are all linked to the external 
environment. First external factor is the competition. LF looks really closely to the “other companies' 
strategies” (ibid.) and their market share expansion. LF is constantly acting upon its competitor changes 
or developments, they always consider them as a source of potential change. Besides, now LF must be 
more attentive because banks are growing faster and “taking bigger parts of the market” on the 
insurance market. Then, Thoms (2009) referred to the consequences of the actual financial crisis on 
their organization. Even though they have “lost a couple of insurances” since the beginning of the crisis 
they still get more in return as they have attracted new customers.  
 
According to Thoms (2009), it has been 12 years that they have been in the banking system and so far 
they have not felt any kind of threats that might interfere with their business. Take the example of the 
current financial crisis, Thoms (2009) reported that they were kind of the “winner” in the financial 
crisis because right now they gain from the other banks' problems. In the last 6 months, the speed of 
their growth has doubled. One reason for this change can be explained by the fact that the insurance 
market was not affected in any kind of way or at any time by the financial crisis. 
 
 
6.2.5 Nordea 
 
As with the other banks, Ejelöv (2009) agree with the affirmation that organizations change to survive. 
According to him, it is all about pressure “if there's no pressure there's no development”. He thereby 
claims if the environment was not continuously changing, banks would not have to develop and expand 
their organization which can be seen as negative. 
Furthermore, change has evolved over the years and now it is more “a constant improvement”. Ejelöv 
(2009) compared the development of changes, with “a stair case” used before and “a curve” right now. 
As a consequence, the time between changes is shorter, when one is implemented another one arrives. 
The actual pressure from outside of the organization leads to “always new things that are being 
implemented in the organization” (ibid.).  
To show the expansion of change, Ejelöv (2009) observed that, because Nordea is a Scandinavian bank 
working with a lot of countries, adding to this external pressure, there is also pressure coming from 
within the organization. To deal with other cultures, other demands and needs, Nordea has to change 
even more often which “can be kind of tough”. 
 
 
 
 
According to Ejelöv (2009), Nordea is definitely responding to the changes in its environment. In order 



45 
 

to stay on the top of the changes, Nordea is today, comparing to other banks and according to Ejelöv 
(2009), “very forward technically”. Because the demands and needs of the market are constantly 
growing, Nordea has had to adapt its organization to the environment. To maintain a good relationship 
with their customers, Nordea had to transfer some of the practical production to central institutions 
situated in different places in Sweden.  
 
The competition seems to be the main factor to change in the case of Nordea. As a consequence, they 
need to constantly pay attention to what the others do and react on it. According to Ejelöv (2009), 
Nordea is “very well-prepared” and ready to encounter any kind of new market requirements. To do so 
at Nordea, the competition is also present within the organization. Employees are trained to work under 
pressure and in “a very competitive environment to work” (ibid.).  
 
 
6.2.6 Comparison 
 
All banks agreed with the idea that organizations that are constantly changing is not something new. It 
has been this way for many years now that organizations are responding to their environment. But what 
is different today is that organizations are facing an environment that is continuously changing and 
growing faster every day.  
 
SHB will add that organization has to change in attitude. It is a behavior that organization has to adopt. 
Nordea will use the term pressure rather than changing environment. Those pressures have the same 
effects, they force organizations to change. Without this constant pressure, organization will not 
develop. Besides, today's pressures are not the same as 20 years ago, today new factors have to be 
included, such as cultural issues. 
 
Change is considered for most of the banks as something mandatory, they have to. For Swedbank and 
Nordea, they have to change because customer's needs have changed and increased. For LF, it is the 
competition that made them changed. In contrast to the others, SHB considers change as an 
opportunity. They do not have to change, they take the opportunity to change or not. This 
differentiation from the other banks can be due to the conservative view that SHB has when talking 
about change.  
 
External factors are definitely leading to change. For Nordea, SEB and LF, competition is the external 
factor that influences to change and for Swedbank and SHB, it is more the environment as whole, with 
for example the current financial crisis, it is not just competition. 
 
Finally, all 5 banks are well-prepared to manage crises of any kind. However each bank has their own 
way of being prepared. Swedbank is in the same time financially and intellectually prepared, SHB's 
strength is their customer's profitable relationships, SEB has changed and learned from the past, LF has 
always been ready since 12 years now and Nordea is “a very high selling organization” (Ejelöv 2009). 
 
To summarize, in all 5 banks the one thing that is certain, is that the external environment is a key 
factor in organizational change. 
 
 
 

6.3 Crisis Management 
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Now that we have looked at the organization development, we will focus on how the different Swedish 
banks manage, in general, crisis when it occurs. Because the field of crisis management is expanding 
and because the notion of crisis has now become an influential component within management, it is, 
therefore important for organizations to establish procedures and rules and  maybe to have a specific 
division, within the organization, able to manage crises when they arise. Because all crises, before their 
occurrence, send out early warning signals, organizations should be able to pick up and act upon them 
in order to prevent coming crisis. 
 
 
6.3.1 Swedbank 
 
In the case of Swedbank, Nygren (2009) reported that they do not really have a special team or special 
department or they do not consider them are 'special'. For instance, there is a credit organization which 
is permanently checking early warnings “no matter if there is a crisis or not” (ibid.). They also have 
employees who are only responsible for managing the bad loans but for Swedbank those are not 
'special teams' and therefore do not need them forever “no not at all […] when the time get better […] 
we will go down to a more normal organization” (ibid.). 
 
However, depending on the kind of pressure, Swedbank will still have teams responsible for managing 
it, such as communication right now. In fact, Swedbank is facing a lot of critics concerning how they 
are managing the actual financial crisis, which is one of the reasons why it is “very important to 
enforce the communication ability internally” (ibid.). In order to respond to the external pressures that 
force organizations to react on it, Swedbank needs to find solutions such as establishing special teams 
to cope the situation. They had, for instance, to increase their information department. Nowadays, it is 
important to develop information processes in order to respond very quickly and accurately to the 
problem. With Internet and new technologies, organization needs to be careful and make sure that 
everybody understands what is “the true picture of what's really happening” (ibid.). To be efficient and 
able to prevent future problems or misunderstandings with their employees, Swedbank's managers 
spend a lot of time in updating the information.  
 
An important aspect here is that managers and employees have built “a very good 2-way 
communication” (Nygren, 2009). For instance, to get together to discuss about employees' worries 
about today's articles, shows that Swedbank tries to anticipate eventual problems before their 
occurrence and therefore communicate more efficiently when there is, in both directions, a flow of 
information, “it's very important to have a dialogue” (ibid.). 
 
 
6.3.2 Handelsbanken 
 
Handelsbanken do not have a specific department within the organization that is in charge of managing 
crisis when they occur. At the local branch, when a crisis affects their business, they have to take all the 
decisions by themselves without the influence of upper levels in the organization, “we have to make the 
decisions and then we have to take the responsibility for our decisions” (Olsson, 2009).  
 
 
Knowing that SHB has not changed its management style since the 70's, which implies a much more 
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conservative mindset towards business and risk, including change, it seems unnecessary to them to 
have a specific department or team within the organization responsible for crisis management.   
 
 
6.3.3 SEB 
 
At SEB when it comes to customers, depending on them and certainly on the amount of money 
involved, SEB have specific procedures in place to follow in case, for example, of bankruptcy. 
Otherwise, they have specific departments with people that are responsible for managing crisis.  
 
When it comes to businesses that are showing some weaknesses in their cash flow, SEB will do 
everything to detect early signs of mistrust and for instance will “try to keep them very close to us, to 
get information about their coming businesses and how they will cope that” (Eckeskog 2009). If, at the 
branch level, they “feel uncertain about their future” (ibid.), they will degrade those businesses and 
then send them to the specific crisis department where they will take over the situation. 
 
 
6.3.4 Länsförsäkringar 
 
Like Handelsbanken, Länsförsäkringar does not have a specific department established for managing 
crisis, “if there will be a crisis we would handle it on our own here in Västerbotten, […] we can take all 
the decisions” (Thoms, 2009). Because, Länsförsäkringar consider themselves as a stable and solid 
company, they do not need special divisions, instead they are very prudent when examining their risk 
exponential, including the number of market shares they owned.  
 
The reason why they have to be very careful is because they are owned by their customers and 
therefore need to continuously pay attention to their needs and also because Länsförsäkringar need 
them in order to exist. 
 
 
6.3.5 Nordea 
 
When it comes to customers, depending on the amount involved, specific teams will be assigned to 
take care of these specific customers. Those specific teams are not permanent because, as Ejelöv (2009) 
explained it, Nordea has “a quite extensive credit risk system that gives us first of all, early warnings” 
on which they can start acting on. However, they have “special credit analysts” (ibid.) that are 
supporting the specific teams when it is needed. 
 
When asking the question about procedures and policies to prevent crisis, Ejelöv (2009) responded 
with an “oh yes!” and added “this is a bank, we deal with risks!” Because banks are dealing everyday 
with risks, they must protect themselves by establishing rules and procedures in order to prevent them 
from eventual risks. A lot of work has to be done then first internally to make sure that those policies 
are updated and adapted to the market needs. 
 
 
 
 
6.3.6 Comparison 
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Crisis management seems to be here an integrated component for all the banks. Although, for some of 
them, the assignment of specific teams is not permanent, crisis management still requires a lot of 
cautiousness and responsibility when handling a crisis. It appears that all of the banks are using the 
same crisis management mechanism which is to anticipate and detect early signals in order to prevent 
crisis before their occurrence. If this mechanism is in place before a crisis occurs or not, they will be 
able to intervene effectively in both the prevention and the management of crises. 
Nevertheless, when comparing the different banks, it appears that SHB and Länsförsäkringar do not 
have specific crisis management department or teams, they both have to take decisions by themselves 
and are responsible for them. In the case of SHB, it is due to the close relationship that they preserve 
with their customers and which is today their strength. 
 
 
 
 6.4 Previous change 
 
 
6.4.1 Swedbank 
 
Swedbank has gone through many different stages, as the now large company started out as individual 
small banks that eventually banded together to form Sparbanken Sverige and, in 1997 joined with 
Föreningsbanken to form the company we now know as Swedbank, under the name 
Föreningssparbanken (Nygren 2009). When asked to describe some previous changes in the 
organization, the predictable choice was the reorganization from Föreningssparbanken to become 
Swedbank in 2006.  
 
The main reason behind this change, Nygren (2009) states, was the need to have a name that could be 
used internationally and especially in the Baltic States. This was of course a planned change, and a 
process that according to Nygren took about 2.5 years in total. The “new” Swedbank needed to be 
united under a trademark and share certain values throughout the world, which the “old” 
Föreningssparbanken had not been able to provide. The route to change did not involve the employees 
of Swedbank, even though Nygren acknowledges that for “employees who have worked under the old 
name for 20 or 30 years… it is a big thing to adapt to a new name and a new symbol” and also infers 
that you have to have a good dialogue between management and regular staff (ibid.). 
 
Even though there might have been advantages in listening to employees with long records in the bank, 
as it seems that keeping with the traditions of the old bank was, at least of some importance to the new 
trademark. That can be observed in the classical oak tree9 and coin that were included in the new trade 
mark, symbolizing stability (and money). But the wreaths that were the symbols of the heritage from 
the agricultural Föreningsbanken were removed to appease the new(er) markets of the Baltics and 
Russia, for whom the wreaths are symbols of communism-the opposite of commercial banking!  
 
Instead of integrating the employees into the development process, the effort was put into measures like 
activities meant to strengthen the connection between the new trade mark, its values, and the workforce 
(ibid.). 
 
                                                 
9 Supposedly the so called Kungseken outside of Uppsala was the inspiration for Spareken (wikipedia.org) 
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Swedbank has a continuing change-process, which according to Nygren (2009) is because of the 
demand from customers that the bank should be more efficient. The goal is to do things 10% better 
every year, as customers expect either more for their money or to pay a lower price for their serviced, 
however the bank would not be able to cut 10% of their costs each year to make the second option 
viable. 
 
 
6.4.2 Handelsbanken 
 
Handelsbanken (SHB) is, by the branch manager Göran Olsson’s (2009) account, a very conservative 
bank and does not make larger changes within the organization. They have had the same policies since 
the early seventies, and as SHB has been among the most popular Swedish banks, both in the private 
and commercial sector for almost two decades, they policies have indeed proven “to work and there’s 
no reason to change” (ibid.).  
Although there have been no greater changes in SHB, as they adjust to the times and to new 
technology, changes are applied. When new services appear on the market, SHB waits to see how they 
do in the other banks before they offer them to their own customers. Changes such as the gradual 
outsourcing of bank business to the customer himself, through phone- and Internet banking have been 
done “the Handelsbanken way”, meaning that the services are not to be sold for the sake of selling or to 
save money for the bank by converting traditional bank customers into Internet customers and thereby 
being able to close down smaller, less lucrative, branches (ibid.). 
 
The change towards a more technological, and less personal, bank has happened gradually at SHB. The 
focus is on retaining current customers more than on getting new ones, and that is one of the reasons 
why SHB tries to keep the individual contact with the (existing) customer and wants him to keep 
feeling connected to the local branch, which is why even the start page for the Internet office is specific 
for each branch (ibid.). The flat organization of SHB gives the head office little power over the 
individual branches and is possibly one of the major reasons for why change is scarce there. Most of 
the branches are in small communities all over Sweden, and change comes slowly to such places. Many 
smaller villages, especially in the north of Sweden, have an aging population with a mindset of ‘let 
things be done they way they always have been’. As the customer is so visible in SHB, the general 
attitude towards change might rub off. 
 
The head office seems to pay attention to the branches, as new developments always get run by focus 
groups from branch offices and there is a lot of two-way communication (ibid.). The Skellefteå office is 
quite a big branch in SHB, with 20 or so people, and it has a very open atmosphere that probably makes 
certain that the management hears a lot of customer opinions and is affected by them, many offices are 
quite a lot smaller and this link will be even stronger there. However, a big part of why Handelsbanken 
does not change, policy- and organization wise, is most likely that it works. In good times, the bank 
makes a moderate (to good) profit and in bad times it makes a smaller (or no) loss than its competitors.  
 
 
 
 
 
 
 
6.4.3 SEB 
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SEB has gone through a larger change this past year, executing a new competence program and 
changing the way that the bank operates. This change (which is still in process) is called “Lean 
Production” and comes from the automotive industry. SEB has looked at Toyota, and their “Lean 
Manufacturing”10 (Eckeskog 2009), which has reshaped the way many industries, beginning of course 
with the automotive one, are run. 
 
The changes within the company means, among other things, that there is now follow-up on everything 
that happened during the day, discussions about how to cut time-waste and minimize the different 
processes. The planning and implementation of this new way of working (and thinking) took a long 
time, Eckeskog (2009) says, in the northern branches the realization of the project started in the spring 
of 2008 but it started in the southern parts of Sweden more than 3 years ago.  
 
Some of the planning was open, according to Eckeskog (2009), and mostly the change was received 
well by the employees. However, as there have been so large changes within the bank, all the managers 
in the northern parts of (Swedish) SEB are going to “see which persons are fit to stay in the bank” 
(ibid.), which, in the context of receiving change in a good way, might have influenced how employees 
have taken to the new order. As the project is described as a “McKinsey11 co-piloted” (ibid.) one, it 
seems somewhat unlikely that the influence from employees could have been very large. 
 
The change seems to be aimed more towards the environment of the personnel than the customers of 
SEB, but Eckeskog (2009) “hope[s] that it’s easier to get in touch” with the bank.  
 
 
6.4.4 Länsförsäkringar 
 
Länsförsäkringar (LF) is quite a young bank, expanding from being only an insurance company in 
1996. So, it is natural that the bank has not gone through a lot of big changes. The only larger 
transformation (aside from the development into the bank business) happened in 2007, when the bank 
side and the insurance side were integrated. The purpose of the change is to reflect the shift from a 
product oriented view to a customer oriented view. The goal of this customer focus is for more 
customers to choose LF as their full service provider, for the customer to use LF for all of his financial 
and insurance needs (Thoms 2009).  
 
As all the 24 regional LF companies are their own companies12, the individual companies are not very 
large and do not have very many employees. This makes it easier to have an open communication 
between staff and management, and there is not very much distance between the newest employee and 
the CEO. Also, because the customers are in fact the owners of the company, and it is the employees 
that primarily deal with the customers, there is much incentive to have an open two way-
communication to keep in touch with the people ‘in charge’.  
 
 
6.4.5 Nordea 

                                                 
10 Going lean is to focus on eliminating waste (materials as well as time) throughout the production cycle by, for instance, 
reducing the complexity of operations, developing better tools and applying Just In Time-production. Scherrer-Ratje et al 
2009. 
11 A management consulting firm (mckinsey.com) 
12 That together own the national Länsförsäkringar AB 
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In the year 2000, the Swedish bank Nordbanken joined with other Scandinavian banks to form Nordea. 
As the banks all had different goals and values, it was important to work with the trademark and what 
values it should include. The large new bank has the opportunity to offer a lot of services to its 
customers, services that would have been too expensive for the individual banks that make up Nordea, 
but that now has enough customers to make the services worthwhile. (Ejelöv 2009) 
 
The change gave the bank an opportunity to really rejuvenate itself, and Ejelöv (2009) believes that the 
bank has a “fresh and new” (ibid.) feel to it, this freshness comes with positive associations such as 
being proactive, working in teams and being interested in the customer, (ibid.) indicating that such 
associations do not come with having a very long history.  
 
Nordea wants to be perceived as just one bank, no matter where in the world its customers happen upon 
it. Therefore the organization has the same goals, values and procedures everywhere, and to change in 
one country the change must be performed in all countries. Since there are very different management 
styles in the different countries, the deliberations surrounding change are quite long. The joining itself 
took quite some time to finalize, to merger IT-systems and so on (Ejelöv 2009).  
 
What is obvious about Nordea is that the only route for them is expansion, and the fact that minority 
owner Sampo Oyj13 has a quite aggressive business model (when it comes to purchases and growth) 
implies that there will rather be more than less focus on expansion in the future (ibid.).  
 
It is not hard to see that the relatively new company prides itself on being innovative and proactive, and 
that it has great plans for the future, however since the higher management from the different nations 
has a lot of cultural issues and old habits to work through when they sit down to discuss change, they 
might have some problems keeping themselves “fresh and new” (ibid.). Even though organic 
development (i.e. bringing new people into the organization when the older generations retire) always 
occurs, the development will be severely halted if the opinions and suggestions from the different 
regions do not reach the top decision makers.  
 
 
6.4.6 Comparison 
 
In all the 5 banks, two things are certain; the first being that change happens, even if it is just to follow 
the times. The second is that change usually happens for competitive purposes. Other than that, the 
same pattern keeps emerging. The 3 largest banks are all about change, to constantly try to improve the 
way they do business. Streamlining and trimming the fat out of processes, keeping better tabs on the 
employees and what they do with their time, to be as effective as possible.  
 
SHB and LF are less directed towards change, possibly because those kinds of decisions are mostly left 
to the local and regional branches which are more reactive and change when their environment calls for 
change. 
 
 
 
When thinking about the companies reacting to threats and external crises, the larger, change-oriented 
                                                 
13 Sampo Oyj increased their ownership of Nordea stock from 15,02% in Oktober 2008, to 16,1% at the end of April 2009 
(wikipedia.org, nordea.com) 
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companies can be said to have a high level of readiness for change, as they are accustomed to 
implementing new procedures. On the other hand, the ever-changing environment might make it more 
complicated to know how to react to unexpected events, for instance if there is a change in progress 
that has not yet been completed.  
 
In contrast, SHB and LF are very stable organization-wise and would not have the same kind of 
problem. However, they are less accustomed to change and might therefore have problems 
understanding how to best implement changes, or simply be resistant to them, the employees or 
managers being too set in their way to be able to accept change.  
 
 
 
 6.5 Financial Crisis 
 
 
6.5.1 Swedbank 
 
Nygren (2009) says that Swedbank noticed the first signs of the current financial crisis (FC) in June of 
2007, as some of the most imaginative financial instruments were due to pay, the spread of interests 
were rising, and there was some insecurity in the market. There was “some kind of worry about these 
kinds of instruments” (ibid.), and the chairman of Swedbank publically expressed concern about the 
high ratio of lent capital in company acquisitions (ibid.).  
 
Swedbank did not take any action towards easing the FCs effects until the autumn of 2007, when it 
became very hard to obtain money on the market. As Swedish banks had not been speculating in these 
kinds of risks, it was easier for them to obtain capital than for say, American banks. However, as the 
macroeconomic situation worsened, the industries (such as the forest and car industries) became more 
and more affected, which in turn affected the banks of the companies in trouble (Nygren 2009). 
 
The FC has affected Swedbank somewhat more than the other banks, except perhaps for SEB, because 
of their involvement in the Baltic States. But Nygren (2009) states that the Swedish banking industry in 
Swedbank had the best first quarter in 5 quarters, but as he did not expand on this statement and we 
cannot find any support for it in the income statement in the interim report January-March 2009 
(Swedbank 2009), we remain skeptical.  
 
According to Nygren (2009), the impact for the branches in the municipality of Skellefteå (as this is the 
only branches he has insight into, these are the ones he talks about) has been a need for closer 
monitoring of loans and increased communication with the staff. Loans with higher risks have swelled 
from 40 or so loans to 150 loans since the start of the FC, and have to be monitored closely. Other loans 
are also getting more scrutiny, as the routine of evaluating loans have changed from once a year to 
every three months (ibid.).  
 
 
 
 
 
 
For Swedbank the major impact of the FC is in the Baltic countries, but as the entire organization is 



53 
 

affected by the losses made in other countries, the Swedish customers have been affected by the rising 
cost of Swedbank. The rising costs may however not have been noticed very much if the media had not 
made large headlines about it. Through a link found on the first page of aftonbladet.se14 we find an 
article portraying Swedish customers of Swedbank as the great losers of the FC, ending with the quote 
“But if you want to be a part of paying for the losses you should of course stay [a customer]” (Creutzer 
2009) and underlining the ease of switching banks. Such articles and other negative portrayals in the 
media will reach many customers of Swedbank, and influence them.  
 
Customers are not the only ones receiving the media message, employees of Swedbank are recipients 
too. Swedbank has meetings between managers and employees every 2 weeks or so, where the 
manager talks about the situation in the company and the media depiction of current events (ibid.), to 
counteract the negative image.  
 
 
6.5.2 Handelsbanken 
 
According to Olsson (2009), SHB first noticed the FC in the autumn of 2007 with the crash of the 
American house loan market, but did not feel any effects themselves until the beginning of 2008 when 
it started to get more expensive to get the liquidity they needed, which lead to SHB having to increase 
their prices. The central SHB made a plan to make sure that their liquidity needs were to be met for the 
foreseeable future.   
 
The core of SHB is the local branch. That is where the decisions and strategies are made and followed 
through. The branch follows the local market, and adjusts to the condition thereof. For example, when 
house prices go down, the bank is more careful with lending to prospective house owners. Some things, 
such as the interest rates for house loans and deposits, are however in the hands of the Head Office and 
have been changed as a result of the FC (ibid.).  
 
SHB chose not to participate in the Swedish Funding Guarantee Program; Olsson (2009) cites the loss 
of control as the main reason. The main thing for SHB seems to be stability, as Olsson (2009) repeats 
over and over again that the bank has had its system since the seventies, and that they are a “boring” 
and “conservative” bank. But the system does seem to work, SHB does not need to join the guarantee 
program and even though the losses on bad loans have increased15, the increase is nowhere near that of 
for instance Swedbank16 which strongly implies that SHB’s strategy for loans is a sound one. 
 
Of course, not joining the Funding Guarantee Program also sends the message to the customers (and 
the market) that SHB is a strong bank and not in need of help from the government to survive, which in 
uncertain times like these can be a very powerful statement and one that might linger even after the 
crisis is over.  
 
 
 
 
 
6.5.3 SEB 

                                                 
14 Ts 1,4 million visitors every day (annonsweb.aftonbladet.se) 
15 SEK -107million (Q1 2008) to SEK -896million (Q1 2009) 
16 SEK -288million (Q1 2008) to SEK -6 845million (Q1 2009) 
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Eckeskog (2009) talks about the summer of 2008 as when SEB was affected by the FC, but the signs 
were there before and the bank reacted on those. The effect on SEB was similar to the other banks, 
because it was mainly the growing price on money and the increasing difficulty attaining the necessary 
liquidity on the financial market that hit the Swedish banks.  
However, SEB is quite involved in the Baltic countries (much the same way that Swedbank is), and as 
bad loans in the area have risen a lot, this means a lot to SEB who has 13% of their total lending in the 
Baltic area (SEB Interim Report January-March 2009). The results for the first quarter of 2009 were 
also influenced by the impairment charge of SEK -594million for the company’s goodwill in Ukraine 
(ibid.). 
 
In a way, the crisis has meant more business for SEB. Since the American market did not work, the 
international customers came back to Sweden for financing. This led to more problems acquiring the 
necessary liquidity on the financial market (Eckeskog 2009), but then again also led to more business 
for SEB. This increased need for financing might have been what led to SEB eventually joining the 
Swedish Funding Guarantee Program. 
 
The overall financial policy has not changed in SEB, Eckeskog (2009) says, but we find it evident 
when reading the Interim Report (SEB 2009) that the previous expansionistic company will, at least for 
the time being, be a little more focused with keeping the status quo and the customers and market share 
it already possesses.  
 
On a local level, however, it seems more plausible that business and policy has not changed much at 
SEB, except for their new ‘lean production’-system. Although the policy has not changed, there is still 
a more cautious attitude towards lending and how existing clients are doing (Eckeskog 2009).  
 
 
6.5.4 Länsförsäkringar 
 
Although we keep referring to the company as Länsförsäkringar, it is in fact Länsförsäkringar 
Västerbotten that we have studied. As a local player on a local market, there has not been much 
negative effect on LF because of the FC. According to the Annual Report (2008) the bank had put most 
of its investments into bonds and other lower risk placements during the previous year.  
 
Thoms (2009) does not see any changes in the loan stock of LF, and the only measure they have 
concerning the FC is to monitor the risks therein. However, there has been a boost in the growth of the 
company, as customers change from the larger, more affected banks, to the smaller LF. This was not a 
foreseen effect, the expectations of the bank were that the FC was a threat but it turned into an 
opportunity. Because of the enlarged work load from the new customers, there is talk of hiring more 
people (Thoms, 2009) although the annual report (2008) talks about reducing the employees by 20%, 
so the influx of business appears to have been large. 
 
As LF does not produce Interim Reports every 3 months, it is hard to get fresh data. Also, the financial 
report combines information about the insurance and bank-sides which make it hard to discern the 
pertinent information.  
 
 
6.5.5 Nordea 
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Ejelöv (2009) was alerted by another Nordea manager in the late fall of 2007 that the price of money 
was going to rise, that “the US has a much larger problem than we think” (ibid.), even if no one 
anticipated the events that unfolded within the American financial system, the first signs of trouble 
arose 18 months ago.  
 
In the fall of 2008 Nordea noticed what was happening in the market and pulled the breaks on lending 
and borrowing for a short while until they could get an overview of the situation. The reaction was then 
to move more carefully, “in the middle of the road” (ibid.) when conducting business. Nordea has a 
rating system of 16 tiers which they use to assess new customers. Previous to the FC, the prospective 
customer had to be at one of the middle tiers to be accepted by Nordea, but today the guidelines only 
approve of the less risky customers, in the upper tiers. (ibid.) 
 
Like Eckeskog (2009) said, there are a lot of customers returning from the US market to the banks in 
their native countries. This has also been noticed in Nordea, where the need to find the extra money on 
the market has led to an increase of the price of money for the private customers of the bank as well 
(Ejelöv 2009).  
 
Because of Nordeas size and solidity, they have so far17 escaped the FC without major damage. (ibid.) 
With the profit for the first quarter almost at SEK 8.5 billion, compared to the SEK -3.5 billion 
Swedbank (Swedbank) reported or the SEK 3.8 SHB reported (Handelsbanken), Nordea does indeed 
seem to be doing well. Even though the bad loans amounted to SEK 3.5 billion (Nordea), the bank 
exceeded the expected result by 50% (Ejelöv 2009). 
 
The FC has simplified implementing changes within Nordea, because the employees are more aware of 
the market conditions and will sacrifice more to keep their jobs and keep the company afloat. Therefore 
Nordea has used the crisis to smooth the progress of some hard decision, such as less popular work 
hours (ibid.). 
 
There is no doubt that Nordeas result was good, especially in difficult financial times, however seeing 
that Nordea is a much larger company with a total balance more than double that of Swedbank and 
30% more employees than SEB (Bankföreningen.se), it is an unfair comparison to just use the results 
straight off.  
 
 
6.5.6 Comparison 
 
The banks in Northern Sweden have not been as negatively affected by the FC as the media wants to 
portray. In fact, many of the banks have felt positive influence by getting new customers and executing 
new procedures and making hard decisions. The market has been harder to navigate successfully, but 
this has been a fact for all financial institutions and not specific for Swedish banks, but not so hard that 
it affected the banks’ ability to continue with their regular business.  
 
 
 

6.6 Previous Financial Crisis 
                                                 
17 Ejelöv knocks on wood 
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In this part, focusing on the previous financial crisis that occurred in the early 90's, we wanted to know 
if there were still ongoing changes that were linked to this crisis, how the different Swedish banks 
reacted and if there were similarities in the events and responses comparing to the current financial 
crisis. In fact, decisions had to be made at that period in order to respond and adapt to the new 
environment that financial institutions were facing. However, the different Swedish banks had 
experienced this crisis in distinct ways. As a consequence, changes have been drastic for some and not 
for the others. Those changes had to be implemented and for some, the processes took over a long 
period of time and others are still in process. Because it was the first time that Sweden was touched, as 
a whole, by a financial crisis of this importance, financial institutions and other organizations had no 
other choice than adopting a reactive behavior. When comparing the 1992 crisis with the current 
financial crisis, similarities are found in the events but definitely not in the way how the different banks 
responded to it.    
 
 
6.6.1 Swedbank 
 
In the case of Swedbank, Nygren (2009), branch manager, reported that because banks were ill-
prepared and did not have the accurate tools to face the changes caused by the financial crisis, new 
regulations and rules had to be undertaken. In the aftermath of the crisis, the European banking system 
had decided that the situation in which banks had been coping with the crisis was not bearable anymore 
and too risky for societies. As a result, a project was launched in 2002, aiming to reinforce the banking 
system in Europe by setting some new rules and regulations, called Basel 2. Today, the 
implementations of this plan are still ongoing, as it is supposed to be finished in 2010-11. Therefore 
Swedbank, as the other major Swedish banks, is still adapting to these new regulations. What Nygren 
(2009) added, is the fact that those new regulations are not considering the new financial instruments 
which appeared and used during the current financial crisis. As a consequence, “the process of change 
regulations will continue with Basel 3 and 2 to include these instruments” (ibid.). 
 
Swedbank reacted as the majority of the other financial institutions when facing the 1992 crisis, as 
Nygren (2009) commented, “generally the banks were reactive more than proactive” and added that 
“back in 1992, we were frightened and that made us non-active and just hoping that everything would 
be better”. In fact, it was not the best strategy since Swedbank almost went bankrupt after the crisis 
reached its peak in 1992. 
 
Comparing with the current financial crisis and according to Nygren (2009), “it's pretty much the same, 
but in a different way”, when talking about the events. In fact, the origin of the crisis was similar, in 
both case from the collapsed of commercial real estate prices and the difference lies in the 
multiplication of the number of intermediaries between property and the banks which complicate the 
situation. Now when talking about the responses to the crisis, it seems normal that Swedbank which 
was on the edge, shifted from a reactive behavior to a proactive behavior. For example, now Swedbank 
separate bad loans from good ones and “put the bad loans in a special branch to deal with them in the 
future” (ibid.). It seems for Swedbank that today's environment requires to be more cautious with risk, 
“it's crucial for the banks to deal with crises, to have a financial ability and to cut the risks in the 
system” and as a consequence act in a proactive way.  
 
However the problem with the current financial crisis is, as Nygren explained it, that commercial banks 
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were taking more and more risks, without knowing it. In fact, when banks were using those new 
instruments, all too often, they did not understand or even did not consider the risk involved. The factor 
risk needs to be continuously taking into account and “the knowledge of risks will rise in the future” 
Nygren (2009). 
 
 
6.6.2 Handelsbanken 
 
When asking about the changes linked to the previous financial crisis, SHB's branch manager Olsson 
(2009) answered “not changes, I wouldn't say”. In fact, SHB endured the 1992 financial crisis in a 
totally different way than the other banks and did not have to implement radical changes, according to 
Olsson they were the only bank that handle the financial crisis “very well”. When the crisis reached its 
peak in 1992, SHB made an important loss but that was the only year in which they did. In the 
aftermath, no change had been undertaken “we've had the same way of working since the 70's, it has 
proved to work and there's no reason to change it” (ibid.). Their way of doing business has not change 
and was not affected by the financial crisis at all, compare to others which had to undertake important 
changes in order to survive. 
 
When facing the crisis, SHB had at the same time a reactive and a proactive behavior. As the other 
banks, SHB made a loss and in order to fill this gap, they asked for more financial support from their 
shareholders but other than that, they did not need to make any changes. In fact, as Olsson (2009) 
reported it, “you learn something from all crisis, but I don't think we made any large changes” which 
means that so far they have always been proactive when it comes to crises, “we were pretty good at that 
even before the crisis.” In fact, Olsson (2009) highlighted the fact that SHB has always believed in 
maintaining a really close relationship with its customers “they come to us in good time, not when it's 
too late”, which, as a result, simplify the task when SHB want to take preventive measures. But there 
are situations where there are no other solutions than to save your own skin and adopt a reactive 
behavior. 
 
Like Swedbank's branch manager, Olsson (2009) said that “there are similarities, but it's not the same 
crisis. This crisis is much more dangerous than in the 90's.” At that time, there were a certain naiveté 
and decisions were based on the belief that prices will never fall and the situation will continue forever. 
Unfortunately, during the autumn of 1989, there were early signs that the commercial property state 
had reached its peak which then led to the fall of the value on real estate. The similarity here is, 
according to Olsson (2009), based on the fact that this naiveté seems to be always present because now 
decisions are “built up on financial mumbo jumbo”, in other words, by the use of financial instruments 
that nobody understood and evaluated the risk involved. As a consequence, it created a bubble such as 
the previous crisis.  
According to Olsson (2009), the big difference between the 1992 crisis and the current one, is the 
technology use today that in 1992 did not exist such as Internet which removed many barriers and left a 
door wide open to communication, “nowadays investors know that they can sell something and invest 
the money in something new in 3 seconds.” Therefore investors can transfer information and money  
faster and in the same time follow the ongoing trends.  
 
 
 
 
6.6.3 SEB  
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When answering the question if there were still ongoing changes that were linked to the previous crisis, 
Eckeskog (2009), manager of the corporate businesses in SEB, did not mentioned any kind of changes 
in particular but instead highlighted a consequence of this financial crisis. They do have a special credit 
department which deals with the important decision-making and as a consequence of the previous 
crisis, most of the employees of this department are top managers that had experienced the former 
crisis.  
Concerning the reactiveness or protectiveness when facing the crisis, Eckeskog (2009) implies by 
saying that “it was a shock!” that SEB as the majority had no other choice than being reactive. Nobody 
was prepared or knew how they were supposed to handle this crisis since it never happened before. 
 
When talking about similarities and differences between the two crises in the events, the first difference 
made by Eckeskog (2009), concerns decision-making styles. In fact, he talked about the shift from 
decisions “based upon the belief that in the future the company would prosper and have positive cash 
flow” to none risky decisions. According to him, “that's a huge difference from the past, lessons have 
been learned.” In the past people did not have the notion of risk that today's banks fear and try to get rid 
of from their organization. The difference here lies in the cautiousness of today's financial institutions 
which take more into consideration early warning signs and try to act upon them. However, risks still 
remain present and has been always difficult to overcome and will be still difficult. 
 
Furthermore in the past, the fact that everything was based only on assumptions was accepted and it 
can be one of the reasons why “the market demands and the banks adapt”. In fact, financial institutions 
can not contradict too much the market forces, some decisions-making have to confirm the market 
needs. In that case, it is seen as a passive management that is why, according to Eckeskog, “we have to 
stay a part of it, we have to stay on the top, the other competitors do it”. So we can see here that it is 
often difficult to go against the market.  
 
 
6.6.4 Länsförsäkringar 
 
In the case of LF, the previous financial crisis had no impact on the organization. In fact, in 1992, LF 
was not a bank yet. They started the bank in 1996, so they were not directly affected by the financial 
crisis and therefore did not have to undertake any kind of changes. However, Thoms (2009), branch 
manager, mentioned that “in a way our company was affected by the financial crisis.” What he meant 
by that is that the after crisis environment had an influence on their capital, and as the other banks, they 
also made a loss but not for the same reasons. 
 
 
6.6.5 Nordea 
 
As in the case of SEB, the branch manager Ejelöv (2009) described the influence of the 1992 crisis on 
management style and considered it as a strength in decision-making. In fact, lessons have been learned 
from the past and the consequences on today's organizational development is that Nordea is using the 
past to prevent the future. As Ejelöv (2009) mentioned it “today there's a lot of people that worked 
through the previous crises, […] so the work out teams that exist in Nordea are mostly people from that 
time that can relate to the crisis in the beginning of the 90's.” 
 
Like many others, Nordea was not expected such a crisis and mostly “everyone was just sitting and 
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hanging with their arms” (Ejelöv, 2009) waiting until it passed. Unfortunately, it has been shown that 
this was not the best strategy and therefore management style moved from reactiveness to 
proactiveness, “today, the banks set up special companies to deal with the bad credits” (Ejelöv, 2009).  
Financial institutions consider themselves to be more prepared and equipped for coming crisis, but for 
what kind of crisis, a crisis that will be based on common patterns that we have been seen for many 
years now.  
 
The first and most important difference reported by Ejelöv (2009), is that the past crisis was “a 
homemade crisis”. In fact, the divergence stands on a geographical scale, the 1992 crisis was at a 
national level and the current one is on a global one. The complexity lies now in the location. Actually, 
it was easier in the past to locate where the crisis started but nowadays the globalization makes it more 
complex when considering its evolution and expansion, “today it's an international and worldwide 
crisis.” (ibid.). Now with this wide spread, it is much harder for financial institutions to know if there 
are really controlling the situation or not. Ejelöv referred to the “butterfly effect” where one company 
in one country can be affected by a crisis because of the link that this company has with another 
company in another country where the crisis originated. Adding to this and as already mentioned by 
Olsson (2009), there is the continuously growing influence of Internet, “today everyone's online and 
updates and reacts at the same time on the same information”(Ejelöv 2009), which is one of the greatest 
difference comparing with the past crisis, where they were not able to compare the accuracy and 
relevancy of their information.   
 
 
6.6.6 Comparison 
 
It can be said that, for all five banks there are important factors to take into consideration when talking 
about previous financial crises. First of all, previous crises can be used for the prevention of future 
crises, previous crises influenced organizational development, thus experiencing (and surviving) a 
previous crisis is a strength for the organization, and finally previous crises accelerated the shift 
towards a more proactive management style. To compare between the different banks only SHB and LF 
have experienced the previous financial crisis differently and therefore may not agree with the fact that 
lessons are always learned from the past. 
 
Indeed, SHB and LF are the two exceptions of this financial crisis. Both of these banks  were not 
directly affected by the crisis and as a consequence did not have to modify their organizational 
development. For SHB, this difference can be explained by the fact that they are doing business the 
same way since the 70's. They have a strong and long history behind them that proved to be working, 
so there are no reasons for them to change. In the case of  LF, it is the opposite. Because they only 
started the banking business in 1996, they do not have a long history on which they can rely.  
 
When looking at the change towards a proactive management style when facing crisis, it seems that 
only three out of the five banks are concerned. In fact, only the banks that are still under the process of 
changes link to the previous crisis or the banks that as a consequence learned and used past changes to 
strengthen their actual management and decision-making style or finally the ones that showed to be the 
most affected by the financial crisis. Compared to SHB and LF, where the question of proactiveness 
behavior does not arise. It seems obvious that LF will have a proactive attitude towards crisis, since 
they are following today's management style that goes towards proactiveness. In the case of SHB, their 
proactiveness behavior has been around for ages and it is not going change. 
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However, it is important to mention that we are asking in 2009 an opinion about facts and processes 
older than 15 years which can create a bias with the current financial crisis analysis. The time frame is 
important since from 1992, banks can measure the positive changes and not in 2009, it is too early. 
 
 
 

6.7 Cultural Issues and Management Style 
 
 
In this part we wanted to know if culture plays an important role in organizations or if it can explain 
certain decisions or management style. In fact, in order to get a better understanding of the general 
Swedish attitude in front of changes, it is important to look at the different cultural issues. Cultural 
studies have shown some general behavior and attitude concerning Swedish decision-making, for 
example. 
 
 
6.7.1 Swedbank 
 
Nygren (2009) disagree with the fact that Swedish people are usually prone to use negotiation when 
they make decisions. In fact, according to him, it is not about negotiation but participation, “the process 
is about getting people involved” (ibid.). For Swedbank, in order to be effective in decision-making, it 
is important that their employees are part of the process. 
 
Concerning the efficiency of decision-making, for Nygren (2009) “it's not how long it takes, because 
that depends on the decision you have to make”. However, Swedbank is really efficient in decision 
processes in general. 
 
 
6.7.2 Handelsbanken 
 
According to Olsson (2009), there is first a distinction to make between the kind of decisions, if this is 
business decisions or central decisions. Business decisions, which are taken at the branch level, do not 
need a committee but for central decisions a committee might be require. 
 
SHB has “a very efficient way of taking decision” (Olsson, 2009). At the branch level, even though 
decisions are mostly undertake by the branch manager by itself, which might be seen as an 
undemocratic decision-making process, SHB is “very democratic because everyone gets to say what 
they think” (Olsson, 2009). As Swedbank, everything depends on the purpose of change.  
Another important thing for SHB, is that to be able to take quick and relevant decisions, according to 
Olsson (2009), a certain amount of information is needed before presenting a new idea. In fact, for 
SHB the role of information provided in decision-making processes is important because it will have 
influence during negotiation. 
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6.7.3 SEB 
 
Depending on what decision is taken and by whom, employees can be part of the decision process or 
not.  As in SHB, Eckeskog (2009) made a distinction about where the decision needs to be taken, if, for 
example, it is at the local level then “ it's totally up to us”. However SEB, in general, is open for 
negotiations and talks, “it goes from top management to each employees and the other way around” 
(ibid.).  
 
A good example of how SEB tries to improve the communication within the organization and to 
establish a permanent contact with its employees is, Annika Falkengren, CEO of  SEB, who proposed, 
in the beginning of may this year, a chat on Internet to all employees “everyone who want to be part of 
it” (ibid.) where they were able to be heard, listen to a and part of the decision-making process. 
Therefore according to this initiative, the efficient in decision-making at SEB is viewed by Eckeskog 
(2009) as “pretty good” compared to the others. 
 
 
6.7.4 Länsförsäkringar 
 
Because LF Group is only represented by 24 independent regional insurance companies in Sweden, the 
company is characterized as “a quite small company” (Thoms, 2009) compared to the other banks 
which are represented in other countries. However, last year LF has decided to establish operations in 
Latvia and Lithuania18. 
 
As a result, smaller organizations, when making decisions, usually are more open during the decision-
making process. According to Thoms (2009) “we speak openly in the company on the change and then 
we took a decision.” With a small number of employees it is easier to open the discussion to first 
negotiation but also to effectiveness.  
 
 
6.7.5 Nordea 
 
There are different management styles all over the world, as a consequence the Swedish style has its 
own particularities. According to Ejelöv (2009), it seems really important for Swedes to include, in the 
decision process, the participation of employees, from different levels, in order to be more efficient. 
Today, not only top managers are part of the decision process but everybody's opinion is important 
comparing to 20 years ago, “if you have participation with the employees in some level, the follow 
through of a decision goes much faster if they are in and have discussed the issues that you're making 
decision on.” In fact, the Swedish management style involves abundant information research before 
taking decisions in order to improve the quality of the decision. As a result, decision-making processes 
perform best when everything is well-defined. 
 
Nowadays, there is a sense of questioning things, why this and why that. Employees need to identify 
themselves in the organization and to feel part of it. When establishing the organization's values, it is 
fundamental that employees understand them, so they can have a direction to follow, they know where  
they have to go and why, for what purpose or objectives. 
 

                                                 
18 www.lansforsakringar.se/privat/om_oss/in_english/about_us/sidor/default.aspx 
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Swedish management style has definitely evolved in the past couple of years, there were a shift in the 
length of the decision-making process, “we have a track record in Sweden that we discuss and discuss 
but never come to a decision, but I think we have gone from that, to much faster decision. But we 
haven't forgotten that people have to be part of the process” (ibid.). 
 
As Nordea is represented in a lot of countries, they are working with employees that have different 
nationalities and different cultures which cannot be neglected but instead taken into consideration. 
As a consequence, it is difficult to say that there is a Nordic management style even though it is what is 
written, “there is an ocean of management material and difference between us.” 
 
Depending if this is at the local, regional, national, or even international level but the length of 
decision-making processes might change. However, in general Nordea's decision processes seem to be 
efficient. In fact, “we have a lot of decisions that are Nordea overall and they're really hard to change 
because there has to be a discussion between all the countries and in the executive committee in the 
bank” (ibid.). 
 
 
6.7.6 Comparison 
 
When answering the question about the fact that Swedish people are more prone to use negotiation 
when they make decisions, all banks answered that the most important thing is to have a high number 
of participants during the process. However SHB and SEB emphasized more on the fact that everything 
depends on the decision that needs to be taken and who is taking it, at what level of the organization.  
Another important thing that Nordea talked about is the culture differences. Adding to the fact that 
nowadays, employees ask for a better understanding of the decisions undertaken, when organizations 
are implanted in different countries, they have to include the cultural factor. 
 
About decision length, all banks will agree that it is not how long it takes but how efficient is the 
decision-making process. According to SHB and Nordea, information research has a key role in the  
Swedish effectiveness of decision making. For SEB, to be efficient is to constantly look for new ways 
of listening to employees. Finally, smaller organizations, such as LF, have more facilities when 
undertaking decisions because of the size which makes it more efficient.  
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7. Applying Theoretical Framework to the Data and Findings 

 
 
 7.1 Organizational Development 
 
 
As stated in the theory chapter, it is hard to define organizational development in a simple way. The 
question of what it is, is just the beginning. How the development is supposed to happen is a 
completely different, and just as complex, question. To try to summarize, the goal of organizational 
development is to have a planned process that leads to a positive change in the individuals that work 
within the organization, as well as in the organization itself.  
 
Change is the keyword in development, and comes from both internal and external pressure to the 
organization. External pressure is often obvious, new laws and regulations change the environment that 
the organization does business in, and the ever changing trends in fashion, politics and attitudes are just 
as forceful to an organization as changing legalities. Unplanned changes are usually the response to 
changing trends, and external factors. Internal factors are easier to plan for, of course. Some of them, 
such as the organic development that occur when older personnel retire and younger ones are 
employed, are somewhat hard to predict how they will manifest, but as an organization basically is the 
people working in it, this kind of factor for change is expected. 
 
All the banks in the study cite external factors as reasons for change, especially as banks are an integral 
part of society, important not only in the lives of individuals, but also of businesses and governments. 
Although most of the managers did not use the word ‘development’, the ever-changing nature of their 
organization was something natural, and obvious. 
 
 
7.1.1 Swedbank 
 
According to Nygren (2009), there is a link between society and banks and usually this is banks that 
have to follow in order to respond and adapt the organization to the changing society. Therefore, 
Swedbank confirmed both Smither et al.'s (1997) definition of organizational development which is 
characterized as “learning organization”, where organizations focus on and learn from their 
environment and Benis's (1969:2) definition where organization development is seen as “a response to 
change” which influence the change of attitudes and structure of organizations in order to enable the 
organization to better adapt to new market conditions. 
 
Out of the five important challenges that Burke (1992) pointed out, concerning the way organizations 
operated within a continuously changing environment, Swedbank only adheres to the third one, 
concerning the fact that organizations become increasingly complex and diverse because of economical 
and social changes. 
 
It has been demonstrated that internal and external factors are the two factors in an organization's 
environment that can lead to organizational change. In the case of Swedbank, according to Nygren 
(2009), only the changing external environment leads to change, and especially economic and market 
changes. In fact, when it affects customer's financial abilities, it has a direct impact on banks.  
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As a consequence, Swedbank has a continuing change process where they are taking into account 
customers’ demands. Because of these repetitive requests, Swedbank has a fix goal which is to be 10% 
better every year. However, the current situation is slowing down the process and will maybe not allow 
them to achieve the 10% goal.   
 
According to Nygren (2009), the majority of the crises are unplanned. In fact, he mentioned that the 
last three crises that Sweden has been throughout were unplanned because at anytime Swedish financial 
institutions were expected to face a crisis and they were especially hard to detect. As a consequence, 
Swedbank, and as most other banks except SHB, had a reactive response to the crisis (Smither et al. 
1997, 43-44).  
 
 
7.1.2 Handelsbanken 
 
As Swedbank, Olsson (2009) confirmed Smither et al.'s (1997, 6, 17-18) definition of organizational 
development as “learning organization”. In fact, Olsson (2009) talked about an attitude they have 
towards the environment. However he will rather agree with the one of Porras & Robertson (1992) who 
defined organization development in three key aspects: the improvement of the organization's 
performance, the development of the organization's members, and the organization's effectiveness as a 
whole. As Olsson (2009) stressed its changes can be seen as new opportunities. As a matter of fact, as 
internal and external environments are constantly changing, organizations have to face new threats and 
opportunities.  
 
For SHB, factors that lead to change are mainly external and especially link to economical and market 
changes. As Olsson (2009) stated “one is obvious right now, the financial crisis”. So right now, at the 
local level, they are adjusting their ongoing activity plan that they make for the year, “if the 
environment, market, changes, we change the plan […] it’s a dynamic plan, we can change it from 
today to tomorrow” (Olsson, 2009). However, because of their conservative way of doing the things, 
SHB does not change which is mostly because of their way of doing business that is working since 50 
years now. In fact, according to Pfeffer and Salancik (2003) “the older an organization is, the more 
likely that it will have the resources to draw upon to enact change”. As a consequence, every time SHB 
has face a crisis, they did not have to undertake drastic changes comparing to the other financial 
institutions. 
 
 
7.1.3 SEB 
 
According to Eckeskog (2009), there is a link between the environment which is changing as well as  
the customers' needs. Like Swedbank, SEB have to follow and adapt to those demands in order to 
respond to the changing society. Therefore, as Swedbank, SEB will consider itself as a “learning 
organization” (Smither et al.,1997, 6, 17-18), concentrating on its changing environment and  
“responding to change” (Benis,1969:2). 
 
Eckeskog (2009) characterized external factor as the key element that lead to change. He mentioned 
that SEB has been subject to changes in the early 90's and has learned from those past changes. In fact, 
since the 90s, Swedish financial institutions have to manage the consequences of the global financial 
markets, defined by Soros (2003:365) as “inherently unstable.” Nevertheless, even though SEB has 
learned from the past, there are situations where you cannot be proactive. 
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In fact, the current financial crisis has interrupted in a way SEB's actual ongoing “lean production” 
process. In order to face the situation, as Eckeskog (2009) said, “we are going back to the basics, back 
to not losing money.” However it does not mean that the financial crisis completely stopped the 
process, it has only slowed down. It has also an impact on daily operations, which are more difficult to 
take and which required much more attention, “that's where we spend most of our time thinking about” 
(ibid.). In fact, according to Morris (2007:133), external forces usually reduce “the ability of banks 
facing internal constraints to enact change.” 
 
 
7.1.4 Länsförsäkringar 
 
Comparing with the three previous banks, LF considered both internal and external factors as reasons 
for change which confirmed Morris (2007:120) suggestion on the fact that there is a link between 
internal and external factors which “occurs through the impact of constraints arising from the 
organization's environment on the relationship between organizational constraints and organizational 
change.” However, the majority of factors that can lead to change, according to Thoms (2009) are all 
linked to the external environment, as the other banks.  
 
Nonetheless, the external factor, compared to Swedbank, SHB and SEB, which has led LF to change in 
the past, was the competition and today it is still same. According to Morris (2007:133) “environmental 
constraints cause banks to react” and usually banks are likely to change if there is a high level of 
competition. The difference with the other banks is the fact that they do not consider the external 
environment at all, except for competition which is obviously part of the external environment. As a 
consequence, LF is constantly acting upon its competitor’s changes or developments which LF 
considers as sources of potential change.  
 
Another external factor, the same as SHB and SEB, is obviously the consequences of the actual 
financial crisis. However, in contrast with the two banks, the current financial crisis has been beneficial 
for LH so far, as mentioned Thoms (2009) “we were kind of the winner in the financial crisis.” 
Actually, LF is gaining from the other banks' problems and within the last 6 months, they have seen the 
speed of their growth doubled. So when comparing the financial crisis' consequences, SHB just needs 
to adjust its activity plan for the year, SEB has seen its “lean production” process slowing down, and 
LF needs to hire new people. Thoms (2009) reported that “the financial crisis has accelerated the 
growth and the need for hiring new people.” LF is facing an unexpected situation where they need to 
look over the number of employees, in order to response to the speed of their growth. Thoms (2009) 
finished by saying “I think we need to expand our staff in the bank.” 
 
 
7.1.5 Nordea 
 
Nordea's brand manager Ejelöv (2009) uses the term pressure instead of changing environment. It is all 
about pressure “if there's no pressure there's no development”. This approach fits with Benis's (1969, 2) 
definition of organizational development. According to Benis, “organization development is a response 
to change, a complex educational strategy intended to change the beliefs, attitudes, values, and 
structure of organizations so that they can better adapt to new technologies, markets, and challenges, 
and the dizzying rate of change itself”.  
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Compared to the other banks, Nordea is the only one talking about the evolution of change. Today's 
pressures are not the same as 20 years ago, today new factors have to be included, such as cultural 
issues. In fact, organization development has “two broad goals: organization and individual 
development” (French et al. 2004, 3). Ejelöv (2009) characterized change as “a constant improvement”.  
 
As for LH, the competition seems to be the main factor to change. However concerning the financial 
crisis' consequences, Nordea considered that it was advantageous. In fact, according to Ejelöv (2009), 
“when the crisis came it became much easier to work with the decision making.” The pressures 
exercised by the external environment on the internal environment, had created an atmosphere where 
“the consciousness among the employees that it’s tough out there and if we don’t do this I will lose my 
job”, which simplified the task of managers who were taking tough decisions that should have been 
undertaken 2 years ago. According to Ejelöv, “the financial crisis has facilitated some hard decisions.” 
In this case, She also demonstrated that external forces usually reduce “the ability of banks facing 
internal constraints to enact change” (Morris, 2007:133). 
 
 
7.1.6 Conclusion 
 
All banks will agree on the fact that organizations that are constantly changing is not something new. In 
fact, according to Smither et al. (1997, 32), nowadays, in order to survive, all organizations must take 
into account the importance of effective change. The difference with today is that organizations are 
facing an environment that is continuously changing and growing faster every day. As Burke (1992) 
pointed out there are five important challenges that changes the way organizations operated within a 
continuously changing environment and in accordance with today's environment the second one is 
confirmed. In fact, it is concerned about “organizations now move faster because of the speed at which 
technology advances and the speed of the growing competition” (ibid.). 
 
In her analysis, Morris (2007:133) highlighted the fact that “environmental constraints cause banks to 
react.” Indeed, in all five banks one thing is certain the external environment is a key factor in 
organizational development. External factors such as competition which has been always around or 
financial crisis which are episodic but with long-term consequences. If we look at the link between the 
current financial crisis and the current organizational development, we will noticed that the financial 
crisis can either interrupted or slowed down changes that have been already planed or can facilitated 
and accelerated new organizational developments.    
 
 
 

7.2 Crisis Management 
 
 
As was showed in the theory chapter, Crisis Management is about developing models to detect, manage 
and learn from crisis situations. In this paper, we have focused on the Swedish bank crisis of 1992 and 
the current financial crisis to see if there had been any changes in how the Swedish banks handle a 
crisis, and will now present our take on how they have evolved in terms of CM. 
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The four larger banks (LF was not a bank in 1992) were non-responsive to the 1992 crisis; there was a 
consensus between the interview subjects that no one expected something like that to happen, and no 
one really knew what was going on. It is quite clear that all warning signs were missed or ignored, and 
quite probable that the banks were in denial to what was happening. Most of them had statements 
similar to Olssons (2009) “no one could see the prices of real estate ever dropping, they were supposed 
to go up forever!” which pretty clearly denotes denial.  
 
There does not seem to have been any major attempts to manage the 1992 crisis, and it was not the 
banks but the government19 that eventually made the situation stable again, by among other things 
taking over Nordbanken20. As the Swedish government seems willing to step in and help the banks out 
of sticky situations, there might be less incentive from the banks to have effective CM practices. 
 
The third major step in CM is to learn from past mistakes, which brings us to the current FC. None of 
the banks surveyed for this thesis claimed to have responded to the initial signs of the crisis. They did 
detect early warning signs, mostly during the summer or autumn of 2007, but did not act upon the crisis 
situation until it started to hit Sweden and liquidity started to be increasingly hard to obtain.  
 
 
7.2.1 Swedbank 
 
Swedbank, even though they do not have permanent crisis action-teams, swiftly increased the number 
of employees working in the credit departments, handling bad loans and seeing to the potentially 
critical situation in the Baltic region. Nygren (2009) told us that this was not a permanent measure, and 
that the 200 additional people working in the area would return to their normal duties when the crisis 
has passed.  
 
Swedbank today monitors their debtors more closely than before the crisis, to try to manage problems 
while they are still manageable, or to avoid them completely. This is very different from the actions of 
the 1992 crisis, and can definitely be denoted as progress and learning. However, looking at the CM 
model from Smith (2005b), it seems that Swedbank entered into the ‘crisis of legitimation’21 phase, 
which can have major effects even when the crisis is over, as customers might choose another bank to 
do business with.  
 
For Swedbank, there does seem to have been a learning process, and the continual change which Boin 
(2006) emphasizes is present in Swedbank, according to Nygren (2009). But the bank still lacks a CM 
model, and the gap between detection of crisis signs and acting upon them is something that should be 
immediately remedied. 
 
 
 
 
 
 
 

                                                 
19 The government of 1991-1994 was led by the Moderate Party, same party as the current government 
20 Now part of Nordea 
21 The Swedish documentary show Dokument Inifrån (svtplay.se) had a very damning piece on Swedbank on April 26th, 

which Swedbank replied to on their website (swedbank.se) 
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7.2.2 Handelsbanken 
 
SHB was less affected by the 1992 crisis than the other banks, and consequently has had less incentive 
to change their CM strategy (or consciously develop one). In a way, SHB is always on alert for crises, 
more so than the other banks, with their risk assessment seemingly more rigorous and showing a very 
risk averse behavior.  
 
Because of the decentralization of SHB, there is not a strategic head office that plans the CM for the 
entire bank; it is up to each branch to put out its own fires. The central level assures that the liquidity 
needs are met, which according to Olsson (2009) there was already a plan for previous to the FC.  
 
Even though the crisis detection seems to be a bit off, judging from the 1992 crisis as well as this one, 
SHB has what we would describe as the most important part of crisis management down: avoiding 
being caught in one. From the information we received during the interview, there does not seem to be 
a conscious plan for CM, but the way that SHB works seems to be a continuous CM model.  
 
 
7.2.3 SEB 
 
SEB has found itself in much the same situation as Swedbank, even though its reactions have been a 
little different. There are special divisions for working with bad credits, which are available for help 
when a customer is in trouble, and most employees in those departments have experience from the 
1992 crisis (which is probably why they work there).  
 
There is definitely a sense that SEB learned and adapted from the 1992 crisis, however, the banking 
world is very competitive which pushes banks to take more and more risks. This will eventually lead to 
a crisis situation, but Eckeskog (2009) implies that most banks trust in the government to help out 
when things get too rough, which lessens motivation for actively working with CM. The bank has 
joined the Guarantee Funding Program, suggesting that Eckeskog (2009) had a point.  
 
SEB, like Swedbank, can be said to endure a crisis of legitimation as the government22 and media have 
been very critical of how the upper management has handled the bonus program, giving large sums of 
money to management in times of crisis. The public repentance and joining the Funding Guarantee 
might alleviate some of that bad press, but in no way all. 
 
The ‘lean production’ model that is being implemented is a very scrutinizing one, looking at all areas in 
the organization and correcting flaws whenever they are found23, which should help with the balance 
that Boin (2006) underlines the importance of. 
 
 
7.2.4 Länsförsäkringar 
 
LF shows the signs of a stable, well managed company that is capable of riding out the small storms it 
may stumble into. However, there is no real CM model and the company has not been through any 
major crises that would give them the experience to handle such a threat.  
 
                                                 
22 Parties in government and opposition have publicly critizised SEB (thelocal.com) 
23 If done properly, of course 
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As the FC has not had any negative effects on LF, there is no way of saying how they would react to a 
crisis situation, and the company in Västerbotten is quite small and has a large capital base (Thoms 
2009) so problems would have to be quite big to affect customers, and almost enormous to gain the 
(negative) attention of the media which could lead to a crisis of legitimation (Smiths 2005b). 
 
In all, it seems that LF does not see the need for CM, which admittedly is not as great at for the larger 
banks. They would still be prudent to work on such a plan. 
 
 
7.2.5 Nordea 
 
Nordea is by far the largest of the organizations we surveyed and their size and close connection to the 
Swedish government is two major strengths. As Nordea as a multinational company is quite new, it can 
be said that this is their first major crisis, but all the banks that make up Nordea have of course been 
exposed before and have experience dealing with crisis management. However, Nordea is a very 
vertical organization and there are a lot of players that want to do things in different ways, which could 
impede finding an effective CM model. 
 
As for detection, Nordea seems to be at par with the other banks, which is a great improvement from 
the 1992 crisis where then Nordbanken had to be Nationalized to avoid bankruptcy. When the crisis 
actually hit, Nordeas size and profitability has kept them from being damaged, but those are not the 
only reasons. The bank has learned some of its lessons from 1992, and the special companies that 
handle bad debt are present to begin with, not as a measure when it is almost too late.  
 
Nordea has taken the opportunity to use the FC to make hard decisions that are good for the bank, but 
might be less popular with the employees. This, combined with the continuous change and overview 
Nordea has, seems to be an effective business model and might add to the experience of crisis that will 
come in hand next time around. 
 
 
7.2.6 Conclusion 
 
All of the banks seem to be more prepared today than in 1992, even though none of them has a 
formalized plan for CM. Without a formalized plan, theory states that the effects of a crisis are far 
worse than if one had been present, which of course is not something we can prove. However, none of 
the banks even claims to have reacted to the initial warning signs of 2007, which almost certainly 
would have affected the negative results of Swedbank and SEB in the Baltic region and Ukraine. For 
SEB and Swedbank, a plan might also have helped avoid the negative critique from the media and the 
subsequent crisis of legitimation.  
 
Without a plan to document the crisis, is possible that some of the lessons from this crisis will be 
unnoticed, which might affect the banks negatively in a future crisis. As for detection, the Swedish 
banks seem to be at par with the rest of the world, perhaps there was no way to see the signs of the FC 
sooner than 2007, but then again, perhaps the organizations (and governments) of the world need better 
CM models to be able to spot such things earlier.  
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 7.3 Adversity Reaction 
 
 
In their reaction to the 1992 crisis, the 5 Swedish banks we surveyed for this thesis all show threat 
rigidity. All the managers we interviewed (with the exception of LF) say that the 1992 crisis came as a 
complete surprise and that their reactions basically were to do nothing. That the 1992 crisis was such a 
shock to the banks suggests that the initial emotions of managers (and employees) were those of fear 
and anxiety, a feeling of not knowing what to do and where to start, which then led to the inertia they 
showed. “just sitting on your hands isn’t a good strategy […] It felt good at that time” said Nygren 
(2009) about his experiences from 1992. The inexperience of facing serious threats meant that the 
organizations had no business models to fall back on, no familiar practices except going about their 
normal duties.  
 
Compared to the information-based society of today, the information sources of 1992 seem scant, but 
as there had been similar crises throughout the world during the years leading up to the first real 
Swedish bank crisis it should not have been impossible to have taken heed of the lessons learned from 
other countries experiences. However, as information flowed slowly (compared to present day), this 
may have been easier said than done.  
 
It is not hard to imagine most of the players affected by the 1992 crisis reacting in a similar, non-acting 
manner, which would imply that information would be hard to come by. Even the Swedish government 
left the situation quite unfinished, as the 1993 appointed bank crisis committee (Bankkriskommitén) 
never left any final remarks or recommendations. 
 
When the reality of the crisis hit in 1992, and measures had to be taken, a lot of the bad loans were 
transferred to daughter companies created for that purpose, and finally liquidate the daughter company. 
This is a strategy often used in the 1920’s, when there was a bank crisis (ne.se). This can be seen as the 
Ocasio (1995) version of threat rigidity, using familiar measures.  
 
Concerning prospect theory, it is possible that the change in Swedish governmental procedures24 was 
influenced by those affected in the crisis, although it seems more likely that the initial solution came 
from the government and Riksbanken, and the change to deposit guarantee was influenced by the banks 
after the crisis. Nevertheless, if the banks did influence these decisions, it would clearly have been an 
external measure and in line with prospect theory. 
 
 
7.3.1 Swedbank 
 
The only major external changes have come from Swedbank (and SEB), who have joined the 
Government Funding Guarantee Program, and both are planning a retreat from their business in the 
Ukraine (dn.se25). Although this is clearly an external change, we do not see it as trying to change the 
external environment exactly, and it is an isomorphic change which is less risky than a non-isomorphic 
one, but nevertheless it can be considered to fit within prospect theory. 
 
 

                                                 
24 The forming of Bankstödsnämnden (Bank Support Board) that handled financial crisis support, later replaced by the 

deposit guarantee. (ne.se) 
25 Translated using Google Translate 
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7.3.2 Handelsbanken 
 
SHB is still a threat rigid organization in the current FC, acting in the same way as they did in 1992. 
However, this seems not to stem from the fear-based reasons that Staw et al (1981) theorized, but rather 
from the more balanced view of Ocasio (1995), that the tried and tested method indeed works which 
also has been proven by the (moderately) successful results in times of crises, as well as times without.  
LF could be said to be threat rigid, but the fact is that the crisis has not been any kind of threat to them, 
as they have instead gained market shares, so their non-response is irrelevant to adversity reaction 
theories. 
 
 
7.3.3 SEB 
 
SEB is still in the process of carrying out their ‘lean production’, a fact that has not changed through 
the crisis. Although the system itself is new to SEB, we still argue that keeping with those changes is 
adhering to a threat rigid model. The system might be new, but the implementation was happening 
before the crisis struck and therefore is the habitual way of doing things in SEB.  
 
As for joining the Government Guarantee Program, we find that the reasoning and acts of SEB have the 
same causes as those of Swedbank. 
 
 
7.3.4 Länsförsäkringar 
 
Since LF was not a bank in 1992, we cannot compare the previous behavior of the bank with the 
current one. The organization seems to be quite threat rigid, however, as the replies we got were of the 
nature that they did nothing to prepare for, or change in face of, crisis.  
 
 
7.3.5 Nordea 
 
Nordea is the unarguably largest of the five banks surveyed, and their size is very much their strength. 
They have indeed tightened their control on who they lend money to, and there is a constant 
supervision of the employees, but the bank seems largely unaffected by the crisis. Although Nordea has 
chosen not to take part in the Guarantee Program, they are still receiving aid from their majority owner, 
the Swedish Government, who among other things stood as guarantors for Nordeas re-issuance in 
April.  
 
 
7.3.6 Conclusion 
 
We would classify most of the banks as still being threat rigid, albeit in a more constructive way than in 
1992.  Nordea and SEB are monitoring their employees’ results and methods daily, so the activity level 
is high, not the “sitting on your hands” (Nygren 2009) from 1992.  The directions of the current 
changes are still mostly internal, in how the banks assess the risk of new customers and how they 
scrutinize old ones.  
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The four larger banks are constantly in contact with the Swedish government, or the other way around, 
as they are dependent on each other to do business and carry out successful economic policies. This is 
clearly affecting and trying to change the external environment, in an isomorphic way.  
 
To summarize, there are some elements of prospect theory in how Swedish banks act when facing 
crises today, but they are still more threat rigid than anything else. All of the interviewees stated that 
their major reasons for change were the environment and what the competitors did, and all of the 
changes they brought up, except for the IT-progression, were internal. The process of transferring 
service to the Internet is nonetheless mostly an internal one, and a reaction to how society has become 
more web-based.  
 
We think that the larger banks have the right idea when acting in a threat rigid and isomorphic fashion, 
as they are one of the pillars that Swedish society rests upon. Being creative and new is possibly a good 
plan for smaller banks that want to market themselves, but the Swedish big four cannot increase their 
market shares all that much, not in Sweden anyway, and what the customers (and government) are 
looking for is stability and trustworthiness.  
 
 
 
 7.4 Cultural Issues and Management Style 
 
 
When talking about cultural issues, it is a plus to have something to compare with. As none of our 
interview subjects had any international work experience, they could not really compare their 
management style to anything, and lacking concrete examples it is hard to draw many conclusions.  
 
The branches are not that big, and contact with each employee on a daily basis is not unlikely. In an 
increasingly globalized world, one would expect this merging to change management styles. As the 
banks themselves say, the strategies of management have changed in the past years, but as the branches 
are based in the North of Sweden, where there is less immigration and cultural exchange, the changes 
probably have little to do with the, still quite homogenous, groups of employees. The larger companies 
in Sweden are rarely situated in the North, which also reduces the international component. 
 
 
7.4.1 Swedbank 
 
Even though Swedbank considered that it is more about participation than negotiation, they confirmed 
Hofstede (1980) research that showed that Scandinavian countries are collectivists and are placing 
more value on group decisions than on individual ones.  
 
Besides it confirms Lindell and Arvonen (1997), Nordic management style which is characterized as an 
employee-oriented management style. In fact, managers are qualified to have more consideration for 
their subordinates and allow them to participate in the decision process. The human factor is more 
important in Nordic countries than technology (Lindell and Arvonen 1997). However, in terms of 
decision making style, Swedbank do not believed in negotiation as it will be the tendency but in 
participation. 
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Concerning the characteristics of the Swedish decision making style, for Swedbank, according to 
Nygren (2009), it is not about decision length but about decision efficiency. Therefore, Nygren (2009) 
will disagree with Axelsson et al. (1991:73) findings, which highlighted the fact that “Swedish 
managers do take longer to make strategic decisions.” Nevertheless, the Swedish decision making 
length, has been justified by the higher number of participants on which Nygren (2009) emphasized.   
However, Nygren (2009) will prefer Lawrence and Spybey (1986) description of the Swedish decision-
making. In their definition they focused more on the 'participative' side of the Swedish management 
style, and on the fact that it is normal for a Swedish manager to consult their subordinates. They also 
added that “there is also a strong desire to achieve consensus, to make decisions through democratic 
processes and cooperation” Lawrence and Spybey (1986). Therefore, because of this higher 
participation, Swedbank see their decision making process as really efficient.  
 
As a result, according to Nygren (2009), everything depends on the decision that is engaged.  As, 
Holmberg and Åkerblom (2006) mentioned, it is difficult to have the knowledge about the result 
toward which decisions are directed. 
 
 
7.4.2 Handelsbanken 
 
Comparing to Swedbank's divergence towards negotiation, Olsson (2009), without employing the word 
negotiation, seemed to agree with this tendency and therefore confirmed Axelsson et al. (1991) findings 
of a Swedish decision making style that expressed a penchant for negotiation. However, when 
answering the question, he said “depends on the decision” (Olsson 2009) which implies more that 
negotiation is just one way, among others, of taking decisions and thus that it is specific to a certain 
kind of decisions. In fact, Olsson (2009) emphasized more on the distinction between business 
decisions and central decisions which for instance will require a committee in order to take the 
decision. As a consequence, even if Olsson is not against 'negotiation', he seemed to look at it from a 
different angle. In fact, as Holmberg and Åkerblom (2006) pointed out everything depends on the kind 
of actions that are directed. 
 
Concerning the efficiency of SHB decision making, Olsson (2009) characterized it as “very efficient”. 
According to him, it is due to the fact that SHB use a democratic way when taking decisions. 
Therefore, SHB supports both Lindell and Arvonen (1997) results on the Nordic management style 
which is characterized as an employee-oriented management style and Lawrence and Spybey (1986) 
findings on the fact that Swedish in decision making process have “a strong desire to achieve 
consensus, to make decisions through democratic processes and cooperation.” However after saying 
that SHB was using a democratic decision making process, Olsson reminded us that it still depends on 
what kind of decision is taking and who is taking it. This distinction may also imply that the decision 
length might also differ. 
 
Another reason why SHB's decision making is “very efficient” (Olsson, 2009) is because they consider 
the role playing by information, during the decision process, as really important. This aspect is in 
accordance with Axelsson et al. (1991:70) who highlighted the fact that the Swedish management style 
involves abundant information research, “the role of information is central.” Moreover, according to 
Olsson (2009), a certain amount of information is needed before presenting a new idea.  Again here, it 
matches with Axelsson et al. (1991) who are saying that managers, using this management style, focus 
on the people aspects of decision making and perform best when everything is well-defined. 
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7.4.3 SEB 
 
Like SHB, depending on what kind of decision and by who the decision is taken, participation to the 
decision process might differ. However, comparing to Swedbank and SHB, Eckeskog defined SEB as 
an organization really open for negotiations and therefore agreed with Axelsson et al. (1991:70) 
Swedish decision making process. Thanks to this open-mindedness and initiative for negotiations, 
SEB's decision making is characterized as efficient. 
 
 
7.4.4 Länsförsäkringar 
 
Because of the LF Group's characteristics, size of the company and only represented in Sweden, it is 
easier for them to fulfill the Swedish management style. In fact, negotiation and participation, in 
smaller organization is much present. 
 
 
7.4.5 Nordea 
 
According to Ejelöv (2009), cultural issues and management styles when taking together are two 
aspects really important that have a direct effect on organizations. 
In fact, according to him, there are different management styles all over the world, and Sweden have its 
own. As mentioned by Holmberg and Åkerblom (2006:307), “the notion of a Swedish leadership style 
is still meaningful and valid as a device for a better understanding of leadership efforts and cross-
cultural interaction.” As a consequence, the role that nationality and national culture plays is important 
in international businesses and in the distinction of management style.  
Concerning the Swedish management style, Ejelöv (2009) pointed out that Sweden have experienced a 
shift, concerning the importance of participation and the central role of information during the decision 
making process. As in SHB, information research is important for the quality and performance of the 
process. Therefore Nordea showed that it has a Swedish management style. However, Ejelöv (2009), as 
the other brand managers in Swedbank and SHB, used the word participation instead of negotiation 
which seems to be for Lindell and Arvonen (1997) the heart of the Swedish decision making style. 
Nonetheless, it will confirmed Lawrence and Spybey (1986) definition of the Swedish decision-making 
as “participative.” 
 
After the shift to a more participative decision making process, the Swedish management style made a 
shift in the length of the decision making process. Since a couple of years now, Sweden has tried to 
change its image of “we discuss and discuss but never come to a decision” (Ejelöv, 2009). In fact, 
Axelsson et al. (1991:73) described it as “decision making in Sweden tend to be lengthy”, however in 
their findings, decision length is still a particularity of the Swedish decision making process.  
As mentioned above, cultural issues and management styles taking together have a direct impact on 
organizations. Because of the expansion of the globalization phenomenon, banks are working on global 
financial markets, where cultures and management styles converge. As a consequence, Swedish 
financial institutions are competing on a larger scale which has a direct influence on their way of doing 
business. Even though, it is perceived has a homogenization of the different cultures, the role of the 
national culture is important. Therefore, Ejelöv's (2009) point of view of a Nordic management style 
differs from Lindell and Arvonen (1997).  
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7.4.6 Conclusion 
 
To conclude, all banks will agree that there is a particular Swedish management style which can be 
summarized in one word, participative. In fact, when asking the question about Swedish decisions 
makers who are found to employ a decision making style emphasized on negotiation, all the banks 
answered participation instead negotiation. It seems that they have difficulties to use the term 
negotiation which can be explained maybe by the fact that it has a link with the past, they shift to 
participation now. Another shift which has been noticed is the decision length. In fact, Swedish 
managers have been always perceived as taking their time when making important decisions, and today 
this image seems to disappear.  Moreover, because of the globalization, financial institutions need to 
take into consideration cultural issues and management styles together and that is one of the reasons 
why national culture and nationality are playing, in today's societies, an important role. As a 
consequence, it is difficult to talk about a Nordic management style but “it is legitimate to talk about a 
Nordic management culture” (Lindell and Arvonen, 1997:85).  
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8. Conclusion 
 
 
 
 8.1 Findings 

 
 

When we formulated our research question (“If there are current changes in Financial Institutions in 
Northern Sweden, are they linked to the Financial Crisis or are they normal organizational 
development?”) we were convinced that the answer would be a resounding “Yes!” (there are) from all 
sources. And indeed, in our interviews we were met by a ‘yes’, however followed by a resounding 
‘but..!’.  
 
The organizations in question are constantly changing; they must continuously adjust to the external 
environment and society at large to be serious competitors in their field. Competition between the 
banks was by all of the interview subjects proclaimed to be the single most influential factor to 
accelerate change; we found that the current FC has in all cases affected ongoing changes in the banks. 
The effects have ranged from slowing down and interrupting the ‘lean production’ implementation at 
SEB to accelerating the growth of LF and facilitating decision making at Nordea. 
 
There is evidence that the banks have in fact learned from the previous financial crises, and have 
handled the current one in a better way than the crisis in 1992. However, even though we find that the 
banks are more proactive, they still have not adopted any kind of crisis management models that would 
help them ease or avoid the effect of a crisis. The concept of denial seems very present in the 
management of the banks, as all reported noticing the signs of impending crisis a full year before they 
took any actions connected to it. 
 
Most change that banks undertake are internal one, notable exceptions being the transformations of 
Nordea and Swedbank, as are the current changes in the organizations. Internal changes, that customers 
do not notice and does not change how the company operates on the market, is inherently less risky 
than external ones.  
 
The Swedish (or Nordic) management culture is traditionally very inclusive and democratic, where 
most everyone gets a chance to say something. This could have been a large factor in why the crisis of 
1992 was so mismanaged, if decisions could not be made until every voice had been heard. Although 
there has been a shift towards a more efficient management style where decisions are made from the 
top, it is hard to erase decades of practicing a participative decision style in mere months or years. 
These remnants from a more inefficient era can explain why there is still, in the current FC, only minor 
changes being made.  
 
So, are there current changes in the financial institutions of Northern Sweden that we surveyed? 
Undoubtedly yes, as there are constantly changes and improvements being made to an effective 
business. Are these changes linked to the financial crisis? Again, yes, there is no doubt that the hiring of 
new staff in LF or the less popular working schedule at Nordea are happening now because of the FC. 
But… even though the changes are directly linked to the FC, these are changes that would have come 
about eventually anyway.  
 
 



77 
 

The changes we found happening in the North are all minor ones, and even on a national or 
international level, the only major changes are the withdrawal from the Ukrainian market and 
complying to the conditions of the Funding Guarantee Program for SEB and Swedbank, both which 
feel like temporary measures. When the crisis is over, they will probably return to the Ukrainian market 
and as the Guarantee Program is at this time26 only valid until October 31st  2009.  
 
To conclude, the current changes in banks in Northern Sweden are both directly and indirectly linked to 
the FC. The changes are in some cases consequences of the financial crisis, but would have been part of 
the normal organizational development sooner or later and in some cases just an acceleration of the 
constant development within the banks. 
 
The findings in this thesis cannot be generalized, firstly because the region surveyed (Västerbotten) 
was quite small and as the interview subjects came from the biggest cities in a county with a majority 
of smaller communities, it is hard to generalize even for the county at hand. Secondly, the sample was 
only 5 people whose opinions and perceptions were highly personal and subjective; they should not be 
seen as representative of the whole organization. Thirdly, the survey was done in the middle of a 
specific financial situation which we have not yet seen the end of. If other analyses were made after the 
financial situation has returned to normal, new events might have altered the response from the 
organizations and invoked other changes than the ones in progress.  
 
 
 
 8.2 Recommendations 
 
 
Future research in the subject should be on a national level, as the crisis is international and will 
probably affect the larger cities in Sweden more than the northern part of the country. Because of the 
time restraint and limited resources and access, our study was confined to Västerbotten, and of a time 
when all the events of the crisis probably have not yet presented themselves. Another study, done after 
the markets have normalized and it can be said with some certainty that there will be no more impact 
from the 2007-09(?) crisis, will get a better insight into the responses and their outcomes than is 
possible today. In order to get a deeper understanding of the effects of the crisis, the sample should not 
only include branch managers but also higher management that can make larger decisions, as well as 
employees that are affected by them. A study from the viewpoint of bank customers would also be 
interesting. 
 
 
 
 
 
 

                                                 
26 May 2009 
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Elin Persson 
Pauline Frelet 
 
 
We are writing our Bachelor’s Thesis this spring, the thesis is an interview 
study about Current Changes in Financial Institutions in Northern Sweden. 
In order for our study to be relevant, we need your help! The person we wish 
to interview is preferably in a managerial position, and has been with [the 
bank] for a longer (>5 years).  
 
The interview time will not exceed 2 hours, and though we would rather do 
the interview in person, it is possible to perform the interview over the 
phone as well. If you would prefer, the interviewee can remain anonymous, 
and we will only disclose his/her position at [the bank] and that he/she works 
at [the bank]. 
 
Our thesis will be presented in the first week of June, so we need to perform 
the interviews during week 18 or 19 (27/4-8/5).  As we are students, our 
time is mainly our own and therefore the interview can scheduled freely 
from your side.  
 
We would greatly appreciate your help! 
 

                                                                                                           Elin 
 
 

                                                                                                               Pauline 
  

 
Så långt som möjligt vi göra intervjun på engelska, då Pauline inte talar svenska. Men det 
är naturligtvis helt okej att genomföra den på svenska om så önskas.  
 



Interview guide 

Personal information and previous experience 

Short general description of the bank 

Organizational development 

• Do you agree with the following affirmation: "all organizations must change to 
survive"? Explain. 

• Will you say that your company responds to changes in its environment? Explain. 

• What kind of factors can lead to change? Give examples. 
• Do you consider changes during the crisis as planned or unplanned changes? Explain. 

• Do you think your company is well-prepared to manage crises of any kind? Explain. 
 

Crisis management 
 

• Concerning the management of crisis, does your company have a special department 
dedicated to anticipate and identify potential crises? 

• If no, how does your company usually manage upcoming crises? 

• Does your company have policies and procedures in place to prevent a risk from 
turning into a crisis? 

 
Previous changes 
 

• Can you mention some previous changes in the organization? 
• Why were those changes enacted? 
• How were the planning processes, long, short, open, closed? 

• How were the changes received by employees? 
• By the customers? 

• Were they deemed successful? 

Cultural issues 

• Do you agree with the affirmation: “Swedish decision makers are found to employ a 
decision making style which emphasizes negotiation”? 

• How efficient is your decision-making process? 
 

Current financial crisis 
 

• How has the FC affected banking in Sweden? 
• How has it specifically affected your bank? 

• How do you feel it has affected other banks differently from yours? 
• When where you first aware of the FC? 

• When did the bank feel the effects of the FC? 



• How did the bank react? 

• How long did the initial reaction take? 
• What did the reaction consist of? 

 
Current changes? 
 

• Is there a plan for change? 

• Was the plan interrupted by the financial crisis? 
• Is the plan a consequence of the financial crisis? 

Crisis of 1992 

• Are there ongoing changes that are linked to the 92 crisis? 
• Was the bank proactive or reactive to the crisis in 1992? 
• Are there similarities between the crisis in 1992 and the current financial crisis, both in 

events and responses? 
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