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“Corporate social responsibility is a hard-edged business decision. Not because it is a nice

thing to do or becanse people are forcing us to do it... because it is good for our business"

Niall Fitzerald, Former CEO, Unilever.



Abstract

Corporate Social Responsibility (CSR) is well considered as an important
managements’ thinking due to changes in organizations and social environment.
CSR initiatives are believed to be beneficial to the society, environment as well
as businesses (McWilliams & Siegel 2001). There is an increasing demand for
CSR from stakeholders, hence, businesses have started to incorporate the idea
of CSR into their organizational strategic planning document. CSR aims to

generate shared value by working to solve differing and competing stakeholders’
interests (Pratima & Mark 2014).

The aim of this study is to assess the challenges faced during implementation of
CSR in the achievement of sustainable business development. In addition, this
thesis, will also examine approaches used to overcome the challenges. To reach
to the aim of this research paper, a qualitative method is used. Both primary and
secondary data are collected to compile this thesis. While the former was
collected through interview, the latter was obtained from textbooks, scientific
journal articles as well as documents and reports published by Karlstad
Municipality (Karlstad Kommun). To write this research paper, a single case
study approach was used. Karlstad bus, a department within urban management
(Stadsbyggnadsforvaltningen) in Karlstad municipality (Karlstad Kommun) was
selected to accomplish the objectives of the study. The findings of the study
reveal that Karlstad bus department (KBD) biggest challenge faced during CSR
implementation was the higher CSR investment cost. This agrees with Jonker &
Witte (2006) argument that states, the main reason of CSR challenges in practical
implementation process is CSR requires high implementation cost. To
overcome high implementation cost challenges, KBD communication with
stakeholders enabled to get additional funds from other government authorities.
KBD is accountable & transparent and hence, it prepares integrated report on
both financial and CSR narrative operational reports. Besides the major
challenge of high CSR implementation cost, there was also some challenge of
mindset which is failure in identifying the advantages of long-term benefits of
new systems over the existing old systems. This challenge was solved through
making detailed cost-benefit analysis. KBD is socially responsible and considers
CSR in its investment decision and continues to fulfill the needs and

requirements of the environment and the society.

Key words: Corporate social responsibility, Sustainable development,
Stakeholders theory, Economic theory.
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1. Introduction

Under this chapter, the title of study of this paper is described. The definition of the topic and
motive of studying CSR i.e. the ‘why CSR?’ and its importance is well explained. Moreover,
in this chapter, the problem discussion that necessitate the need for doing this research paper
along with a clear and precise objective of study is described. In addition, two formulated
research questions and an outline of the research paper both in text and in a figure form are
presented.

The idea of corporate social responsibility (CSR) and business sustainability are
of interest of study of this paper. CSR is defined as a notion in which
corporations incorporate social and environmental matters in their operational
activities and in willingly communicating with stakeholders (Commission of the
European Communities [CEC] 2014). CSR came out as an important
managements’ thinking due to changes in organizations and social environment.
Businesses have started to incorporate the idea of CSR into their organizational
strategic document. This gave businesses new responsibility that encompasses
wider social matters that are handled through CSR (Jonker & Witte 2006). The
implementation of CSR is primarily company’s responsibility in ensuring that all
stakeholders are complying and making controls (Anon 2011). CSR’s idea
dissemination and its rules and procedures are suggested, recommended and
showed much interest by regulators (Graafland & Zhang 2014). In addition,
CSR initiatives are believed to be beneficial to societies, environment as well as
business organizations as it represents for the predetermined of company’s
activities that are favorable for society as well as the company itself (McWilliams
& Siegel 2001). Corporate Social Responsibility is not a new phenomenon. CSR
aims to generate shared value by working to solve differing and competing
stakeholders’ interests (Pratima & Mark 2014). It has gained global attention
because of environmental changes that are characterized by sea level raising,
global warming, change in weather patterns as well as poor working conditions
and the use of child labor that aimed only at profit maximization.
Environmental sustainability is an idea that is often discussed and became a
major concern of the world (Graafland & Zhang 2014). Reduction of green
gases had been globally agreed and many countries are working to put in place
reduction efforts. Like sustainability, CSR regards the social and environmental
concerns and at the same time justify the long-term achievement of company

goals and success. The social sustainability aspect concerns with sustainable



methods applicable to the manner people live (Anon 2011). It incorporates the
link between cultures and how it works closely in a society while holding its
development and long existence. Business sustainability focuses with the long-
term corporations’ goals that creates long-term business value and tries to trade-
off in considering both the short and long-term objectives than focusing on
short-termism that puts emphasis only in shareholder’s profit maximization.
Depending on the rationality of sustainability definition, business sustainability
can be defined as “#he ability of firms to respond to their short-term financial needs without
compromising their ability to meet their future needs’ (Pratima & Mark 2014).

The three sustainability concepts (environmental, social and business) have one
thing in common which is the aspect of long-term existence. However, the
differences lie on issues of concerns, which are primarily the environment, social
life and business going concern. This paper makes emphasis on the business
sustainability aspect which is the long term going concern of companies in the

implementation of CSR initiatives.

This thesis is a single case study of Karlstad Bus, an urban transport service
provider in Karlstad, Sweden. Karlstad bus is department within urban
management (Stadsbyggnadsférvaltningen) in Karlstad municipality (Karlstad
Kommun) and is the only urban land transport service provider to the public of
Karlstad city. Katlstad bus department (KBD) is not a corporate business. It is
not established for aims of profit making rather it is established to provide urban
transport services to the public. KBD, whose mission statement is “Living at
ease in Karlstad without a car” was founded in 1880 when Miss Alma Andersson
started the horse-drawn vehicles that was termed as Nya Akeriet (New Haulier)
(Karlstad Kommun [KKMb] 2018). In 1922, eight motorized buses that started
giving service in six different directions from Karlstad’s main square (Stora
Torget) of Karlstad city had replaced the horse- drawn vehicles (IKKMb 2018).

The motive of choosing KBD as a case study is because Karlstad city is growing
fast and it is expected to become a home for 100,000 inhabitants (Karlstad
Kommun [KKMa] 2018). Currently, Karlstad city, whose areais 1,169 km?, have
an estimated population of 91,120 as at Dec 31, 2017 (City Population
[CTYPOP] 2018). This strategic planning of increase in population necessitates
the need of putting in place transport and other infrastructure facilities, which
are necessary to provide services effectively that could expand the current
transport network of KBD. Together with the planned expansion, there is a
need of balancing the economic, social and environmental aspects in the
strategic operations plan ensuring the long-term business sustainability as well



as protecting the environment for future generations’ needs. For these reason,
the author found it interesting to do a single case study research on KBD in
order to examine how KBD implements CSR in its operations, the challenges
encountered during its implementation process as well as approaches used by
KBD in overcoming such challenges. Previous work has only been limited to
benefits of CSR and CSR business practices as well as on how it is helpful to
businesses when CSR initiatives are incorporated into strategic business
planning document and had failed to address the challenges in CSR
implementation and ways of overcoming the challenges.

The initiative of providing best possible service is part of the strategic planning
of making Karlstad an attractive city to live besides becoming a job provider
with very accessible, fast and reliable transport service. Currently, KBD has
sixty-three buses out of which fifty-nine are biogas buses, three are electrical
and one is hybrid bus (electric/HVO). The biogas buses were first introduced
in July 1, 2013 (KKMb 2018). As at now, all the buses are in traffic providing
urban transport services in Karlstad city and are equipped with Mobile-APP,
Air condition, Bus-TV, Camera and free-WIFI.

The research problem can be theoretically approached by developing relevant
literature review on areas of corporate social responsibility; economic and
stakeholder’s theory; business sustainability and challenges in CSR
implementation. The two theories that are of much significance are the

economic theory and stakeholder’s theory.

1.1. Problem Discussion

Often, corporations exert more work to create a better economic position such
as becoming and remaining competitive in the market, make product and
process innovations which aimed at short term profit maximization (Castka &
Balzarova 2007). In addition, the plan of construction of new living buildings
and market malls for purposes of urban development projects has pushed
animals from their old habitats which consequently in future time there will be
no place for the animals to settle (McMahon & Maureen 2013). The motive of
studying on the challenges in the implementation of CSR is because there is not
much research done in this area that specifically point out the real challenges in
implementation of CSR. Most of the past research done mainly focused on
benefits and uses of CSR. Few text books on this topic, indicate that some
corporations face some challenges in implementation of CSR because of high

CSR implementation costs and found out that high cost contradicts with the



corporations’ short-term profit maximization goals (Jonker & Witte 2000).
Moreover, some others also mention that corporations face challenges because
of lack of proper awareness among employees (Castka & Balzarova 2007). In
addition to above mentioned cases, there is a tendency that shareholders show
less interest in their perception of CSR. It was also noticed that there is
carelessness from the part of customers to CSR initiatives and its long-term
benefits (Cérdoba-Pachoén et al. 2014). CSR focal point is on the type of input
a company gives to a society and try to revise at the existing accustomed
business practices. The main challenge is on how to balance of using the abilities
of the company’s human resource capabilities to fulfill social and environmental
concerns while at the same time together with it trying to perform successful
normal business operations. The problem can be theoretically developed
through the stakeholders’ theory in enabling leaders to have a common
understanding of required changes and plan as a team with all actors as the
stakeholders’ theory takes into consideration the communication and
relationship between the various actors such as the suppliers, customers,
creditors, partners, employees, government and the society which could
influence effective implementation of CSR (McMahon & Maureen 2013).

1.2. Aim of Study

The main aim of this study is to assess the challenges in implementation of CSR,
which possibly could be faced during the process of implementation in
achieving sustainable business growth. Corporate Social Responsibility (CSR)
has great resonance with the modern business habit of doing things. The need
for accountability and transparency as well as environmentally and socially
responsible has paved the way for corporate social responsibility in achieving
and becoming more equitable and sustainable. According to Jonker and Witte
(2000), organizations face challenges to effectively implement CSR for various
reasons. To be able to understand the challenges faced by corporations, the
researcher has selected to make a single case study on KBD department of
Karlstad Municipality. The research paper will also try to examine on the ways
used to overcome the obstacles so that other similar organizations that are under
the same line ministry of land transport could learn lessons and be able to use it
as a tool to find solutions for their own implementation challenges.

1.3. Research Questions

In this thesis paper, the following research questions are formulated in order to
accomplish the purpose of the study.
1. What are the challenges in implementation of CSR?



2. What strategies are taken to overcome the challenges in order to achieve

business sustainability?

1.4. Outline
This paper is organized as follows.
Chapter 1 - Introduction

This chapter provides the overall picture of the thesis. It includes sub-sections
of problem discussion, purpose of study, research questions and an outline of

the thesis (see Figure 1 pp. 8).
Chapter 2 — Literature Review

Under this chapter, the underlying concepts of corporate social responsibility,
business sustainability and challenges in implementation of CSR are described.
Moreover, relevant theories to the thesis work such as the economic theory and

stakeholder’s theory are presented.
Chapter 3 - Methodology

This chapter presents the research design, research methodology, data collection
and on how the collected information is analyzed as well as its validity and

reliability aspects of the thesis.
Chapter 4 — Empirical Study

This chapter describes the empirical study of KBD, the challenges faced by
KBD in their implementation of CSR as well as approaches adopted to
overcome such challenges. Moreover, answers to the research questions from
the response of the three respondents who are the Business development
manager, = Head  of  operations and  Operations  developer
(Verksamhetsutvecklare) are also included in the chapter (see Tabell 1 on pp. 16
for details). The answers are presented and summarized on four major sub
headings CSR practice in KBD; CSR benefits; CSR implementation challenges

and approaches used to overcome challenges.
Chapter 5 — Discussion and Analysis

This chapter describes the results obtained from the research study and
interpreted in light of the literature framework developed in chapter two. In

addition, answers to the research questions are discussed in detail. The findings



are described and summarized in four sub-headings, which are - CSR practice
in KBD; CSR benefits in KBD; CSR implementation challenges and approaches
adopted to overcome the challenges. These are discussed in detail by keeping
and focusing on the aim of the thesis paper and research questions so that the

aims are met and the study gets answers to the research questions.
Chapter 6 — Conclusion

This chapter concludes and presents the summary of the overall findings of the
research study. A brief description that answers to the aim of the research study
will be presented. The chapter is organized into four sections. These are
limitations of the study, theoretical implications, managerial implications and
recommendation for future research. The recommendations contribute valuable
information both from the theoretical and practical aspects to other companies

that are in the same type of business in land transport services.

CHAPTER - 1
INTRODUCTION
CHAPTER - 2 CHAPTER - 3
—
LITERATURE REVIEW METHODOLOGY
L
PN H
CHAPTER - 4
EMPIRICAL STUDY
il I
CHAPTER - & ¢ CHAPTER -5
1
CONCLUSION DISCUSSION & ANALYSIS

Figure 1: Thesis Structure. Source: Own design.



2. Literature Review

This chapter ontlines the theoretical framework of the study. The framework includes sub-
topics on corporate social responsibility, economic and stakeholders’ theories, business
sustainability development as well as challenges in implementation of CSR. This chapter lays
Sfoundations for the aim of the thesis as well as a basis for developing the research and interview

questions.

2.1. Corporate Social Responsibility

Corporate social responsibility (CSR), started in 1950s and since then it
continued to be mentioned and written in various literatures (Carroll 1991).
During the last ten years, CSR has emerged and became vigorously considered
by businesses and required businesses to have principal and transformative
changes to their operational practices (Jonker & Witte 2006). It became clear
that CSR was not properly defined and it lacks a fixed and exact meaning, which
in that case its practicality function can differ greatly. Terri et al. (2010) define
corporate social responsibility as “the  economic, legal,  ethical and/or
discretionary/ philanthropic activities undertaken by an organization, activities which form the
basis of that organizations relationship with its societal or commmunity stakeholders. The
World business council for sustainable development (WBCSD) defined CSR as
“the continuing commitment by business to behave ethically and contribute to economic
development while improving the quality of life of the workforce and their families as well as of
the local community and society at large” (WBCSD 1999). Even though it was reached
to an agreement on a wider definition of corporate social responsibility, the
essence of corporate socially responsible behavior could have distinct
significance according to the nature of organizations, its geographical position
and the viewpoint of managers and stakeholders (Campbell 2007; Dahlsrud
2008). CSR could be expressed or mentioned as by the terms corporate
responsibility or social responsibility. Researchers tried to come up with ideas
on how to measure CSR and in the 1980s; attempted to incorporate different
approaches and test alternative ways such as stakeholder theory, business ethics
and corporate citizenship (Terri et al. 2012). Various elements have been
pinpointed as affecting or being affected by the enactment of CSR goals and
strategies (Li & Zhang 2010). These are internal aspects such as the size of the
organization, organizations’ category and the presence of corporate governance

framework. External factors are environmental pressures such as stakeholders



and government regulator’s (Cérdoba-Pachén et al. 2014). Waddock and
Badwell (2004) pointed out that the growth of CSR and quality exhibit identical
patterns. Managers see quality as an integral component of organizations’
strategic planning. Like quality, CSR is becoming a pillar of organizations’
activities (Castka & Balzarova 2007).

Hopkins (2007) pointed out that organizations can possibly give positive and
negative input to country’s development through CSR initiatives, working on
corporate responsibility or social responsibilities. Moreover, achieving
organizational goals could be realistic with the proper implementation of CSR
initiatives that are put in place. Corporations’ CSR 1initiatives could focus for
long-term benefits over time, which could contribute to business sustainability.
According to world commission on environment and development [WCED]
(1987), sustainability is defined as ‘development that meets the present without
compromising the ability of future generations to meet their own needs’. Sustainability is a
broad concept that incorporates environmental sustainability, social

sustainability and business sustainability.

The development of organizations’ CSR is not an overnight business. CSR is a
process that organizations need to follow the paths of working in collaboration
with all stakeholders (Castka & Balzarova 2007). Corporations’ CSR initiatives
and effective implementation could contribute to corporate profitability (Castka
& Balzarova 2007) as it is not different from quality (Peddle & Rosam 2004). A
vital factor that affect the growth of CSR is how organizations create awareness
and participate stakeholders in their CSR activities (Calabrese & Lancione 2008;
Wood 2010; Calabrese et al. 2013; Costa & Menichini 2013). Stakeholders can
contribute different aspects and be guided by different interests when it is
concerned with supporting or participating in CSR initiatives (Cérdoba-Pachén
et al. 2014). Moreover, stakeholders can have varying extent of affecting
organizational operation (Aguinis & Glavas 2012) and hence, they contribute a
major segment in backing or ruin CSR initiatives (Calabrese & Lancioni 2008;
Maclagan 2008; Costa & Menichini 2013).

2.2. Economic and Stakeholders Theories

Economic theory states that the main goal of a company is to increase and get
more profit to shareholders who invested funds and enabled managers to do
management activities while forbidding them to use such investment funds to
accomplish social initiatives that could improve the world (Lee 2018). For

sustainable society, there is a need to change the focus from being mere on
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economic aspect but also to include the social and environmental aspects. In
other words, it is important to look far beyond the single bottom line —
“economic” rather it should embrace multiple bottom lines incorporating
specifically the social and environmental which is commonly referred to as “the
triple bottom line”. Elkington (1997) established the notion of the triple bottom
line in respect of economic growth, environmental excellence and social fairness
pointing out that the principal factor to bring about the triple bottom line is
stakeholder’s dialogue. The stakeholders theory disagree with the economic
theory view point of CSR and advocates the capability of CSR to give corporate
benefits by adjusting and combining with stakeholders to facilitate satisfaction
and integrity, make a positive recognition with the company and produce a good
corporate image (Sun & Price 2017) because stakeholders can impact and be
impacted by CSR policies (Coérdoba-Pachén et al. 2014). Stakeholders are “any
group who can affect, or are affected by, the accomplishment of organizational purpose”
(Jonker & Witte 2000).

The necessity for the participation of stakeholder’s in companies remained to
be the topic of much attention in research and in arguments. The perspective
that sees stakeholders as a negative force that could slow the work and
organizational goals was later changed to the notion that stakeholders are vital
for the overall performance and company’s success. The communications with
stakeholders are considered as a tool of organizations learning from the outside
world and trying to adopt it. Stakeholders can affect directly or indirectly to the
corporations’ progress as business operations are within the societal network of
stakeholders. Even though business operate for profit making, businesses
belong to an integrated and interlinked web of social relations and therefore
should work with the aggregation of matters and concerns given by stakeholders
whom are with different backgrounds and interests. For long-term business
sustainability objectives, organizations should realize to consider stakeholders’
needs and expectations (Sun & Price 2017). The role of stakeholders in business
success has been considerably researched and proved thereby companies have
acknowledged and started considering their ideas when strategic plans are
formulated (Enquist et al. 2006) especially with non-for profit and public
companies (Schieg 2009).

2.3. Business Sustainability development

Business sustainability has taken a considerable attention by stakeholders
(Enquist et al. 2000). Stakeholders are ‘any group or individual who can affect or is
affected by the achievement of the organizational objectives’ (Johnson 2007). Sustainability

11



is ensuring company existence and its continuation to operate with efficient use
of available resources (Wackernagel & Rees 1996, pp. 32-40). Milne and Gray
(2013) argue that for sustainable business development corporations need to
consider those products that could make danger to the society and those
products that could not be easily re-cycled in order used items could be properly
taken care of and to save resources. Some scholars associate sustainable
development to triple bottom line (TBL). This means that beyond the economic
aspect, environment and social aspects need to be recognized and work up on
it. The unification of social, environmental and economy are the three building
blocks for sustainable growth (Enquist et al. 20006). Sustainable development
which most of the time referred to as triple bottom line puts focus on the
environment, people and economic integration on business operations
(Elkington 1997, pp.1, Schieg 2009). It considers both present and future
generations’” needs. As pointed out in Brundtland report, future needs should
not be put in danger while at present time fulfilling the needs of this present
generation (WCED 1987, pp.8). Conserving and protecting the environment is
important for future generations in fulfilling their needs (Raine et al. 2015). The
population of the world is growing every year. According to the sustainable
development solution [SDSN] (2013), the growth is 75 million per year.
Therefore, the triple bottom line (economy, society and environment) are vital
to consider for sustainable business development (see Figure 2 below). This
concept requires the participation of all stakeholders in all stages i.e. from the
planning to the decision-making and implementation stages (Ness et al. 2007).

sustainability

Figure 2: Triple Bottom Line. Source: Schwartz & Carrol (2003)

The economic, social and environment aspects are
very important to consider for business
sustainability. The triple bottom line refers to the
three ‘P’s of CSR i.e. People, Planet and Profit. All
three ‘P’s has to balance each other in decision
making process.
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Sustainability could be integrated at several levels that is from the macro to the
micro level. At the macro level, global companies are taking initiative in giving
due attention for ordinary matters through extended help for people, long term
support of agricultural resources, self-sufficiency and quality (Brown et al. 1987).
The utmost prevalent goal is communal advancement which includes public
health, education, safeguarding of the environment, living creatures and their
dwelling, careful environmental resource management, support of economic
development and employment (Shearlock et al. 2000, pp.81). To provide and
add to the governmental sustainable development plan, companies are
considered as the next level where sustainable development is unified.
Companies can put into practice sustainable development at strategic process
and at activities levels. At the strategic level, the unification is done and
incorporated in the strategy vision and mission of the company (Labuschagne
& Brent 2005, pp. 160). At activity level the unification incorporates altering
environmental management systems. At this level, it also includes the practice
of using and developing reporting system that examines, appraise and gauge the
business courses based on the triple bottom line benchmark (Labuschagne &
Brent 2005; Planko & Silvius, 2012, pp. 10-12).

2.4. CSR Implementation Challenges

Corporations face difficulty in CSR implementation and in its effectiveness
(Jonker & Witte 2006). The main reason of challenge in practical work was that
CSR requires high cost and corporations’ in adequate financial resources to train
the staff (Jonker & Witte 20006). It is most commonly understood that the
greatest main challenge for implementing and developing CSR were steady
competitive tension, inadequate backing from the government and other non-
government organizations beside the huge cost of implementation (Jonker &
Witte 2006). Moreover, lack of support from customers and investors was an
additional challenge. Complimenting to these, the core challenge in
implementation of CSR was difficulty in changing traditional business practices
to CSR agenda that requires leaders’ great commitment in managing and in
changing their focus and behavior. Furthermore, the lack of managers’ expertise
and capability to successfully implement desired changes was also creating
challenge in CSR implementation process. Edelman (2004) argue that a change
is not an easy process and it requires commitment and hard work to make a

desired change.

It became evident that the changes in developed CSR plans means that they are

not easy to administer it and there is also an increasing proof that a basic

13



transformation in the business model cannot happen without a major dedication
by the leadership and an alteration in the target area and behavior of leaders
(Edelman 2004). Considering the changes required for effective CSR
implementation, it is crucial to follow up on how changes could be most actively

done.

Past researches indicated that it is not easy to introduce and make change in
corporations because of which most of the instructions and ways of change
were unsuccessful in brining needed results. However, more current research
points out that there are other ways of thinking about and coming to change
which is most of the time directs to greater favorable results. Change could be
a linear process and should be done from the upper level of corporations and

made uniformly across all levels in reference to specific plans (Kotter 1998;
Hammer & Champy 1999; Duck 2000).
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3. Methodology

In this chapter, the research design used to conduct this study is presented. In addition, the
methodology used in accomplishing the paper, how the data is collected and analyzed are well
explained. Moreover, the trustworthiness of the thesis paper seen in terms of its credibility,
transferability, dependability and confirmability are also described.

3.1. Research Design

A research paradigm was considered important in the design and choice of
research methodology. Two most common referred and mostly used in research
design are the positivism and interpretivism. Positivism backs a deductive
process and reaches to the results through understanding and making clear of
general ideas. On the other hand, interpretivism, which aids the inductive
process, makes use of already established theories for the sake of understanding
the situation or circumstances (Collis & Hussey 2014). In this paper, the
interpretivist approach, which supports the inductive process, was used in order
to have a deeper review and understanding of the business habitual ways of
accomplishing job activities and thereby have a full outlook of business practices
and link with the theoretical framework described in the research paper. Dubois
and Godde (2002) pointed out that inductive reasoning merges the empirical

data with the theoretical aspects of the topic concerned.

A qualitative research approach was chosen to do this research paper. The
motive for choosing the qualitative approach is because, corporate social
responsibility, primarily centers around business practices and the ways of day-
to-day operational activities, which requires a researcher to understand the
business practices through interviews rather than using quantitative methods.
Hence, the qualitative research method looks to be useful and the right approach
for this study. Qualitative research approach is suitable when researchers are
primarily interested in knowing and understanding of some circumstances or
occurrences (Easterby-Smith et al. 2015). A qualitative approach makes
significance in bringing out information by allowing the researcher to get more
opportunity from the responses obtained by asking relevant questions for better
clarifications in order to accomplish the research paper. This paper is conducted

through a single case study of Karlstad’s bus department which is part of
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Karlstad city municipality (Karlstad Kommun). A case study is defined as “z
research strategy that focuses on understanding the dynamics that are present within single
settings using different approaches in order to get a deeper knowledge (Collis & Hussy 2014).
The motive of choosing a single case study is to enable the researcher to see at
the ground the real practical challenges encountered during implementation of
CSR and approaches adopted to overcome such challenges. Yin (2003) pointed
out that doing a case study would make researchers to observe the bigger
picture, which are useful and have substantial results regarding circumstances of

practical life that guides to an in-depth studies and analysis.

3.2. Data Collection

For this thesis paper, data were collected through primary and secondary
sources. Primary data consists of interviews and published documents of the
company and the company’s websites. Bryman and Bell (2015) pointed out that
primary data are facts found out from original sources by means of telephone,
interview or through observations. Moreover, it was clarified that information
obtained though primary means are unbiased facts (ibid). Secondary data were
collected from scientific journal (articles) and textbooks, which helped as an
initial pilot study for developing the theoretical framework and develop
interview questions. The primary data collection process was done through
structured interview with three employees of KBD who work with CSR. The
interviews were conducted with Mathias Lindgren (Business Development
Manager); Anders Dyberg (Head of operations), and Emma Roénnbick
(Operations Developer /Verksamhetsutvecklare). The interview was done at
Sambhallsbyggnadshuset (City building house) located at Gustaf Lovéns gata
30, post code- 65226 Karlstad, Sweden. The interview that lasted between 48 to
60 minutes was conducted on a one to one basis with each of the three KBD
employees on three different dates and time (see Tabell 1 on pp.16 for details).
The interview was semi-structured such that the interview questions were
designed for the same purpose of the paper that aimed to get answers for the
two formulated research questions. Each of the interviewee were asked the same
questions in the same order as it is prepared (see Appendix A. Interview
Questions on pp. 46 for details). Moreover, all of the interview conversations
were recorded upon the consent of the interviewee. According to Bryman and
Bell (2015), semi-structured interviewing was seen specifically valuable in
discovering out of an in-depth elaborated observation of a case study. In
addition, semi-structured interview could make the researcher to be open

minded about his expectations from the interview so that the ideas and theories
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can come out of the data. The questions are open-ended questions in order to
get a broad and deeper answers to the questions rather than a “Yes’ or ‘No’ type
of questions. Esterby et al. (2015) pointed out that open-ended questions could

make the interviewee to talk freely and explain issues in detail.

Tabell 1: Interview Summary

Interview Summary

No |Name of Interviewee Position Interview Date Interview Time

Start End | Total Minutes

1 |Mathias Lindgren Business Development Manager |April 17, 2018 10:00]  10:48
2 |Anders Dyberg Head of Qperations April 20, 2018 13300 1427
3 |Emma Rannbéck Operations Developer April 26, 2018 10:00f  11:00

48
al

3.3. Data Analysis

The analysis of qualitative data has several difficulties to positivist and
interpretivist researchers (Collis & Hussey 2014). Miles and Huberman (1994)
present three continuous flow of activities as a means of analysis of qualitative
data.

Data reduction: At this stage, the data analysis is made through selecting,
omitting, compiling and arranging qualitative research information (Collis &
Hussey 2014, pp. 157). Under this research paper, the interview information and
secondary data were shaped and explained to enable the researcher to answer

the research questions.

Data display: This is the concise of collected information in a blueprint form,
which can allow the user to see the bigger picture and reach to a genuine
conclusion (Collis & Hussey, 2014, pp. 159). The collected information is
examined by using the keywords obtained from the theoretical framework as an

important tool, which helped in analysis and explanation.

Conclusion and verification: The findings of the study using the keywords

were verified (triangulation), examined and explained from the interview
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information got from interviewee, which is in accordance to Corbin and Straus

(2008) argument on explaining and describing of qualitative method results.

3.4. Trustworthiness

According to Eisenhardt (1989), qualitative research could be assessed for its
goodness by means of trustworthiness of the research. In order a thesis paper
become of importance and of a superior standard it is expected that the research
to have relevance, credible and that draws attention from others (Easterby-
Smith et al. 2015). The four major standards for making a judgment on the
quality of research are credibility, transferability, dependability and
confirmability (Bryman & Bell 2015).

3.4.1. Credibility

Credibility deals with the internal validity of the research. Credibility is
concerned with “zhe integrity of the conclusions that are generated from research” (Bryman
& Bell 2015 pp: 50). Results obtained from a research that meets credibility
criteria has facts and are in line with reality (Shenton 2004). Having multiple
interviews with three different staff members working on CSR, getting their
perspective views and ideas are considered as a triangulation, and therefore by

applying such way credibility could be ensured.

3.4.2. Transferability

Unlike credibility, which concerns with internal validity, transferability mainly
looks at the external validity of the research. The issue with transferability is
whether the outcome of the research could be generalized and could give same
results for other similar type of researches (Bryman & Bell 2015). Shenton
(2004) pointed out that the transferability criteria is when a result obtained from
a research could yield same result and get adopted in other circumstances.
However, the idea of transferability remained as a point of argument among
scholars in that it seems hard to accept that results could be generalized and
some scholars even argue that transferability is impossible for the mere reason
that qualitative studies are pertinent to a few number of people under specific
circumstances and therefore conclude that transferability have no relevance.
Shenton (2004) argue that such criticism can best be overcome by giving detail
information in regard to the research examinations made particularly time of
study and circumstances under with the study is conducted. The researcher has
made all possible efforts in showing and disclosing all detailed information

obtained through the interview and from secondary information.
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3.4.3. Dependability

The issue of dependability is whether the current results obtained during a
particular period of research could likely provide the same outcome at other
times. In other words, it concerns with the reliability of the research results
irrespective of the time difference whether it could yield same results or not
(Bryman & Bell 2015).

3.4.4. Confirmability

The point of confirmability refers to the quality of being objective, impartial and
absence of bias (Bryman & Bell 2015). In this research paper, the researcher
used both internal and external means of information in order to examine the
reliability of the information. Moreover, the research work was completed
without any external influence. This is in line to Kirk and Miller (19806)
argument, which explains that end outcomes need to be free from bias and other

external situations that could otherwise possibly influence the final findings.
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4. Empirical Study

In this chapter, the empirical findings of the conducted case study of KBD are presented. The
responses from the interview questions obtained from the three interviewees, who are responsible
for business development and operations staff are elaborated in detail. The answers obtained
to the interview questions from the three interviewees (I'he Business Development Manager,
Operations Manager and Operations Developer) are summarized and presented in this
chapter. The CSR practices i.e. the department’s practice in preparation of integrated reporting
its investment decision and stakeholders’ engagement are discussed as sub sections under the
beading -KBD CSR practice. In addition, the benefits realized from the wuse and
implementation of CSR together with the challenges encountered during actual implementation
process are described in detail. Approaches adopted by KBD in overcoming those challenges
are also explained and included under this chapter.

The collected empirical data from the interview of the three interviewees of
KBD’s employees are summarized and described. During the interview session,
the interview questions (see Appendix A. Interview Questions on pp. 46 for
details) were answered, broadly discussed and a further follow-up for some
clarifications were later done through e: mail. The interviewees were responsible
for short and long-term future planning and implementation of CSR related
projects as well as in ensuring current systems are properly functioning for
taking care of social responsibility and ensuring business sustainability in

accordance to the set out strategic planning document.

4.1. CSR Practice in KBD

Karlstad bus department is a part of Karlstad Municipality (Karlstad Kommun).
Since KBD is a communal division of the city council, it has already quite rigid
rules table and laws that require KBD to follow in regard to transparency and
accountability. In addition to the rules and laws, there are political goals that
takes care of the environmental and social responsibilities. Therefore, most of
the CSR key figures for KBD are already governed by other rules. The city
municipality (Karlstad Kommun) has a strategic plan with four target areas.
Ronnbick! explained that “%he four target areas of the strategic plan are, a municipality
for everyone, a knowledge and growth of municipality, an environmentally friendly municipality

and being an attractive employer.” The first target area, a municipality for everyone

! Emma Rénnbéck Operations Developer Karlstad Bus, interview on the 26 of April 2018.

19



is more of the social aspect, which is one pillar of sustainable development. The
second target area, a knowledge and growth municipality is more of the
economic growth and the third target area, the environmental friendly
municipality is concerned with the environmental part of sustainable
development. The fourth area, which is the municipality as an attractive
employer deal with the municipality’s mission as a job provider. This means that,
in their strategic planning, the municipality has incorporated the three pillars of
sustainable development that are social responsibility, economic growth and
environmental aspects. The strategic document is the guiding principle that
KBD should work with in day-to-day operations in compliance with set out
rules and regulations to achieve sustainable development. Lindgren? elaborated
that “the CSR compliant strategic document provided by Stadsbygnadsnémden incorporates
the social, environmental and economic aspects which are crucial for sustainable business
development. As an example, several years ago, it was decided by Stadsbygnadsnémden that
KBD should leave out fossil fuels.”

KBD gets its directions from ‘Stadsbygnadsnamden’ (City Council), where there
are politicians, who set KBD’s future directions, decide and provide budget as
well as make strategic planning. Even though, KBD does not have a defined
CSR  business  practice, the strategic directions provided by
‘Stadsbygnadsnimden’ (City Council) is CSR compliant and it automatically
takes into consideration all the three pillars of sustainable business development
i.e. social, environmental and economic aspects. Since KBD has only city traffic
and not regional traffic it is easier for KBD during implementation as regional
traffic has to take into consideration a longer distance. Taking as an example,
earlier years, city council has decided that KBD should leave out fossil fuels and
switch on to biogas buses. In light to the strategic planning given by the city
council, most of today’s buses are biogas. In addition, there are three fully
electric buses as well as one hybrid bus. Moreover, as per the strategic plan,

there will be future improvements in the infrastructure.

The improvement in infrastructure is part of KBD launching of a new system
that is called “Snapt Linje” (Fast line). Four new articulated buses or longer
buses will provide service along the ‘Fast Line’ and all the buses will be electrical
which a driver will drive. The buses along the ‘Fast Line’ will operate between

Karlstad’s main square (Stora-Torget) and Rud neighborhood. This fast line will

2 Mathias Lindgren Business Development Manager Karlstad Bus, interview on the 17" April
2018.
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start in December 2018 and it is expected that buses could arrive on bus stops

on every five or six minutes.

The long- term strategic plan is that all new future buses that are coming will be
electrical which eventually leaving out the biogas buses. The existing contractual
agreement between KBD and the partner — “Keolis” (an operator), a French
company that drives all the traffic in Karlstad, will expire in 2025. This means
that the buses that KBD has at present will continue operating until the year
2025. After 2025, KBD will fully operate with electrical buses. Lindgren? added
that, “The future prospect of changing completely to electric buses, is hopefully a start of a
bigger system. Furthermore, the new plan is that it will be a little bit longer distances between
bus stops which means minimum bus stops so that the travel time could be faster and at the
same time opening all doors of the new articulated buses to be used both as entrance and exit
points. The articulated buses will have four doors to facilitate passenger in and out instead of
three doors as it uses now. Therefore, passengers will be allowed to enter on any of the four
doors that will be much faster and the travel time could be reduced. To avoid cheating, there is
a plan to have more controllers and inspectors that go out on these lines and hopefully the
cheating conld be reduced.”

According to the plan, there will be a charger at the end of final stations. On
every trip destination point, buses will charge for approximately 3-4 minutes
before continuing to next destination. Currently, KBD has electrical buses that
have ‘plug in’ charger system which is not a convenient. However, the upcoming
four new electrical buses will have a new charger system which is called
“Pantograph’. A pantograph is a bottom-up charging mounted on the roof of a
bus. This new charging system is expected to be much more convenient to the

driver as the driver need not go out of the bus and plug in the cable for charging.

In addition, along the line from Karlstad’s main square to Rud neighborhood,
buses will have priority over other cars along the road. To accomplish the
complete expanded network of developing three lines, the work will take some
time (long-term plan) which may be 20 or 30 years (rough time schedule). The
detailed plan is that, besides the above stated three lines, there will be
complementary lines, with self —driving vehicles which could go to hub, drop
off passengers, and then return so that they can just bring people to the larger
hubs of the main lines. With such facilitation, the smaller areas of the cities will

not go all the way to Karlstad’s main square. R6nnbick# further pointed out that

8 Mathias Lindgren Business Development Manager Karlstad Bus, interview on the 17" April
2018.
4 Emma Rénnback Operations Developer Karlstad Bus, interview on the 26" of April 2018.
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“KBD by being ‘socially responsible’ ensures that newly built neighborhoods get the necessary
transport service to the inbabitants of the areas and make more people to become service users
through better time schedule, easier and safer travel time as well as many things that make

passenger to choose Karlstad's bus as a service provider.”

Karlstad bus dept. is not only concerned on the economic aspect of rendering
services and get economic income but it is also socially and environmentally
responsible for a common goal of sustainable business growth. Dyberg>
explained that “KBD implements CSR through both the harsher laws and through the
political goals taken by the politicians. The harsher laws mean that KBD is required by law
to be completely transparent when compared for example with a private company.” KBD is
governed by both the law as written in text and by what is expected from KBD
when it comes to the public. The public expects higher standards of service and
hence, KBD have both the judicial and the public scrutiny. The political goals
are those that goes far beyond what is required by law. While they do not
automatically reach the CSR goals, they are usually and gradually bringing KBD
into the right direction.

Karlstad bus dept. is always working to have more people to become users of
transport service by doing a better time schedule, make it easier to travel with
KBD and finding technical solutions problems. Therefore, KBD is also working
in introducing electric buses instead of diesel as what was used before. These
days, there are biogas which is in the strategic document that aims to be fossil
free municipality in the future and KBD is part of this mission. The strategic
document also indicate that KBD should reduce the traffic noise. Therefore,
the electric buses are quieter which is also a part of a better environment to live
in when it is quieter. Moreover, a lot of KBD responsibility is to make sure that
people could travel to work easily. This is because it makes Karlstad city an
attractive city when users travel and reach faster on schedule, get a job with
good bus service facilities and move easily within the city and around the region.
Therefore, there is a lot of connection with the region and KBD works a lot to
make sure that people from nearby cities can travel to Karlstad city for different
purposes be it like to study at the university or get a job inside the city and even

to settle down in Karlstad.

Karlstad bus dept. on its own does not have research and development (R&D)
department. However, KBD has several collaborations with Karlstad University

when it comes to research and development. KBD, is part of many projects in

5 Anders Dyberg Head of Operations Karlstad Bus, interview on the 20" of April 2018.
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developing the public transport nationally in Sweden and as well as other cities.
KBD has connections with the academic world such as Karlstad University,
Lund University, Chalmers, Blekinge Tekniska University and other city bus
traffic department such as Vist Trafik of Vistra Gotland region. The upcoming
bus rapid transit (BRT) project called ‘Fast Line’, which will be launched at the
end of this year 2018, is the result of getting in collaboration with Karlstad
University. On service development aspect, technical solutions to users’
problems are one part of KBD success. KBD have the real-time system and
after summer of this year, KBD will be launching a new system where service
users could be able to see the location of buses at any given point of time by

using an application in mobile phone.

4.1.1. Integrated Reporting

Karlstad bus dept. prepares integrated report i.e. it reports on both financial and
CSR narrative operational reports (see Appendix B. Integrated Report on pp.
47 tor details). Dyberg® stated that ‘providing only a financial report would not give anything
becanse it is already transparent”. The report is regularly prepared and reported to
the politicians who are interested and concerned most of all for protecting the
environment. Therefore, KBD should report to the city council regarding its
activities both on financial matters, social and environmental aspects. The most
important reports for KBD are reporting to both the public and to the city
council. The reports are on the environmental status, the vehicle fleet status and
travel status both regarding to numbers of passengers and percentage of their
own time deliveries. Moreover, KBD produces both the monthly report that is
compared with the operator’s (Keolis) monthly reports and quarterly reports
that are reported to the city council. In addition to these, there is yeatly report
and all reports are integrated. In this report, it is indicated on reductions of
Carbon dioxide (COZ2) emissions and on how KBD is working with the strategic
planning reported both quantitative and narrative reports. KBD is also doing
regular reporting to stakeholders for transparency, updating of operations and

jobs accomplished in order to build trust among the various stakeholders.

4.1.2. Investment Decisions

Karlstad bus dept. considers CSR in its investment decisions. This is because
CSR makes the bases of KBD operations and therefore KBD has always to take
CSR into consideration. There is no a single factor in CSR that KBD skips when

¢ Anders Dyberg Head of Operations Karlstad Bus, interview on the 20" of April 2018.
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it comes to business decisions. In light to Stadsbygnadnimnden (City council),
strategic planning KBD should reduce carbon dioxide emission amounts.
Accordingly, there is a plan to make high investment cost and completely switch
to electrical vehicles. In addition, there is also consideration at improving the
bus stop places in which more and more of bus stop areas are re-built to get
easy accessible bus stops so that people with disability can easily board into the
bus. Moreover, there will be announcement of bus stop location both inside and
outside of the bus stops so that people with disability will easily know when the
bus arrives. KBD department combines both cost and its compliance to CSR

when making investment decisions because KBD’s revenue is tax financed.

4.1.3. Stakeholders’ Engagement

Karlstad bus dept. engages effectively with all stakeholders. Keolis, a French
company owned by the French country, works in a partnership with KBD.
Keolis is the company that hires all the bus drivers and coordinates all the traffic.
KBD engages dialogue with various stakeholders i.e. employees, donors (city
municipality and other government authorities), working partners (Keolis),
customers (public) and institutional organizations for purposes of funding and
research programs. KBD has around seven to ten meetings with its operator -
Keolis on every week. Taking as an example, for the project of ‘Fast Line’
between Karlstad’s main square (Stora Torget) and Rud community, it is
expected that the project will be finished by the end year of 2018. In order to
provide funding for this project, the transport authority (Trafikverket) has
required KBD to meet some demands in which case upon meeting those
demands the full funding will be provided to KBD. Part of these funding will
be for the new central station (Resecentrum) i.e. the current Karlstad bus station
will be combined with Karlstad central station in order to be easier for train

passengers and bus passengers to simply transit with less transit time.

Karlstad bus dept. also makes good contact with the public all the time. Dyberg’
stated that “without public support KBD could not get a working public transportation
system.” KBD is working hard to satisfy the public by meeting their needs so that
the public can find it easy to travel with Karlstad bus. For this purpose, KBD is
making a lot of advertisement to provide information to users on service
developments and new service innovations. KBD would like to ensure that the
environment goals are met and find technical solutions for passenger needs.

There is regular advertisement on services innovations, among others it includes

" Anders Dyberg Head of Operations Karlstad Bus, interview on the 20" April 2018.
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different ways of paying or buying bus ticket (Swish, Mob-App, Self-service out
door machines, at bus stations counter and at shops) and other on -line technical
solutions. Therefore, KBD tries to engage the public both on social media and
in the traffic through TV that are present inside buses. KBD have some
marketing campaigns in trying to make KBD as visible as possible in the city.
KBD through its engagement has already built trust among the public. The city
council have positive outlook about KBD when it comes to market brand.
KBD, has many connections with other traffic companies in other cities, with

public transport authorities and is exchanging knowledge and experience.

4.2. CSR Benefits

Corporate social responsibility is not only benefit for KBD but it is the basis for
KBD complete operation. This is because KBD’s mission is to be socially
responsible by ensuring that the mass transit infrastructure in the city works.
This is because the mass transit infrastructure is one of the most important
aspects of European cities especially of the size for Sweden. The benefit of CSR
to KBD is having a much more descent, quieter environment with less noise.
The noise reduction in the environment is even expected much better in the city
when electric buses replace biogas buses and is considered as a beneficial to the
environment and the society. In addition, there is a long-term benefit of having
less running cost even though the initial investment cost for buying electric
buses is high. Besides less running costs, the environment is conserved and there
is less pollution as well as the carbon dioxide emissions could be reduced
overtime. It is hoped that much benefits could be obtained when the new
articulated buses (longer buses) are fully operational and the new electrical buses
will be much better than the electric buses that KBD is having at present. This
is because the three current electric buses that are equipped with ‘plug in’
charger system have some problems and the charger system is not convenient
to the driver. However, with the coming of new electric buses that will be
equipped with the new technique called pantograph, it is expected that the
charging system could easily charge buses from the top roof of the bus and
requires less time for charging. This could contribute on making buses to be
more effective unlike the current electric buses, which requires the driver to stop
and charge the bus through a plug-in technique. The new buses were proved in
Amsterdam, Holland and it was found that the buses are good and efficient.
Therefore, it is beneficial to have those bus brands which are environmentally

friendly.
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Nearly 5 or 6 six years ago KBD changed the whole fleet to biogas buses. Hand
in hand with the biogas buses, KBD started a small project with three small
electrical buses that are currently giving service in Karlstad city. This is a good
start to have a good basis for the future research in exchanging the whole fleet
to electrical buses. KBD could never have any development both when it comes
to citizens or to businesses if the mass infrastructure system could not work.
Therefore, the overall development is a benefit to KBD as the social
responsibility is the core and the basis for KBD mission. Since KBD has only
city traffic and not regional traffic it is easier for KBD during implementation

as regional traffic has a longer distance to take into consideration.

The difference between electrical buses and biogas buses is in investment cost.
While the former requires high investment cost, the latter requires less
investment cost which is approximately half of the cost of electrical buses.
However, electrical buses require lower running and maintenance costs than
biogas buses. The prospects of fully electric buses, is hopefully a start of a bigger
system. This prospect will expand up to the university as a first trip and then go
to west from Karlstad’s main square to Bergvik shopping mall (Bergvik
Ké6pcenter). The number of bus stops along the destination is not yet known.
However, the distance between Karlstad’s main square (Stora Torget) and Rud
community taking it as an example will be roughly ten bus stops. According to
the plan, the distance between bus stops will be a bit longer so that the travel
time could be faster. Moreover, all four doors of the new articulated electrical
buses will be used for entrance as well as exit points. The articulated buses will
have four doors instead of three doors as it uses to be now. Therefore,
passengers will be allowed to enter on any of the four doors and it will be much
faster and the travel time could be reduced. To avoid cheating, there is a plan to

have more controllers and inspectors that go out on these lines.

4.3. CSR Implementation Challenges

Karlstad bus dept. may not probably face the same challenges as private
company face when implementing CSR. Dyberg® pointed out that “For KBD, the
financial difficulty is the number one challenge when implementing CSKR practices”. This
biggest challenge in implementation of social responsibility is because of CSR
economic demand of high investment cost. Taking into consideration the three
aspects of CSR, i.e. social, economic and environment while ensuring that KBD

to be on a sustainable line map of a service traffic that meets the demand of the

8 Anders Dyberg Head of Operations Karlstad Bus, interview on the 20" of April 2018.
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city, the high cost requirement to meet CSR demands is the main challenge.
Lindgren® said that “since, KBD s part of the municipality, CSR issues are more
prioritized matters and often politicians see it as an important question to be addressed to
ensure that KBD meets the required high investment costs.” Moreover, the city council
that provide funding to KBD has a lot of trust on KBD because of KBD’s
transparency and its operational activities. Nevertheless, KBD are not allowed
to spend too much money as its budget is funded from government funds and

should consider balancing between the three aspects of CSR.

KBD does not have the challenge of financial resource to train staff on CSR
practices. Moreover, KBD does not have the challenge of intense competition
with competitors, as KBD is the only transport industry operating in the urban
area of Karlstad. Therefore, KBD is not afraid of competition as there are no

competitors, which provide service to the public apart from KBD.

Karlstad bus dept. does not have challenges of lack of support from the
government; instead, it has full support from the government and other city
departments for getting investment funds. Dyberg!® explained that “even though
there is a great support from the government and other government authorities, there are some
Judicial problems whereby current society needs requires to be updated in the law text. In other
words, the law text is not modern and is not written taking into consideration today’s society
demands”. For example, there is a lot of limitations on what type of buses KBD
should use concerning bus length, its width, and number of passengers that a
bus should accommodate. This is the only part when it comes to the
government support which is lacking. Apart from this un-updated law texts,
KBD gets all financial aid and other support needed from state departments and

research institutions.

In CSR implementation, challenges in changing mindset of actors from the
traditional practice (old way) of doing thing to new systems is not a challenge to
KBD and if there is any, it could be easily solved. For this purpose, KBD has
always an up-to-date guidelines and documents stating how work should be
accomplished. For example, in the case of changing from biogas to the present
three electric buses, drivers are required to charge electric buses at final bus
stops before moving to next destination. In such instances, there is no challenge
from the part of drivers to understand and adopt to this new system. Moreover,

the new practice is best suited to the workers union demand for drivers to have

® Mathias Lindgren Business Development Manager Karlstad Bus, interview on the 17" April
2018.
10 Anders Dyberg Head of Operations Karlstad Bus, interview on the 20" of April 2018
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short time brakes and availability of facilities (toilets) at the end stations.
However, in some instances there are some challenges when it comes to seeing
clearly the big picture on how new systems could be beneficial over old systems.
For example, changing from diesel to electricity buses, it looks a very good idea.
But, changing from biogas to electricity buses, it does not seem that much
advantageous unless it is realized that the maintenance and running costs of
electricity buses are minimum over biogas buses. Therefore, as people differ in
their thinking, it is a challenge to bring people together to a common
understanding and mindset. This is because some actors think biogas is better
than electricity and others think vice versa which means that difference in
thinking could jeopardize long-term benefits because of failure of not seeing the

big picture.

4.4. Approaches used in overcoming Challenges

Referring to the greatest high implementation cost challenge that was earlier
mentioned ie. when it comes to balancing the environmental and social
responsibilities towards the economical responsibility, the measures taken to
overcome such challenge is that, KBD continuously communicating with the
politicians of current situations and to ensure that the politicians are fully aware
and knowledgeable of the ways mass transit systems works both throughout the
country and in Karlstad. Dyberg!! elaborated that “KBD, has quite a good sitnation
and record when it comes to its efficiency because for the last ten years KBD has been at the
top score in every measurable variable when it comes to the mass transit system in Sweden”.
This sound results gave KBD a good picture and make it very easy to
communicate and explain to the politicians when there is a need for more
funding i.e. increase in budget or for better help from other government
departments. The communication needs to be kept up all the time because the
politicians change and political parties could also be changed. Hence, KBD
through continuous communication as its main responsibilities ensures that
effective public transportation system keeps on working. Therefore, to
overcome CSR’s high implementation challenges, some additional funds are
provided by other government authorities. For example, the ‘Swedish Energy
Authority’ provides partial funding i.e. around 15%-20% of the total costs of
buses. Moreover, for purposes of developing the planned “Fast Line” between
Karlstad’s main square (Stora Torget) which is center of town to the Rud
neighborhood, KBD will get funding for the project from Trafikverket (Road

11 Anders Dyberg Head of Operations Karlstad Bus, interview on the 20" April 2018.
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transport authority). This funding is almost half of the investment cost to be
used for the infrastructure work such as the maintenance of streets and bus
stops. This is a huge support which Karlstad Kommun could have not done this
investment alone. At present, the overall economic situation of KBD is quite
good but when there is less tax income in Katlstad, it will be a different scenario

and KBD could then rely on the state economy in general.

Changing in business practices from the old system of business practice to the
new CSR oriented business practice is not much of a challenge for the workers
in adopting to new systems. In old system business practice, buses could start
service in early morning and operate all day without filling up fuel for the rest
of the day. However, with the new electrical system, buses could run 30-40
kilometers, and later it should charge for additional electric energy before
proceeding to next destination. This is not a big challenge for the drivers to
adopt to the new system because communication and explaining the procedures
is one part in making KBD staff to understand why things are done the way it

is done and what difference it makes than the current existing system.
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5. Discussion

In this chapter, discussions based on the empirical findings of this case study in light to the
literature framework developed in chapter two which centered around the aim of the study as
well as on the two formulated research questions and interview questions are interpreted and
described in detail. A Thorough discussion is done and presented on KBD’s CSR practice
that include integrated reporting, investment decisions, stakebolders engagement, CSK benefits
as well as challenges encountered in CSK implementation. In addition to these, approaches

used to overcome the challenges are also presented.

The main aim of this study is to assess the challenges, which potentially could
be encountered during the actual process of implementation of CSR in
achieving of sustainable business growth. For reaching to this objective of the
study, two research questions were formulated in order to accomplish the study.
While the first research question assesses on encountered challenges, the second
research question examines on approaches used to overcome the challenges. By
using a single case study method of Karlstad bus dept., the researcher has
conducted structured interviews with three CSR responsible staff of KBD and
has used the collected information as a primary source of data in order to come

up with empirical findings.

As mentioned in chapter one, the motive for selecting KBD as a case study is
that Karlstad city is growing fast and soon it is expected to be home for 100,000
inhabitants (KKMa 2018). Hand in hand with this expansion, it becomes clear
that KBD should play an important role in fulfilling public transport needs as
well as in developing transport facilities that complies with the vision statements
stated in the strategic planning document which are- a municipality for
everyone, a knowledge and growth municipality, an environmentally friendly
municipality and an attractive employer (CTYPOP 2018).

The findings indicate that, even though CSR business practices were not defined
and documented by KBD, the operational activities of KBD reflect CSR
business practice. Stating the operational activities, it means that KBD does its
business and considers- 1) CSR in its investment decisions, 2) active engagement
with all stakeholders and 3) regular preparation of integrated report by
becoming more accountable and transparent. The active engagement with

stakeholders is an indicator that CSR is not a one-man business rather it is a
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teamwork. Hence, CSR activities should not be left only to CEO’s of a
department or an organization. KBD, by rendering services is not only
concerned on economic gain but it is also socially and environmentally
responsible in all aspects of its operational activities to achieve a common goal
of sustainable business development. The strategic directions given by
Stadsbygnadsnimden (City Council) is CSR compliant and it automatically takes
care all the three aspects i.e. social, environmental and economic parts into
consideration. KBD is always working towards having a more attractive city by
providing best services. Therefore, Karlstad bus dept. considers and balances all
the three aspects (economic, social and environmental) of sustainable business
development. This is in line to Enquist et al. (20006) argument that states, the
unification of social, environmental and economy are the three building blocks

for sustainable growth.

The strategic plan document is that, as Karlstad city grows and increases in
population, efficient and effective transport facilities could make Karlstad to be
more attractive so that people could choose the city as a place to live and work.
The strategic plan is an important document to KBD in working towards
achieving a vision of becoming an attractive employer as well as a greener city
with environmentally friendly electric buses. This operational activity of KBD
that cares our environment is in line with Raine et al. (2015) argument that states
conserving and protecting the environment is vital for future generations in

tulfilling the coming generations’ needs.

Karlstad bus dept., as part of the urban management is playing its role in
becoming socially responsible and in meeting current needs of the public and in
return, it is getting the benefits of an increasing number of service users. Such
effective and efficient services is good for the whole region and for the job
market. The advantage is about people’s mobility at ease and getting the
possibility to work or live in different areas of the city. Now, there are some
challenges on how to go with electrical buses because KBD is at its initial stage
of introducing electric buses and there is lack of developed standards. KBD will
be able to learn many lessons with new four coming buses in December 2018
before the new tender comes in the year 2025, which replaces all present biogas

buses to electrical buses.

Karlstad bus dept. is accountable and transparent in every aspect of its
operations. For this purpose, KBD prepares regular integrated reports to the
authority i.e. City council, City Municipality and National government (see

Appendix B. Integrated Report, on pp.47). The concerned authorities, review
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the integrated reports and cross-check whether accomplishments and
achievements are in accordance with the stated goals that are stated in the
strategic plan document. Moreover, KBD is socially responsible and therefore
it considers CSR during investment decision. For example, in acquiring new
vehicles or technical equipment, KBD considers the economic (cost), social
benefits and the environment (emissions) aspects. Since part of KBD income
was funded from taxes, KBD takes responsibility and is accountable for all
expenses. For this purpose, prior to any purchase and when making investment
decisions, KBD makes a very detailed specification of required items which

complies with the environment and also considers both cost and social aspects.

The results further reveal that, Karlstad bus dept. faces challenges in
implementation of CSR. Sun and Price (2017) argue that Corporations’
encounter challenges in CSR implementation. KBD’s biggest challenge faced
during implementation of CSR was the high investment cost of CSR. This is in
line with Jonker and Witte (20006) argument that the main reason of challenges
in practical operations during CSR implementation is that CSR requires high
cost and lack of corporations’ adequate financial resources to train employees
in CSR issues. To overcome the challenge of high implementation cost, KBD
continues to engage with the various stakeholders. Thus, KBD was able to get
some funding from other government authorities. As an example, the ‘Swedish
Energy Authority’ provided partial funding of approximately 15%-20% of the
total funding needed for electrical buses. In addition, for the project called ‘Fast
Line’ which is a bus line between Karlstad’s main square (Stora Torget) and Rud
neighborhood, an additional funding will be received from Traffikverket (Road
transport authority) which is almost half of the investment cost for developing
infrastructure works such as streets and bus stops. The measures taken to
overcome the cost challenge was by trying to communicate with all actors about
current situations and ensure that the parties are aware and knowledgeable of
the ways mass transit systems works both though out the whole country
Sweden and in particular Karlstad. In other words, communication and
information dissemination were ways of overcoming challenges as well as
making people to understand why KBD do things the way it is done and what
makes a difference when a new system is devised and adopted. This is in line
with Castka and Balzarova (2007) argument that states the development of
organizations’ CSR is not an overnight business rather it is a process that
requires to follow all strategies of working in collaboration with all stakeholders.

Since KBD is part of the municipality, CSR issues are more prioritized matters
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and often stakeholders see it as an important question to be addressed to ensure

that KBD gets the required high investment costs.

Jonker and Witte (2006) stated that the core challenge in implementation of CSR
is the challenge in changing traditional business practices into CSR agenda of
business practices. In the case of KBD, such challenge in changing traditional
business practice is no longer a challenge because KBD always keep up-to-date
guidelines and documents that state how work need to be accomplished.
However, in some cases there are some challenges when it comes to clearly
understand and see the big picture of long-term benefits over short-term
benefits. As an example, the move from biogas buses to electrical buses may
seem not important when looking only at emission rates. However, the benefits
of electric buses over biogas buses is that electric buses have low running and
maintenance cost than the biogas buses. In other words, the difference between
the electrical buses and biogas buses is that while the investment cost in
electrical buses requires high investment which is approximately twice than that
of biogas buses, the running and maintenance costs of electrical buses are much
lower that the biogas buses. Therefore, as people differ in their thinking, it
becomes in itself a challenge until the cost benefit analysis was clearly
understood and hence, KBD makes effort to bring people together into a

common understanding and same mindset.

Jonker and Witte (2006) pointed out that inadequate financial resources for staff
training, steady competitive tension, and inadequate backing from the
government and other non-government organizations are some of the
challenges in CSR implementation. However, the findings show that, KBD does
not have such challenges of lack in financial resource for training employees on
CSR practices nor have the challenge of intense competition with competitors,
because KBD is the sole urban transport service provider in Karlstad.
Moreover, KBD has a full support from the government in CSR
implementation because of its trustworthiness in operational activities and
transparency in reporting. Because of these factors and its effective engagement
with stakeholders, KBD was able to get amounts required to accomplish its
objectives. As shown in Figure 3 below on pp. 34, the stakeholders of Karlstad
bus department are- customers; employees; investors; partners and institutions.
Customers, in the context of KBD are the public users. These users were
continuously engaged through advertisements and communication both

through the TV that is available in the bus and through social media.
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Figure 3: Stakeholders of KBD. Source: Own design.

This is how Karlstad Bus Department engages with all of its stakeholders. The
customers are the public who are service users. The investors are the fund providers
such as the city municipality (Karlstad Kommun) and other government authorities.
The institutions are educational organizations (Karlstad University, Chalmers
University and Lund University) in which KBD collaborates for purposes of
research and development programs. Keolis, a French company, is one among KBD
partners that are responsible for operational and administrative activities of the
buses. Other partners are transport authorities in other cities of Sweden such as
Véstra Gotland traffic. As partners, there is a regular engagement in sharing of
knowledge and experience.

Karlstad bus department always try to engage with service users on both social
media and by the TV available inside the bus while passengers are along the
traffic. The continuous engagement of KBD with the service users have made
users to build trust on KBD and its services. The engagement with customers
(public users) is important because without public support KBD could not get
a functioning public transportation system. Moreover, such engagements,
provided users with information of new service developments, service
innovations as well as technical solutions for their problems. For this purpose,
the city council has positive outlook about KBD activities when it comes to
market brand. In working together with users, KBD are co-creating value for
its services. This idea of KBD in working together with its users is in line to
Vargo and Lusch (2008) argument that state value could be created through
engagement with customers. Similarly, KBD also communicates actively with
its investors, which in the context of KBD are the fund providers. The fund
providers are the government, city council and other departmental authorities
of the government. The active communication with stakeholders are in line with
Enquist et al. (2006) argument that states the role of stakeholders in business
success is important when stakeholders’ ideas are recognized and incorporated
into the strategic plans. For example, through engagement, KBD has managed
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to receive funding form Trafikverket (Road transport authority) for a project of
combining Karlstad’s Bus Station with the Karlstad’s Train Station
(Rescentrum) for the purpose of easier connection and transit between train and
bus passengers. Additionally, KBD pro-actively engages with its employees in
order to create awareness that ensure both short and long-term objectives of
KBD can be achieved. Therefore, all employees at all levels of the department
are working together towards one common objective in compliance with CSR
business practices. This means that there is a good coordination with short term
and long-term strategic goals in such a way that current operating systems lead
to long term goals. Furthermore, KBD constantly communicates with its
partner-Keolis. Keolis, a company owned by the French government works in
partnership with KBD. There is around seven to ten meetings between KBD
and Keolis every week to ensure that the bus services are efficient and effective
in providing service to the users. Keolis are the company that hires all the bus
drivers and coordinates all the traffic in Karlstad. Therefore, KBD have many
connections with Keolis, traffic companies in other cities of Sweden as well as
government transport authorities in order to exchange knowledge, share work
experience as well as updating on jobs accomplished and progress made.

In addition, in the area of research and development, KBD engages with
research institutions and regularly makes service improvements and service
innovations. For this purpose, KBD engages with Karlstad University, Lund
University, Chalmers University and Blekinge Tekniska University. The
upcoming rapid bus transit (BRT) project called ‘Fast Line’ that will be launched
at the end of the year- 2018 is the result of having collaboration with Karlstad
University. In the aspect of service development, continuous service innovation
and technical solutions are part of the success for KBD. Karlstad Bus
Department has at present the real-time system and after summer of this year-
2018, KBD is launching a new system whereby users could be able to see the
bus along the way by using the application whereby the location of the bus could
be seen at a particular point of time.

The constant engagements with the various stakeholders are beneficial to KBD
in the efficiency and effectiveness of rendering best services to all users and
build trust upon the public by becoming reliable in services and transparent in
regular reporting. This is in line to Calabrese and Lancione (2008); Wood (2010);
Calabrese et al. (2013; Costa and Menichini (2013) argument that state
organizations’ ability and effectiveness in creating awareness that allows active
participation of stakeholders is an important factor which positively impacts

CSR in sustainable business development.
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Regular communication and engagement with stakeholders regarding CSR
issues have long-term benefits. For example, having electric buses in traffic in
replacement of biogas buses could minimize buses running cost and
maintenance costs even though initial investment cost of electric bus is high.
Therefore, investing more money on purchasing of electric buses could be a
onetime cost because over the long run the running and maintenance cost could
be small which subsidizes the initial investment costs. Besides getting advantage
of having minimum running costs, less pollution, a quieter city with less noise
and less carbon dioxide emissions, the environment is above all is conserved
and protected for future generations. Such consideration of future generations
needs is in complete agreement with the Brundtland report of the world
commission on environment and development (WCED 1987, pp.8), which
explicitly state that future needs should not be jeopardized while fulfilling the

needs of the present generation.
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6. Conclusion

In this chapter, the overall concluding points of the study based on the aims of the study and
empirical findings are presented. The managerial and theoretical implications or contributions
of this study to the theoretical research gap as well as to other businesses in the same hpe of
inland public transport business are described. Moreover, the limitations of this study and

recommendations for future research are also included in this chapter.

The aim of this study was to assess the challenges in implementation of CSR.
For this purpose, two research questions were formulated to assess the
challenges of KBD and thereby examine the approaches adopted to overcome
the challenges. For the study, it could be concluded that, CSR has a great
resonance with the modern business habit of doing things. The need for
accountability and transparency as well as environmentally and socially
responsible has paved the way for corporate social responsibility in achieving
and becoming more equitable and sustainable business. Hence, Karlstad Bus
Dept., in its CSR business practice, prepares an integrated report, which
included both financial and non-financial operational CSR reports. This report
was sent on regular basis to all stakeholders who have a great interest and
concerns on operational activities to follow CSR business practices mostly in
protecting the environment. From the study, it was discovered that the biggest
challenge of KBD in CSR implementation was high implementation cost. In
addition, besides high implementation cost there were also some other
challenges such as the challenge of not clearly identifying and forecasting the
advantages of CSR long term benefits that could be realized in the long run by
adopting to new systems than the existing old systems. The CSR long-term
benefits such as minimum running costs and maintenance costs by using electric
buses over biogas buses could not be easily known unless a careful review of
cost-benefit analysis was done to know exactly the value of the benefits.
Therefore, as people vary in their level of skills and education, it is logic that all
could have different mindset, which of course becomes a challenge to bring all
those minds on the same level of understanding and vision in order to achieve
common goals. Therefore, this was another challenge to KBD in
implementation of CSR. In addition, the judicial law texts do not incorporate
current society demands rather it remained as it was previously written that took

into consideration the old society demands. This means that the law text was a
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challenge because it was not modern and needs to get updated so that it will
reflect the present society’s needs. As mentioned in chapter one, Karlstad bus
is department within urban management (Stadsbyggnadsforvaltningen) in
Karlstad municipality and is the only urban land transport service provider to
the public of Karlstad city. Because it is the sole urban service provider, there
were no significant challenges of intense competition, as there are no
competitors who do similar transport services in Karlstad. Therefore, for KBD,
there is no challenge of fear of competition. Unlike to some transport service
providers which face a challenge of lack of support from stakeholders, the
activities and operations of KBD are fully supported by the government. Hence,
KBD does not have a challenge of lack of support from stakeholders nor a
challenge of financial resources for training purposes for the benefits of

following with CSR business practices.

The high CSR implementation cost challenges of KBD were solved through
continuous dialogue with the stakeholders. Such dialogue regarding the overall
KBD operations and current situations was to ensure that all concerned actors
could fully understand and get the important knowledge of the ways mass transit
system works both nationally and in Karlstad. Moreover, since KBD is part of
the municipality, CSR issues are more prioritized matters and often government
see it as an important question to be addressed in order to ensure that KBD
meets the required high investment cost. During the last decade, KBD had a
good performance record and getting high score measurable performance on
mass transit system in Sweden that enabled KBD to solve easily the challenge

of high implementation cost.

KBD continues to become socially responsible. Hence, KBD considers CSR in
their investment decision and makes high investment cost in fulfilling the needs
and requirements of the environment and the society. The constant engagement
with the various stakeholders has benefited KBD in providing efficient and
effective services thereby building trust by the stakeholders.

6.1. Limitations of Research

The author is aware that the research may have three limitations. The first is,
due to short period of time in conducting this study, it was not possible to
interview a larger number of Karlstad bus department employees working at
different management levels and areas of responsibility. The second is, as the
study was done using a qualitative research method, it is to the authot’s belief

that a quantitative approach could have yielded more measurable analysis and
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conclusions. The third is, as Katlstad Bus is a department within Urban
management (Stadsbyggnadsforvaltningen) in Karlstad municipality, it is the
only service provider in Karlstad. These limitations highlight that the lack in
getting enough study period for interviewing more employees and collection of
more data so that a broader perspective of information could have been
obtained for purposes of detailed discussion and analysis of the collected data.
In addition, doing this study differently through quantitative method could have
allowed the author in obtaining some quantitative measurement that could have
provided with more analytical analysis, which could be supported by
quantifiable outcomes. Moreover, Karlstad Bus department becoming a sole
service provider could mean that there is no tension of completion from other
similar service providers, which otherwise tough completion could have become

a challenge in CSR implementation.

6.2. Theoretical Implications

Previous work on the subject had only been limited to the benefits of CSR, on
how CSR could be put in business practices as well as its helpfulness to business
sustainability when CSR initiatives such as economic, social and environmental
aspects are incorporated into the strategic business-planning document.
However, past researches had failed to address the challenges faced in
implementation of CSR and ways of overcoming those challenges. This paper
contributes to this research gap that there are several challenges in CSR
implementation when CSR is practiced and also approaches that should be

considered to overcome the challenges.

6.3. Managerial Implications

Based on the findings of the study, the managerial implication is that other
inland transport service providers can learn lessons on what are the challenges
faced in CSR implementation and understand the approaches used in
overcoming those challenges. In addition, from the results it could be
emphasized that implementation of CSR is not a one-man business and should
not be left only to company CEO. It needs to be noted that CSR
implementation is a teamwork business that requires the involvement of all
stakeholders, which are employees, investors, customers, supplies and the

soclety.
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6.4. Future Research

This paper is a single case study approach, which is compiled using qualitative
method. For future researches, the author suggests that, a comparative multiple
case study contribute with more information and better results when the study
are made between different public transport companies that are located in the
same city or different cities of Sweden using quantitative methodology by
identifying and making some relevant measurable dependent and independent
variables. In such cases, challenges in CSR implementation could be considered
as a dependent variable and other five independent variables could be
considered. The independent variables could be stakeholder’s engagement;
investment costs; emission amounts of carbon dioxide (CO2) and carbon
monoxide (co); accountability/responsibility as well as training on CSR and
research development. These independent variables could determine the value
or degree of the dependent variable, which is the CSR implementation
challenges. The formulation of dependent and independent variables could aid
in doing correlation analysis and multi linear statistical regression analysis in
finding out the best business model, which has a minimum error value that can
be adopted as a model in all similar inland public transport service companies

across Sweden.

40



References:

Aguinis, H. & Glavas, A. (2012). What we know and don’t know about
Corporate Social Responsibility: a review and research agenda. Journal of
Management 38(4), 932-968.

Anon, J. (2011). Benefits& Burdens of CSR for SMEs. Financial Executive,
27(8), 53-56.

Brown, B.J., Hanson, M.E., Liverman, D.M., & Merideth, R.W. (1987).
Global sustainability: Toward definition. Environmental Management, 11(6),
713-719.

Bryman, A. & Bell, E. (2015). Social Research Methods. (5t ed.). Oxford:
Oxford University Press.

Calabrese, A. & Lancioni, F. (2008). Analysis of corporate social
responsibility in the service sector: does exist a strategic path? Knowledge and
Process Management 15(2), 107-125.

Calabrese, A., Costa, R., Menichini, T. & Rosati, F. (2013). Does corporate
social responsibility hit the mark? A stakeholder oriented methodology for
CSR assessment. Knowledge and Process Management, 20(2), 77—-89.

Campbell, J. (2007). Why would corporations behave in socially
responsible ways? An institutional theory of corporate social responsibility.
Academy of Management Review, 32(3), 946-967.

Carroll, A. (1991). The Pyramid of Corporate Social Responsibility:

Toward the moral management of organizational stakeholders. Business

Horizons. 34(4), 39-48.

Castka, P. & Balzarova, M. A. (2007). A critical look on quality through
CSR lenses: Key challenges stemming from the development of ISO
26000. International Journal of Quality & Reliability Management, 24(7), 738—
752.

City Population [CTYPOP] (2018). Karlstad. Cizy Population. Available:
http://citypopulation.info/php/sweden-admin.phpradm2id=1780 [2018-

Collis, J. & Hussey, R. (2014). Business Research: A practical guide for
undergraduate and postgraduate students, 4th edition, Palgrave Macmillan, New
York.

41


http://citypopulation.info/php/sweden-admin.php?adm2id=1780

Commission of the European Communities (2014). Communication from
the commission to the European parliament, the council, the European
economic and social committee of the regions. Available:
http://ec.europa.eu/internal market/finances/docs/crowdfunding/14032
7-communication en.pdf [2018-04-29].

Corbin, J. M., & Strauss, A. L. (2008). Basics of qualitative research:
Techniques and procedures for developing grounded theory, Sage
Publications, Inc.

Cordoba-Pachoén, J.R.,Garde-Sanchez, R. & Rodriguez-Bolivar, M.P.
(2014). A systemic view of Corporate Social Responsibility (CSR) in state-
owned Enterprises (SOEs). Knowledge & Process Management, 21(3), 206—219.
doi:10.1002/kpm.1453.

Costa, R. & Menichini, T. (2013). A multi-dimensional approach for CSR
assessment: the importance of the stakeholder perception. Expert Systems
with Applications 40, 150-161.

Dabhlsrud, A. (2008). How corporate social responsibility is defined: an
analysis of 37 definitions. Corporate Social - Responsibility and Environmental
Management, 15(1), 1-13.

Dubois, A. & Gadde, L.E. (2002). Systematic combining: an abductive
approach to case research. Journal of business research, 55(7), 553-560.

Duck, D. J. (2000). The Change Monstet: The Human Forces that Foil or Fuel
Conporate Transformation and Change, New York: Crown.

Easterby-Smith, M., Thorpe, R., & Jackson, P. (2015). Management &
Business Research (5th ed.). Sage Publications Ltd.

Edelman, R. (2004). Managing corporate risk and reputation, Global
Agenda, 2, pp. 127-8.

Eisenhardt, K.M. (1989), Building theories from case study research,
Academy of Management Review, 14 (4), 532-50.

Elkington, J. (1997). Cannibals with forks: The Triple Bottom Line of 21st
Century business. Oxford: Capstone publishing.

Enquist, B., Johnson, M. & Skalén, P. (2006). Adoption of Corporate
Social Responsibility — Incorporating a Stakeholder Perspective, Qualitative
Research in Accounting and Management, (3), 188-207.

42


http://ec.europa.eu/internal_market/finances/docs/crowdfunding/140327-communication_en.pdf
http://ec.europa.eu/internal_market/finances/docs/crowdfunding/140327-communication_en.pdf

Graafland, J. & Zhang, L.. (2014). Corporate social responsibility in China:
implementation and challenges. Business Ethics: A European Review, 23(1),
34-49. doi:10.1111/beer.12036.

Hammer, M. & Champy, J. (1999). Reengineering the corporation: A4
Manifesto for Business Revolution, New York: HarperCollins.

Hopkins, M. (2007). Corporate social responsibility and international
development is business the solution? Earthscan in the UK.

Ian, B. (2010). Report on reports: Our common future, Environment: Science
and Policy for Sustainable Development, 29:5, 25-29.

Johnson, M. (2007). Stakeholder dialogue for sustainable service, Diss.
Karlstad: Karlstad University, 2007:51, pp. 7-13.

Jonker, J. & Witte, M.D. (2006). The challenge of organizing and
implementing corporate social responsibility.

Karlstad Kommun [KKMa] (2018). Karlstad Kommun, S#rategic Plan-En
Del Av Styrmodellen. Available:

https:/ /karlstad.se/globalassets/ filer/ kommun-och-
politik/styrning/strategisk-plan_2018.pdf [2018-05-02].

Karlstad Kommun [KKMb] (2018). Karlstad Kommun, Quick facts &
history. Available: https:/ /katlstad.se/Katlstadsbuss/Om-
Karlstadsbuss/Historik /[2018-05-02].

Kirk, J. & Miller, M. (1986). Reliability and Validity in Qualitative Research.
London: Sage.

Kotter, J. P. (1998). Leading Change: Why transformation efforts
tail, Harvard business review, May—June, pp. 11-16.

Labuschagne, C., Brent, A.C. & Van Erck, R.P.G. (2005). Assessing the
sustainability performances of industties. Journal of cleaner production, 13(4),
373-385.

Lee, J. (2018). Contracts and Hierarchies: A moral examination of
economic theories of the firm. Business ethics quarterly, 28(2), 153-173.
doi:10.1017/beq.2017.54.

Li, W. & Zhang, R. (2010). Corporate social responsibility, ownership
structure, and political interference: evidence from China. Journal of business

ethics 96: 631-645.

43



Maclagan, P. (2008). Organizations and responsibility: a critical overview.
Systems Research and Behavioral Science, 25, 371-381.

McMahon & Maureen (2013). Environmental sustainability. Research
starters: Sociology, (Online Edition).

McWilliams, A. & Siegle, D. (2001). Corporate Social Responsibility: A
theory of the firm perspective, Academy of Management Review 26(1), 117-27.

Miles, M. & Huberman, M. (1994). Qualitative data analysis: an expanded
source book, SAGE publications, Inc.

Milne, M.J. & Gray, R. (2013). W(h)ither Ecology? The Triple Bottom
Line, the global reporting initiative, and corporate sustainability reporting,
Journal of business ethics, 118 (1) pp. 13-29.

Ness, B., Urbel-Piirsalu, E., Anderberg, S., & Olsson, L. (2007).
Categorizing tools for sustainability assessment. Ecological Economics, 60(3),
498-508.

Peddle, R. & Rosam, I. (2004). Finding the balance, Quality world, Vol. 16,
pp. 18-26.

Planko, J. & Silvius, A.].G. (2012). Sustainability in Business. In: Silvius,
A.J.G., Schipper, R., Planko, J., van den Brink, J., & Koéhler, A., ed.
Sustainability in Project Management, Farnham: Gower Publishing. pp. 7-20.

Pratima B. & Mark R.D., (2014). Business sustainability: It is about time.
Strategic organization, 12(1), 70-78.

Raine, A. S., Chris, G. H,, Richard, J. K., & Smith, M.]. (2015). A
systematic review of the intrapersonal correlates of motivational climate
perceptions in sport and physical activity, Psychology of sport & exercise, 18 (5),
pp. 9-25.

Schieg, M. (2009). The Model of corporate social responsibility in project
management. Business theory and practice, 10(4), 315-321.

SDSN (2013). Sustainable development solution, an action agenda for
sustainable development. Available: http://unsdsn.org/wp-
content/uploads/2013/06/140505-An-Action-Agenda-for-Sustainable-
Development.pdf [2018-04-30].

Shearlock, C., James, P., & Phillips, J. (2000). Regional sustainable

development: are the new regional development agencies armed with the
information they require? Sustainable Development, 8(2), 79—-88.

44


http://unsdsn.org/wp-content/uploads/2013/06/140505-An-Action-Agenda-for-Sustainable-Development.pdf
http://unsdsn.org/wp-content/uploads/2013/06/140505-An-Action-Agenda-for-Sustainable-Development.pdf
http://unsdsn.org/wp-content/uploads/2013/06/140505-An-Action-Agenda-for-Sustainable-Development.pdf

Shenton, A. K. (2004). Strategies for ensuring trustworthiness in qualitative
research projects. Education for information, 22(2), 63-75.

Sun, W. & Price, J. M. (2017). Doing good and doing bad: The impact of
corporate social responsibility and irresponsibility on firm performance.
Journal of Business Research, 80(2017), p 82-97.

Terri, B., Trevor S., & Milena P. (2012). Corporate social responsibility,
SAGE Publications Ltd City: London.

Vargo, S.L.. & Lush, R.F. (2008). Service-dominant logic: continuing the
evolution. Journal of the Academy of Marketing Science, 36 (1), pp. 1-10.

Wackernagel, M. & Rees, W.E. (1996). Our ecological footprint: Reducing
human impact on the earth. Gabriola press new society publishing, B.C.

Waddock, S. & Bodwell, C. (2004). Managing responsibility: what can be
learnt from the quality movement? California Management Review, 47(1), pp.
25-37.

WBCSD (1999). Corporate social responsibility, World business council

for sustainable development, Geneva.

WCED (1987). World commission on environment and development.
Oxford University Press, Oxford.

Wood, D. (2010). Measuring corporate social performance: a review.
International Journal of Management Reviews, 12(1), 50-84.

Yin (2003). Case study research: Design and Methods. (3rd eds.),
Thousand Oaks, California: Sage.

45



Appendix A. Interview Questions

1. Duties and Responsibilities

e Name:

e DPosition

e Duties and Responsibilities
Does Katlstad Bus have CSR business practice?
How does Katrlstad Bus implement CSR?
Do Karlstad Bus produce CSR reports or integrated reports?
What benefits does Karlstad Bus realize by using CSR?
Does Karlstad Bus consider CSR in its investment decisions?
Are there Challenges faced during implementation process of CSR?
What measures were taken to overcome CSR implementation

PN A D

challenges?

9. How is Karlstad Bus engagement with stakeholders for sustainable
business growth?

10. Does Karlstad Bus have R&D program for business sustainability?
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Appendix B. Integrated Report -Monthly report

KARLSTADSBUSS

Manadsrapport Karlstadsbuss
Februari 2018
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2. Resande
2.1 Total jEmfdrt med fGregiende ar

Arntal phstigande Jan-Feb

1 508 000

1.8 132

Anadys: Efter am T misader 16iupin Bar v e resardie b g gl Seggt 33 @Emndo seed fpollet
1,32 mikoner resor har giorts detta S
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2.3 Per baslinje innevarande &

e e e e ———————————— A A a0 £
Antal pistigande per basiinje

143 000

Aberddrt med faregd & jan-feb)

—

Antal pastigande per baslinje
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3. Bonus
3. 1 Kollektivtrafik barometern ndjdhet
Forerbeteende.
Forarbeteende
e0% — — -
- 0
- MiE

1 woge 2 e

Anabys: Mina o P4 B1% {10,5% missnicla). 12 midnaders vardet kgger kvar pd 35X,
wilket 3r 4 peocentenhater higre Sn ifjol och Bonuswvand et uppeads moed god margnad

Rent och soygot i fordanes:

Rent och Sayggt | fordonen

(* vonje pucks 2 o

Miradoyird Pa BE% (5% muiseadyda). 12 minaders vardet Egger Jven det kvar pl
28%, viket 3r pd sammna sivd som ifjol och bonusvisdet uppnis.

%
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Crariga barometern Sagrasn, of bonusprundaseds
SRSt rEn

- —— _‘.__,.,d———"-n_m*id_,_-"-—u-_* —

Serasts resan bgger stablt. Maradsvindet bbr BB oot 1T minaders wirdet bamear Sven det pd
SEN.

Baromelers missesbidhat

Anadys: edgra prooanianiheter higre mssnbpitet pd fdcarbateandet In wanligt | Serign gascka
meorriala siffros.
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2.2 Punktlighet
Wirde refredinad jun Irlogpsds
Linjm 018 Fombtlips turer  barer hot.

1 578 FETH] Ak

i 1% ez Ak
¥ A PR ] ANES
* ] 11R&G 2515
5 578 120% 250
L] 49% 1205 207
¥ S 1121 ploe
] ot k) 15584 ka3
LENGS 2an4

Purktligs oo islopggede furer ovan syer febrpas minad
Litiapet frdn sysbemet Yemas

Analys: 3 Enjer kdarar av punitligh asvdndet desea mdnad oo tlldeas o Som wan ligl angaran
Eakgra e Enparna Téra misadesc wiinds, doeck rdckas inte detia 35 s bdmon of bonus.

3.3 Fordomens stidning

Analys: Fabrearn minads stidning bl TywinT usdarcdsd och bonus uttsstalas mbe desea mdinad
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Ow 10 ekt inomm vald bd (Fro.m I018-02-04 to.m.JOLB-02-28)
Ne  Acted *ategon

i 7 Eerscng BaseMands uoats
- -

2 1° SxcagngV g

. 3 Irafk clacsnoe Tdsntuer

S ? Exoazoel

L 3 3 =4 ]

¥ 3 Recenns Hbiwats

s = Irabe glarennglum Ll

°. 2 0

w3 Suslemsge

Analys: S st per ] SN av Positiv At under Tabruar mdnad!
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4. Kundarenden

Ow 10 o Inam vald idsperiod (fr.o.m 3018-02-04 to.m.J0L18-03-28)
Nr  Astel *ategeon

3 37 Serscng BeseMands uootrpdan
3 12 Pursy ghec ¥ 2;‘;

> 10 m.'&ﬁ. o

- . Irafk clacsnoe Tdanturer

. 3 Ectrar P arabe

.. 3 I RLACRO0S TR RS

. = Irahe giprennp lumestrackmng
.. Earseninazansatin ng

10 Sestemiigp

Analys: & st personalirendon av Positiv At wnder Tabruar mdnad!

KARLSTADSBUSS
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1 VS Sl wien i SIS i wmarkeer Bvutam 2 k)
Anadys:

st Rgger kvar pd en hag nkvd.
Enget vite or cinloggade tas ut.

1 tur med fod Svglegstid har noterats.

faga falalaiga fordoastyper o Amad

ist har

EE

Sida 122
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Felaltig avgingstid fGrsta toren | omioppet per mdnad och vecka

Antal Viten 25.6 per ménad

Visesbaee gont
400 Wl 255 Forsa one.

Antal Viten 25.6 per vecka

Anabys: Efter ait ha g2ar tiBaka il Sot gamia s30T 301 MALa 3ntad turer mod fol avgdagstid pd Besta
Turen i omicpper, 3 3r det TIRGka pd on Rigre mivd

Merparten av burama ligger pa intarvadlet 1 1ill 2 minuter sena.

3
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6. Hommande period

5.1 Kormmande esenemang

DaATUS —— ARFLAMGERAMG BLATE

BAairs

] Hockey Lisfbergs Arena
10 Hockey Lisfbergs Arena
19 Shrsped hookey Liofbergs Arena
23 Shrpspesd Liofbergs Arena
2 Ev. Slutspel drena
- Ev. Slutspel hookey Lm”‘b-ug-: drena
2328 Hammassa Rackel Cenber

30 Langdred agsiran Farjesiad trav & anena
gl

14 Hogskokepirossel Ui rsrsted

=0 Walbog Manetergsskogen
K de ey g need Kumsdvirdar:

10 mars FEEL- HVT Hirmlen byser Lia Gt

1213 mars

21 mars: Omradesdag Normstrard

24 mars: Bammassa. Fokus shkert

frdn arrangdr)

28 mars: Omradesdag Food
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6.2 Owrigt

Linje 6 [plstigande Wid amsdcet kring LOMengs Arena)
Melodifestivadan 1.3 felruari

Fally Seeden 15 och 17 Sebnuan

To

7

P

»s
254

2%

ES

2050000 W -
o0 B =0
G . 7
WL5-OS-29 il

Fallysupgortrar som wtnyttjade gratishijett uppgick till drggt 200 st, varav de Neaa regstrerades pa
torsdagen den 15/2

KARLSTADSBUSS

62



63



