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Research questions:  

• What are the important aspects influencing internal communication in cross-functional teams? 

• How could Sandvik improve communication within its cross functional NPD teams? 

Research purpose: 

The research aims at analyzing the internal communication in a new product development project with 

expectation to explore possibilities of improvement. 

Method: 

The research is designed as a single case study with qualitative method and approached in an inductive 

way. Hence, the primary data was collected by using qualitative interviews with three people who have 

significant roles in the aimed project. Secondary data consists of Sandvik’s internal documents and 

information published on the company’s website. Academic data was selected from trustful sources 

such as Google Scholar and ABI/INFORM Global through databases of Mälardalen and Lunds University. 

Conclusion: 

Throughout the research, internal communication seems to have a great impact on innovation and 

project performance. Several critical factors in building effective communication were identified as team 

size, superordinate goals, centralization of communication, early involvement, physical proximity, and 

leadership. Meetings were considered as a major and efficient method of communication within the 

project. Based on these issues, recommendations for improving internal communication within the 

project were suggested.  
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1 Introduction 
This chapter initiates with the background of the research in order to formulate and specify the research problem. 

Consequently, research questions and purposes are evidently identified. For a comprehensive view of the research, 

target groups and delimitations are also given. 

1.1 Background 

Nowadays, “cross-functional teams” is no longer an unfamiliar term in Business Administration area. 

According to Holland et al. (2000), a cross-functional team is “a group of people who apply different 

skills, with a high degree of interdependence, to ensure the effective delivery of a common 

organizational objective”. This definition is easily understandable and able to be applied to teams in 

different organizational structures. However, it lacks ability to transmit the unique characteristic of 

“cross-functional”. Ancona and Caldwell (1992a) introduced another definition which can surmount 

this shortage: “members of different departments and disciplines are brought together under one 

manager and given the charge to make development decisions and enlist support for them 

throughout the organization”. At this instant, the characteristic is clear as team members are 

gathered from requisite departments in order to fulfill the team’s task. 

It is necessary to note that throughout this thesis cross-functional teams are used as projects. For 

this reason, cross-functional teams which are studied have the characteristics of project such as 

managed by objectives, temporary and limited in using resources (Antvik & Sjöholm, 2007). Further 

details will be discussed in Conceptual framework. 

In fact, it was pointed out that cross-functional teams were used around 70% to 75% of the time 

when teamwork is required (Cooper & Kleinschmidt, 1994; Griffin, 1997). The figure was found to be 

even more extensive in an investigation carried out by McDonough III (2000). Only a minor number 

of firms did not apply functional diversity into projects while approximately 65% of firms which were 

studied use it with frequency of over 75% of time (Appendix 1, Table 1). It also denoted that cross-

functional teams were employed by various companies irrespective of their size, age, and revenue. 

The reason for this trend is that functional diversity can create some competitive advantages which 

traditional structures could not or hardly could. According to McDonough III (2000), speed and 

cross-functional interaction are the most two widespread reasons of implementing cross-functional 
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teams (Appendix 1, Figure 1&2). Firstly, it is expected to provide numerous sources of information 

and perceptions. Thus, it may create teams with high ability of absorbing external information and 

new knowledge (Lovelace, Shapiro, & Weingart, 2001). Members can be seen as a bridge between 

the project and their own functional units through which interaction and communication among 

departments are facilitated. Secondly, with high level of communication and flow of information, 

functional diversity can increase the efficiency of the project and make it less time-consuming. 

Because of the characteristics above, cross-functional teams are most commonly exercised for new 

product development – NPD (Griffin, 1997). The nature of NPD is the demand of two or more 

divisions’ involvement, innovation, and speed to the market. The last two issues are especially 

critical for innovative NPD. According to Olson et al. (1995), the newer and more innovative the 

products are, the more benefits the NPD project could gain through functional diversity. 

However, cross-functional teams’ main feature causes itself a major problem. By bringing individuals 

from various departments, it also carries different backgrounds, personalities, objectives, authority, 

and responsibility. These varieties can create considerable difficulty of communication among 

members which negatively affect the team’s performance. In fact, this challenge occurred in an 

important ongoing NPD project, Project X, of a large Swedish company, Sandvik, although the 

company has had numerous experiences in implementing functional diversity in NPD teams. 

1.2 Problem formulation 

When conducting the first interview with one of the team members, Product Leader, an interesting 

situation was discovered. After a prototype of the product (crusher) was built, it was installed at a 

customer's plant for further testing. During this stage, the Service department involved in the 

project was on site for test implementation when one technical problem with maintenance 

accessibility was identified. The Service Department, who generally has a broad expertise about the 

product functioning, was supposed to cooperate closely with the R&D department during the 

product design stage to avoid costly consequences and to ensure good serviceability of the finalized 

product. However, the undesirable problem still happened.  

The main reason of this in a late stage of the project, which is just prior to the product 

industrialization and mass production, is identified as a lack or absence of well-structured 

communication between the two departments. Therefore, it is essential to examine the internal 
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communication in the context of the Sandvik’s project to understand the practice of improving 

communication within cross-functional NPD teams. 

According to Oxford’s Advanced Learner’s Dictionary (Oxford, 2011), communication is described as 

“the activity or process of expressing ideas and feelings or of giving people information”. Hence, in 

the setting of teamwork, it can be seen as exchanging information, knowledge, and ideas among 

participants. It is usually discussed in a close link with integration and cooperation. The connections 

are readily recognized. A team with high degree of cooperation and integration very likely does not 

have to deal with lacking communication. In contrast, when communication is not executed well and 

frequently, the group members are not cooperating and integrating with each other.  

Based on these understandings, internal communication is understood as communication which only 

involves people within a group, in contrast with external communication engaging ones who are 

outside of the group. Throughout this research, the shortage of internal communication in a team, 

as what happened in the Sandvik, is defined as communication problem/challenge. 

In NPD, communication is identified as an important factor for success (Chiocchio, 2007, p.97). It has 

a significant role in influencing innovation (Kanter, 2000) and project performance, including sales 

and profit targets (Agrawal, 2003). For this reason, there is a necessity of inquiring how to make 

communication in cross-functional NPD teams better.  

1.3 Research questions 

• What are the important aspects influencing internal communication in cross-functional 

teams? 

• How could Sandvik improve communication within its cross functional NPD teams? 

1.4 Aim of the thesis 

The purpose of this research is to analyze the internal communication by a case study of a new 

product development project in Sandvik.  

1.5 Target group 

The study is most relevant for Sandvik’s management in general and project managers in particular. 

These target objects can use it as an in-depth investigation of fundamental factors related to 
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communication and a proposal for organizing communication among project participants. Besides, 

the research can also be useful for researchers who are interested in cross-functional NPD projects 

or the challenge of managing communication within project teams. 

1.6 Delimitations 

Within the scope of this thesis only one company Sandvik AB were studied in order to provide a 

profound insight of the selected research topic. Sandvik AB was chosen among other companies due 

to being well-known Swedish industrial company widely employing cross-functional teams in its 

organization for new product development projects. Sandvik AB is a big international corporation 

which operates in different business areas; however, the present thesis is based on a project within 

Construction business area. 

Time constrain was the major factor conditioned work delimitations, therefore only one new 

product development project, Project X, was studied in the network of present research. Despite 

these circumstances, selection of only one project allowed obtaining good quality data and insightful 

understanding of existing challenges within Project X, which would not be possible to identify 

studying several project in such limited time. Therewith due to time constrain and the large 

numbers of participants involved in the project, it was not possible to interview all team members. 

However, in order to present objective point of view, selection of respondents was strategic and the 

most key project team members were selected for being interviewed. 

1.7 Reference system 

The reference system which is used in this thesis is APA (American Psychological Association). Any 

information which was taken from articles, books, documents, websites, etc., is noted with names of 

authors and year of publication. The full details of the information sources are declared in 

References section including authors, year of publication, title, edition (for books), volume and/or 

issue number, page number (for articles) and publisher (for books). For electronic information, the 

date of accessing, database name and the URL are indicated. The list of citations in References is 

organized in alphabet order of authors’ surnames. 
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2 Company presentation 
The chapter describes briefly historical background of Sandvik and its main business areas but focus on only one 

area in which the project studied occurs. 

Sandvik AB is Swedish industrial company which has a long history started 150 years ago. In 1862, Göran 

Fredrik Göransson founded a company and using Bessemer method began large scale industrialization 

of steel production in Sandviken, Sweden. From the early beginning of its establishment, the company 

retained invariable focus on high quality products, continuous development, investments in R&D, export 

of its products and close relationships with its customers. From 1972 the company started to be known 

as Sandvik AB. In 1984 Sandvik has been reorganized and became decentralized consisting of a parent 

company, separate business areas, regional and service companies (FagerFjäll & Ström, 2012). 

Constant growth and expansion all around the world were provided by company acquisitions over the 

years. Today, Sandvik AB is a large worldwide company presented in over 130 countries. It positions 

itself as a high-technology and global engineering group, which offers products, services and support 

that improve customer productivity and profitability. In 2011, Sandvik employed about 50,000 

employees and its sales exceeded SEK 94 billion. Headquarter of Sandvik Group is located in Stockholm, 

Sweden (The Sandvik World 2012). 

Since 1 January 2012, Sandvik Group has been divided on five different business areas such as 

Construction, Machining Solutions, Materials Technology, Mining, and Venture. 

Sandvik Construction business area, with the headquarter in Stockholm, 

Sweden and satellite in Shanghai, China, offers to its customer high-

performance products, solutions and services in construction industry. 

Among the areas are surface drilling and tunneling, mobile and stationary 

crushers and sorting, as well as tools and spare parts (The Sandvik World 2012). 

Sandvik Machining Solutions is divided on four product areas and brands 

such as Sandvik Coromant, Seco Tools, Walter, and Safety. Sandvik 

Machining Solutions is the market leader in advanced, productivity-

enhancing products and solutions for cutting primarily in metals, 

headquartered in Sandviken, Sweden (The Sandvik World 2012). 
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Sandvik Materials Technology has a headquarters located in Sandviken, 

Sweden. It specializes in advanced metallic and ceramic materials for 

demanding industries with its product areas in Tube, Strip, Wire and Heating 

Technology and Primary Products (The Sandvik World 2012). 

Sandvik Mining is focused on high-performance products, solutions and 

services for surface and underground mining. The product range of this 

business area consists of the market's most comprehensive product program 

for drilling, mechanic cutting, loading and transport, crushing, screening, 

tools and spare parts, headquartered in Amsterdam, Netherlands (The Sandvik World 2012). 

Sandvik Venture is a business area that creates opportunities for growth and 

profitability in small, attractive and fast-growing businesses as well as for 

smaller operations of major strategic value to other parts in Sandvik. This 

business area consists of following product areas such as Sandvik Hard 

Materials, Diamond Innovations, Wolfram, Sandvik Process Systems, Dormer and Sandvik MedTech (The 

Sandvik World 2012). 

 

 

 

 

 

 

 

 

 

 

 

 



Communication in Cross-Functional New Product Development Teams 

A Case Study of a New Product Development Project in Sandvik 

 

7 | P a g e  
 

3 Conceptual framework 
The chapter creates a framework by different theories which are most relevant to the research problem in order to 

approach research questions. 

3.1 Cross-functional teams as projects 

A project is an operation which is distinguished by some criteria. It only exists during a period of 

time to achieve clear objectives by using limited resources (including time, budget, etc) and always 

does something which is new although not completely (Antvik & Sjöholm, 2007). It specifies time, 

cost, and performance requirements and usually engages several departments and experts (Larson 

& Gray, 2011). 

Cross-functional teams can be used in different operations but throughout this research,  they are 

only employed for projects. For this reason, a cross-functional team can be understood as a group of 

individuals from different departments created for certain purposes. These departments involve 

because their functional activities are required to fulfill the project objectives. The cross-functional 

team is impermanent hence dissolved after its goals are achieved (Pinto et al., 1993). 

When discussing about characteristics of a cross-functional team, most of literatures focus on its 

advantages and disadvantages. According to Keller (2001), one of the benefits is numerous sources 

of “communication, information, and perspectives”. It is also likely able to solve information 

processing problem. Using members from different departments can help to increase contacts 

outside the team (Keller, 2001), hence, receive broader external information and new knowledge 

(Lovelace et al., 2001). The connection of participants with their own functional divisions can 

facilitate revealing important functional issues early. Consequently, the team can avoid costly 

problems and increase speed to market (Lovelace et al., 2001).  

On the other hand, using cross-functional teams can cause several negative outcomes such as the 

enlargement of job stress, reduction of group cohesiveness (Keller, 2001), and especially the 

communication problem which is the focus of this thesis. The reason for the negative influences in 

general and communication challenge in particular is the “cross-functional” feature. Team members 

are chosen from different divisions with various backgrounds, physical barriers, objectives, 

authorities, and responsibilities. Correspondingly, they could have a variety of perspectives on one 

issue (Lovelace et al., 2001) and information also could be interpreted inconsistently throughout the 
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team (Dougherty, 1992). Besides, numerous specialties create relatively different “languages” of 

team participants which cause a challenge in communicating (Webber, 2002). Heterogeneity in 

experiences can reduce informal communication within the team. Moreover, due to the variety in 

background, goals, and physical proximity, functional diversity can negatively affect internal 

communication (Keller, 2001). 

3.2 Matrix/Cross-functional structure 

Theoretically, the concept of cross-functional teams is derived from an organizational structure 

which integrates matrix organization and project management into “matrix management” (Ford & 

Randolph, 1992). In order to have a better understanding of cross-functional teams, it is essential to 

build a framework of matrix management. According to Ford and Randolph (1992), a matrix is 

defined as “cross-functional organizational overlays that create multiple lines of authority and that 

place people in teams to work on tasks for finite periods of time”. An example of matrix structure is 

given in Figure 4-1. It is clear that each project is managed by a manager and contributed by people 

from different department which in the example are Engineering, Construction, and Quality. These 

people are responsible for the project’s work which they participate as well as their own functional 

tasks. The project responsibility is illustrated by the horizontal line while the functional duty is 

vertical. 

 

Figure 3-1. An example of Matrix structure (FTA, 2012) 

The matrix structure lies between two other extreme structures, functional and project team 

structure. There are three types of matrix, functional, balanced, and project matrix which, following 
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(Figure 3-2). 

Figure 3-2. The continuum of organizational structure (Larson & Gobeli, 1987)
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making process and react more quickly and appropriately to changes of market or technical 

conditions. Especially, this type of structure allows employees to work with different people, in 

different projects across the organization. Therefore, it offers opportunities to expand their 

experience and perspective, increase interpersonal skills, and express their own capabilities. At the 

same time, experts are still able to maintain contact with their professional areas, hence, keep 

update of information, and bring them to the project.  

However, matrix structure also has several major weaknesses. It is surprisingly expensive for both 

organization and individuals (Ford & Randolph, 1992). For organization, it is evident as more 

management, staff, meetings are required. Expenses of training, monitoring, controlling, and 

coordinating participants and price of unused resources are unavoidable. On the other hand, the 

cost for individuals is more complicated to visualize and measure. It can be understood as lower 

satisfaction and more job stress caused by conflict, role ambiguity, and high expectations from 

organizations. Besides, because of dual or multiple authorities, it usually causes power struggle, 

especially among project and functional managers. The most common conflicts are about priority, 

procedures, trade-offs between functional and project requirements, personnel and schedule (Ford 

& Randolph, 1992). Psychologically, it likely occurs that functional managers feel threatened by 

losing status, authority, and control to project managers. At individual level, it is mentioned in the 

background that the variety in objectives, rights, duties, and specialized areas may violate one of the 

basic requirements of successful projects, the communication among project members. 

3.3 New product development 

According to Cedergren (2011), NPD and product development are used by different researchers 

with the same meaning of the development of new products. An accepted definition for these terms 

is given as “the set of activities beginning with the processes and tools used to perceive a market 

opportunity and ending in the production, sale, and delivery of a product fulfilling that market 

opportunity” (Cedergren, 2011). The researcher believed that this definition itself implies a process 

which involves functions of various departments. 

Besides, a formal product development process proves to be a significant factor in NPD 

accomplishment (Cooper and Kleinschmidt, 1995). For this reason, in order to have a basic 

understanding of NPD, it is necessary to explore the process. There are various models developed 
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for NPD process and each also diverges when applied to particular companies. One of the most well

known is Booz, Allen and Hamilton model (1982), which is also recognized as BAH model. It is a 
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Based on this, Cooper (1990) developed a system, Stage-GateTM, in which each stage is followed by a 

gate. The gate is where evaluation is taken placed and decisions are made. Efficient gates serve as 

“quality-control checkpoints”, “Go/Kill and prioritization decision points”, and a position in which 

the direction for the next stage is set (Agrawal, 2003, p.56). Being responsible for gates are 

“gatekeepers”, the decision-makers, who are usually senior managers from different departments 

which are relevant for the next phase. In a gate meeting, reviews of the previous stage are delivered 

and activities occurred are appraised using a set of criteria. Decisions and an approved plan are 

outputs of each meeting.  

According to Cooper (2001), the Stage-Gate system is “a blueprint for managing the new product 

process to improve effectiveness and efficiency”. Unlike BAH model, Cooper’s system involves cross-

functional activities in both stages and gates and overlaps occur in some stages with different level. 

This characteristic makes the system more complicated to structure and implement. However, its 

advantages are evident and undeniable. It points out a close and uninterrupted sequence of tasks 

and objectives for diversified functional project contributors. The project is put under control of 

managers with supervision and appraisal of experts from various divisions. Hence, this model is 

applied extensively and creatively with new generations initiated from the simple one (Griffin, 

1997). 

3.4 Communication in cross-functional NPD teams  

As discussed in Problem Formulation, communication within cross-functional NPD teams can be 

understood as the process of exchanging information, knowledge, and ideas among team members. 

There are two main type of communication, formal and informal. Formal communication is defined 

as “a set of different activities acknowledge by the company to be the official ways of 

communicating the information” (Lundberg & Seglert, 2011). Thus, informal communication is the 

contrary, unofficial ways of communicating among team members. Detailed theories of these two 

types will be introduced later. Kraut et al. (1990) pointed out some significant differences between 

formal and informal communication as Table 3-1. 
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Formal communication Informal communication 

Scheduled Unscheduled 

Participants are pre-determined Unarranged participants 

Fix roles for participants No fixed roles for participants 

Agenda is preset Unplanned agenda 

Table 3-1. Formal and Informal communication (Kraut et al., 1990) 

The linkage between communication and successful teamwork has led to a large number of 

researches in communication’s role. It is believed to be a useful predictor of innovation and project 

performance (Hirst & Mann, 2004, p.147).  

In current globalized and competitive markets, almost any project and company has innovation as a 

desired target. Especially for manufacturers and new product development groups, being innovative 

and creative is obligatory. It is agreed by many researchers that innovation is essentially a “process 

of communication and information processing” (Lievens & Moenaert, 2000, p.734). Hence, quality of 

communication can remarkably affect innovation goal.  

Kanter (2000) uses the term “Kaleidoscopic thinking” as an innovative process in which reality can 

be twisted to explore new things. The author believes that the longer a person works in one 

function, the more of his mind is locked, and the lower the possibility of innovation is. Thus, it is 

likely a logical requirement to be in contact with other people who have different points of view. 

Those people are ones outside of the worker’s field with diverse bases of knowledge and beliefs 

(Kanter, 2000). If innovation is imagined as a flower (Kanter, 2000), encouraging cross-functional 

communication is the important fertilization for the flower to grow and blossom.  

Particularly, in a NPD process, communication plays a crucial part in the Idea generation stage which 

highly demands innovation and creativity (Kanter, 2000). It is essential to have diversity and 

complexity to increase information flows and give more angles of the problem. Therefore, the 

structure in this phase of the process is usually low formalized. Kanter (2000) gives examples of 

some high innovation companies which acknowledge the necessity of interdependence of people in 

different areas. They use a policy of open communication allowing information and ideas to become 

accessible and flow freely across departments. The policy can be carried out by encouragement of 

face-to-face verbal communication or physical arrangement such as reducing number of private 
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offices as well as level of “private”, creating common space where people can walk and talk without 

restrictions. 

On the other hand, communication can affect project performance through many aspects. The most 

basic form of communication is information sharing. According to Fredericks( 2005), information 

sharing is the antecedent of a successful NPD team. Exchanging information will reduce uncertainty 

within project group and help members understand each other’s goals and duties. Agrawal (2003), 

in his dissertation, focused on the importance of communicating in the New product strategy stage 

of NPD process. The author believes a good communication plan is considered as a critical success 

factor of the stage. If communication during New product strategy is carried out well, the success 

rate of the whole project grows 32%, the probability of completing sales objectives increases by 

42%, and 39% more of ability to achieve profits targets (Agrawal, 2003). 

Secondly, communication can also be seen as knowledge sharing. Knowledge, according to Ghobadi 

and D’Ambra (2012), is a “competitive advantage for those who posses it at the right place and at 

the right time”. There are two possible types of knowledge regarding its content: product and 

process knowledge (Ganesan et al., 2005, p.47). Product knowledge, which is simple and 

straightforward, covers facts while process knowledge is about procedures, more complex and 

harder to transfer. In NPD projects, transmittance of product knowledge is the foundation for new 

product innovation. Besides, process knowledge can improve the effectiveness of acquisition and 

application of procedures and process which increase the speed of NPD project. This speed is the 

ultimate goal of any NPD projects and also the reason of applying cross-functional teams. 

Finally, the frequency of communication also has a significant impact on project outcomes. Almost 

all researchers agree that it is definitely a key factor of team success (Patrashkova-Volzdoska et al., 

2003). Low communication frequency may cause lack of information flows among participants, thus, 

high performance cannot be achieved. In contrast, high communication frequency may be the root 

of information overloads which restrain team members’ ability of presenting well. Briefly, 

communication frequency should be in the moderate level (Patrashkova-Volzdoska et al., 2003). 

In summary, the effect of communication on projects is irrefutable. However, the direction of this 

effect, positive or  negative, depends on variety of features. As a result, it is necessary to further 

study the practice of managing communication. 
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3.5 Important factors influencing

Because of the significant role in managing project outcomes, the communication problem has been 

studied extensively. Some key factors are pointed out 

cooperation and communication. 

3.5.1 Team size 

Team size is a critical factor influencing project team communication efficiency. The size of a 

project team has a great impact on communicatio

efficiency of shared information between the team members. At the same time contribution of all 

members to the project becomes more difficult to coordinate while the team is expanding (Hoegl, 

2005). In this case, the number of communication channels geometrically increases simultaneously

with team size growth. Figure 3

more complex and large amount of communication channels can constrain project team 

communication efficiently (Lalsing et. al. 2012, p. 120)

Figure 3-4. Large teams make it harder to communicate: full communication structure with four 

At the same time, Leenders et al.

size”, meaning that innovativeness of small teams is lower compare to larger teams. Therefore 

project team which consists of large number of participants is more creative and increase 

innovativeness within the project.

3.5.2 Superordinate goals 

Using quantitative method, Pinto et al

cross-functional cooperation. Although his research uses sample of project teams in health care 
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. Large teams make it harder to communicate: full communication structure with four 

and ten members (Hoegl, 2005) 

At the same time, Leenders et al. (2003, p. 78) argues that “team creativity decreases with team 

size”, meaning that innovativeness of small teams is lower compare to larger teams. Therefore 

project team which consists of large number of participants is more creative and increase 

veness within the project. 
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the communication challenge 

Because of the significant role in managing project outcomes, the communication problem has been 

as they have important impacts on team 

critical factor influencing project team communication efficiency. The size of a 

n structure complexity which affects the 

efficiency of shared information between the team members. At the same time contribution of all 

members to the project becomes more difficult to coordinate while the team is expanding (Hoegl, 

e number of communication channels geometrically increases simultaneously 

shows that in the big project team communication becomes 

more complex and large amount of communication channels can constrain project team 

 

. Large teams make it harder to communicate: full communication structure with four 

(2003, p. 78) argues that “team creativity decreases with team 

size”, meaning that innovativeness of small teams is lower compare to larger teams. Therefore 

project team which consists of large number of participants is more creative and increase 

superordinate goals directly enhance 

functional cooperation. Although his research uses sample of project teams in health care 
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area, the outcome seems necessary to be tested on an industrial company as Sandvik. The reason is 

that cross-functional team members are brought from different departments to work temporarily 

on a particular project. Each department usually has its own objectives and when putting together, 

these goals can be contradictory. Therefore, it seems logical to require specific common targets for 

each project which can merge this difference and create a premise for cooperation. 

3.5.3 Centralization of communication 

According to Leenders et al. (2003), communication centralization “reflects the extent to which 

interactions are concentrated in one of a small number of team members rather than distributed 

equally among all members”. It is carried out in a team by using a core group as vital nodes in 

communication network in order to raise the speed of spreading information. However, the 

centralization may affect both the “dominators” and “dominees” in a negative way.  

For ones who dominate communication, information can be overloaded. Especially in NPD projects 

with high demand of innovation, these core members may weaken distributing and gathering 

effective ideas, thus, decrease the level of creativity. The reason is the difficulty in integrating 

information. The information required may not reach to the right person or in the right way of 

being comprehensive.  

For non-central members, this method can diminish their independence and discretion. An 

appropriate degree of autonomy can boost individual confidence in creating and implementing 

ideas. Consequently, autonomy is a fundamental factor for innovation. Besides, with strong 

centralization, non-central members can have weaker motivation and commitment to the project, 

hence, less creativity. The liability of final, intermediate or milestones results is less distributed 

across the entire team which causes lower engagement of team contributors. 

In addition, assigning the central positions to ones with necessary skills and right instrumental 

reasons is a challenge. These positions may be desirable by members who expect notice from 

organization and building career.  

3.5.4 Early involvement 

Fredericks (2005) sees the communication challenge as the problem of information sharing and 

early involvement is the solution. In this research, equivocality caused by uncertainty and lack of 

communication fluctuates across NPD stages. The NPD process is simplified into two main stages: 
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“initiation”, conceptualizing product, and “implementation”, developing the concept of the 

product. In order to increase involvement, two types of meetings should be held: pre-project 

meetings and official NPD process meetings. These meetings require participation of different 

departments. Responsibility of members and project information are exposed. Team members 

from various departments should equally responsible for the final result and keep track of NPD 

process regardless the fact that their involvement during the process may vary. Especially, with 

projects of highly innovative products, participation of top management is requisite.  

Evidence of communication problem is given by two high-tech project groups in which early 

involvement was not fulfilled (Fredericks, 2005). Purchasing and manufacturing departments of 

these projects did not attend the pre-project meetings because their role was considered minimal 

and they just taken part in the process at the very end. It was clear the lack of cooperation and 

understanding between these divisions with each other and with other divisions. In summary, early 

involvement appear to be critical factors in solving communication problems. 

3.5.5 Physical proximity 

It is extensively recognized by many researchers that there is an inverse proportionality between 

physical proximity and communication among team members (Peters, 1990; Ganesan et al., 2005; 

Leenders et al., 2003). According to Leenders et al. (2003), physical proximity allows members to 

get acquaintance, share experience, and explore similarities and interpersonal compatibility. 

Therefore, it may offer the opportunity to enhance liking and mutual understanding. Besides, it is 

also considered as assistance of mutual trust (Harrison & Bennett, 1992; Leenders et al., 2003). The 

existence of trust is crucial to create comfortable atmosphere among members in which questions 

are asked and answered explicitly. Kratzer (2001) believes that physical proximity can raise 

communication frequency while reduce network centralization.  

From a different point of view, Ganesan et al. (2005) suggests that the geographic proximity’s 

effect should be studied in the connection with relational ties. The research regards 

communication as a process of knowledge sharing and exposes that physical proximity is unrelated 

to strong relational ties between knowledge providers and receivers. Hence, in order to benefit 

communication through physical proximity, relational ties among members need to be built. 

Ganesan et al. (2005) also adds that geographic distance only links to face-to-face communication 

while having no correlation with email communication. 
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On the other hand, Nemiro (2002) discovered that in the most innovative teams, participants are 

physically together at dispersed points of time. The author thinks that it may create a favorable 

balance between face-to-face and electronic communication. Leenders et al. (2003) also believes 

that team members who have similar backgrounds should be separated. The reason is that those 

members tend to communicate with each other rather than with the rest of the team. 

Furthermore, when participants are dispersed, the ones who were co-located in the past projects 

could mutually communicate more than ones who did not have that experience. 

In fact, it is not simple to bring team members to work in a same place. It is a challenge, especially 

for large and international companies. Being aware of this, Leenders et al. (2003) proposes using 

temporary assignments regularly in formal and informal events. To some extent, it may replace the 

requirement of physical proximity with a long lasting effect. 

3.5.6 Leadership 

Leadership constantly has a central role in projects’ performance. It is also critical for 

communication challenge (Lovelace et al., 2001). An effective leadership can support members to 

discuss differences, positively affect freedom to express doubts, guide communication to 

collaborative way, and give constructive feedbacks. Moreover, successful project managers should 

be able to give communication plans, building information library of the project and develop 

different communication methods (Charvat, 2002). 

Among the issues relying on project managers above, there are two which need to be described in 

more details. The first is project atmosphere which includes freedom to express doubts and 

collaborative method of communicating. According to Lovelace et al. (2001), conflicts causes 

communication challenge in cross-functional NPD. However, it is better to have “conflict openness 

norms” than no conflicts (Jehn, 1995). The matter is how team members communicate in order to 

settle these disagreements. First, they must feel that they can freely express their ideas and 

suspicions. It will help to incorporate differences and reduce uncertainties. According to Simons 

and Peterson (2000), freedom to express doubts could be a behavioral result of intrateam trust. It 

is likely to have a significant role in decision making points where problems or concerns need to be 

communicated by team members (Lovelace et al., 2001). In NPD process, these points are gates 

where evaluation takes place and decisions are made. 
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Furthermore, communication should be executed in a collaborative way in order to achieve 

contributive and integrative outcomes (Lovelace et al., 2001). It means that team members should 

have desire of seeking mutually beneficial solutions. The opposite is contentious type in which 

arguments end up with winners and losers. In fact, collaborative communication encourages 

members to interact because it is a signal of positive consequences of expressing ideas. Lovelace et 

al. (2001) believes that if the freedom to express doubts is important to identify problems, the 

collaborative communication is the key to solve the problems by searching the best solution among 

team members’ ideas. Thus, it needs to be concerned before decisions are made in the gates of 

NPD process. 

The second issue is communication plan. Communication should be utilized systematically, which 

cannot be done without planning (Ruuska, 1996). Communication plan is a vital tool for any project 

manager who is concerned about communication efficiency within the project as well as the 

project performance. A communication plan is included in general project plan and is of a great 

importance for identification of what, who, how and when information will be transferred to 

project stakeholders for having control over schedules, issues and action items (Larson & Gray, 

2011, p.119) 

Therefore, according to Antvik & Sjöholm (2007, p.134), it is recommended to include information 

into communication plan as described in Table 3-2: 

Type of information 

What? 

Interested party 

Who? 

Purpose 

Why? 

Frequency 

When? 

Medium 

How? 

Responsible 

Who? 

      

      

Table 3-2. Example of communication plan (Antvik & Sjöholm, 2007, p.135) 

In conclusion, a team leader is strongly recommended to only act as an enabler or communicator 

and no direct involvement should be taken (McDonough III, 2000). It is necessary to clarify task 

limits and an environment of freely exploring and discussing in which members are able to 

perform. Responsibilities and authorities should also be given to the team participants. On the 

other hand, being a communicator, the leader should guarantee that the members are always 

aware of adjustments during the project as well as the superordinate objective and individual 
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obligations. Finally, the project team leader should be open and apolitical to share information and 

knowledge to the group as well as other parts of the organization. Hence, the team may increase 

its ability to make realistic decisions and obtain practical expectation from top managers. 

3.6 Formal communication 

As discussed above, communication within cross-functional NPD teams can be divided into two 

categories, formal and informal. Formal communication can be seen simply as an official way of 

communicating within the teams which is recognized and managed by the company. Based on the 

empirical data collected and the research of Lundberg and Seglert (2011), two main methods of 

conducting formal communication will be concerned, meetings and documentation.  

3.6.1 Meetings 

Meetings can be considered as a communication tool and usually different kinds of meetings are 

organized during the NPD process. In this section practices for conducting efficient project 

meetings are presented. 

3.6.1.1 Start-up meetings 

Start-up meeting, also known as kick-off meeting is essential for efficient project start and early 

team establishment (Antvik & Sjöholm, 2007, p. 138, Larson & Gray, 2011, p. 383). Responsibility 

of conducting the first meetings lies on project manager who should achieve several objectives. 

According to Larson & Gray (2011), first of all, general information about the project should be 

provided in order to give an overall project understanding to the project team. Description of 

project scoop, objectives, general schedule, method, and procedures at this stage should be 

presented. Secondly, project manager should introduce team members involved in the project to 

enable every project participant feel comfortable and find his/her place within the team. Finally, 

the project manager should present a model to provide an understanding of team performance 

routine during the project as well as discuss aspects of communication plan (Antvik & Sjöholm, 

2007, p.136). 

It is recommended to conduct the first kick-off meeting within one or two days at a remote place 

from the work environment in order to enhance informal interaction between team members 

critical for efficient team building (Antvik & Sjöholm, 2007, p. 138, Larson & Gray, 2011, p. 383). It 

is very important that during the first meeting not only “operational ground rules” of team work 
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but also “normative issues” about team cooperation can be established (Larson & Gray, 2011, p. 

384). 

3.6.1.2 Practices for efficient following-up meetings 

Well-constructed meetings affect project team communication efficiency within the project. 

According to Antvik & Sjöholm (2007), meetings present the mutual opportunity for team 

members to gather all information regarding the project and identify what actions should be 

taken. There are different kinds of meetings which can be conducted after start-up meetings 

containing project team meetings, steering group meetings, status meetings, and problem-solving 

or decision-making meetings (Antvik & Sjöholm, 2007, p. 134, Larson & Gray, 2011, p. 387).  

The summary of researches carried out by Larson & Gray (2011, p.287) and Elearn (2007, p. 37-38, 

49-50) presents a guideline for conducting efficient following-up project meetings.  

First of all, a clear meeting agenda should be prepared and distributed among the team members 

who are going to participate the meetings. Agenda plays an important role for establishing 

meeting direction and preparing participants for efficient communication. Secondly, group of 

meeting participant and their contribution to the meetings should be determined. Thirdly, 

meeting location and time should be chosen in order to ensure that all team members can 

participate the meeting. Adjournment time should be identified in order to plan the schedule. 

Before the meeting begins, it is important to review the agenda and distribute time for every 

point it contains. Preparation of experience from previous meetings can also be reviewed in order 

to increase meetings efficiency.  

During the meetings it is essential to encourage active participation of all members. In case if 

meeting provider makes statements and not asking questions, meeting can turn to be 

informational. It is also important to keep to the timings and to change team focus on important 

issues if communication goes out of subject. 

After the meeting is conducted, made decision can be summarized and distributed to interested 

parties. Finally, it might be useful to assess meetings results and to analyze whether all meetings 

objectives were achieved, every team member was involved into discussions and if meeting's 

outcome will be implemented. 
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3.6.2 Documentation 

During the project, information needs to flow through the whole team. According to Lundberg and 

Seglert (2011), activities of members, which they have done and which result has been achieved, 

should be documented properly. Relying on that, the project manager can keep track of the project 

and communicate with other members about the project status. However, as the project progress, 

the amount of information grows rapidly and meetings are not enough to handle. For this reason, 

an electronic supporting system such as project portal or interactive databases, which can enhance 

formal internal communication, is fundamental (Lundberg & Seglert, 2011). The information can be 

stored and organized so that the right content can reach to the right user. 

3.7 Informal communication 

Based on Lundberg & Seglert (2011) and Kraut et al. (1990), informal communication is an unofficial 

way of communicating in which schedule, participants, participants’ roles, and agenda are not 

preset. Hence, it is not planned or directly control by management as formal communication. 

Informal communication usually occurs through project portals, emails, and direct conversation. 

Project portals are more like a formal method of communication. However, when the portals allow 

activities such as email or sending private messages, it is also a way of communicating informally. 

According to Patrashkova-Volzdoska et al. (2003), email is evaluated as an easy-to-use tool which 

allows storing and regaining information. It also does not restrict distance, amount of information 

between senders and receivers as well as number of participants. However, requirement of longer 

time to compose and read and possibility of information overload are the weakness of this device 

which can restrain team performance. When the amount of information contained in an email 

exceeds a limit, it could happen that the reader does not read carefully and some important issues 

are missed (Lundberg & Seglert, 2011). In fact, Patrashkova-Volzdoska et al. (2003) proved that 

there is a curvilinear relationship between email and team performance across all measures which 

include project goal achievement, cost, and schedule. It means that emails can be used as a good 

way of communicating which improve team performance. But when overused, its influence will turn 

to negative. Hence, it should be used with adequate concern. 

Another method of informal communication, direct conversation, consists of phone and face-to-face 

communication. Although telephone is used frequently in communicating, its impact on team 
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performance is left unclear. Meanwhile, face-to-face is considered as the most effective method 

(Lundberg & Seglert, 2011). It allows other factors such as body language, vocal pitches, and visual 

impressions to affect communication. Hence, information is received and understood easier 

compared with emails or telephone. Besides, it is beneficial for information or knowledge which is 

complex or only able to be transferred through practice, not theory. However, Patrashkova-

Volzdoska et al. (2003) pointed out that face-to-face communication is also curvilinear connected to 

project goal achievement. The risk of not achieving team goal increases when face-to-face 

communication is implemented with high frequency.   

On the other hand, it should be noted that physical proximity is considered as a strong predictor of 

informal communication, especially face-to-face (Lundberg & Seglert, 2011; Whittaker et al., 1994). 

Informal communication can occurred under the form of conversations between one member with 

another who sit at the next table or between two members who cross each other while walking 

around (Whittaker et al., 1994). Therefore, when team participants are located near or even in the 

same floor or building, there are more chances for informal communication.  
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4 Methodology 
The scientific methods of researching, collecting data, and analyzing used throughout the research are explained in 

detail in the chapter. 

4.1 Research method 

The method of research carried out in the thesis is clarified through topic selection, research design, 

strategy, and approach. 

4.1.1 Choice of topic 

The research idea was inspired by an appendix about Cross-functional teams in the book Supply 

Management (Burt, 2010). Although the researchers formerly recognized cross-functional method 

of team work, the appendix provided first academic knowledge of this concept, hence, raised 

curiosity and desire of better understanding. After a swift investigation, cross-functional teams 

were found to be interesting and widely applied. Correspondingly, it was chosen as research topic. 

Because of time restriction, research scope was concentrating on only one company and one 

project. This can be seen as a limitation of the research but it also provides a profound insight of 

the selected topic. Sandvik was chosen because it is an international and well-known company in 

Sweden, which uses extensively cross-functional teams for NPD. Besides, due to its significant role 

in the company, an ongoing project, Project X, was decided to be the research’s focus. When 

studying the project, the communication challenge was identified. Thus, two questions were 

established. According to Fisher et al. (2010), there are two types of questions differentiating by 

the ability to be answered by doing research. Research questions are ones that have this ability 

while strategic questions do not. Therefore, the first question of this thesis is a research one and 

solving it gives a good judgment for answering the second question, a strategic one (Fisher et al., 

2010). Moreover, it can be seen that the first question give a theoretical contribution while the 

second provide managerial motivation for the research. 

4.1.2 Research design 

The thesis was initiated with expectation of using a single case study in order to achieve a better 

understanding of cross-functional NPD teams, a current standard way of developing new products 
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innovatively and efficiently. The reason is that case study design allows concentration on the 

complexity and particular context of the case (Bryman & Bell, 2011). Hence, this type of design 

gives a strength of particularization in which the case’s setting is intensively examined. On the 

other hand, the limitation of case studies is completely aware as lacking of representativeness 

(Fisher et al., 2010) or external validity (Bryman & Bell, 2011). However, this research is expected to 

achieve a certain degree of representativeness because of extensive use of cross-functional NPD 

teams. Besides, theoretical concepts chosen for the research are well generalized while the context 

of the case is unexceptional, thus, highly possible to occur in other projects or organizations. 

4.1.3 Research strategy 

For the purpose of the thesis, qualitative method has been applied in order to intensively approach 

the case from different participants’ points of view. This is the strategy in which study is done 

through expressions rather than figures (Fisher et al., 2010). The qualitative strategy brings the 

research strength of fulfilling internal validity which means there is a good match between theories 

and information observed by researchers. However, this strategy is criticized to have high 

possibility of being too impressionistic and subjective, lack of transparency and generalization 

(Bryman & Bell, 2011). During this research, efforts have been made in order to overcome these 

weaknesses. Due to involvement of more than one researcher, the work is believed to be objective. 

This issue will be discussed further in the section of Primary data. Reasons of choosing interviewees 

and process in which analysis is conducted are attempted to clarify in order to increase 

transparency. The limitation of the research scope is compensated by an in-depth study, which is 

appropriate for the research purpose and the case study design. 

4.1.4 Research approach 

The approach of this research tends to be inductive because of the nature of case study design 

along with qualitative method. According to Bryman & Bell (2011), the process of induction is likely 

to use empirical findings as a base to design conceptual framework. Interviews were made to 

identify relevant theoretical concepts. However, deductive approach does involve by the action of 

“weaving back and forth between data and theory” (Bryman & Bell, 2011). For instant, after 

forming initial conceptual framework and discovering new theoretical issues about meetings and 

matrix structure, additional interview or data collection was required. This way of research creates 
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4.2 Data collection 

Based on the choices of research design, strategy, and approach, different types of data were 

collected. Data collection section is presented by accumulated primary and secondary data. 

4.2.1 Primary data 

Primary data was the main source of empirical findings in this thesis. Primary data were based on 

interviews conducted with several key cross-functional project team members participating 

ongoing Project X in Sandvik Construction BA, Svedala. In order to obtain a good data value, 

interview respondents were carefully selected depending on their role in the project. Project 

Manager was chosen to be interviewed due to his central position in the project. Product Leader is 

the part of cross-functional team, who presents internal point of view regarding the project. 

Product Manager was selected for asking questions due to his presence at kick-off meeting and 

important position of project initiator. 

For the empirical data acquisition several interviews have been organized by means of phone, 

email, and face-to-face communications. The first interview was conducted with the Product 

Leader (November 9, 2012) in the conference room of Sandvik office in Svedala, Sweden. It started 

at 10 a.m. and lasted almost for two hours. During the interview semi-structured interview 

approach was applied where the major questions were prepared beforehand, and some questions 

were raised already during the meeting (Fisher, 2007, p.159). This type of interview was chosen in 

order to achieve a better understanding about the project, team involved in it and product 

developing within the bounds of this project. During this meeting the communication challenges of 

Project X were identified, which led to the topic formation. All information acquired during this 

interview was carefully written down. 

The second interview was conducted with the Project Manager of Project X (December 4, 2012) in 

Sandvik office in Svedala, Sweden and questions regarding thesis research area were inquired. This 

meeting with the Project Manager took place in a conference room and lasted for one and a half 

hour from 2.00 p.m. till 3.30 p.m. This interview was organized also by means of semi-structured 

form (Fisher, 2007, p.159). Selection of this interviewing approach enabled gathering extensive 

information regarding the communication within studied project team. All replies and Project 

Manager’s opinion about emerged issues were recorded in accordance with ethical considerations. 
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After the interview all answers were carefully processed and sent for the Project Manager’s 

approval, together with questions regarding uncovered issues.  

The third interview was organized with Product Leader (December, 18, 2012) in more unofficial 

environment in Malmö, Sweden due to the respondent's busyness during working hours. The main 

purpose of this interview was to acquire more detailed information about the processes of 

organizing communication within the Project X. This interview was also conducted by means of 

semi-structured approach, which was suitable for its purpose and all answers were written down 

the same way as during the first meeting in Svedala. 

Due to the distance between Västerås and Svedala or Malmö, and not ability of frequent personal 

meetings regarding small emerging questions about the communication within the Project X, 

telephone contacts with Product Leader were utterly helpful and practical. These phone calls 

enabled to acquire additional and more detailed information about the project team's 

communication. 

Another contact with Product Manager of Project X was initiated by means of e-mail 

communication. From previous authors' experience about the constrains of e-mail communication, 

such as long-answering time and not always clear respondents' understanding about inquiring 

questions, such method of empirical data collection was very carefully applied. Inquiring only few 

short additional questions regarding the process of kick-off meeting during the the Project X it was 

possible to collect precise and good value answers. All received responses were processed and 

incorporated into the work. 

In summary, caused by the nature of qualitative interviewing, the interview process was kept to be 

flexible with the interest and concentration on participants’ views and thoughts. However, due to 

awareness of the danger of being impressionistic and subjective, information from the interviews 

were discussed carefully by researchers in order to derive fair and objective points of view. 

4.2.2 Secondary data 

Secondary data of the thesis was acquired through the Internet resources such as Sandvik home 

page and its internal documentation. The information about Sandvik’s business and historical facts 

of the company were obtained via the search of Sandvik home page. Internal documentation such 
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as Sandvik Project Model of Product Development and documents used during the meetings were 

received during the interviews and by means of email communication. 

4.3 Academic data 

In the research, academic data was chosen from books and scientific articles. These books were 

found in the library of Mälardalen University, thus, their reliability and content are approved. The 

articles originate from trustful sources such as Google Scholar and ABI/INFORM Global through 

databases of Mälardalen and Lund University. After the interview with the Product Leader, articles 

relating to cross-functional teams, matrix structure, NPD, and communication were selected. These 

theories formed the first part of the Conceptual framework, the “context”, as indicated in Figure 3-

1. It was aimed to give understanding of academic terms used throughout the research. Different 

points of view were also considered in order to create a complete and fair theoretical base for 

analysis. Later on, the information about communication was restricted further to focus on some 

critical factors which have great influence on the project of Sandvik indicated by interviewees. 

Methods of communication were also introduced. These factors and methods were used as 

theoretical base to discover how to improve communication. Besides, attempts were made to use 

most updated information and researches. However, some old articles were still employed because 

of critical content and applicability for present time.  

4.4 Ethics 

The research was conducted with independence of conclusion, meaning there is no guide of 

direction rather than reality and logic. Due to one researcher having personal acquaintance with one 

of the respondents, information objectivity has been taken under consideration and since another 

researcher did not have such connection it enabled to maintain impartiality during the working 

process. Besides, familiarity with the member of project team improved data quality and 

understanding about the discussed Project X process. 

Right to privacy and confidentiality agreements (Fisher et al., 2010) was observed. Agreement 

between the company and the interviewer were signed in order to assure the information would 

not exceed the limits of the thesis work. Respondents were completely informed about the aim of 

the research and the use of data. The permission of using recorder during the interview was 

discussed before the interview start. Participants had the freedom to choose whether to respond or 
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withdraw their answers. Confidentiality and anonymity, which mean altering name of the project 

and not revealing data sources, (Fisher et al., 2010), were used. Technical aspects or any other 

details which have danger of affecting Sandvik’s business were excluded. Finally, disinterestedness 

of researchers remains throughout the thesis. The researchers’ personal point of views and 

judgment were not exposed in order to reflect unbiased and truthful information (Fisher et al., 

2010). 

4.5 Limitations 

There are a number of limitations which should be taking into account while reading this thesis. First 

of all, Project X, which was chosen as an object for this work is still executing in Sandvik Construction 

BA in Svedala. Thus, some information regarding the project such as details about the project 

description, communication plan and other issues were very sensitive for the company and project 

members. Even though authors inquired many questions in order to improve the research and 

obtain deeper knowledge about the communication processes of Project X, interviewees had their 

right not to reveal all information. Moreover, the selected project has a very complex nature and 

contains many details. Therefore, it was not possible to cover in the research all particulars because 

of the set time constrains and due to the limited number of interviews related to the respondents' 

busyness. 
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5 Empirical data 
Based on the Conceptual Framework, the empirical data of the company, including primary and secondary data, 

are presented in this chapter. 

5.1 General new product development process in Sandvik 

The process of a general Sandvik’s NPD project is given in Figure 5-1. It includes four stages: 

initiating, planning, executing, and closing (Sandvik, Internal Project Model). In the Initiating phase, 

the opportunity in which the expected outcome of the project can be achieved is assessed. Follow-

ups are the Planning stage when a detailed plan of the project is given and the Executing stage in 

which the project is carried out based on the plan. Finally, in the closing phase, the project outcome 

is transferred to internal and external recipients while documentation and lessons are passed to the 

company.  

 

 

Before each stage, there are gates at which the decisions are made. From G0 to G2 and G4, gate 

meetings are held to make decision of starting a particular phase. Especially, G3 occurs during 

Gates 

Project Phases 

Milestones 

Work Process 

Project 

Management 

process 

Activities/Processes 

outside of executing 

organization 

Figure 5-1. Sandvik's Model of New Product Development Project (Sandvik, 2012) 
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Executing stage in order to evaluate the project and determine whether this phase should continue. 

Closing the project is done in G5 in the end of the last phase. The task of evaluation in each gate is 

clarified by the notation “GA”, Gate Assessment. These assessments are documents for appraising 

business opportunity, status, and portfolio management of the project and used in gate meetings 

(Sandvik, Internal Project Model). Besides, the papers which need to be submitted for project 

management and communication are specified. As in the figure, from the first phase, “PC”, which 

stands for project charter and pay-off calculation, should be made before the Gate 1 meeting. The 

expected achievements of the business opportunity have to be assessed to determine whether the 

opportunity should be taken. In the second stage, a project plan abbreviated to “PP” should be 

handed in and reviewed in the Gate 2 meeting. If the plan is approved, it will be the official one and 

available for all team members. During the third and fourth stage, project status reports, “PS”, are 

frequently required. In the end, before the project is closed, a final report, “FR”, have to be 

presented.  

Moreover, in the gates as well as during stages, a set of milestones are established to assist 

decision-making process which is described further in Table 5-1. According to Project Manager, 

these are an important tool to improve communication during the project. 

MS1 Obligation analysis, Business 

Opportunity are revealed 

MS4A Components are ready (made or bought) for 

assembling 

MS2A Product breakdown structure is 

established 

MS4B Design is described in details for verification 

MS2B Business case, product contents, 

project plan and budget are classified 

MS4C Product/Prototype is authenticated 

MS3A Project team is formed, kick-off 

meeting is held 

MS4D Product/Prototype is ready for release to 

market or First customer 

MS3B Project derivable temporarily stops, 

final design is decided 

MS5 Projects documents and lessons are 

submitted to Organization. Close the project 

Table 5-1. Milestones in Sandvik's NPD projects (Sandvik, 2012) 
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Below milestones is the project management process. Risk and Opportunity management is carried 

out during the whole project while requirement and change control stops in the closing stage, 

before production starts. The next is work process which specifies tasks in time order. A number of 

works are organized concurrently such as Product Requirement with Concept Design or Technical 

Requirement with Design. However, there are some tasks required completions of specific tasks to 

occur. For instant, Technical Requirement can only start if Product Requirement is finished or the 

sequence of activities, Design, Implement, and Integration, must be followed. The bottom part of 

the figure shows other parts of the organization who also involve in the project. It should be noted 

that Production starts in the end of the Closing phase and continues after the project is closed. The 

role Marketing and Aftermarket is shown by its early involvement from the beginning of the project 

and prolongation as long as the production goes on. 

5.2 Project X and Cross-functional team of Project X 

Project X is one of the several projects currently executed in Sandvik Construction BA. Within the 

bounds of this project, a new model of a product “crusher” is developed. The expected time planned 

for its implementation is two years. In contrast to general NPD projects in Svedala which usually cost 

about 10 million SEK, the budget of the Project X numbers approximately 25 million SEK. Therefore, 

it can be characterized as big and important for both Sandvik Construction BA and the whole 

company. (Product Leader, Interview, December 18, 2012) 

The high priority of this project was clearly communicated across the organization by the top 

management of Construction BA from the project conceptual stage. Due to being given high degree 

of significance, all required organizational resources together with functional managers of all 

departments involved in the team were appointed for successful project implementation. Therefore, 

the role of Project Manager is positioned as imperative. (Product Leader, Interview, December 18, 

2012) 

Sandvik Construction BA in Svedala applies cross-functional team approach for managing all NPD 

projects. Around seven projects are usually executed in parallel in the company and the same 

resources are shared among these projects. It is not unusual practice for the unit in Svedala that one 

project team member participates in two or three projects concurrently. Thus, a big challenge of 

using the cross-functional team approach exists in keeping the resources, shared among different 
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ongoing projects, focused on one specific project. This situation is applicable to the Project X where 

the project team members participate in another NPD projects in Svedala. (Project Manager, 

Interview, December 4, 2012) 

According to the Project Manager (Interview, December 4, 2012), when resources are shared among 

different projects and daily duties, sometimes it leads to the conflict of interests between 

organizational entities. Every project manager desires to obtain the best resources for the efficient 

project implementation and every functional manager wants his or her employees to perform well 

their daily duties.  

From the experience of the Product Leader (Interview, December 18, 2012), who participates 

several ongoing projects in Svedala including Project X, every project or functional manager has his 

or her own objectives which are expected to be accomplished by the employees. As a rule, it usually 

results in a situation that many different objectives are established at the same time, which can be 

conflicting and therefore confusing for those employees who participate one or several projects and 

perform their daily functions. 

Sandvik has a very complex matrix organizational structure. Therefore in order to introduce a 

comprehensible overview of how Project X is incorporated into Sandvik matrix organization, only 

organizational units located in Svedala were presented in a Figure 5-2. 

As mentioned in the second chapter ”Company Presentation”, Sandvik Group consists of five 

business areas, one of which is Sandvik Construction. Meanwhile, Sandvik Construction is divided 

into four product areas which are Surface Drilling and Tunneling; Stationary Crushers and Screens 

(C&S) and Systems; Breaking Mobile and C&S, and Tools; Consumables and Services. (Product 

Leader, Interview, December 18, 2012) 

Stationary C&S and Systems product area consists of four divisions such as Crushers, C&S Parts, 

Screens and Feeders, and C&S Systems. Crushers and C&S Parts are located only in Svedala and the 

other two are situated in Finland and France respectively (Product Leader, Interview, December 18, 

2012). 
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Within the present matrix organization and correlation with the Project X, Marketing and Product 

departments belong to the Crushers division. Aftermarket department belongs to C&S Parts division 

and Service department involved in the Project X is a part of Tools & Consumables and Services.

Sourcing, Production and R&D departments functioning within the Project X are separated

Product areas and belong to Production Plant in Svedala, which also includes Finance and IT 

departments. (Product Leader, Interview, December 18, 2012)
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implementing, and monitoring project communication. (Product Leader, Interview, November 9, 

2012) 

The main participant of the Project X and the department who originated the business case for this 

new product is the Product Department. It identified the necessity of the product to the market, 

therefore, took over functions of marketing department in conducting a market research. Besides, 

the Product management department is sponsoring this project and under its responsibility was to 

calculate the project profitability and a payback period. (Product Leader, Interview, November 9, 

2012) 

R&D department consists of engineers who design and develop new products and updates on 

existing product range. R&D department must to follow the project scope of the new product which 

is set up by the Product department. In case of exceeding scope, R&D specialists need to coordinate 

their actions and obtain permission for changes from Product department. (Product Leader, 

Interview, November 9, 2012) 

Service department provides product maintenance for customers on site. Responsibility of Service 

department in Svedala is to supervise a start-up of new plants all around the world. Due to working 

on site, Service department possesses practical information about product functioning, which they 

have to share with R&D department. Besides, Service department also provides training both locally 

and globally for service people in Sandvik Construction. (Product Leader, Interview, November 9, 

2012) 

After the product is sold to a customer, Aftermarket department is responsible for providing spare 

and wear parts for the product and making sure that they are available for the customer in case of 

breakdown or deterioration. The main responsibility of the Aftermarket department within the 

Project X is to prepare the product for mass production - industrialization. The department requires 

foreseeing what parts of a crusher could break down during functioning and forecasting their 

demand in advance due to its very costly storage. The work of this department should be conducted 

during the product development project stage and not later, on account of long delivery time. 

(Product Leader, Interview, November 9, 2012) 

Sourcing department is a division which takes responsibility for the supplier selection, prices of buy-

in products, self-manufacturing parts, and lead-times of incoming goods. In every new project, 

including Project X, this department work with already existing suppliers acquired from previous 
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projects in order to obtaining the best price, high quality, and shorter lead-times. (Product Leader, 

Interview, November 9, 2012) 

Production unit is a place where the crusher is initially assembled. There Sandvik assembles self-

produced and bought from the suppliers parts. Parts produced by the company in Svedala are 

considered as the “heart” of the crusher. The person representing this unit in the project team is 

responsible for making the product to be in function. (Product Leader, Interview, November 9, 2012) 

Steering group of the Project X is presented by the heads of following departments: Production 

Department, Financial department, Sourcing Department and R&D department. (Product Leader, 

Interview, November 9, 2012) 

Project core team of the Project X consists of five representatives from R&D, Aftermarket, Product, 

Sourcing, and Marketing departments and Production unit. (Product Leader, Interview November 9, 

2012) 

Even though the Project X is executed in Svedala, the testing of the new crusher at the product 

verification stage (see Figure 6-1) is conducted in Germany with the help of local Sandvik people. 

Service Department of Sandvik organization in Germany was not part of the team from the 

beginning of the project but inevitably became so after the testing started. Communication between 

German employees and Swedish Service people, who are responsible for the product testing, is 

conducted by means of face-to-face communication either when project team members from 

Svedala come to Germany or German people come to Svedala. (Product Leader, Interview, 

December 18, 2012) 

However, communication between German employees and Svedala team members in the beginning 

of the testing was not well established in the communication plan. At the testing plant German 

employees did not have assigned people in Svedala who they could get in a contact with in case of 

occurred problems. As a result employees from local service department in Germany could not 

reach the right person in Svedala and the information regarding prototype testing was not efficiently 

communicated. To solve this problem Project Manager had to assign two people in Svedala for being 

responsible to coordinate the testing progress and appearing problems between the testing plant in 

Germany and the project team in Sweden. (Project Manager, Interview, December 4, 2012; Product 

Leader, Interview, December 18, 2012) 
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At the planning stage the project team of the Project X consisted of 6 participants. Today, the cross-

functional team involved in NPD project numbers about 40 participants from different departments. 

(Project Manager, Interview, December 4, 2012) 

The team members from the different departments reside in one town, in Svedala, but have 

different locations. (See Figure 5-3)  

 

Figure 5-3. Location of departments within Project X in Svedala (Source: Google map and own 

illustration) 

The Project Manager (1) resides at Stations plan close to Svedala train station together with R&D 

department (2). The project members from Product department (3) are located on the other side of 

the railroad at Ågatan. Production Unit facility (4) is located in the old manufacturing area. Service 

(5), Aftermarket (6), and Sourcing (7) departments are located in another building “Building 59” 

situated in a new production area. Location of these three departments is remote from the others 

and within 1 kilometer. Therefore, the project members use bicycles instead of walking to reduce 

traveling time to the meetings. (Product Leader, Interview, December 18, 2012) 

From the Project Manager's point of view, the location of these departments negatively affects 

communication within the team (Interview, 4 December, 2012). Sometimes it occurs that due to the 

distance or work overload, participants from the remote area decline the meetings. 

5.3 Meetings as a major method of communication 

A major tool used by the Project Manager while managing formal communication in the Project X is 

meetings. Different types of meetings are conducted within the project in order to establish 
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communication within the project team. At the same time, the project team members can vary from 

meeting to meeting depending on their role in the project. Some team members participate only 

one kind of meeting, while some can be part of several meeting group. (Product Leader, Interview, 

December 18, 2012) 

Kick-off meetings was a starting point for the Project X. This meeting played a role of initial meeting 

among the team existed at that point of time. It was conducted in Svedala and lasted for two hours. 

Due to the Product department initiated the project, the head of this department, the Product 

Manager, had a presentation for one hour regarding the need for a new product, and 

communicated the scope of the project. Second half of the kick-off meeting was held by the Project 

Manager and his presentation included stakeholder analysis and project plan. Communication plan 

was not announced at this meeting. (Product Manager, Interview, December 28, 2012) 

According to the Project Manager (Interview, December 4, 2012) already from the kick-off meeting, 

he put his efforts to create a team spirit to ensure that every project participant felt as part of the 

team. Therefore, after the official part of this meeting, the project team members went out to play 

bowling and ate dinner. In the opinion of the Product Manager (Interview, December 28, 2012), who 

participated this part of the kick-off meeting, activities in such environment enhanced interaction 

between team members and stimulated the group feeling and sense of belonging.  

Also from the Project Manager's point of view (Interview, December 4, 2012) it is important to be 

always positive and communicate positiveness to the team, to help every project member to 

understand the problem and to coach for independent decision-making. 

After the kick-off meetings the Project Manager started directly to hold project meetings. The 

project team involved in the project consisted of six people at that time. According to Project 

Manager, these project meetings at the early stage of planning and project concept development 

were very productive and effective. But since project started to progress, project team began to 

expand and the number of new joined project members rapidly increased. At some point of time, 

these meetings became more informational and there was no dynamic and no discussions anymore. 

The degree of interaction between the project team members and the Project Manager decreased 

and communication started to flow in one way direction. In order to bring back productivity, the 

Project Manager stopped to hold project meetings in a way they were conducted before with all 
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team members and established regular core team meetings. (Project Manager, Interview, 

December 4, 2012) 

Nowadays, originally initiated project meetings play a role of the informational meetings and are 

conducted on a monthly basis. (Project Manager, Interview, December 4, 2012) This meeting is 

convened by the Project Manager of the Project X. The purpose of this meeting is to present a brief 

overview of a project status for the project team members who are not extensively involved in the 

project and also for people who are not involved in the project at all but interested in it. Usually 

around 40-45 people who somehow involved in the project are invited to these meetings. This type 

of meetings usually lasts around 10-15 minutes and information is communicated by means of 

Power Point presentation. (Product Leader, Interview, December 18, 2012) 

Project core team meetings are conducted on a weekly basis. Due to the fact that the project core 

team consists of 5 representatives from five different departments, the purpose of this meeting is to 

allocate activities regarding the project among different departments within their area of 

competence. Each member of the core team is personally responsible for the assigned by the 

Project Manager task, but delegates it to another project member of the department he or she 

belongs to. During these meetings is discussed what issues should be solved, what actions should be 

taken, when it should be done and who is responsible for it. Also emergent problems can also be 

solved within these meetings. Results of the assigned tasks are reported to the Project Manager. 

According to the Product Leader, who is a member of the project core team, the problem of 

information overload does not exist within the core team. (Product Leader, Interview, December 18, 

2012) 

Project technical core meeting is another type of meetings conducted during the project. In contrast 

to other meetings that were established from the beginning of the project, technical core meeting 

started to take place during the project testing. The purpose of this meeting is to find quick and 

effective solutions for the technical problems which occur at the product prototype testing stage. 

This meeting is conducted twice a week by Project Manager and usually 11 people with the core 

competence and expertise from the company participate. Most of people participating these 

meetings are from R&D department but also one person from Service and one from Product 

departments are presented. During one meeting about 10 different issues are discussed by team 
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members and usually two or three solutions are generated to solve the problem. (Product Leader, 

Interview, December 18, 2012) 

Design review meetings are conducted when there is a demand for an extra meeting regarding the 

machine design, finalized drawings, or technical problems. The convener of this meeting can be any 

project member. Usually around 8 people from R&D, Service departments and Production Unit 

participate these meetings. (Project Manager, Interview, December 4, 2012) 

Gate meetings are conducted by project sponsor and project manager regarding project progress 

and decision about project continuation should be made at this stage. At this meeting one or two 

representatives from each department, all together around 10 project members, attend these 

meetings. At every gate presented in Sandvik Project Model, Project Manager's responsibility is to 

create detailed project status report. During the gate meeting issues about the project status 

including costs and risk are discussed and decision to continue or stop the project is made. (Project 

Manager, Interview, 4 December, 2012; Product Leader, Interview, December 18, 2012) 

Steering Committee meetings are meetings which conducted by Project Manger in between the 

gate meetings. Steering group not only review updates about the project implementation progress 

but also takes decision regarding big design or crucial project issues occurred during the project. 

During this meetings steering committee also decides about whether to add more resources into the 

project. (Project Manager, Interview, December 4, 2012; Product Leader, Interview, December 18, 

2012) 

Even though design meetings are conducted during the project, there is a need of having more 

meetings with the designers from R&D department and team members from Service department. In 

the project, R&D department is organization who develops product design and Service department 

who works on site and knows about crusher functioning. Therefore in order to create better product 

design and avoid some technical problems there is a need in close cooperation and communication, 

and focus on technical requirement before the design is developed. (Project Manager, Interview, 

December 4, 2012; Product Leader, Interview, November, 9) 

Also it is a challenge that some meetings conducted within departments by themselves are not 

efficient. There are no clear established rules about minutes and structure. Sometimes during these 

meetings participants have conversations not related to the meeting purpose. (Project Manager, 

Interview, December 4, 2012) 
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Another challenge of the Project X is that there is no well-established practice in having generic 

meetings among team members from different functional departments during the project. Although 

team members from functional organizations have meetings within their own departments and 

project core team meetings are conducted, there is no generic meeting structure. As a result many 

discussions and decision are made outside conference rooms, which in the opinion of Project 

Manager is not favorable for the project because there is a high chance that such decisions will not 

be communicated further to the rest of the team. (Project Manager, Interview, December 4, 2012) 

When Project X started, the Project Manager communicated clear common objectives within the 

whole project team at the kick-off meeting. Also periodically presenting a plan of what tasks should 

be performed by the team in the future, the Project Manager ensures that everyone within the 

project has the same long-term and short-term objectives. During the project common objectives 

are communicated to the project team by means of Milestones at the gate meetings, identified in 

the new product development model. Each department also has their own specific objectives 

regarding the tasks they should complete by specified time. (Project Manager, Interview, December 

4, 2012) 

5.4 Other methods of communication 

Communication plan for the Project X created by Project Manager exists and contains several 

aspects regarding communication organization. The document was shown during the interview 

conducted with the Project Manager on December 4, 2012 but due to the confidential agreement 

project communication plan cannot be included in the work and its content cannot be discussed. 

However, recommendations regarding communication plan will be made due to its bonds to 

communication challenge. 

For meetings organization, computer software “Lotus Notes” is used. By means of this software the 

Project Manager or another team member can create in a function “Calendar” a meeting and invite 

required participants. In turn, project member received the invitation have a possibility to   accept 

or reject it. Information about the meeting such as date, time, place, agenda, convener, and other 

participants is included in the invitation. (Product Leader, Interview, December 18, 2012) 

“Lotus Notes” is a computer’s software widely applied in the whole Sandvik organization, which 

enables communication not only among the project participants but also all Sandvik employees. This 
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software includes internal mail, which is also synchronized with employees' corporate mobile 

phones, and Sandvik documentation database. According to the Product Leader (Interview, 

December 18, 2012) taking decision and having discussions using email communication is employed 

in the Project X with caution due to the awareness of an information overload. However, it is 

actively used for sharing documentation.  

All information regarding the Project X is accessible to all project members in the special folder 

named by the project title. This information includes all project plans, schedules, decision records, 

and reports. (Product Leader, Interview, December 18, 2012) 

Reporting is widely employed within the Project X. Results of each meeting are recorded and 

uploaded to the project folder in Sandvik documentation database in order to communicate all 

information about the project to the interested parties and to the project team members who could 

not attend the meeting. Each meeting has its own kind of documentation. (Interview, Product 

Leader, December 18, 2012) 

As mentioned in the previous section, Project Manager organized Project meetings by means of 

Power Point Presentations. After the meeting is over this Power Point document is uploaded to the 

project database, so every interested party from Sandvik can access it after the meeting. (Product 

Leader, Interview, December 18, 2012) 

Steering committee meetings are conducted in the same way by Power Point Presentations which 

are uploaded to the project database directly after the meeting. However, an additional document 

called Minutes of Meeting is created by the Project Manager, which is also uploaded to the project 

folder. In this document all information about the decisions made at the meeting are recorded. The 

results of Design review meetings are also recorded by means of Minutes of Meeting document. This 

document has no required structured format. (Product Manager, Interview, December 18, 2012) 

As mentioned above, after Project gate meetings a detailed status report is created. It also uploaded 

to the project database in order to provide access of all project information for any project team 

members and any Sandvik employee. (Product Leader, Interview, December 18, 2012) 

Planning project core team and project technical core meetings within the Project X, so-called Log-

documents are used. Log-document is a check-list which is filled in by Project Manager before the 

meeting starts and includes the main issues which should be considered. This document includes 
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what is the nature of the issue (inform, discuss or take required actions), issue description, date 

when it was originated, due date by when it should be performed, responsible person, comments 

and the status. After solutions and arrangements are identified, the document should be completed 

and updated in project database. (Product Leader, Interview, December 18, 2012) 

To enable quick communication regarding unexpected and urgent issues phone communication is 

widely employed within the project team members and other individuals. All employees in Sandvik 

are provided with their own mobile phones, which is also an efficient tool during the business trips. 

Communication with German Service people organized through the phone. (Project Manager, 

Interview, December 4, 2012) 

Informal communication is a part of the whole organization in Sandvik and is an inevitable part of a 

daily communication. The project members are engaged in informal communication with each other 

and their other colleagues not involved in the project every day. It is naturally that when some 

issues arise during the project, the easiest and fastest solution is to come and have a private quick 

conversation. (Product Leader, December 18, 2012) According to the Project Manager (Interview, 

December 4, 2012) he actively applies the technique of “management by walking around” for being 

updated on how the team work is progressing. 
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6 Discussion 
This chapter analyzes the empirical findings using theories introduced in order to answer the research questions. 

6.1 Communication within cross-functional NPD project teams 

Based on the theories and the empirical data of Project X, the Sandvik’s team studied in this 

research is a cross-functional team which is implemented for a project. The team members are 

brought from different department and work together only for a period of time until the project 

goal is achieved (Pinto et al., 1993). They have different backgrounds, objectives, authorities, 

responsibility, and even physical barriers in the case of Project X. Therefore, the team participants 

are likely to have dissimilar points of view on one issue and relatively different “languages” 

(Lovelace et al., 2001; Webber, 2002). For instant, the Product department in Sandvik works with 

marketing functions including market research and their aim is the market and how to satisfy 

customers. On the other hand, R&D department is responsible for designing the products and works 

with technical issues such as how to make the product’s function improve or more innovative. 

However, R&D needs to follow the project scope given by Product department. It is evident that 

specialties, objectives, responsibilities, and authorities of these two divisions are diverse. Hence, 

functional diversity is a potential cause of communication challenge.  

Another example is R&D and Service department. The role of Service department is providing 

maintenance for customers and supervising start-up of new plants. They only involve in the later 

stage of the project and hold practical information about the product’s function which needs to be 

shared with R&D. The location between them and R&D is also remote. Correspondingly, Service and 

R&D division are also dissimilar in goals, duties, powers, physical proximity, and experiences during 

the project. In fact, as mentioned in the Problem formulation, the communication challenge did 

occur between these departments. 

Besides, the Project X lies within the matrix structure of Sandvik. The company can be visualized as a 

giant organization containing five smaller matrix organizations in which each is a business area. The 

Project X belongs to Sandvik Construction business area which is divided into four product areas 

instead of functional divisions as in traditional matrix organizations. The matrix continues to split 

into more layers of divisions in which more specific tasks are assigned based on products 

requirements. Functional departments are only placed in the last class of the matrix. Moreover, 
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because of geographical variety, Sandvik also integrate local structure. The Production Unit exists 

independently from five business areas and establishes in different locations. In Svedala, the 

Production Unit contains five functional departments specialized in activities which occur in the 

particular place. 

In summary, departments engaged into the project are originated from different product areas with 

different product requisites or established according to location. Along with the problem of 

functional diversity discussed above, project members from these departments are even more 

distinct from each other. This context of the Project X creates high possibility of the communication 

challenge. 

On the other hand, the Project X is a NPD project which means developing a new product. The 

communication within the team is given in the NPD process mostly through gate meetings and 

milestones serving as common objectives. Some major documents, which are required for 

communicate project status and information, are pointed out such as project plan, project status 

report and final report. The importance of gate meetings in communication is apparent. However, 

the Project X is divided into only four stages compared to the BAH model of NPD process. Hence, the 

number of gate meetings reduces to five in which the fourth meeting, G3, is held at an unfixed time 

during the Executing stage to decide the final product design. In addition, because of having four 

phases, the task for each phase is less coherent and focused. The common goals which are 

communicated throughout the project team by milestones help to define the tasks clearer. 

However, it might be easier for team members if the project is divided into more stages with 

comprehensible and concentrated objectives for each stage. The formal communication by gate 

meetings will also be conducted more frequently; thus, the project status will be communicated 

more throughout the team.  

Furthermore, as discussed in the conceptual framework, communication can be used as a predictor 

of innovation and project performance (Hirst & Mann, 2004, p.147). In connection with NPD 

process, communication plays a crucial role in the Idea generation stage when the appropriate 

product ideas are explored (Kanter, 2000). This stage in BAH model is likely equivalent to the 

Initiating stage of Sandvik NPD process. Hence, communication among team members should be 

encouraged from the beginning of the project. Moreover, as stated in the theories, it is important to 

have a good communication plan in the New product strategy stage (Agrawal, 2003) which equals to 
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the Planning stage in Project X. In fact, the communication plan written by Project Manager does 

exist but its quality should be improved greatly. Accordingly, in the Sandvik’s model of NPD project, 

the communication plan should be added in documents for project management. 

6.2 Team size 

Hoegl (2005) in his work illustrates how team size factor can be critical for communication efficiency 

within the project team. While the team expands it becomes more difficult to manage coordination 

within the project team. According to Lalsing et al. (2012) large size of the team increases number of 

communication channels therefore communication complexity within the project. At the same as 

argues Leenders (2003), large number of project members increase innovativeness and creativity. 

In the case of the Project X factor “team size” both positively and negatively effects communication 

within the project team. On the one hand, today Project X numbers about 40 participants, which 

makes it to be a big team with a large number of communication channels. As it was discovered 

during the interview with the Project Manager (December 4, 2012), when the project started to 

progress, the team began to expand and communication organized by means of meetings 

conducted at the early stages became inefficient due to the large number of participants. At that 

point of time meeting structure was reorganized and core team meetings started to take place. 

Therefore, big team size affects communication and requires more structured organization. 

On the other hand, the product developed by means of the Project X has a complex nature. In order 

to create an innovative and competitive product, many specialists and project resources are 

required. Therefore, according to the aspect of the project team size, Project X cannot consist of a 

small number of participants. In this case, compromise between innovativeness and difficulty of 

communication in a big team should be found while sizing the project team. 

6.3 Superordinate goals 

In the research Pinto et al. (1993) state that due to the fact that cross-functional team members are 

brought together from different departments, they have different objectives which can lead to the 

conflict of interests. Therefore, it is essential to establish common goals in the project team in order 

to enhance cooperation. In addition, within cross-functional project teams, when resources belong 

to different departments and have different objectives, common goals set the direction for efficient 
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project communication. Clearly established common objectives enable team members to be focused 

and to move towards achievement of project goals. (Pinto et al., 1993) 

Project X has a complex nature of cross-functional organization in which the project is implemented. 

Firstly, project team works on the Project X. Secondly, some participants work concurrently on other 

projects in Svedala. Thirdly, team members are not devoted only to various projects; every team 

member has his /her daily work in the company. Therefore, organizational resources are shared 

among the Project X, simultaneously ongoing other projects and daily duties, which are performed 

by the team members. As stated in empirical findings, resource sharing inevitably leads to the 

conflict of interests among organizational entities in Sandvik Construction BA in Svedala.  

At the same time, it is a challenge that the project participants have different work roles in the 

organization depending on whether they work on Project X, other projects or performing their daily 

duties. In this case due to cross-functional nature, common objectives for different activities can be 

confusing for members of Project X. Correspondingly, it is essential to make sure that every team 

members who shares its working time among different projects and daily routine has a clear 

understanding about common objectives of each project he or she participates and department 

which team member belongs to. 

As a result, for effective implementation of the Project X it is very important to establish common 

objectives not only within the whole team, but also within the whole organization. From the Project 

Manager's perspective for running the project successfully it is important to communicate common 

goals within the whole project team. Establishment of common short-term and long-term objectives 

by means of Milestones enables the team members to understand better about the achievement of 

the project goals.  

From the Sandvik Construction BA top management's perspective, it is important to establish and 

communicate clear common objectives to the whole organization in order to avoid conflict of 

interests regarding resource sharing in the Project X. Therefore, prioritizing Project X among the 

other ongoing project in Svedala, might be the way of management in Sandvik Construction BA to 

communicate common objectives to the whole organization. 
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6.4 Centralization of communication 

In the work Leenders et al. (2003) notices the importance of assigning a suitable person for central 

position. In the Project X, the central person for this position assigned by the management in 

Svedala is Project Manager. He plays an important role for centralizing communication among 

project team and possesses required skills and instruments to manage efficient project 

performance. Moreover, the researcher emphasizes the importance of core group conduction in 

order to concentrate interaction within a small group of project participants. Such core group 

establishment favors the speed of information sharing among the whole project communication 

network.  

Regarding the Project X, this statement of Leenders et al. (2003) appears to be applicable. The 

Project core team is established in order to centralize communication within the project. This 

project team consists of the most five central persons from different departments and 

communication is organized by means of project core team meetings. During core team meetings, 

the duties which should be performed by different departments are distributed. Hence, after the 

core team members return from the meeting to their functional departments, the information of 

project requirements is quickly communicated to the rest of the team who are from the same 

departments. 

However, as argued by Leenders et al. (2003), such centralization of communication can have a 

negative impact on both “dominators” (the core team members) and “dominees” (other project 

members) in different ways. Firstly, it can cause information overload for the core team members 

who dominate communication. Secondly, the level of creativity and innovativeness can decline. 

Thirdly, information can be partly and inefficiently shared to the other team members. Moreover, 

independence and creativity of non-central members can diminish while communication in 

concentrated within the core group. 

The core team members of the Project X are only responsible for the tasks assigned by the Project 

Manager within the area of the departments' competence in which these core team members 

belong to. A core team participant should not be focused on the tasks assigned to another core 

team member. Accordingly, the challenge regarding information overload for the core team 

members during the project execution is not applicable for the Project X, which can be proved by 

what the Product Leader indicated during the interview. 
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There are other project meetings which are established in order to increase innovativeness and 

creativity. More specific information regarding product design and technical aspects are discussed 

and solved within the bounds of design review and technical core meetings. Therefore, the level of 

creativity and innovativeness of the product does not decrease due to the high level of project 

participants' expertise involved. Contrary to the statement of Leenders et al. (2003) that due to 

centralization of information, information cannot be efficiently shared among the other members, 

within the Project X this efficiency is achieved by means of other meetings such as project meetings 

or gate meetings. 

6.5 Early involvement 

According to Fredericks (2005) every department involved in the project should actively participate 

in project meetings from early stages of NPD process. As the author argues such early involvement 

increases cooperation and understanding within the department and other divisions. Role of every 

department in the project should not be underestimated and responsibilities should be equally 

shared among them. In his article, Fredericks also describes the situation regarding 

miscommunication occurred between two departments which is similar to the case underlined the 

problem formulation part. In Project X communication between Service and R&D departments was 

not efficiently organized and lead to problem occurred late in the project during the testing stage. 

From the empirical findings it is noticeable that representative from Service departments is not a 

part of core team and does not participate in project core team meetings. Project core team 

meeting plays a role of coordination meetings where project manager receives all information 

regarding project performance and allocates activities regarding the project among different 

departments. Therefore it might be possible that the absence of the Service department at the 

meetings led to the lack of communication and inefficient information sharing between core project 

members from the Service and R&D departments which resulted in a problem occurred during 

prototype testing stage. In this case the importance of Service department during the project 

implementation appears to be undervalued. 

From another point of view the cause of this communication challenge might be found in the 

organization of design review meetings, which are extra meetings regarding design, finalized 

drawings or technical problems. During these meetings the Service department must actively 

cooperate with the R&D department on a regular basis, not only when there is a need in these 
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meetings, in order to provide practical input for NPD. However, due to early involvement has not 

been structured and well-established from the beginning of the project, Service department was not 

able to share its expertise regarding product functioning. 

Summarizing the reasons of why communication problem during the prototype testing occurred, it 

can be concluded that the role of Service department seems to be underestimated while organizing 

project core team meetings. If this department would be present at these meetings, possibly the 

need of more structured participation of Service department in design meetings would be defined. 

As a result Service and R&D departments would have an ability to work together from earlier stages 

of NPD process and foresee some technical problems. 

6.6 Physical proximity 

As argued by Ganesan et al. (2005), physical or geographical proximity only exists when face-to-face 

communication occurs and has no connection with email communication. According to other 

authors (Peters, 1990; Ganesan et al., 2005; Leenders et al., 2003) there is an inverse proportionality 

between physical proximity and communication among team members meaning that the closer 

team members are located the more efficient communication is and vice versa. Besides, Leenders et 

al. (2003) states that physical proximity enables achievement of mutual understanding and 

experience sharing.  

In the Project X, all three kinds of communication methods are applied. But the most part of 

communication between the team members is carried out by face-to-face meeting interactions. The 

project team is located in one town, Svedala; however the team members do not sit together in one 

building. Therefore, it is a challenge for a project to make all participants attend meetings when 

necessary. Especially, it is a challenge to gather team members from the Service, Aftermarket, and 

Sourcing departments due to their remote location. Thus, such disposition might be the reason of 

the challenge mentioned in problem formulation chapter. If Service department would reside within 

closer distance to R&D department, it could increase the level of interaction between them, and the 

Service department could give better inputs during the project design stage.  

With respect to the Project X as a whole, it might be reasonable for the all team members to be 

located at one building. Firstly it would increase communication frequency among the team 

members and as a result, improve information and knowledge sharing. Secondly, it would enable to 

conduct quick meetings and save time from transportation between the buildings. 
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However, it is not so easy to locate all departments within one place due to absence of suitable 

building for this purpose in Svedala. Also to dispose all people involved in the project together might 

be difficult because of their cross-functional nature. Therefore, in this complex situation the solution 

might be in changing organizational structure in a long-term. The most part of resources required 

for project implementation could work only on one project at a time and could also perform their 

daily duties. Specialists who possess more critical knowledge and expertise could be borrowed from 

one project to another. This would enable the most project team members to be focused only on 

one project and avoid some problems which could be unforeseen while working on several 

concurrent projects. 

6.7 Leadership 

Many researchers emphasize the importance of leadership as a premise for efficient communication 

in cross-functional teams. According to Charvat (2002), Project manager should create a good 

environment within the team by supporting project participants, being positive to expressing 

doubts, establishing collaborative communication, and giving constructive feedback. As a leader, the 

project manager also should enable communication by means of communication plan, formation of 

project information library, and establishment of efficient communication methods within the 

project team. 

The Project Manager of the Project X implies qualities illustrated by Charvart (2002). From the 

collected empirical data, it is understandable that the Project Manager makes efforts for creating 

favorable environment within the project team. He focuses on encouragement of team spirit and 

makes sure that every project participant feels as part of a big team. He provides support in problem 

understanding and help to make independent decisions.  

In the Project X, the Project Manager plays an important role of a leader for establishing 

communication within the project. In accordance with the theory, he organizes communication 

among the project team members by the instrumentality of project plan, project document 

database, and meetings as a major communication method.  

The project plan, significance of which is illustrated by Larson & Gray (2011), is developed by the 

Project Manager and includes major information about organization of communication. However, it 

is discovered that project communication plan has a need for further improvements. Possibly, 

information in the communication plan could be presented in a more structured way for example by 
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table recommended by Antvik & Sjöholm (2007). Besides, more detailed information about 

communication process of this project could be included, such as identification of major 

communication channels. For example, even though inefficient communication with Sandvik 

German employees has been determined and solved within a short time, this communication 

supposed to be premeditated and described in the communication plan. 

Created project database allows a wide range of project participants and interested parties in 

Sandvik to monitor and share information regarding the project progress. It enables to keep all 

project participants updated about project performance even though not every team member 

attends all project meetings. The project documentation library plays an important role in keeping 

all project members updated and The Project Manager's leading responsibility is to make sure that 

all essential project information is collected for efficient decision-making. 

The Project Manager of the Project X also has a leading position in establishing project meetings as a 

major method of communication. Project Manager's responsibility is to organize structured 

communication through the meetings to enable efficient information sharing and problem-solving. 

6.8 Project meetings 

Fredericks (2005) states that pre-project and official NPD process meetings should be conducted in 

order to enhance involvement of each department during the project. Antvik & Sjöholm (2007) 

illustrates the importance of project kick-off meeting for ensuring the effective project start and 

early involvement. Larson & Gray (2011) also emphasize the significance of this initial meeting and 

suggest several practices for its efficient conduction. 

The Project X started with the kick-off meeting. According to Larson & Gray (2011,) responsibility for 

the establishment of the first project meeting lies on project manager. However in the Project X due 

to the fact that the Product department is the originator of this project, responsibility to perform 

the initial meetings was shared between the Project Manager and the Product Manager. 

Participation of the Product Manager during these meetings enabled a more profound 

understanding about the product need and its scope for the project team. 

Antvik & Sjöholm (2007) recommends that during the kick-off meeting model of project team 

routine and major aspects of communication plan should be presented. In case of Project X, 

communication plan was not introduced during the meetings. Therefore it might be possible that 
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premise of the communication challenge between Service and R&D departments took place from 

not established from the early stage of the project norms and procedures of communication. 

As Larson & Gray (2011) suggests, it might be a good idea to conduct project kick-off meetings at 

other than working environment and should be hold during several day. Even though these 

meetings took place at the office in Svedala, the meeting had its continuation in informal 

environment when project team members went out to play bowling. This allowed team members to 

enhance interpersonal attitudes and bind the team together.  

However, two shortcomings could be seen during the establishment of the start-up meeting. First of 

all the official part of the meeting was conducted only during about two hours. Hence, perhaps not 

all issues regarding the project were fully communicated and discussed. Secondly, because of the 

team expansion during the project, not all team members participated the kick-off meeting and 

were involved in establishment of close interpersonal relations. Thus, if it was not possible to bring 

together all project participants from the beginning of the project, other activities such as trainings 

could be used for enhancing the degree of interaction between the team members. 

According to Antvik & Sjöholm (2007) and Larson & Gray (2011) different kinds of meetings should 

be initiated after kick-off meeting in order to collect required information and identify what actions 

should be taken. Meetings play a very important role in communication among team members 

during the project. Correspondingly, there are various types of meetings conducted in order to 

increase the level of communication between the departments and other interested parties. 

In the literature, many authors recommend the structure of efficient project meetings 

establishment. In Project X, during project core team and project technical core meetings managed 

by Project Manager, internal Log-documents are applied. This way of conducting meetings enables 

establishing agenda for the meeting, discussing all required issues, and at the same time recording 

the results for uploading this document to the project database directly after the meetings. 

Moreover, there is a challenge that sometimes other meetings conducted without presence of the 

Project Manager can be inefficient. The reason of it might be in absence of clear established rules of 

how meetings should be organized. It is necessary after each meeting to have generated outcomes. 

Consequently, it might be helpful to use Log-documents also in other meetings, which can become a 

tool for Project Manager to monitor meeting results. Additionally, the Project Manager should 

undoubtedly establish clear rules for meeting conduction which he cannot hold it. 
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6.9 Documentations 

According to Lundbeg & Seglert (2011), information about project progress should be documented 

which allows Project Manager to keep track and communicate the project status to the whole 

project team. For organizing the large volume of information in a more structured way, it is very 

helpful to create project portals or interactive databases. 

Regarding the Project X, each meeting has its own composition of project participants. Some team 

members are present at several meetings but some participate only one kind of meeting. Therefore, 

in order to provide each team member who did not attending every meeting in the project the 

information, Project Manager has created a structured process of documents circulation. The results 

of every meeting whether it is a status report for the Gate meetings, log-documents for the Project 

Core meetings and Technical Core meetings or Power Point presentations for the Project meetings 

and Steering Committee meetings are recorded and then centrally uploaded to the Project X 

database right after each meeting. This allows every project participant and Sandvik employee 

interested in the project to get access to all project information and be updated about the project 

progress. For the Project Manager, such organization of documentation enables a view of the whole 

picture about the project and constant update on meetings results, especially at which he is not 

present. Therefore, it is evident that this way of organizing the documents circulation by Project 

Manager is a strong side of the project. It creates a structured order of all records in order to 

establish communication within the project team. 

6.10    Informal communication 

Based on the empirical data of the Project X’s team, informal communication, containing emails, 

telephone, and face-to-face conversation, seems to have an indisputable role in communication 

among members. For email, the benefits of being user-friendly, able to store a large amount of 

information, and no restriction on physical proximity (Patrashkova-Volzdoska et al., 2003), are likely 

recognized by the company. Therefore, email is supported in the project portal “Lotus Notes” and 

connected directly with employees’ corporate mobile phones which allow checking emails easier at 

any time and any location. Besides, the danger of information overload by using this tool 

(Patrashkova-Volzdoska et al., 2003) is aware by Sandvik’s people. Correspondingly, discussion 

through this tool is carried out with caution. For sharing documentations, the risk is minor, thus, 

email is used more actively.  
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Allowing voice expression and direct exchange of information without taking time to compose, 

telephone is used as a major method to communicate among team members who are dispersed in 

physical distance, including participants in Germany. Furthermore, as indicated in the theory, the 

effect of telephone communication on project performance is unclear (Patrashkova-Volzdoska et al., 

2003). Accordingly, because of its advantage in communicating regardless of distance, the use of this 

tool in the team should be maintained. 

On the other hand, from both Conceptual framework and Empirical data, face-to-face conversation 

is proven as the most essential and effective tool of communication. It is the fastest and easiest 

solution to communicate especially for some types of complex information or knowledge which 

require to be transferred through practice. However, it is strongly influenced by physical proximity 

of team members (Lundberg & Seglert, 2011; Whittaker et al., 1994). Face-to-face conversation is 

implemented much more regularly, thus, becomes more useful, when the members sit near each 

other. Especially when they work on the same floor or in the same building, the chance for face-to-

face conversation to occur increases significantly. For this reason, adjusting physical proximity is a 

way to indirectly affect communication, not only through formal meetings but also informal face-to-

face conversation. It seems reasonable to locate participants from departments which must have 

frequent contact or transfer information through practice such as some technical issues in the same 

place. By doing this, face-to-face conversation can be encouraged while frequency of email 

communication, with its disadvantage and danger, can be reduced. 

Finally, it is compulsory to repeat that informal communication is defined as an unofficial way of 

communicating in which schedule, participants, participants’ roles, and agenda are not preset. In 

other words, it is not planned or directly administered by management as formal communication. 

Consequently, except the use of physical proximity as an indirect way to influence informal 

communication, there are no strategies which can help management to control and monitor this 

method. 
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7 Conclusion  
The chapter concludes the research’s result according to the research questions in which recommendations for the 

company are the answer of the second question. Possible future researches are also pointed out. 

Associating tightly the empirical data of the Sandvik’s team with conceptual framework, the analysis was 

written with an aim of reaching the research purpose. In order to have a complete overview of the 

research object, the context in which Project X has occurred was examined. A cross-functional team has 

been used for the project which lies within a matrix organizational structure. As discussed above, the 

characteristic of functional diversity and matrix structure create a favorable environment where 

communication challenge likely occurs. Moreover, it is necessary to note that communication has a 

significant impact on NPD project primarily through innovation and project performance. Besides, the 

cross-functional NPD project teams are extensively used in Sandvik, thus, solutions for the challenge are 

critical for Sandvik’s management not only in the ongoing Project X but also in other projects. 

Throughout the Discussion, the answer for two research questions was explored. The first question give 

theoretical contributions while the second provide managerial implications.  

7.1 Theoretical contributions 

For the first question, (“What are the important aspects influencing internal communication in 

cross-functional teams?”) several factors were pointed out. These factors were proven to be critical 

for building communication in cross-functional teams by both theories and empirical data. They 

include team size, superordinate goals, early involvement, centralization of communication, 

leadership, physical proximity as well as formal and informal communication. Managing these 

aspects effectively can have a great impact on project performance through the internal 

communication.   

For the team size factor, because of its two-side effect on communication and innovation, a balance 

should be found while sizing the project team. The size of the team should not only lie within the 

limitation of controlling communication channels but also maintain a sufficient level of innovation. 

When the team starts to expand and communication in the meetings becomes static as in the case 

of the Project X, using core team to communicate is a solution. 
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On the other hand, it is also fundamental, especially for the matrix organizations which exists in 

Sandvik, to set common goals not only within the project team but also to establish superordinate 

objectives of this project for the whole organization in order to avoid conflict of interests of resource 

sharing. It is an effective tool to compensate the differences of team members, allow a good base 

for communication, and lead them into one direction in order to fulfill the project objective.  

Moreover, it was suggested that early participation of the project meetings should include all 

departments which are involved in the project. It is interesting that in Sandvik’s NPD process, the 

role of Service department was not clarified. This department also did not have a representative 

who can be present in the core team meetings.  

For the centralization of communication, as in the theory, it comes with both positive and negative 

effects. However, in the case of Project X, the harmful influence seems not eligible and manifest. 

Meanwhile, the requisite of the core meetings is undeniable due to the extensive involvement of 

the various divisions with a large number of participants. A danger of information overload is not 

applicable for the Project X; centralization of communication still allows to maintain innovation and 

information can be efficiently share among other than core team member by means of other 

meetings establishment. 

Regarding the role of leadership, in the Project X, the Project Manager’s efforts of building an 

environment where cooperation exists and communication is carried out in a collaborative way are 

recognized. Database and project documentation libraries were created and formal meetings were 

chosen as the main method of communication.  

Physical proximity is another factor proven to have a great effect on communication among team 

members. It influences both formal and informal communication, through meetings, emails, and 

conversations. When the team members are located near each other, they likely participate more in 

formal meetings and are engaged in more informal face-to-face conversations. Meetings and face-

to-face conversations are two central methods of communication within the team. Besides, physical 

proximity helps to reduce frequency of using emails and telephone which are less effective and 

easily brings the danger of information overload.  

Finally, project documentation is a very useful method of formal communication. All information 

regarding project and all decisions taken during the meetings can be documented and then updated 
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to the project database. That will allow any project member or any other interested party to get an 

access to all needed information. 

7.2 Managerial implications 

For answering the second research question (“How could Sandvik improve communication within its 

cross functional NPD teams?”), suggestions are given for Sandvik’s management based on the 

Discussion chapter. Firstly, the process of Sandvik’s NPD project can be divided into more stages. It 

can make the objective of each stage more comprehensible and focused. The number of gate 

meetings also can be increased, which help project status to be communicated better throughout 

the team. Moreover, the management should encourage communication among team members 

from the beginning of the project in order to support innovation. 

Regarding the communication plan, there is still a possibility to improve communication through this 

document. The communication plan could be created with more specific details and structure as 

recommended in the Table 3-2. All external communication such as among Sandvik’s German 

employees and project team in Svedala at the testing stage must be established in the 

communication plan, as well as information about communication process. Furthermore, the 

communication plan should be introduced to the team members since the Planning stage in the 

Project X. It can be seen as the rules and procedures of communication that is essential to be 

followed in order to achieve efficiency in communication, even in meetings without the attendance 

of Project Manager. In addition, log-documents can be used as a tool for administration and 

supervision for all meetings’ performance. 

Besides, the Service department must be fairly evaluated and its cooperation with R&D department 

from the earlier stage of NPD process should be necessary and more structured. About strategies of 

implementing meetings, some alteration could be done. First of all, the start-up meeting should be 

hold for an adequate period of time to allow all information and problems to be distributed and 

discussed. Secondly, some external activities which involve project participants in some specific 

tasks should be organized. An example of possible activities could be a training day of a cross-

functional teamwork. 

Finally, it is likely reasonable to locate all team members in one building or at least departments 

such as Service and R&D. Even though this is a complicated task due to the number of projects 
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occurring in Svedala, if it is done along with building relational ties, great improvement in 

communication and interaction among team members can be achieved. An alternative solution 

might be reducing the amount of projects each team member is simultaneously involved in. This 

could help project participants to have focus on one particular project, hence, communicate more to 

avoid potential problems. However, this is a great change in the organizational structure and could 

only be done in the long-term. 

These recommendations are expected to be helpful for the Sandvik’s management to improve 

communication within the Project X as well as other projects. They require some changes from 

small, within project management, to large, regarding organizational structure. However, within the 

scope of this research, improving communication is considered as the single criterion. Possible 

effects on organizational goals need to be further examined. 

7.3 Future research 

Internal communication in cross-functional teams is an interesting topic in management. Due to the 

scope of this research, only one team working in the NPD project was studied. The company of the 

team, Sandvik, is a large organization which applies matrix structure. Therefore, future researches 

may enlarge the topic by examining cross-functional teams used for other operations or within 

another organizational structure. It is also possible to research on a number of cross-functional NPD 

project teams in order to discover general strategies for improving communication. 
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Appendix 1: Additional tables and figures

Table 7-1. Frequency of using cross

Frequency (%)

1
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cross-functional teams (McDonough III, 2000) 

Frequency (%) Percentage of firms (%) 

0 3.2 

1-10 5.1 

11-49 10.3 

50-74 15.3 

75-99 32.7 

100 33.3 

Figure 1. Outcome reasons of using cross-functional teams (McDonough III, 2000) 
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Appendix 2: Interview questions  

With the Project Manager of Project X 

1) What challenges have you experienced during the project? 

2) What might be the reason of lack of communication during the project? 

3) In the interview with Product Leader Con Crusher from the department Crashers we were 

introduced into a case which occurred among R&D and Service departments during the testing 

stage of the product development. What have caused such a problem? How, in your opinion, did 

they should organize their work to avoid this problem? 

4) Did you have an experience of working with dedicated teams? Is it different to work with cross-

functional teams? 

5) How many team members are participating in this project? 

6) From the previous interview, we found out that many meetings are conducted during the 

project. How are they organized? 

7) When you started the project, have you established rules about how the meetings should be 

hold? 

8) What tools are used/have been used to ensure efficient communication within cross-functional 

NPD project team? 

9) What is the purpose of project meetings and how are they organized? 

10) What technical tools are used for project communication? 

11) Could you comment the factors, influencing project communication? 

(common objectives, cooperation, cohesiveness, team size, number of communication channels, 

geographical/physical proximity, information sharing, formal and informal relationships, 

knowledge sharing) 

12) Do you have a practice of lessons learned and retrospectives within the project, and 

organization? 
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With the Product Leader Manager of Project X 

1) What is Project X about? Could you tell us some characteristics of the project? 

2) Which challenges have you experience during the project? 

3) How organization of Sanvik Construction BA and Production Unit is incorporated into each other 

in Svedala? 

4) What is the role of Project Manager within the Project X? 

5) How departments involved in the project located within Svedala? What departments sit 

together and which one separately? Could you explain the matrix organization within which the 

Project X lies? How about communication with German members? 

6) Could you comments on the list of factors which influence communication within the project 

team? 

7) Many meetings are conducted in order to establish communication within team members; could 

you describe the process and content of each meeting?  

8) How are the documentations during the project? Can you specify some types of documents? 

Where are they stored? 

9) Does project have database containing all information regarding Project X for team members’ 

utilization?  

10) Can you tell us about the use of emails, telephone and face-to-face conversation during the 

project? 

Email communication with the Product Manager of Project X 

1) How the kick-off meetings of the Project X have been organized? 

2) Where was the meeting conducted (at Svedala office or at some other place outside the office)? 

3) For how long lasted the meeting? 

4) What have been discussed at the kick-off meetings? What objectives have been established? 

5) Have procedures of the project process have been communicated to the team by Project 

Manager (communication issues, project scope, schedule)? 
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6) Have some other activities in informal environment been organized? What activities? Where? 

Did these activities help team members to get to know each other better? 

7) Did it help to establish more close relationship? In what way? 

 


