
 

TOWARDS THE 

OPEN BANK? 
An institutional perspective on Open Banking in the Nordics 

Olav Vedeld 
Student number: 93673 

 

Copenhagen Business School 2019 

MSc International Business and 

Politics 

Master’s Thesis 

 

Date of submission: 15/05/2019 

Supervisor: Sara Dahlman 

STU count: 174479 

Page count: 77 
 

 



1 
 

Abstract 

 

The process of digitalization is expanding in scope and increasing its societal impact as it continues to 

transform the core industries underpinning our economy. This is particularly the case for the field of 

financial services, where the applications of new technologies are fundamentally changing the way 

people interact with money. At the forefront of these developments, lies the Open Banking movement in 

the EU. Despite significant attention from regulators and market actors, Open Banking has not received 

much focus in academic research. The limited academic research on Open Banking is especially apparent 

when looking for studies with an institutional approach or with a Nordic perspective. Given this gap in 

existing literature, this thesis investigates how Open Banking is institutionalizing organizational changes 

in Nordic incumbent banks. The thesis is rooted in a constructivist philosophy of social science and 

employs an iterative research process with a longitudinal design given that institutionalization is a 

process occurring over time. The overarching theoretical framework of the thesis is new institutionalism. 

The primary method of the thesis is document analysis using qualitative coding over two rounds: one 

inductive and one deductive. The inductive coding analyzes key organizational changes of the six largest 

banks in the Nordics: Nordea, Svenska Handelsbanken, Swedbank, Skandinaviska Enskilda Banken, 

DNB and Danske Bank. It finds that the incumbent banks in the Nordics are homogeneously undergoing 

three organizational changes: 1) an adoption of platform-based models; 2) a shift towards FinTech 

symbiosis, and; 3) an implementation of Agile Co-creation methodologies. These organizational changes 

are conceptualized as the Open Bank model. The deductive coding is done by applying DiMaggio and 

Powell’s (1983) theory on institutional isomorphism and Suchman’s (1983) theory on legitimacy on the 

document data. It finds that the institutionalization of the Open Bank model is occurring as a result of 

institutional changes driven by Open Banking. Specifically, changing regulatory frameworks and public 

expectations, an increasing influx of FinTech and High-Tech firms to the organizational field and a 

transformation professionalization of the field are found to be the most significant institutional changes 

occurring. These institutional changes are found to pressure the banks studied towards homogenous 

organizational change through coercive, mimetic and normative isomorphism as the banks strive for 

pragmatic and cognitive legitimacy. Furthermore, the complex and interrelated process of 

institutionalization of the Open Bank is modeled and presented as one of the key findings of the thesis. 
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The findings of the thesis suggest that Open Banking, and the broader process of digitalization, can with 

great benefit be analyzed through a new institutionalist lens. On this basis, the author recommends that 

researchers continue investigating the topic of Open Banking to better understand how it is affecting the 

financial services field.   
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1. Introduction 

 

“Digital platforms are recasting the relationships between customers, workers and employers as the 

silicon chip’s reach permeates almost everything we do - from buying groceries online to finding a 

partner on a dating website,” (Mühleisen, 2018). Today, the global economy is undergoing a fundamental 

transformation towards digital, and the pace of change is ever accelerating. Against the backdrop of such 

technological change and development, the EU is taking an active role in promoting further digitalization 

by introducing policies that both enable and regulate technological change processes. Through their 

overarching EU Single Digital Market strategy, the EU expresses that the European Digital Economy is 

the European economy of the future (EC, 2015). Parallel to this process of digitalization is the 

financialization process within the broader economy. This process is defined as “the increasing role of 

financial motives, financial markets, financial actors and financial institutions in the operation of the 

domestic and international economies,” (Epstein, 2005: 3). As the importance of the financial sector 

escalates within the economy, its services are further integrated into the everyday lives of citizens through 

digitalization. Hence, the two processes are intertwined and intimately related in design and operations. 

New technologies such as Application Programming Interfaces (APIs), Blockchain, data analytics and 

mobile devices are ushering in a new generation of financial services. As the interconnectivity increases, 

financial firms are finding new ways of leveraging these developments, and the resulting innovations are 

fundamentally changing how we interact with money. This trend is especially apparent in the highly 

digitized Nordic countries, where consumers are both fast to adopt - and increasingly demanding - digital 

services. Within mobile payments, for example, more than 80% of the population in Sweden, Norway 

and Denmark have used their mobile phone to transfer money to another individual - despite the first 

mobile payment applications from banks hitting the market only seven years ago (Deloitte, 2018). These 

developments are not just occurring within payment services but are affecting the entire value chain of 

the financial services field - transforming jobs, skills and organizations (Mühleisen, 2018). 

 

The linkages between financialization and digitalization has not gone unnoticed by EU regulators, who 

aim to promote competition and increase innovation in the financial services industry through the recent 

Payment Services Directive II (PSD2). This directive plays a central role in the newest chapter of 

digitalization of finance in the EU; Open Banking. As a concept, Open Banking has primarily been used 
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by practitioners, and “...refers to a shift from an old institutional regime of opacity to an increased 

openness and transparency,” (Gozman, Hedman, Sylvest, 2018: 1). A more practical understanding of 

the term is that “Open Banking enables personal customers and small businesses to share their data 

securely with other banks and with third parties, allowing them to compare products on the basis of their 

own requirements and to manage their accounts without having to use their bank,” (Open Banking, 2017). 

Open Banking can therefore be understood as both a structural change in the institutions of the financial 

services industry, as well as the mechanisms through which this change occurs. While the term “Open 

Banking” is often interchanged with a variety of names such as: Banking as a Service (BaaS), API 

Banking and Modular Banking (Soulé, 2016), this thesis uses Open Banking to avoid confusion. 

 

The topic of Open Banking is one of increasing interest among key stakeholders in the financial services 

industry, and particularly so in Europe. As EU policy makers have taken an active role in promoting 

Open Banking, financial institutions have approached the industry’s structural changes with varied 

reactions and strategic responses. Nevertheless, there is little doubt that Open Banking is high on the 

agenda within the financial sector in Europe (Zachariadis, Ozcan, 2017). This is particularly the case 

among banks and financial institutions in the Nordics, where structurally important banks such as Nordea 

place great emphasis on the importance of Open Banking: “Open banking is a movement for taking 

financial services to the next level of digitalisation. It presents an opportunity for radical improvements 

that is even bigger than when the internet came to banking,” (Nordea e, 2019). The Open Banking 

movement within the financial services industry constitutes a profound transformation in the way the 

industry’s organizations store, treat and monetize customer data, and is occurring in conjunction with the 

broader trend of digitalization. As financial services become increasingly digital in nature, the importance 

of customer data also grows. Studies have highlighted the financial services industry as the second most 

analytical industry, following the High-Tech industry (Davenport, Harris, 2017). The fundamental 

significance of data within finance suggests that a radical change in the treatment of data such as Open 

Banking could have a substantial effect on the organizations within the industry. This is particularly the 

case for incumbent banks, which have traditionally been able to monetize customer data without much 

obligation to share the data with competing third parties. As this is now changing, the effect of Open 

Banking on the organizational models of incumbent banks constitutes an interesting and highly 

contemporary topic. 
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Despite the significance of Open Banking for both the financial services industry and the overall society, 

the academic research undertaken within this topic has so far been limited. Of existing studies on Open 

Banking, papers from authors such as Gozman et al. (2018) and Cortet, Rijks and Nijland (2016) have 

laid important groundwork for understanding this field by contextualizing and placing Open Banking 

within the process of digitalization. These articles also provide typologies regarding emerging roles and 

strategies for banks within Open Banking. Other studies have analyzed the impact of Open Banking on 

FinTech firms (Krivoruchko, Lopatin, 2018) and comparatively looked at the effect of the PSD2 on the 

potential of Open Banking in Europe as opposed to the US (Soulé, 2016). While the general consensus 

in existing research is that Open Banking constitutes an industry-wide and structural change, no current 

studies have looked at how Open Banking is institutionalizing organizational changes in incumbent 

banks. The closest study is Van Der Zande (2018) which looks at the broader digital transformation of 

four Swedish banks, but this paper does not adopt an institutional perspective, nor does it discuss Open 

Banking beyond potential implications of the PSD2. 

 

As the topic of Open Banking has received limited attention in academic research, particularly so with 

an institutional perspective, knowledge of how institutional changes brought on by Open Banking are 

affecting the organizational models of incumbent banks constitutes an interesting and not much studied 

puzzle. This thesis aims to address this knowledge gap. The contemporary nature of the issue and high 

degree of relevance to policy makers, private sector firms, consumers and academia further justify the 

importance of exploring this topic. The issue is of particular interest to the Nordics and the Nordic 

financial services field, where digitalization has already penetrated these services and plays a central role 

in transforming the societies within the region. 

 

Consequently, both the societal importance and the contemporary relevance of the topic, combined with 

limited academic research undertaken so far, motivates the thesis to address the following key research 

question: 

 

“How is Open Banking institutionalizing organizational changes in incumbent banks in the Nordic 

financial services field?” 
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To answer this research question, the thesis investigates the six largest incumbent banks in the Nordic 

financial services field: Nordea, Svenska Handelsbanken, Swedbank, Skandinaviska Enskilda Banken, 

DNB and Danske Bank (Financial Times, 2015). In doing so, the thesis employs both an inductive 

exploratory approach, and a deductive explanatory approach. The inductive approach is used to uncover 

the key organizational changes of incumbent banks related to Open Banking, while the deductive 

approach applies DiMaggio and Powell’s (1983) theory of institutional isomorphism as well as 

Suchman’s (1995) typology on legitimacy to explain the institutionalization process leading to these 

changes. The reason for using new institutionalism as the overarching theoretical framework is its 

strength in explaining the relationship between organizations and their institutional environments, which 

is key when analyzing how institutional changes brought on by Open Banking are affecting the 

organizations within the field. 

 

The thesis is divided into seven sections. Following the introduction, the second part of the thesis consists 

of a review of academic literature related to the digitalization of finance, Open Banking, and institutional 

perspectives within these topics. The third part explains the ontological and epistemological background 

of the thesis and describes the methodology used. Following this, the fourth section of the thesis explains 

and motivates the chosen theoretical framework. The fifth section includes the analysis and consists of 

an empirical account of the organizational changes of the banks studied, as well as an analytical section 

explaining how these changes are the result of a process of institutionalization of a new organizational 

model. The sixth section discusses the findings and places them in an empirical and theoretical context. 

Finally, the conclusions of the thesis are presented along with reflections on the significance of the 

findings for further research. 

 

2. Literature review 
 

This section provides an overview of existing literature on the digitalization of finance and Open 

Banking, as well as articles on these topics with an institutional perspective. The purpose is to summarize 

and discuss key findings of existing research to provide an academic context for the topic of Open 



9 
 

Banking. By doing so, the literature review also serves to uncover the knowledge gap the thesis aims to 

address. 

 

2.1 Research on the digitalization of finance 
 

The financial services industry is currently undergoing a structural transformation through digitalization, 

which can be defined as “...a socio-technical process of applying technology across broader social and 

institutional domains,” (Gozman et al., 2018: 3). The applications of technology in finance are already 

widely established in areas such as online and mobile banking, automated teller machines, credit and 

chip cards, and exchange services (Gomber, Koch, Sierring, 2017). Beyond these areas, however, are an 

emerging class of business models and services based on new technology and with disruptive potential: 

FinTech. FinTech is a combination of financial and technology and refers to the combination of existing 

financial business activities and new, primarily Internet-driven, technological applications (Ibid). Within 

academic research on FinTech, most studies have concentrated on specific business functions, such as 

invoicing, digital payments with decentralized currencies, and crowd-based lending (Kuehne, Kosch, 

Cuylen, 2015; Grinberg, 2012; Xu, 2015). Through a comprehensive literature review of digital finance, 

Gomber, Koch and Siering’s (2017) find a noticeable increase in published articles over the last years - 

particularly related to business functions. Despite this, they also conclude that “research has not yet 

succeeded in revealing the specific roles of FinTech companies and traditional service providers in 

Digital Finance,” (Gomber et al., 2017: 574). As such, there appears to be a literature gap in accounting 

for how incumbent banks and newer market entrants such as FinTech firms are interacting with each 

other within the field. 

 

2.2 Research on Open Banking 
 

This literature gap is reflected in the specific topic of Open Banking, which, despite the high degree of 

attention from both market and regulatory actors, has received little attention from academic researchers. 

As a highly contemporary phenomenon, existing studies on Open Banking have mostly had a somewhat 

predictive focus. Of notable academic contributions to Open Banking research, is Gozman, Hedman and 

Sylvest’s (2018) research paper “Open Banking: Emergent Roles, Risks and Opportunities”. The authors 
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create a taxonomical model of four emerging roles within retail banking: producer, platform, integrator 

and distributor (Ibid). Key findings are that Open Banking is transforming banking and the roles of 

traditional banks, and that underlying technological developments, emerging Financial Technology 

(FinTech) firms and regulatory initiatives such as the PSD2 are drivers of this change (Ibid). This paper 

helps fill the gap uncovered by Gomber et al. (2017) by analyzing what roles incumbent banks and 

FinTechs have taken on in five specific initiatives. The paper does not, however, look at organizational 

models and how these are changing. Through extrapolating from previous studies of the High-Tech sector 

and field research and interviews with financial industry experts, Zachariadis and Ozcan (2017) find that 

transaction cost economics and network effects are key drivers of the added-value in leveraging the 

emerging technology known as Open Application Programming Interfaces (Open-APIs). While their 

focus is primarily on how value is created through Open Banking solutions, the authors’ findings are 

aligned with Gozman et al. (2018) in that banking is undergoing an industry-wide shift from closed to 

open. 

 

Cortet, Rijks and Nijland (2016) argue that the digital transformation of banking in Europe has three 

main drivers: changing consumer behavior, technological development and European regulatory 

intervention. Additionally, they identify four generic strategies banks can pursue in response to PSD2: 

1) comply; 2) compete; 3) expand, and; 4) transform. From the perspective of FinTech firms, Romānova, 

Grima, Spiteri and Kudinska (2018) find that the majority of European FinTechs participating in the 

study see PSD2 as a driver of competition within the financial services industry in Europe, and that this 

increase in competition will be particularly related to cost reduction and customer satisfaction. 

Krivoruchko and Lopatin (2018) analyze the effects of Open Banking elements on the development of 

the FinTech sector and find a positive impact. Soulé (2016) argues that the European market is ahead of 

the USA with regards to the potential of [Open Banking] BaaS model adoption, and that the PSD2 will 

accelerate this development. Ultimately, while there are a few notable contributions, the majority of 

current academic literature regarding Open Banking has been more concerned with predicting possible 

future financial services landscapes rather than addressing how organizations such as incumbent banks 

are currently transforming and positioning themselves in the field. Additionally, despite a multitude of 

cooperative and competitive Open Banking solutions emerging within the region, there are currently few 

articles with a focus on the Nordics. Eaton, Nesee, Hallingby and Hanseth’s (2014) paper “Achieving 
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Payoffs from an Industry Cloud Ecosystem at BankID” is one of these and uses BankID as a case for 

uncovering key determinants of value creation within an ecosystem. Another Nordic study is Olsson and 

Hallberg’s (2018) study “FinTech in Sweden: Will policymakers’ in(action) nurture or starve its 

growth?”, which recommends policy reform to encourage more influx of FinTech firms. Finally, Van 

der Zande (2018) looks at digitalization in the Swedish banking sector and finds that new technologies 

and regulations such as PSD2 are driving a transformation in banking. 

 

While academic research is limited within Open Banking, operationally oriented surveys have uncovered 

interesting patterns in how market actors view PSD2 and Open Banking. Sandrock and Firnges (2016) 

found through interviews with executives in leading European banks that 88% expect PSD2 to impact 

their business, 68% feel they will be weakened by the directive and 84% foresee strategy changes due to 

PSD2. Additionally, the authors found three general schools of thought form the executives regarding 

PSD2: 1) those seeing PSD2 primarily as a threat; 2) those opting for a wait-and-see strategy, and; 3) 

those seeing PSD2 as a catalyst in a broader context of fundamental industry disruption (Ibid). A follow-

up study the next year uncovered that while 94% of banks were working on PSD2, only 9% had reached 

an implementation phase and 38% were still in the stage of assessing PSD2’s impact (PWC, 2017). This 

sluggish development was seen even though 70% of the survey’s respondents anticipated that the PSD2 

would affect all their business functions (Ibid). This research supports the general notion behind Cortet 

et al. (2016) and Gozman et al. (2018) papers in that European banks are not uniformly adopting the 

same perceptions or strategies regarding Open Banking, but that a variety of roles are emerging as a 

result of the structural changes in the industry. 

 

2.3 Institutional perspectives on Open Banking and the digitalization of finance 
 

Regarding research on Open Banking and the digitalization of finance with an institutional perspective, 

there is remarkably little research. One example, however, is Aisling Tuite’s (2019) book “The Lost Art 

of Banking,”, where the author briefly describes the role of institutional isomorphism in organizational 

change of banks between 1970 and 1990. Specifically, she highlights the diffusion of McKinsey’s M-

Form structure, a more flexible labor force, and merger-policies as important sources of isomorphic 

pressures. Shi, Shambare and Wang (2008) apply institutional isomorphism to analyze the adoption of 
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internet banking from the perspective of users. The study finds support in normative and coercive 

pressures influencing attitudes, while mimetic isomorphism has little impact. In a study on the influx of 

FinTech firms in Sweden, Teigland, Siri, Larsson, Puertas and Bogusz (2018) find that financial actors 

losing legitimacy following the financial crisis has played an important role in promoting new market 

entrants. Neither of these studies are directly concerned with Open Banking, however, and no studies on 

Open Banking with an institutional perspective have been discovered during the literature review. 

 

As this literature review shows, the digitalization of finance, and particularly Open Banking, is an 

emerging research area with a growing interest among scholars. The majority of the studies highlighted 

are recently published and many of a more exploratory or predictive nature. In aggregate there is therefore 

a substantial amount of unexplored academic territory within Open Banking. This gap is particularly 

prevalent when looking for studies of organizational change and with an institutional perspective. Having 

gone through relevant academic literature and established the knowledge gap the thesis addresses, the 

next section explains the methodological framework of the thesis. 

 

3. Methodology 
 

The following section explains the methodological framework of the thesis. First, the constructivist 

metatheoretical position of the thesis is presented and explained. Second, the overall research design and 

logic of the thesis is established. The third section accounts for the data used in the analysis of the thesis, 

as well as the processes employed for selecting and collecting it. The fourth section explains how the 

data of the thesis is processed in the analysis. Finally, the fifth section accounts for three important 

evaluative criteria in the social sciences, validity, reliability and reflexivity, and how these relate to the 

thesis. 

3.1 Constructivism 
 

The thesis adopts a constructivist philosophical position of social science. The following section 

therefore explains the ontological, epistemological and methodological perspective of constructivism, 

and explains why this position was chosen for the thesis. 
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3.1.1 Ontological, epistemological and methodological considerations 

 

At the core of constructivism, lies an ontological assumption that the world is not independent from the 

humans who experience it. This implies a focus on context, as the appearance of the world differs 

between people observing it in different contextual settings (Bryman, 2012). While constructivist 

scholars hold disparate views on whether there exists a real natural world, there is a shared consensus in 

the idea that the social world is separate from the natural world and therefore cannot be explained by 

naturalist principles (Ibid). As the causality of human behavior is significantly more complex than that 

of natural objects, explaining why humans behave the way they do can be done through a multitude of 

principles, for example adaptation, function, volition, interest, meaning, rules, institutions and praxis 

(Moses, Knutsen, 2010). This complexity is grounded in an ontological “...view of the world that 

recognizes the subjectivity and illusiveness of social patterns,” (Ibid: 174). As social phenomena, and 

the meanings prescribed to these, are argued to be produced through social interaction, they inherently 

exist in a state of constant revision (Bryman, 2012). This entails that constructivists are less committed 

to finding real and universal truths about the world than naturalist scholars, as the plurality of the social 

world means that truth itself becomes a matter of perspective - i.e. it is socially constructed. 

 

This ontological backdrop ties in the with epistemological perspective of constructivism. As 

constructivism views the social world as multifaceted, scholars operating within the constructivist 

paradigm also tend to employ a pluralist perspective on how knowledge can be accessed (Moses, 

Knutsen, 2010). While a constructivist might accept that a Real World exists, its totality is not merely an 

aggregation of its individual parts, meaning that obtaining knowledge about it requires an understanding 

of how the individual parts relate to each other (Ibid). The intersubjectivity of knowledge is therefore a 

key aspect of constructivist epistemology. Simultaneously, obtaining knowledge should be done both 

critically and carefully, as “knowledge about the social world is always knowledge-in-context; it is 

socially situated and has social consequences,” (Ibid: 201). This entails a strong linkage between 

knowledge and power, meaning that knowledge itself must be understood in its contextual setting; i.e. 

from where does it come and to what purpose does it serve? Social constructions such as language, 

culture, actions, norms and meaning systems are therefore of great importance within constructivism, as 

these elements shape the very cognitive foundation in which knowledge is engendered. 
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The methodology of constructivism typically builds upon its epistemological and ontological principles, 

and therefore treats patterns and regularities in the world as socially constructed. This entails that 

constructivists “...approach their study with tools and approaches that can identify these socially-

constructed patterns in the world and understand them in the light of the contexts that give them 

meaning,” (Moses, Knutsen, 2010: 201). The plurality of the world as seen by constructivists entails that 

their methodology tends to be less hierarchically structured than naturalists, but despite the lack of a 

natural hierarchy more contextually oriented methods such as single case studies, few-N comparisons 

and interviews are often preferred (Ibid). The contextual emphasis of constructivism means that scholars 

within this paradigm often employ more qualitatively oriented research strategies. Qualitative research 

is in its essence more concerned with words than numbers, and usually employs an inductive view of the 

relationship between theory and research while building on the ontological foundations of constructivism 

(Bryman, 2012).  

 

3.1.2 Why constructivism? 

 

The constructivist position of the thesis is rooted in the research question. To understand processes of 

institutionalization, a structuralist view is useful as it provides a basis for analyzing how contextual 

settings affect human behavior. Constructivism’s emphasis on social constructions in society entails that 

it employs this structuralist view. The constructivist position also aligns with the thesis’ primary 

theoretical framework of new institutionalism, a theory which is particularly concerned with how 

institutions affect human interactions. As institutions are a core part of the social environment, the 

contextual focus of constructivism ensures this alignment. The primary method followed in the thesis, 

document analysis, also befits the constructivist position. Through collecting and qualitatively analyzing 

documents, the research question can be answered with a great consideration of its context. This attention 

to context of the constructivist philosophical perspective thus fits with the research question, theoretical 

framework and method of the thesis. 
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3.2 Research design 
 

The overall research approach of this paper prescribes to an iterative logic, where “a weaving back and 

forth between data and theory,” (Bryman, 2012: 26) is done as a reflexive process for creating insight 

and developing meaning (Srivastava, Hopwood, 2009). This entails that the thesis applies both deductive 

logic, where general principles, i.e. theory, precedes data, as well as inductive logic, where data is 

precedes theory. As the authors above observe, patterns, themes and categories do not emerge on their 

own from data, but are “driven by what the inquirer wants to know and how the inquirer interprets what 

the data are telling her or him according to subscribed theoretical frameworks, subjective perspectives, 

ontological and epistemological positions and intuitive field understandings,” (Srivastava, Hopwood, 

2009). This suggests that qualitative research at its foundation is a set of iterative processes, which in 

turn endows the process of reflexion great significance. Specifically, this thesis applies an iterative 

framework consisting of three key questions: 

 

Q1: What are the data telling me? 

Q2: What is it I want to know? 

Q3: What is the dialectical relationship between what the data are telling me and what I want to know? 

 

Source: Srivastava and Hopwood (2009). 

 

As the starting off point for this thesis was an awareness of Open Banking as an emerging phenomena 

within the financial services industry, the first step was to conduct a literature review of secondary 

sources on the topic - which, while generating some general knowledge - showed a lack of literature on 

the topic. To answer Q1, the next step undergone was to gather data, and, with a recognition of the 

author’s own subjective perspectives on the topic, gain a basic understanding of how incumbent banks 

were changing as organizations. As organizational changes driven by Open Banking is a relatively 

unexplored phenomenon, an inductive analysis was employed at this stage. This inductive approach 

means that context is considered, and observation-driven concepts can emerge, which aligns with the 

overall constructivist perspective of this thesis. Moving on to the second question, the author became 

more intrigued in uncovering the underlying drivers of the organizational changes observed in Q1. This 
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in turn led to a more deductive logic emerging to answer the dialectical relationship between Q1 and Q2. 

The primary reason for this is that the main theoretical framework applied, DiMaggio and Powell’s 

(1983) typology on institutional isomorphism, is a seminal and highly scrutinized contribution to new 

institutionalist literature and provides a strong theoretical foundation for understanding the linkage 

between how organizations behave and their broader institutional context. To complement institutional 

isomorphism, Suchman’s (1995) theory on legitimacy was also applied. Although deductive reasoning 

is more often used in quantitative rather than qualitative studies, “Silverman (1993), in particular, has 

argued that in more recent times qualitative researchers have become increasingly interested in the testing 

of theories and that this is a reflection of the growing maturity of the strategy,” (Bryman, 2012: 387). 

Additionally, by incorporating a deductive logic in Q3 the author was able to refine the research question 

and revisit the data using theory-driven concepts as well as the initial data-driven concepts. 

 

The primary unit of analysis in the thesis is the incumbent bank as an organizational class within its field. 

As the primary aim of the thesis is rooted in an investigation of institutional processes and organizational 

change, a longitudinal element is present. The reason for this is that institutionalization is a dynamic 

process occurring over time and can as such not be fully captured with a snapshot perspective. While the 

longitudinal element is central to the thesis, the thesis does not in a highly structured manner compare 

two specific time periods. Instead the thesis aims to account for broader trends within the financial 

services field in the Nordics, with a specific focus on the incumbent bank as an organizational actor 

within its field. This entails a rather holistic view of the incumbent bank, as the unit of analysis is the 

incumbent bank as an organizational class rather than specific incumbent banks. Additionally, the 

longitudinal and holistic approach is well suited to new institutional theory, as “...this approach has 

focused on the adoption of organizational forms, not particular or individual elements of structure,” 

(Slack, Hinings, 1994: 806). This encourages looking at multiple samples through a holistic and 

longitudinal lens, as this promotes a study of organizational change from one model to another over time 

within a specific institutional setting. To achieve this, the data of the thesis has been selected based off 

the holistic and longitudinal perspective. 

 

 
 



17 
 

3.3 Data selection and collection 
 

In answering the research question, the thesis relies on a purposive sampling strategy. This entails that 

the samples used in the paper, have a direct reference to the research question asked (Bryman, 2012). 

When discussing sampling in qualitative research, it can be useful to distinguish between contextual and 

participant sampling (Ibid). The context sample in the thesis is the broader organizational field of 

financial services in the Nordics, which is highly purposive as it directly reflects the research question. 

Despite holistically analyzing the field, there is a particular focus on the incumbent bank and the way it 

interacts with the other constituents and institutions in the field. Because of this, the participant samples 

chosen are the six largest incumbent banks by market value in the Nordics: Nordea, Svenska 

Handelsbanken (Handelsbanken), Swedbank, Skandinaviska Enskilda Banken (SEB), DNB and Danske 

Bank (Financial Times, 2015). These are all internationalized banks with a large degree of market power, 

and together form a highly representative account for this type of financial institution within the field. 

As such, they are what Bryman (2012) refers to as exemplifying, or typical, cases. The participant 

sampling in the thesis is therefore purposive, as it reflects the research question. 

 

The data for the thesis primarily stem from documents from private sector sources. These consist of 

official company-generated documents such as annual reports, press releases, and shareholder meeting 

transcriptions, as well as third party documents such as news articles and interviews. The documents 

used for the analysis are primarily sourced from two databases: Factiva and Bloomberg Terminal. Factiva 

is a database powered by Dow Jones with over 33000 worldwide sources, while Bloomberg Terminal is 

a global market leader in financial market data, news, and research (Dow Jones, 2019; Bloomberg, 2019). 

Additionally, the databases Frost and Sullivan and Thomson One were searched, but no meaningful 

additional data was retrieved from these. Below is a graph reflecting the distribution of the document 

data based on the database it originates from: 
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The documents chosen from Factiva and Bloomberg Terminal are either sourced directly from the banks, 

from the banks but published through a third-party press wire or written by journalists and published by 

a news outlet. One example of each of these sources is shown below, respectively (See Appendix 1 for 

the full document table in chronological order): 

 

Author Source Title Year Language Database 

DNB DNB Capital Markets Day 2016 English Bloomberg 

Terminal 

SEB M2 Presswire SEB releases first live data for PSD2 

APIs 

2019 English Factiva 

Sophia 

Furber 

SNL European 

Financials Daily 

Extra Danske Bank CFO: IT spend 

'sacred' as digitization push continues 

2017 English Factiva 

 

In searching for data, search results were limited to the incumbent banks as these are the participant 

samples of the study. All six were included to reflect the holistic perspective of the thesis. Given the 

specificity of the topic, the search was primarily done with terms such as “PSD2” and “Open Banking”. 
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As the thesis also has a longitudinal focus, data was searched for within the previous 10 years as this 

time frame would allow meaningful organizational changes to have manifested themselves. Despite this, 

no relevant documents related to Open Banking before 2016 were uncovered, as the below graph 

illustrates: 

 

 

 

As the graph shows, the majority of documents are from 2018 and 2019. This reflects the novelty of the 

research area and entails that institutionalization processes uncovered will be of an ongoing nature rather 

than ex post facto. The overall data collection resulted in 56 documents chosen out of 211 total search 

results. These 56 documents were chosen based on their relevance to Open Banking and the incumbent 

banks regarding areas such as content and contextual information. The language of the document search 

was limited to the languages of the author; i.e. English, Norwegian, Danish and Swedish. Below is a 

graph representing the distribution of documents by language: 
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The majority of the documents were in English, with Swedish, Danish and Norwegian following. This is 

beneficial for the analysis, as it allows for many direct quotes to be used without translation or 

interpretation by the author. This increases the transparency of the analysis and aligns with the 

constructivist position of the paper, which emphasizes how knowledge cannot be separated from its 

source. 

 

When using documents as data, it is necessary to evaluate the quality of the sources, and Scott (1990) 

highlights four criteria for doing so: authenticity, credibility, representativeness and meaning (Bryman, 

2012). In terms of authenticity, the documents in this thesis are genuine as they have been gathered from 

reputable databases. Regarding credibility, it is necessary to acknowledge that the majority of the 

documents come from private companies and as such inherit a degree of commercial bias. This is not a 

significant issue, however, as: 1) the analysis places considerable focus on content (i.e. observable 

behavior), and simultaneously acknowledges that language is a representation of how the banks want 

themselves to be perceived, and; 2) the research topic is not one where banks would particularly benefit 

from creating highly one-dimensional narratives. As the documents used are sourced through 

comprehensive databases, are highly contemporary and are from a diverse set of sources, their 

representativeness of the topic at hand is also significant. Finally, they also inherit a high degree of 

meaning as they constitute clear and comprehensible evidence relevant for the research topic. The 
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documents of the thesis therefore pass the four evaluative criteria of Scott (1990) and constitute a solid 

empirical basis for analysis. 

 

3.4 Data Processing 
 

In analyzing the data, the coding software Nvivo was used. The initial round of coding was conducted 

inductively, with the primary aim of uncovering the broader trends within the financial services field 

related to Open Banking. This round of coding used Open Coding, or “‘the process of breaking down, 

examining, comparing, conceptualizing and categorizing data ‘...,” (Bryman, 2012: 569). This allowed 

systematization of the data necessary for creating an overview over Open Banking opinions and trends, 

Open Banking initiatives and organizational changes (see Appendix 2 for coding scheme). The iterative 

process of this thesis then resulted in a second round of coding which was more theory-driven, with the 

purpose of uncovering explanatory variables regarding the trends found in the first round of coding. This 

round of coding was more selective, as it built upon the changes in Open Banking uncovered in the first 

round while linking this to the theory-derived concepts, i.e. using institutional isomorphism and 

legitimacy as core categories (Bryman, 2012). The coding scheme for the deductive round of coding can 

be seen in Appendix 3. Although the primary data of this thesis is qualitative, descriptive statistics 

derived from the document data are to a limited extent also used. The overall data processing thus resulted 

in a coding scheme with both data and theory generated concepts, and a diverse data foundation suitable 

for developing a longitudinal analysis of both how the organizational models of incumbent banks are 

changing and how this relates to the broader institutional changes within the financial services field. 

 

3.5 Validity, Reliability and Reflexivity  
 

Within social science, reliability, validity and reflexivity are three criteria often applied to evaluate the 

quality of a study. This is particularly so within quantitative research, but scholars such as LeCompte 

and Goetz (1982) have adapted these concepts so they are more befitting the qualitative approach. 

Regarding reliability, the authors typologize it into external and internal reliability. External reliability 

refers to the extent to which research can be replicated, which is generally regarded as difficult within 

qualitative research as the dynamism of the social world entails that ‘freezing’ a particular context is 
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impossible (Bryman, 2012). This thesis deals with the issue of external reliability through a transparent 

research design where epistemological and ontological perspectives, data, theories and methods are 

thoroughly accounted for. With a clear coding scheme (see Appendix 2 and Appendix 3) and a mapped-

out research process, replicating the study is therefore possible. While external reliability deals with 

replicability, internal reliability relates to the degree of consistency between multiple observers (Ibid). 

Internal validity is not a relevant criterion for this thesis, however, as there is only a single observer.  

 

LeCompte and Goetz (1982) also split validity into an internal and external dimension. Internal validity 

refers to “...whether there is a good match between researchers’ observations and the theoretical ideas 

they develop,” (Bryman, 2012: 390). As the qualitative approach used in this thesis encourages a 

comprehensive study of the issue of Open Banking, where both context and content are taken into 

consideration, the internal validity is increased. Triangulation, or making use of multiple data sources or 

methods, is another strategy for increasing the internal validity of a study (Ibid). This thesis could have 

benefited from a higher degree of triangulation by for example conducting interviews with high level 

managers in incumbent banks, but this proved difficult given the scope of the thesis. The diversity in the 

documents used for the analysis, however, does provide a certain degree of triangulation. Additionally, 

the iterative research process employing both inductive and deductive methods has ensured a high degree 

of interlinkages between the observations and theoretical ideas of this thesis. Regarding external validity, 

this refers to the generalizability of the findings of a study across different social settings (Ibid). This is 

often regarded as a weaker point of qualitative research given a propensity for smaller sample sizes. With 

a sample size of six banks for this thesis, the findings cannot be used to develop universal principles, but 

given the significant aggregate market power of the six chosen banks the findings should have a high 

degree of representability for this type of organization within the Nordic financial services context. 

 

The third criteria, reflexivity, means that “...social researchers should be reflective about the implications 

of their methods, values, biases, and decisions for the knowledge of the social world they generate,” 

(Bryman, 2012: 393). This is particularly relevant when following a constructivist perspective, as this 

entails that knowledge created cannot be separated from the creator of the knowledge itself. As this thesis 

has followed an iterative and reflexive research design, an awareness of the impacts of the author’s own 

background and the research process has been a key focus throughout the study. Within academia, 
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reflexivity has different meanings with three prominent sub-meanings being: philosophical self-

reflection, methodological self-consciousness and methodological self-criticism. (Lynch, 2000; Bryman, 

2012). Philosophical self-reflection refers to taking an inward-looking examination of the author’s 

assumptions and beliefs (Lynch, 2000). This has been done through for example a critical awareness of 

the author’s professional background within a FinTech firm where Open Banking is a highly voguish 

topic. It was thus necessary to put aside preconceptions about the effects of Open Banking to the extent 

this was possible, and instead let the data speak for itself. Following the constructivist position, 

knowledge about the social world is never objective, but a critical philosophical self-awareness is 

nonetheless a method for increasing the transparency of a study and accounting for the potential impact 

of subjective preconceptions. Regarding methodological self-consciousness and self-criticism, these are 

typically more relevant for ethnographic research where the relationship between the researcher and the 

subject becomes an important factor (Bryman, 2012). Given the distance between the author and the 

subjects of this study, these are therefore not deemed relevant criteria for the thesis. As the 

methodological framework of the thesis has been established, the following section explains the 

theoretical framework applied in the thesis.  

 

4. Theoretical Framework 
 

This section explains the overall theoretical framework of the thesis. It begins by accounting for the 

theoretical background of the organization theory strand of new institutionalism, relating it to both new 

institutional economics and old institutionalism. Following the theoretical background, DiMaggio and 

Powell’s (1983) theory on institutional isomorphism is presented as the primary theoretical framework 

of the thesis. Additionally, Suchman’s (1995) theory on legitimacy is presented and explained as a 

complementary theory to institutional isomorphism. The following section then accounts for some of the 

key critiques of institutional isomorphism, as well as how these critiques are dealt with by new 

institutionalist scholars. Following this, the final part of the theory section motivates the choice of theory 

for the thesis. 
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4.1 New institutionalism 
 

Institutional theory is a theoretical approach for explaining social order, social action and cultural 

persistence (Delmestri, 2008). Drawing on a multitude of disciplines such as sociology, political science 

and economics, institutional theory has traditionally focused on analyzing the stability, persistence and 

homogeneity of phenomena (Dacin, Goodstein, Scott, 2002). Additionally, contemporary scholars have 

placed significant focus on understanding how institutions themselves undergo change (Ibid). While 

institutionalism, and the definition of institutions themselves, is subject to much ambiguity within 

academia, Douglass North is often highlighted as having provided the most apt definition of institutions 

(Friel, 2017). North argues that institutions are the “…humanly devised constraints that structure 

political, economic and social interaction,” (North, 1991: 97). These consist of both informal constraints 

and formal rules that establish the rules of the game in society (Ibid). 

 

From an academic perspective, North is situated within the discipline of new institutional economics, 

where the primary function of institutions is understood as reducing the transaction costs of rationally 

bounded actors operating in an economic environment of incomplete information, cognitive limitations, 

contractual difficulties and opportunistic behavior (DiMaggio, Powell, 1991). New institutional 

economics thus expands upon the rational-actor model of economics in accounting for the role of 

institutions in constraining human choice. Despite a more realistic interpretation of economic actors than 

neoclassical economic theories, new institutional economics still emphasizes the importance of economic 

incentives and disincentives in governing individual action. Institutions are therefore seen as consciously 

conceived governance structures aimed at minimizing transaction costs. This is a clear point of 

divergence from the conception of institutions within organizational theory, where, while still the product 

of human design, institutions are not “necessarily the products of conscious design,” (Ibid: 8). The 

rejection of rational-actor models in organizational institutional theory goes beyond the bounded 

rationality of new institutional economics and entails a shift in interest from institutions as facilitators of 

rational behavior to institutions as independent variables constraining the choices of actors. As this thesis 

is rooted in the organizational perspective of new institutionalism, institutions are thus understood not as 

the aggregate of individual attributes or motives, but as supraindividual units of analysis constraining 

and shaping the individual’s underlying preferences themselves (Ibid). 
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This view of institutions is derived from sociology, and “emphasizes the ways in which action is 

structured and order made possible by shared systems of rules that both constrain the inclination and 

capacity of actors to optimize as well as privilege some groups whose interests are secured by prevailing 

rewards and sanctions,” (DiMaggio, Powell, 1991: 11). The sociological roots of new institutionalism, 

or neo-institutionalism, can be traced back to the “old institutionalism” of Philip Selznick and similar 

scholars. The similarities between the two theoretical frameworks are seen in their shared skepticism 

toward rational-actor models, their similar views of institutionalization as a state-dependent process 

limiting the rationality of organizations through constraining choices, and emphasis on the significance 

of culture and organizational environment (Ibid). Despite the many similarities with old institutionalism, 

new institutionalism systematically diverges from this theory across several points. Old institutionalism 

is more political in its focus, and sees institutional constraints as primarily sourced from vested interests 

within organizations stemming from political trade-offs, while new institutionalism emphasizes the 

relationship between legitimacy and stability in constraining choices (Ibid). DiMaggio and Powell (1991) 

highlight another key different difference between old and new institutionalism, in that new 

institutionalism views the institutionalization process at an interorganizational sectoral or societal level, 

contrary to the old institutionalist approach of holding the specific organization itself as the primary unit 

of analysis. This difference is rooted in a disparaging view of the organizational environment between 

the two theoretical approaches. 

 

Old institutionalism focuses on how organizations are embedded in their local environments, “...to which 

they are tied by the multiple loyalties of personnel and by interorganizational treaties…” (DiMaggio, 

Powell, 1991: 13). New institutionalism, on the contrary, transcends the local environment and instead 

accounts for how broader organizational sectors, fields or society itself penetrates organizations and 

influences how actors portray the world (Ibid). One of the key constructs and primary tools for 

conceptualizing the environment within new institutionalism, is the organizational field. An 

organizational field can be defined as “a community of organizations that partakes of a common meaning 

system and whose participants interact more frequently and fatefully with one another than with actors 

outside the field,” (Scott, 1995: 56). These organizational fields can include a multitude of constituents, 

e.g.: governmental actors, suppliers, professional and trade associations, interest groups, or the public 
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itself (Wooten, Hoffman, 2017). While organizational fields are conceptually derived from the construct 

of industries, organizational fields have a broader scope in that they include all the organizations which 

significantly influence the performance of organizations in an industry (Lopes, 2008). Organizational 

fields should as such be understood as a unit of analysis sharing cognitive or normative frameworks, or 

a common regulatory system (Ibid). In accounting for the structuration process of an organizational field, 

DiMaggio and Powell (1983) highlight four key parts: 1) an increase in the amount of interaction between 

organizations; 2) emerging interorganizational structures of domination and coalitions; 3) increasing 

information loads within the field, and; 4) a mutual awareness among interorganizational participants 

that they are involved in a shared enterprise. 

 

4.2 Institutional Isomorphism 
 

A central implication of organizational fields is that the organizations embedded in these experience 

isomorphic pressures to conform. Isomorphism is defined as “the constraining process that forces one 

unit in a population to resemble other units that face the same set of environmental conditions” 

(DiMaggio, Powell, 1983: 149). This can be traced back to Weber’s (1952) iron cage theory, which sees 

bureaucratization as the manifestation of the rational organization and an efficient means of social control 

(DiMaggio, Powell, 1983). The process of bureaucratization is, according to Weber (1952), primarily 

driven by firm competition, state competition, the need for control by rulers and a push for equality of 

law among the bourgeois. While inter-organizational homogeneity is the key puzzle of both the Weberian 

and new institutionalist perspectives, DiMaggio and Powell (1983) highlight that the drivers of 

bureaucratization and rationalization have changed over time. As organizations have essentially achieved 

bureaucracy in the form of efficiency in contemporary times, the structural forces pushing for 

organizational homogeneity have shifted from competition to the structuration of organizational fields 

(Ibid). Or as DiMaggio and Powell (1983) put it: “...highly structured organizational fields provide a 

context in which individual efforts to deal rationally with uncertainty and constraint often lead, in the 

aggregate, to homogeneity in structure, culture, and output,” (p. 147). A key implication of this is that 

organizations becoming more similar is not necessarily indicative of organizations achieving a higher 

degree of efficiency or profitability. Instead, the congruities of organizations are argued to stem from 

organizations seeking survival and legitimacy (Wooten, Hoffman, 2017). 
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The overarching mechanism of organizational homogeneity is typically argued among organizational 

theory scholars to be isomorphism. Stemming from biology, isomorphism was originally used to describe 

the similarities between individuals of different genetic origins (Karlsson, 2008). Within the social 

sciences, however, the concept was originally adopted to explain how organizations become increasingly 

similar as a result of market forces weeding out noncompetitive firms. This almost Darwinian approach 

to organizational homogeneity, coined population ecology, was popularized by sociologists such as 

Michael T. Hannan and John Freeman (1977). This approach was criticized for its limited explanatory 

power by more institutionally oriented scholars, however, who found that organizations appeared to be 

significantly influenced by forces such as rules, culture and history more so than pure market forces 

(Karlsson, 2008). Out of this criticism grew the concept of institutional isomorphism, which was 

taxonomized into three distinct mechanisms by DiMaggio and Powell (1983) in their influential paper 

“The Iron Cage Revisited: Institutional Isomorphism and Collective Rationality in Organization Fields”. 

 

DiMaggio and Powell (1983) divide institutional isomorphism into coercive, mimetic and normative 

processes. Coercive isomorphism occurs as a result of “both formal and informal pressures exerted on 

organizations by other organizations upon which they are dependent and by cultural expectations in the 

society within which organizations function,” (Ibid: 150). These pressures can take a forceful form, for 

example through regulatory frameworks, or more persuasive forms through invitations to collude with 

competing firms (Ibid). Changing cultural expectations, for example changes in customer behavior, can 

also be a coercive driver of isomorphic pressures. Non-compliance to coercive pressures can lead to 

sanctions, deterioration of key relationships, or in more extreme cases threaten the very existence of the 

organization (Karlsson, 2008). While the degree of forcefulness of coercive isomorphic pressures is 

varied, the overarching similarity between the above examples is that the isomorphic pressure is 

exogenously applied to the organization by constituents within its organizational field. This perspective 

can be drawn back to Weber, who showed how the complexity and rationalization of contract law placed 

strict requirements for organizational controls – demonstrating the significant impact of the legal 

environment on the way an organization behaves and structures itself (Ibid). 
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While DiMaggio and Powell (1983) emphasize the importance of coercive isomorphism, they also 

highlight the significance of uncertainty as a driver of organizational homogeneity. Uncertainty can occur 

for numerous reasons, e.g. technological change, but regardless of its source, the authors find that 

organizations will often imitate other organizations within their field when faced with less than complete 

information (Ibid). Mimetic isomorphism captures the effect of uncertainty on organizational 

homogeneity, as modelling organizations (either consciously or unintentionally) after others will result 

in reduced organizational diversity. Typically, organizations will model themselves after organizations 

they perceive as being legitimate or successful, which should make their own organizational activities 

appear more predictable, meaningful and inviting to other stakeholders within their field (Ibid; Karlsson, 

2008). The diffusion of organizational models throughout organizational fields can occur through a 

number of mechanisms, such as employee turnover, the use of consultancy firms or influence of industry 

trade associations, as well as historical path dependency (DiMaggio, Powell, 1983). As Buchko (2011) 

notes, tools such as benchmarking or industry best practices, can also serve to diffuse organizational 

models. Furthermore, the lack of diversity in organizational models ensures that managers of new, or 

changing, organizations have a relatively small batch to choose from. DiMaggio and Powell (1983) also 

note that the more skilled the labor force or broader the customer base of an organization is, the stronger 

the pressure on the organization to provide similar services as competing organizations. This shows how 

mimetic isomorphism can be exacerbated by both coercive and normative isomorphism. 

 

The final institutional isomorphic process, normative isomorphism, stems primarily from 

professionalization, defined as “...the collective struggle of members of an occupation to define the 

conditions and methods of their work, to control ‘the production of producers’ (Larson, 1977: 49-52), 

and to establish a cognitive base and legitimation for their occupational autonomy” (DiMaggio, Powell, 

1983: 152). Isomorphism from professionalization has two significant sources: 1) formal education and 

subsequent legitimation, and; 2) interorganizational professional networks diffusing business models 

(Ibid). A critique of DiMaggio and Powell’s (1983) conceptualization of professional education is that it 

is overly formalized. While the authors emphasize the importance of formal education and certifications 

in professionalization, more contemporary research, particularly within International Political Economy, 

has found support in the notion that the formalized aspect of professionalization is not necessarily a 

prerequisite for actors to appear legitimate. Specifically, Henriksen and Seabrooke (2016) argue that 
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professional career experience itself, regardless of its formalization, can be used to claim expertise over 

a specific issue. While this line of research is more concerned with uncovering the governance and 

control over issues than organizational homogeneity, the findings do lend support to professional 

legitimacy in organizational fields not necessarily warranting formal credentials. This view of 

professionalization is therefore adopted in this thesis. Like coercive isomorphism, legitimacy is a key 

driver of normative isomorphism. Through standardized hiring practices and promotion practices, 

professionals are often found to be strikingly similar despite belonging to different organizations. For 

example, March and March (1977) found much resemblance in the backgrounds of Wisconsin school 

superintendents, and Hirsch and Whisler’s (1982) study landed on a similar conclusion regarding Fortune 

500 board members. The socialization processes related to professionalization results in shared 

expectations regarding behavior, vocabulary and even normative views on problems and policies 

(DiMaggio, Powell, 1983). This in turn should push an organizational field towards organizational 

homogeneity, as the professionals it comprises of share a legitimized meaning of the roles, organizational 

strategies, policies, etc. of the field, regardless of whether they belong to competing organizations. 

 

4.3 Legitimacy 
 

While the new institutional school emphasizes the importance of legitimacy in isomorphic processes, 

central scholars such as DiMaggio and Powell (1983; 1991) have done little to explore, define and refine 

legitimacy as a concept. A clear definition of legitimacy is thus “a generalized perception or assumption 

that the actions of an entity are desirable, proper or appropriate within some socially constructed system 

of norms, values, beliefs and definitions,” (DeJordy, Jones, 2008). This definition, developed by 

Suchman (1995), is broad-based in that it includes both the cognitive and evaluative dimensions of the 

concept; meaning that it captures the subjective creation of legitimacy as well as the objective possession 

of legitimacy. Individual organizations will strive to be perceived as legitimate by other groups of actors 

within their environment, which should result in a congruence between how the organization behaves 

and the belief system of the collective audience (Suchman, 1995). This approach thus finds the middle 

ground between the strategic organizational approach, which focuses exclusively on the agency of 

managers and organizations in their pursuit of legitimacy, and the institutional organizational approach, 

which downplays the significance of agency. This entails a more rounded approach to the paradox of 
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structure vs. agency which lies in the center of debates between strategic and institutional organizational 

theory scholars (Suchman, 1995). The reason for this is that while the definition captures legitimacy from 

a managerial perspective (i.e. organizations strive for the accruement of legitimacy as a resource), it also 

accounts for the institutional forces socially constructing how legitimacy is defined in its contextual 

setting. Moving beyond the above definition of legitimacy, Suchman (1995) develops a typology of 

legitimacy consisting of three primary forms of legitimacy. 

 

The first type of legitimacy, pragmatic legitimacy, “...rests on the self-interested calculations of an 

organization’s most immediate audiences,” (Suchman, 1995: 578). The underlying rationale of this form 

of legitimacy is that a constituent will deem an organization as legitimate if it in return receives some 

form of compensation, be it monetary compensation or something more intangible. At its simplest level, 

pragmatic legitimacy can be conceptualized as exchange legitimacy – where support is gained by the 

constituent if there is a favorable expected value for support (Ibid). While exchange legitimacy 

conceptualizes a more materialistic form of value exchange, Suchman (1995) constructs influence 

legitimacy as a concept for capturing how actors see organizations favorable to their broader interests as 

legitimate. A typical form of influence legitimacy occurs when organizations incorporate their 

constituents into policy-making processes or structures; i.e. abdicate some of their authority and grant 

this to the constituent (Ibid). The final form of pragmatic legitimacy conceptualized by Suchman (1995) 

is dispositional legitimacy. This type of legitimacy is based on the work of Zucker (1983, 1987), and 

entails a personification of organizations, where constituents “…accord legitimacy to those organizations 

that ‘have our best interests at heart,’ ‘share our values,’ or that are ‘honest,’ ‘trustworthy,’ ‘decent,’ and 

‘wise,’”(Suchman, 1995: 578). 

 

The second type of legitimacy, moral legitimacy, entails that an organization and its activities are deemed 

positive from a normative perspective; i.e. that what the organization does is judged to be “the right thing 

to do,” (Suchman, 1995: 579). This is a socially constructed form of legitimacy, as the normative view 

of actions reflects the broader belief system of the audience – especially regarding whether the 

organization and its activities promote societal welfare as defined by the audience (Ibid). Moral 

legitimacy differs from pragmatic legitimacy in its normative, rather than exchange based, grounding. 

This does not, however, mean that moral legitimacy is entirely altruistic, as organizations striving after 



31 
 

moral legitimacy often do so as a result cynical rationalism, while the audiences according moral 

legitimacy sometimes unconsciously blend the good of the audience with the good of society (Ibid). 

Moral legitimacy can be seen in evaluations of an organization’s outputs (consequential legitimacy), 

procedures (procedural legitimacy) and structures (structural legitimacy) (Palazzo, Scherer, 2006), as 

well as in evaluations of an organization’s leaders and representatives (personal legitimacy) (Suchman, 

1995). 

 

The final form of legitimacy, according to Suchman (1995), is cognitive legitimacy. Cognitive legitimacy 

goes beyond the interests and evaluations of the audience and is rooted in a cognitive understanding of 

an organization as being necessary or inevitable within its cultural context (Ibid). Cognitive legitimacy 

can be broken down into two main categories, where the first, comprehensibility, occurs when cultural 

models exist to make sense of an organization and its activities in a chaotic cognitive environment where 

the audience struggles to coherently arrange their experiences (Ibid). As DiMaggio and Powell (1991) 

and Geertz (1973) argue, legitimacy stemming from comprehensibility requires that an explanation is 

aligned with both the experienced reality as well as the larger belief system of the audience (Suchman, 

1995). In contrast to comprehensibility legitimacy, taken-for-granted legitimacy sees the social 

environment as less chaotic and change as more incremental (Ibid). This entails an understanding of 

institutions as transformers of disorder into givens, which to the extreme results in a situation where “’for 

things to be otherwise is literally unthinkable,’” (Ibid: 583). Taken-for-granted legitimacy is the most 

powerful form of legitimacy, yet it is unattainable for the vast majority of individual organizations. While 

broader societal elements such as policies, processes and technologies might achieve a taken-for-granted 

status, one rarely experiences a situation where a specific organization is the only one deemed appropriate 

to utilize the policy, process or technology (Ibid). 

 

4.4 Legitimacy and isomorphism 
 

A consequence of achieving legitimacy according to the strategic view of organizational theory is that 

the external validation an organization receives typically results in a better access to resources (Karlsson, 

2008). This deviates from the institutional understanding of legitimacy, where organizations are not seen 

as extractors of legitimacy to improve their resource access, but rather, that legitimacy is the foundation 
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of meaning for their activities – and that institutionalization and legitimacy as such are two sides of the 

same coin (Suchman, 1995). This difference in understanding is, according to Suchman (1995), largely 

attributed to perspective, in that that strategic theorists assume an inside-out perspective (i.e. managers 

looking out to society) while the institutional theorists adopt an outside-in perspective (i.e. society 

looking in at an organization). Provided the institutional grounding of this paper, the latter of these 

understandings and perspectives is the one applied. This does not entail, however, that organizations and 

managers are completely devoid of agency, as DiMaggio and Powell’s (1983) thesis acknowledges that 

both consciously and unconsciously driven decisions can promote isomorphism (Galaskiewicz, 

Wasserman, 1989). 

 

While leaning more heavily towards the institutional approach, the theoretical framework of this paper 

treats legitimacy according to the typology of the Suchman (1995), as this conceptualization provides a 

more comprehensive account of legitimacy in its many forms than the traditional institutional 

approach.  Isomorphism and legitimacy are, as in DiMaggio and Powell’s (1983) original paper, seen as 

highly interrelated concepts as legitimacy is understood as both a consequence and a driver of 

isomorphism. I.e. as organizations in an organizational field strive for legitimacy, they collectively take 

part in isomorphic processes, and as they partake in these processes, they, as a consequence, accrue 

legitimacy. This cyclical institutionalization process is supported by observations from scholars such as 

Medeiros (2004) and Freitas and Guimarães (2007). It is further supported by Deephouse (1996) who 

empirically tested the relationship between isomorphism and legitimacy and found that organizational 

isomorphism increases legitimacy, as organizations that conformed to the strategies used by other 

organizations were recognized as more legitimate by regulators and the public. 

 

4.5 Critique of the institutional approach 
 

Institutional isomorphism has been criticized for a multitude of reasons. For example, there exists a 

significant potential for overlap between the three isomorphic pressures, which makes assessing the 

relative strength of each mechanism on isomorphism difficult (Karlsson, 2008). Furthermore, the 

potential for empirical overlap between competitive isomorphism and institutional isomorphism is also 

problematic; e.g. does not the risk of economic sanctions mean that compliance has a competitive as well 
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as coercive aspect? The main counterargument to this critique is that coercive pressures are still relevant 

as one would expect companies to comply with coercive pressures regardless of the economic rationale 

(Ibid). 

 

A more holistic critique can be pointed at how new institutionalism, and particularly institutional 

isomorphism, has a somewhat over-socialized perspective of organizations. By treating the environment 

as an exogenous and deterministic variable, the role of agency in forming the environment is underplayed 

(Karlsson, 2008). This has led to an unfortunate conceptualization of institutional isomorphism among 

some scholars as a master thesis (Hoffman,Ventresca, 2002); proposing that all organizations will 

become like all others (Wooten, Hoffman, 2017). This perspective is criticized, however, by key 

institutional organization theory scholars such as DiMaggio (1988; 1995), Greenwood and Hinings 

(1996) and Hirsch and Lounsbury (1997), who argue that while actions should be studied within their 

institutional context, organizational actors do not follow a social script with no room for agency (Wooten, 

Hoffman, 2017). 

 

Another line of critique against new institutionalism is that it lacks explanatory power over organizational 

change, as the isomorphic pressures can be seen as a force against rather than for change (Buckho, 1994). 

This view is in opposition to that of for example DiMaggio and Powell (1991), who view “the 

institutional environment as a primary driver for organizational change, and the primary outcome is the 

widespread diffusion of organizational innovations within an organizational field, leading to 

organizations' adopting similar forms of change,” (Ocasio, 2008). New institutionalism is as such able to 

account for organizational change at a broader level, e.g. organizational classes within its organizational 

field, and less so at an individual firm level. This is particularly so with regards to the internal aspects of 

organizations, of which old institutionalism is better suited as it focuses on intraorganizational 

institutions such as interests, norms and values (Greenwood, Hinings, 1996). An extension of this 

limitation is also seen in non-institutional internal aspects of organizations, particularly in how 

organizations possess different internal resources and capabilities. Following the Resource-Based View 

(RBV) of the firm, firm heterogeneity is seen as a derivative of differences in resource and capability 

accrual among competing firms (Conner 1991; Amit, Schoemaker 1993). The RBV is thus more relevant 

for understanding why firms differ than new institutionalism but offers little with regards to explaining 
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the institutional pressures organizations experience beyond a basic assumption of the existence of 

competitive pressures. While new institutionalism has limited explanatory power over organizational 

heterogeneity, this is not problematic for the thesis as the theory aims to explain why organizations in 

the same organizational fields share similarities - not account for their differences. 

 

4.6 Choice of theory 

 

The primary motivation for using new institutionalism as the overarching theoretical framework of the 

thesis is its ability to explain how socially constructed structures in society shape and constrain human 

interactions. Institutions are the central construct of new institutionalism and given the emphasis on 

institutionalization in the research question the theory is therefore highly befitting. Considering the 

constructivist position of the thesis, the aptitude of new institutionalism to incorporate context is also 

significant. Through the construct of the organizational field, the effects of the primary organizations and 

institutions an organization depends upon become central to the analysis. Additionally, the 

interorganizational focus of new institutionalism facilitates an analysis of the incumbent bank as an 

organizational class in its field, rather than encouraging a focus on the individual organization as the unit 

of analysis like theories such as the RBV would. This is essential for a holistic and process-based analysis 

explaining how the institutional environment of the financial services field in the Nordics drives 

organizational change. Furthermore, as the thesis looks for institutionalizing organizational changes, the 

analysis is inherently aimed towards finding common meaning systems, norms and behaviors rather than 

heterogeneity. This makes institutional isomorphism a highly suitable theory given its established 

emphasis on organizational homogeneity. As such, institutional isomorphism provides a sound basis for 

analyzing how institutions can drive and institutionalize organizational changes. Furthermore, the 

application of Suchman’s (1995) theory on legitimacy complements DiMaggio and Powell’s (1983) 

theory on institutional isomorphism by providing a more comprehensive framework on legitimacy. By 

including legitimacy theory, a certain degree of agency is also incorporated into the analysis as it allows 

for uncovering how incumbent banks legitimize organizational changes. The link between legitimacy 

and institutional isomorphism is also well established, and the combination of the two therefore provides 

a theoretical basis for understanding both how institutions affect organizational behavior, and how 
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organizations legitimize their reactions to institutional isomorphic pressures. Having established the 

theoretical framework of the thesis, the next section consists of the analysis. 

5. Analysis 
 

The following analysis is divided into four parts. Part one explains the contextual background of the 

analysis by providing a brief overview of the Nordic financial services field and key dimensions in 

developments of banking over the past few decades. Part two of the analysis is an empirically driven 

account of the most significant changes in the organizational models of the Nordic incumbent banks 

following the Open Banking movement, focusing on three key changes: 1) Platform-based modelling; 2) 

FinTech symbiosis, and; 3) Agile Co-creation methodologies. The third part of the analysis links the 

organizational changes found in part two of the analysis with the broader institutional changes occurring 

within the field by applying DiMaggio and Powell’s (1983) theory on institutional isomorphism and 

Suchman’s (1995) typology on legitimacy. The final part of the analysis summarizes the previous 

findings by presenting a model of the overall process of institutionalization of the Open Bank and 

explaining the interlinkages between key institutional processes. 

5. 1 Contextual Background 

 

5.1.1 The Nordic financial services field 

 

This section provides a brief overview of the Nordic financial services field in order to explain the 

contextual setting of the analysis. While the conceptualization of the organizational field leaves room for 

a broad and comprehensive analysis, it also provides a challenge in defining an analytical boundary. For 

the purpose of this analysis, the organizational field is therefore geographically delimited to the mainland 

Nordic financial services market. Norway, Denmark, Finland and Sweden are all institutionally similar 

countries with mixed market economies characterized by market competition combined with a strong 

welfare state. From a financial regulatory standpoint, the Nordic countries are also significantly 

integrated as they abide by the overall policies set by the EU. It therefore makes sense, and aligns with 

the research question, to constrict the framework of this thesis to the Nordics; even if this defined 

organizational field is also part of a broader Europe-wide financial services organizational field. The 
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analysis is centered on six highly internationalized and large-scale banks that operate across all four 

mainland Nordic countries and thus may be perceived to belong to the same organizational field; Nordea, 

DNB, Handelsbanken, SEB, Danske Bank and Swedbank (Nordea, 2019; DNB, 2019, Handelsbanken; 

2019; SEB, 2019; Danske Bank, 2019; Swedbank, 2019). These six banks all operate under shared 

regulatory systems, compete for the same customer bases, and are influenced by the same organizations 

and institutional policies in countries with many similarities in national policy and customer culture. 

There is thus a strong empirical case for placing them in the same organizational field. 

Organizational fields do, however, span beyond the limited construct of industries. In defining the Nordic 

financial services industry as an organizational field, other key constituents should therefore be 

accounted for. Of these, regulatory bodies such as the EU and country-specific financial services 

authorities are highly relevant. Provided the highly ingrained role of financial services in modern society, 

the customer base in this organizational field is in practice synonymous with the general public – and is 

as such another key constituent. With a rapidly growing community of FinTech firms, particularly in 

Sweden (Olsson, Hallberg, 2018), this group of organizations is increasingly influencing the financial 

services organizational field through developing new innovative solutions that compete with and 

complement incumbent bank services, and has therefore also become a relevant actor in the field. 

Additionally, recent payment services market entries from firms such as Samsung and Apple demonstrate 

that High-Tech firms are also becoming a relevant organizational group in the field – despite currently 

being at a very adolescent stage (O’Dwyer, 2018). The disruptive influx of several new constituents thus 

characterizes a rapidly changing organizational field, and these new actors and influences can potentially 

cause institutional change as they bring with them new norms, values and meaning systems. 

5.1.2 From the physical bank to the digital bank 

 

To understand the current structuration of banking in the Nordics, it is necessary to account for some of 

the major developments of banking over the past few decades. The number of banks in Europe has 

continuously decreased over recent years, as mergers and acquisitions drive bank consolidation (EBF, 

2018). This trend is not new, however, and in the Nordics one can trace it back to major mergers such as 

the creation of Nordea in 2001 when Nordbanken, Unibank, Kreditkassen and Meritabank merged 

(Nordea, 2019). DNB, SEB, Handelsbanken, Danske Bank and Swedbank are also all the results of 
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multiple mergers and acquisitions, some of them spanning as far back as the early 1900s. The financial 

services sector in the Nordics is as such highly consolidated today with the six major incumbent banks 

all being among the leading 25 banks on the overall European market (Financial Times, 2015). 

Parallel to this consolidation trend, is the digitalization of the financial services industry in the Nordics. 

While traditional banks have leveraged digital technologies since the late 1960s, the significance of 

technological innovations in the financial services industry is rapidly increasing as innovations are both 

structurally changing the financial services industrial organization, as well as becoming increasingly 

embedded in the industry’s business models (Ibid; Currie, Lagorade-Segot, 2017; Kazan, Tan, Lim, 

Sørensen, Damsgaard, 2018). Within the digitalization of finance, a multitude of innovations such as 

improved data analytics technology, increased connectivity, the influx of mobile devices, and better 

accessibility to big data and computing power through cloud computing all play central roles in this 

development (Gomber, Koch, Siering, 2017). This trend of digitalization is particularly prevalent in the 

Nordic financial services industry, with the average online banking penetration in all four countries 

significantly increasing between 2005 and 2018: 

 

Source: Adapted by author from (Eurostat a;b;c;d, n.d.). 
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As this graph shows, the average share of individuals using online banking aggregated across the Nordic 

countries has increased by 34.25% since 2005 and is now at a point where almost nine out of ten 

individuals use it. This trend corresponds with a significant increase in the use of mobile applications for 

financial services, shown by a Deloitte (n.d.) survey which finds that 61% of individuals in the Nordics 

have used a mobile application tied to their phone number for payments to other individuals, and 57% 

have used their online bank’s application for payments. DNB’s CFO, Kjerstin Braathen, for example, 

sees digital as the dominant customer interface and reports that the only source of customer interaction 

with growth during the past five years was mobile (Macknight, 2018).   

The digitalization of banking in the Nordics is in many ways synonymous with the disappearance of the 

physical bank. For example, the number of commercial bank branches per 100 000 adults in Denmark 

has nearly halved since 2010, while DNB have closed roughly 70% of their branches over the past three 

years (World Bank, n.d.; Macknight, 2018). The financial services industry in the Nordics has as such 

undergone a major structural change over the past decades, with the core of the industry shifting from 

the neighborhood physical banks to becoming major digital banks with a completely new bank-customer 

interface paving the way for Open Banking. 

5.1.3 From the digital bank to the open bank 

 

Open Banking can in many ways be seen as an extension of the EU-wide consolidation and digitalization 

processes that Nordic banks have been partaking in. Politically within the EU, digitalization is seen as a 

key process for economic development and further integration. Specifically, the EU Single Digital 

Market strategy aims to improve online access, set the necessary conditions for digital networks and 

services to flourish, and maximize the growth potential of the European Digital Economy (EC, 2015). 

With this overarching strategy as the backdrop, the Payment Services Directive II (PSD2) should be seen 

as “another step towards a digital single market in the EU,” (EC, 2018). The second payment services 

directive aims to integrate and improve the efficiency of the EU payments market, promote competition 

within the financial services industry and increase innovation with regards to transparency, quality of 

service, prices and security (Zachariadis, Ozcan, 2017). The primary mechanism through which the 

directive works to achieve this aim is by requiring banks to open up data related to customer accounts 

and payment services to third party actors; i.e. promote Open Banking (EUR-Lex, 2015). Specifically, 
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this is done by banks developing Open Application Programming Interfaces (APIs) following a 

Regulatory Technical Standard (RTS) as outlined by the European Banking Authority (EBA, 2017). 

 

APIs are intermediary communication applications and can be understood as “a way for two computer 

applications to talk to each other over a network (predominantly the Internet) using a common language 

that they both understand” (Jacobson, Brail, Woods, 2012: 5). APIs can therefore be used to share data 

such as account information or payment services information between different market actors. A useful 

distinction of APIs lies in the degree of openness, where the specter ranges from closed off to publicly 

open. For the purpose of this paper, an Open-API is understood as a publicly open API, although “there 

will always be some form of control by the firm, in order to preserve security, privacy and contractual 

conditions,” (Gozman, Hedman, Sylvest, 2018: 5). Research clearly shows that the strategic importance 

of APIs is increasing rapidly within the broader economy, as the growth in Open -and Closed-APIs have 

been growing at an exponential rate since 2005 (Jacobsen et al., 2012). While High-Tech sector firms 

such as Amazon, Google and Facebook have been particularly vigilant in building their business models 

around APIs, financial institutions have also recently begun investing significantly in the development 

of APIs (Ibid). Despite this, the majority of incumbent banks have traditionally prioritized the 

development of Closed-APIs, where access is typically only available to end customers or internally 

within the bank (Zachariadis, Ozcan, 2017). 

 

Through leveraging the power of Open-APIs, licensed Account Information Service Providers (AISPs) 

or Payment Initiation Service Providers (PISPs) can build services and applications on top of banking 

platforms, which could lead to the banks themselves acting more as network platforms and custodians of 

data rather than owners of the whole value chain (Zachariadis, Ozcan, 2017). These third parties can 

offer services across the entire banking value chain, such as: loans, payments, money transfer and 

budgeting applications. The transformation to Open Banking, in its conceptual form, will therefore look 

something like this: 
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            Traditional bank                  Open bank 

  
 
 
 
 
 
 
 
 
 
 
 

 

 

 

 

As seen in the above visualization, the traditional banking model entails that the bank’s customers use 

the bank for all financial services. In the Open Banking model, however, the customers can use a variety 

of distributors depending on the service, while building upon the bank’s data and payments infrastructure. 

While Open Banking is still at an adolescent stage in the Nordics, there are clear indicators that the 

organizational field is moving towards a structure where the role of the bank is more alike the second 

typological example above. The following section will therefore take a more comprehensive look at Open 

Banking in the Nordics, with a particular focus on the organizational changes brought on by Open 

Banking. 

 

5.2 Organizational changes of incumbent banks in the Nordics 
 

This section is an empirically driven account of the major changes to the organizational models of the 

six largest incumbent banks in the Nordics driven by Open Banking. Specifically, it looks at three key 

changes: 1) the adoption of Open Banking platform-based models; 2) a shift towards FinTech symbiosis, 

and; 3) the implementation Agile Co-creation methodologies. 
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5.2.1 Adoption of Open Banking platform-based models 

 

The most noticeable change in how the Nordic banks are altering their operations, is the development 

and implementation of Open Banking platforms. To date, all six incumbent banks have released at least 

a beta version of their Open Banking platforms (Nordea, 2019 b; DNB, 2019 b; Handelsbanken, 2019 b; 

SEB, 2019 b; Danske Bank, 2019 b; Swedbank, 2019 b). These platforms consist of Open-APIs which 

licensed third party actors can use to access account and payment data of bank customers to build 

innovative products and solutions. While these platforms were recently introduced to the market, the 

response from third party actors has been enthusiastic; Nordea for example had roughly 2,500 external 

developers in their ecosystem at the end of Q4 2018 (Contify, 2019). The significance of platform-based 

models is reflected in the 2018 annual reports (2017 for Handelsbanken) of all six banks, where open 

banking is highlighted as one of the main trends of the financial services industry, while platform-driven 

innovation is seen as a key strategic response (Nordea c, 2019; DNB c, 2019; Handelsbanken, 2018; SEB 

c, 2019; Danske Bank c, 2019; Swedbank c, 2019). DNB, for example, write: 

 

“We are facing a fundamental shift in the way banks are operating. One area where this is clearly evident 

is Open Banking, which is all about banks opening up their infrastructure via secure and user-friendly 

interfaces, allowing third-party developers to create new services and user experiences for the 

customers.” (DNB c, 2019). 

 

This view is shared across all the major incumbent banks in the Nordics, reflected in the language used 

to describe Open Banking, as well as in the actual development of and investments made in Open 

Banking solutions. Nordea, for example, has invested more than 1,15 billion Euros into their new group-

wide IT-system, where the core engine of the system is an Open Banking platform (Jyllands-Posten, 

2019). Two other examples of these types of investments are Nordic API Gateway and Tink. Nordic API 

Gateway and Tink are two FinTech-developed services aimed at aggregating and improving accessibility 

to Open Banking data, and have received significant equity investments from Nordea, Danske Bank, 

DNB and SEB (Danske Bank, 2018; Egypt Independent, 2019). In addition, the increasing dominance 

of mobile payment solutions such as Vipps (DNB), Mobile Pay (Danske Bank) and Swish (Nordea, SEB, 

Swedbank, Handelsbanken and more) is a clear indicator of incumbent banks monetizing on the Open-
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API technology. With regards to how the incumbent banks are talking about Open Banking there is a 

clear emphasis on Open Banking primarily constituting an opportunity, with statements from top level 

managers such as Nordea’s CEO Casper von Koskull, supporting this: 

 

 “ 'We've decided to embrace open banking -- and not just for the sake of compliance with the latest 

PSD2 regulations. We see open banking as a huge opportunity to create better financial solutions’, ” 

(Global Banking News, 2018). 

 

This statement places Open Banking in a positive light and shows how Nordea’s top executive sees 

pursuing a platform-based organizational model as an opportunity. This sentiment is shared by 

Handelsbankens CFO Rolf Marquardt: 

 

“And finally, of course, PSD2 will enable the bank to provide a whole range of new digital opportunities 

for our customers,” (Handelsbanken, 2017). 

 

The opportunistic perspective on Open Banking is homogenous throughout the incumbent banks in this 

study and reflects the heavy investments and strategic focus placed on the development of Open Banking 

platforms (Nordea c, 2019; DNB c, 2019; Handelsbanken, 2018; SEB c, 2019; Danske Bank c, 2019; 

Swedbank c, 2019). 

 

5.2.2 FinTech symbiosis 

 

Beyond the development of the Open Banking platforms themselves lies a fundamental change in the 

way incumbent banks in the Nordics are innovating and positioning themselves within the organizational 

field. In particular, two developments stand out: FinTech symbiosis and the implementation of Agile Co-

creation methodologies. Both of these, in line with Open Banking platforms, are highly interrelated and 

constitute central aspects of the changes in the organizational field. 

 

The first, FinTech symbiosis, refers to the shift in the primary Bank-FinTech dynamic from competitor 

to collaborator. While many actors in the financial services industry initially saw the influx of FinTech 
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firms as a threat, this view is fading as incumbent banks increase their cooperation with these types of 

organizations. Danske Bank’s CFO, for example, observed that: 

 

“There was a lot of concern about the fintech revolution, but now we see more of a symbiosis,” (Furber, 

2017). 

 

As this statement demonstrates, Danske Bank’s perspective on the role of FinTech firms in the 

organizational field is changing – from competitor to collaborator. This view is supported by the Chief 

Digital Officer at Nordea, Ewan MacLeod: 

 

“ ‘We have to ask how we can bring those ideas into the bank; how we can partner with the developers 

of those ideas; how we can reach out to that ecosystem and ensure we can benefit and how our customers 

can benefit’, “ (The Banker, 2018). 

 

MacLeod emphasizes the strategic importance of connecting with FinTech firms to bring new and 

mutually beneficial ideas into the organization. The shift from competition to collaborative symbiosis in 

the relationship between FinTech firms and banks is to a large extent characterized by banks investing 

equity into young FinTech firms parallel to bringing them into their open bank ecosystems, for example 

as SEB’s CEO said: 

 

“ ‘We also have partnerships. So it's another leg to an ecosystem strategies. We have bought 7 

companies, minority stakes in a venture cap business. This is predominantly fintech. It's another way to 

get a leg in an area, in an environment, an entrepreneurial environment, that you otherwise wouldn't’, “ 

(SEB, 2018). 

 

As this statement shows, SEB sees FinTech firms as useful partners, and expect to monetize on these 

new relationships through equity investments. Equity based FinTech-bank partnerships have become 

increasingly common within the organizational field, with multiple projects such as Vipps, Tink, Spiir, 

and Nordic API Gateway spearheading the developments. While the aforementioned projects have all 

received equity investments by incumbent banks, the open nature of the Open Banking platforms entails 
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that third party developers without monetary ties to incumbent banks can also develop services on the 

platforms, which, as earlier quotes demonstrate, high ranking bank managers have encouraged as it 

promotes their platform for the end customers. This indicates that banks see FinTech firms both as 

investment opportunities and as independent collaborators providing value to their Open Banking 

platforms. While the shift towards FinTech-bank symbiosis constitutes an interesting phenomenon by 

itself, it is part of a broader pivot in the way Nordic banks organize their innovation efforts; from internal 

large-scale projects to Agile Co-creation driven projects. 

 

5.2.3 Agile Co-creation 

 

The adoption of Agile Co-creation is another key area in which incumbent banks are re-modelling their 

organizations. Co-creation is, in its essence, a fundamental perspective on value creation which focuses 

on stake-holding individuals joining together to create value. It consists of several components, such as: 

designing platforms of engagements, combining capabilities from different ecosystems, and using fast-

paced experiential learning and insights (Ramaswamy, 2014). Agile development methodology shares 

many of the same principles as Co-creation, e.g. heavy stakeholder involvement during the production 

process, but is specifically aimed at software development. At its core, Agile development emphasizes 

flexibility, fast feedback loops, cross-functional teams, iterative development and incremental delivery 

(ITNOW, 2013). These two concepts are thus heavily linked, as the involvement of key stakeholders - 

particularly the end user - is at the center of the development process. 

 

Of the major incumbent banks in the Nordics, all six emphasize an organizational shift towards Agile 

Co-creation. Some of the clearest evidence of this is seen in the annual reports of the incumbent banks, 

where Agile Co-creation is highlighted as a key strategic target for all six (DNB c, 2019; Danske Bank 

c, 2019; Handelsbanken c, 2019; Nordea c, 2019; SEBc, 2019; Swedbank c, 2019). SEB, for example, 

write that: 

 

“New, dynamic ways of working that are based on agile development and service design in close 

interaction with customers are rapidly being implemented in the industry for all types of processes. For 

instance, banks now have the opportunity to move away from large-scale IT projects that were previously 
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conducted within the financial sector, in favour of new step-by-step solutions that are more flexible and 

can meet customer needs more quickly,” (SEB c, 2019). 

 

The emphasis on Agile Co-creation from SEB shows a clear shift in the organizational model of the bank, 

where Agile Co-creation working methodologies have replaced the waterfall approach traditionally used 

by banks. This sentiment is shared by Nordea’s CEO: 

 

“And agility is another one. And again, this is an industry that is not known for its agility. And hence, 

we are embarking on this journey, and have already embarked them. We are far into the journey of being 

much more agile, much more fast-moving, and that, of course, is one of the core reasons for the core 

bank system replacement.” (Nordea, 2017). 

 

A key component of Nordea’s transformation has been retraining employees to follow Agile 

development principles, which resulted in 5,500 employees working under these principles by the end of 

2018 (Ibid). Beyond organizational changes, initiatives bringing banks and other industry stakeholders 

together are also a key part of the shift towards Agile Co-creation. Danske Bank, for example, launched 

a dedicated FinTech Co-creation space in their Belfast office, while DNB have been cooperating with 

Norway’s largest technology incubator, StartupLab, as well as developing a FinTech accelerator called 

DNB NXT Accelerator (Danske Bank c, 2019; DNB c, 2019). This analysis shows how the incumbent 

bank as an organizational class in the Nordic financial services field is undergoing three fundamental 

organizational changes. The following section therefore investigates the underlying drivers of this 

change. 

 

5.3 Institutional isomorphism and legitimacy 
 

Ultimately, the above observations indicate a clear shift in the dynamics between the incumbent bank 

and other key constituents in the organizational field of financial services in the Nordics. Since the 

observed changes are similar across the six banks the empirical data underscore that these organizational 

changes are commonly found and allow for stronger generalizations. While opening up their data with 

Open-API platforms, the six banks studied have simultaneously and in similar ways adopted a more 
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collaborative approach with both FinTech firms and their customers. This pivot towards a platform-

based, Agile Co-creation business model found among all the major Nordic incumbent banks raises a 

key question: why is the development within this organizational field so homogenous? One might expect 

some banks to have a more skeptical approach to, or even oppose, Open Banking; yet there is a clear 

consensus among the Nordic banks that the Open Bank is the bank of the future, and that Agile Co-

creation and FinTech collaboration is the answer for capitalizing on this development. To elucidate why 

these changes have such striking homogeneity, new institutionalism provides a useful theoretical 

framework. The following section therefore analyzes the effects of isomorphic pressures on the 

organizational changes of the incumbent banks. Furthermore, it analyzes, using Suchman’s (1995) 

framework, how banks legitimize their efforts to conform to isomorphic pressures. 

 

5.3.1 Coercive isomorphism and legitimacy 

 

DiMaggio and Powell (1983) argue that organizations can experience coercive isomorphic pressures 

from organizations of which they are resource dependent or from the broader public. Two primary 

coercive isomorphic pressures can be identified in how Nordic incumbent banks are homogeneously 

transforming within their organizational field: new regulatory frameworks and changing customer 

expectations. In terms of new regulation, the data indicates that the PSD2 in conjunction with the General 

Data Protection Regulation (GDPR) has played a decisive role in the Nordic push towards Open Banking. 

Swedbank’s CEO, for example, clearly attributes the field’s developments to the new EU regulations: 

 

“The development of Open Banking platforms is a result of the EU's new payment service legislation 

PSD2. Among other things, the Act aims to increase competition in the financial market. It is also 

regulating even more clearly, that it is the customers themselves who own their personal transaction and 

account data, and also can decide who they want to share that information with,” (Swedbank d, 2019). 

 

As the above statement demonstrates, the second payment services directive has played a key role in 

pushing for the development of platform-based organizational models of banks. It also shows how banks 

are now subscribing to the view that customer data is inherently owned by the customer, a position SEB’s 

CEO also shares: 
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“So regardless if one likes it or not or believes in it or not, regulation, politicians and general public is 

going in this direction, where both PSD II and GDPR, really transitions who owns data from the 

corporate enterprise space into the individual space,” (SEB, 2018). 

 

This statement also supports that coercive isomorphism through regulation is playing a key role in 

pushing incumbent banks towards Open Banking, and that this pressure is relevant regardless of whether 

it aligns with the interests of the bank. Nordea shares this perspective as the bank emphasizes that its 

Open Banking business model is based on PSD2, with a clear prioritization of complying with the 

regulatory framework before focusing on commercial monetization (Esmerk, 2019;  Zigler, 2019). These 

findings lend strong support to DiMaggio and Powell’s (1983) argument of legislative coercive pressures 

being a key driver of organizational homogeneity. The authors hypothesize that the more organizations 

in a field transact with governmental agencies, the stronger the isomorphic pressures. Within the financial 

services field in the Nordics, and particularly so for incumbent banks, the regulatory environment is strict 

as operating in the market requires licenses contingent on compliance. The incumbent banks are thus 

highly dependent on the regulatory agencies in the field, which entails that regulatory changes will likely 

have a stronger coercive effect than in less regulated fields. The concept of Open Banking, for example, 

received little to no attention from Nordic incumbent banks until after the PSD2 was passed in 2015: 

 

 

Source: Adapted from Factiva (2019) 
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As this graph indicates, Open Banking was not discussed in key bank publications such as press releases, 

annual reports, etc. until after the PSD2 was ratified, when its relevance began rapidly increasing. This 

apparent link between the PSD2 and Open Banking as a topic of interest, along with the credit attributed 

to changing regulation by the incumbent banks, indicates that the institutional changes have had a strong 

coercive effect on the adoption of Open Banking by the incumbent banks. 

 

DiMaggio and Powell (1983) argue that the underlying driver of coercive isomorphism is legitimacy. In 

looking at the coercive isomorphic pressures stemming from regulatory changes in the organizational 

field, cognitive legitimacy is particularly prevalent. At the core of this, lies the normative idea that while 

organizations can process and monetize customer data, it is the customers themselves who own it. While 

neither PSD2 nor GDPR explicitly define data ownership, they clearly grant data subjects fundamental 

rights de facto similar to ownership rights, such as: the right to transfer, access, correct and delete data 

(EU, 2015; EU, 2016). By forcing banks to share customer data, the EU is clearly pushing this idea into 

the financial services field, and the embrace of Open Banking by the incumbent banks, both in actions 

and in words, supports the notion that the Open Bank model is approaching a cognitive level of taken-

for-grantedness in the organizational field as its constituents adopt this principle view of data ownership. 

A non-complying and closed bank will thus likely be viewed as illegitimate by the broader constituents 

of the field, coercing the major banks to adopt the normative views of regulatory bodies such as the EU 

and subsequently pursue Open Banking models through the development of Open-API platforms. This 

supports the argument that legitimacy and coercive isomorphism are highly intertwined concepts, as 

incumbent banks conforming to the coercive pressures are likely to gain legitimacy within the field. 

 

While DiMaggio and Powell (1983) have a particular focus on regulatory coercive isomorphism, the 

broader public - i.e. the customer base of the banks - is also a key constituent in the field excerpting 

isomorphic pressures on the banks. This is reflected in the data of this study, with Danske Bank for 

example highlighting dramatically changing customer expectations and behavior as one of the six drivers 

of change: 

 

“Digital innovation continues at a pace, and it is expected to accelerate further in 2019. This is due to 

both increasing customer expectations and the launch of open banking,” (Danske Bank c, 2019). 
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The digitalization of the Nordic society reflected in for example the rapid adoption of mobile payment 

services such as Vipps, Mobile Pay and Swish, has resulted in a definite expectation from this constituent 

group that financial services should be both digital and customer oriented. Additionally, customers today 

are quick to adopt to new services, increasing the pressure on organizations within the field to improve 

the rate of innovation. When DNB launched its new mobile banking application, for example, it took 

only three weeks for half of the bank’s customer base to begin using it (DNB d, 2019). This ties in with 

the implementation of Agile Co-creation production processes, where continuous customer feedback 

plays a key part of the production process. The incumbent Nordic banks have thus recognized the 

changing expectations of the broader public, and homogeneously reacted by adopting innovation 

methodologies that are more partnership-driven, customer-oriented and with a shorter time to market. 

 

The effects of these changing expectations can be understood through the concepts of cognitive and 

pragmatic legitimacy. The cognitive dimension is again captured through a taken-for-grantedness by the 

broader public, as customers have begun to take it as a given that all financial services are both digital 

and easily available. Nordea’s Chief Operating Officer, Torsten Hagen Jørgensen, underlines this point 

when discussing the digital transformation of the Nordea towards an Agile and Open Bank: 

 

“ ‘What is it all about? Because remember the Nordics have already turned to digital societies. So 

everybody expects to be able to do, more or less, all kinds of banking, self-serviced with a tool in front 

of them, one click away from an adviser’, “ (Nordea, 2017).  

 

This entails that an incumbent bank not conforming to the broader cognitive changes in the organizational 

field will be seen as illegitimate by one of its key audiences: its customers. While this does not mean that 

a conforming bank will itself gain taken-for-granted legitimacy, the technology-driven Open Bank 

focused on developing innovative, rapid and customer-experience oriented services is appearing as the 

primary organizational model normatively expected by the constituents in the field. 

 

From the perspective of the incumbent banks, much of the rationale behind their transformations - at 

least as its publicly presented - appears to be rooted in a strive for pragmatic legitimacy in the form of 
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exchange legitimacy. Specifically, the banks emphasize value creation for their customers as a main 

reason for why they are conforming to the Open and Agile approach: 

 

“We should help make our customers’ lives easier. Therefore, we strive to serve our customers swiftly 

and meet their needs as they emerge. This means that we are constantly working towards becoming more 

efficient and agile in the way we work,” (Danske bank c, 2019) 

 

Danske Bank’s efforts towards improving their agility can be conceptualized as a strive for exchange 

legitimacy with its clear emphasis on generating value for their customers by making their lives easier 

and meeting their needs. This sentiment is shared by Nordea:  

 

“We have been committed to Open Banking from the beginning because we could really see the potential 

for creating new products and services that bring value to our customers,” (Nordea, 2018). 

 

Creating value for the customer, i.e. the constituent, is again the primary focus of the above rationale, 

and shows how Nordea and Danske Bank, like Swedbank, strive for exchange legitimacy when 

explaining their transformation to Open Banking: 

 

“Innovations and collaborations will build the future banking sector and we are well equipped to be in 

the forefront of the digital development. Open Banking gives us completely 

new opportunities to increase customer value in cooperation with third-parties, 

and this ensures that we are where our customers want to meet us,” (Swedbank d, 2019).   

 

While Swedbank’s statement also supports the argument of cognitive legitimacy in its taken-for-

grantedness, all three quotes demonstrate a strive for exchange legitimacy from the incumbent banks. By 

creating value for their customers, the theory of exchange legitimacy dictates that their behavior should 

receive support and be legitimized by their audience. This also ties in with the taken-for-grantedness 

within the field, as the expectations from customers are likely to increase as they are continuously offered 

services with marginally higher value. This race to the top can become a positive feedback loop as 
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organizations competing for exchange legitimacy simultaneously increase the normative expectations 

from the broader public, which in response requires even higher valued services. 

 

The implementation of Agile Co-creation also entails another form of pragmatic legitimacy: influence 

legitimacy. As various constituents are incorporated into the development processes of incumbent banks, 

these constituent groups are likely to create perceptions of the banks as favorable to their broader 

interests. This in turn should increase the legitimacy of the banks. Nordea, for example, claim that they 

as a result of their ongoing transformation now are close to their customers, and let them test new 

solutions and integrate the feedback in the innovation process (Nordea c, 2019). The bank’s CEO has 

additionally argued that the bank has traditionally been difficult to deal with from a customer perspective, 

but that this is now changing: 

 

“Of course, the only reason we do that is that we need to have the customer in the focus, because we do 

it for the customer. And when we do that, then we actually can meet what we have articulated for us, a 

customer vision where a customer can actually say that we are easy to deal with; we are anywhere, 

anytime; we are relevant and competent, stable and trustworthy,” (Nordea, 2017). 

 

Through incorporating customers in the development of products and services, Nordea aims to change 

the perception of their bank from being difficult to deal with to an organization that is favorable to the 

broader interests of its customers - which should increase its legitimacy among this constituent group. 

 

The same principle applies to a different constituent group in the field: the FinTech firm. As the 

competitive landscape within the field shifts towards platform-based competition, the dependence of 

incumbent banks on third party collaborators such as FinTech firms also increases. This is reflected both 

in how Nordic banks are using various initiatives to attract FinTechs, and in the way they talk about the 

importance of this constituent group, e.g. SEB’s CEO: 

 

“So open banking is that we will also need to reach out to people, companies and, well, ask our clients, 

‘What is interesting to you? So you can get it in our environment.’ So this is the opposite way where we 

get the capabilities being produced by, for example, 14,000 fintech companies globally right now and 
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not see them as anything than what they are, a superb interesting research and development department 

that will create a real value if they succeed, and of course, we would like to bring it to our clients in our 

environment,”  (SEB, 2018). 

 

The incorporation of FinTech firms in product development processes through Co-creation can lead to 

both exchange and influence legitimacy from this group. Exchange legitimacy in that the mutual value-

creation through monetizing new services will benefit FinTech firms, and influence legitimacy in that 

their inclusion as collaborative partners should again promote the view that incumbent banks are 

ultimately favorable organizations to the broader interests of FinTech firms. 

 

5.3.2 Mimetic isomorphism and legitimacy 

 

The previous section demonstrates the significance of coercive isomorphism in pushing the incumbent 

banks in the field towards developing Open-API’s and adopting faster, more customer-experience 

oriented methods of innovation. Coercive isomorphism does not, however, explain why these 

organizations have adopted such similar approaches to achieving this aim. The concept of mimetic 

isomorphism can, however, elucidate this. As previously argued, the recent influx of FinTech and High-

Tech firms into the organizational field has brought with it new norms, values and meaning systems. 

These firms are from an organizational perspective vastly different from traditional banks, as their 

Software-based business models have led to Agile methods being core to their way of conducting 

business (Denning, 2018). A quick glance at the world’s five biggest firms by market capitalization 

(Apple, Alphabet/Google, Amazon, Microsoft and Facebook) undoubtedly paints a picture of High-Tech 

firms as successful organizations operating in highly digitized fields (Ibid). The Agile approach is also 

dominant among FinTech organizations (Van der Zande, 2018). This stands in stark contrast to the 

traditional bank, which is typically “bogged down by regulation, legacy systems, sheer size, and 

inflexible cultures,” (Ibid: 331). As FinTech and High-Tech firms enter the field, parallel to a broader 

institutional pivot towards digital and Open Banking, one would therefore expect slow-moving 

incumbent banks facing uncertainty in a rapidly developing environment to look towards these types of 

successful organizations. 
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Within the Nordic banks, the evidence of mimetic isomorphism is compelling. Nordea, for example, have 

shifted their product development design from multi-year projects to 12-week sprint intervals more 

common in Agile organizations (Vang-Jensen, 2019). They have also implemented a one-week 

prototyping methodology based on Google Ventures’ design into various areas of their organization 

(Wright, 2018). These organizational changes are a result of Nordea modelling itself after successful 

technology firms:  

 

"We are borrowing from the tech giants, who have a relentless approach on testing, learning and 

evaluating really quickly," he says. "We have integrated that thinking into how we approach the 

ecosystem here at Nordea. Running fast, testing, learning and then iterating it and delivering the best to 

the customer." (The Banker, 2018). 

 

This statement, from Nordea’s Chief Digital Officer, outlines an Agile approach to innovation and clearly 

attributes Nordea’s implementation of this methodology to modelling itself after technology firms. This 

perspective is aligned with that of multiple other major Nordic banks, such as DNB: 

 

“To meet the competition from technology companies, DNB has developed a method of prioritising 

projects that should be carried out with an agile approach, which is a common way of managing projects 

in technology companies, where ideas are continuously developed and tested. An important effect of this 

is that we can test ideas faster and in that way avoid the costs of developing solutions which for various 

reasons do not work,” (DNB c, 2019). 

 

DNB have also developed and implemented Agile approaches to managing their projects, and, as Nordea, 

link these developments to the organizational models of technology firms. The mimetic behavior of DNB 

is manifesting itself throughout the organization, and their head of digitalization and business 

development, Halvor Lande, claims that the bank is now first and foremost a technology company: 

 

"We already regard DNB as a technology company with a banking licence. In order to conquer the 

competition, our ambition is to become one of Europe’s leading technology companies." (FinExtra, 

2017).  
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As digitalization and Open Banking has brought technology-born organizations into the financial 

services field, incumbent banks have begun adopting a view of themselves not just as financial firms, but 

also as technology firms, with DNB for example joining Norway’s primary ICT interest group ICT 

Norway in 2018 (Esmerk, 2018). Danske Bank’s global head of transaction banking Lars Sjögren also 

emphasizes that the bank is greatly inspired by FinTech firms with regards to product development 

(Schwartzkopff, n.d.). With such developments, who better to model oneself after than the most 

successful technology firms? This supports the key argument of DiMaggio and Powell (1983) that 

organizations will model themselves after other organizations in their field which they perceive as 

successful or legitimate. As the organizational field becomes more saturated with technology-driven 

organizations simultaneously as regulatory agencies and the broader public push for more digitalization, 

it is no surprise that business models proven to work in High-Tech fields diffuse across the incumbent 

organizations in the field. This process of diffusion is likely exacerbated, as DiMaggio and Powell (1983) 

argue, by the highly skilled labor force and broad customer base of the financial services field, as this 

increases pressures to provide similar services to competing organizations. 

 

While coercive isomorphism, and the forms of legitimacy underpinning it, are exogenous push factors 

exerted on organizations, mimetic isomorphism can be better conceptualized as a pull factor. As 

organizations face uncertainty, which is the case in a rapidly evolving field such as the financial services 

industry in the Nordics, conforming to established models is a common organizational strategy for 

accruing cognitive legitimacy. The mimetic behavior of the incumbent banks in the Nordics can therefore 

be argued to be rooted in a strive for legitimacy, as they see both High-Tech and FinTech firms as using 

legitimate organizational models in a digital environment where agility is of increasing importance. This 

is clearly articulated by many of the banks themselves, such as DNB: 

 

“We must think and act like a technology company in areas such as customer experience, innovation, 

automation, working methodology, new business models, third party collaboration, use of data and 

obtaining the right skills mix,” (DNB c, 2019). 
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The fact that banks are outspoken about their mimetic behavior underscores this point, as it promotes 

cognitive legitimacy in the form of comprehensibility regarding their digital transformations. Statements 

such as these send a clear message to the various stakeholders within the field that the banks are aware 

of the institutional changes occurring, and that one of their primary strategies for dealing with these are 

to mimic successful and legitimate business models popular in technology-driven industries. 

 

5.3.3 Normative isomorphism and legitimacy 

 

The final institutional isomorphic mechanism as highlighted by DiMaggio and Powell (1983), is 

normative isomorphism. As an organizational field becomes professionalized, the actors within it 

develop shared normative views on problems, policies and behavior - which in turn drives the process of 

homogenization. While the authors’ original thesis emphasized the role of formal education in normative 

isomorphism, this thesis adopts the perspective developed by more recent academic work, such as 

Henriksen and Seabrooke (2016), in also in including professional experience beyond formal education 

as a source of legitimacy. 

 

There is extensive evidence supporting that the professionalization of the financial services field in the 

Nordics is undergoing change. In general, there is a push from incumbent banks towards recruiting and 

upskilling existing employees with skills such as IT, data analytics and product development. DNB, for 

example, carried out a four-month reskill program in 2018 which created 14 data scientist roles (DNB c, 

2019). The bank attributes the new focus on skills enhancement to the broader structural changes within 

the field and claim significant changes in the skills diversity of the firm compared to just a year prior - 

particularly due to an increase in technology and data analytics skills (Ibid). Nordea is also undergoing 

a major transformation of its employee base, with a goal of reducing their number of employees with 

6000 while simultaneously executing a competency shift towards skills such as IT and product 

development (Jönsson, 2018). The retraining of employees towards Agile Co-creation methodologies 

underlines this, and Nordea attributes significant importance to their retraining programs: 

 

“These trainings are part of a fundamental shift in how we drive execution with customer value, 

collaboration and time to market in focus” (Nordea c, 2019). 
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This perspective is reflected by other incumbent banks, such as Swedbank emphasizing its skills 

development program as a response to the changes in the industry and SEB highlighting a strategic focus 

towards attracting young talents targeted by IT and tech-startups as a result of the ongoing competency 

shift (Swedbank c, 2019; SEB c, 2019). The overall emphasis from the banks on changing their skills 

stock demonstrates how the professionalization of the financial services is undergoing change. 

 

While the above data shows how the professional base of the incumbent banks are shifting, it is also 

interesting to see whether these developments are reflected in the top leadership of the banks. The 

following section will therefore analyze the educational and professional backgrounds of the top 

leadership of the banks, i.e. their board of directors: 

 

Bank Total board members CS or Eng. education Digital/tech experience 

Nordea 10 3 5 

SEB 14 3 4 

Swedbank 11 3 3 

Handelsbanken 11 2 3 

Danske Bank 12 0 4 

DNB 7 2 4 

Total 65 13 23 

 

Sources: (Danske Bank d, 2019; DNB e, 2019; Handelsbanken d, 2019, Nordea d, 2019; SEB d, 2019; 

Swedbank e, 2019). 

 

As the above data shows, all the major banks bar Danske Bank have several board members with formal 

educations in either computer science or engineering, and all the banks have board members with relevant 
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digital professional experience. This professional experience entails either having worked extensively 

within IT/Digital functions of an organization or having held key positions in or been on the board of 

technology firms. In aggregate, 20% of the major Nordic bank board members have an education within 

engineering or computer science, and 35.4% have relevant digital professional backgrounds. Many of 

these board members have been appointed within the last few years, and the findings generally show an 

increase in digitally oriented board members compared to a similar study done on the four Swedish banks 

by Van der Zande (2018) using 2016 data. This indicates a changing cognitive base in the leadership of 

the incumbent banks, as the professional skills at the top of the leadership are becoming more 

technologically oriented. 

 

As both the leadership and the labor force of the incumbent banks shift from traditional financial 

professionals towards more product development, IT and data science-oriented backgrounds, normative 

isomorphism entails that one would expect a cultural transformation where the legitimized way of doing 

business changes. Nordea’s head of business innovation in transaction banking, Sophia Wikander, argues 

that: 

 

" ‘You also need a certain type of person; typically not a traditional banker, ‘ " she says. " ‘They can 

obviously have banking experience, but they need a slightly different mind-set from what we perceive as 

traditional bankers, ‘ " (The Banker, 2018). 

 

Incumbent banks have as such identified a need for skills beyond the “traditional banker” background, 

and this is reflected in the changing professional base of the financial services industry. SEB’s new Chief 

Digital, Customer Experience and Communications Officer, Sara Öhrvall, is an example of how the 

changing professionalization of financial services is diffusing a new normative view on banking within 

the field. Öhrvall takes it for granted that data is the key to the future of banking and lies at the center of 

the digital transformation, and that Open Banking is a catalyst for this development (Höiseth, 2018). She 

is seen by other top managers in SEB as one of the key actors of SEB’s digital transformation, and her 

experiences with organizations such as Volvo - a car manufacturer having undergone a major 

transformation to Agile - is highlighted as one of her primary attributes (Ibid). Öhrvall is therefore a 

prime example of how the professionalization of financial services is changing, and how the normative 
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views of these new professionals are aligned with the overall transformation the banks are undergoing; 

supporting the argument of normative isomorphism. 

 

While the previous section lends support to the thesis of normative isomorphism through 

professionalization by DiMaggio and Powell (1983), the authors also highlight professional networks as 

a central driver of diffusion. As Danske Bank’s Head of Strategy and Execution, Transaction Banking 

and Investor Services, Kasper Uhd Jepsen, notes, the development model of the bank has: 

 

 “...traditionally taken a waterfall-oriented approach with a hard line between the business and the IT 

organization,” (Deloitte b, n.d.). 

 

Through the shift towards Agile Co-creation, however, the waterfall approach is being faded out in favor 

of cross-functional teams. In Danske Bank, for example, Agile methods began in the IT department 

approximately five years ago but has now spread through the organization with cross-functional teams 

consisting of both business, IT and other key stakeholders now working together to produce products 

such as Mobile Pay (Ibid). DNB took a similar approach by creating a dedicated ‘digital floor’ bringing 

together stakeholders of different backgrounds and with different capabilities, where the Vipps project 

got located early on in its inception (Macknight, 2019). By increasing the digital skill stock in the 

organization, and then developing internal networks consisting of employees with both financial/business 

backgrounds and digital backgrounds, the normative views of these groups are diffused throughout the 

organization instead of being isolated in specific functions such as IT. 

 

While these intraorganizational networks diffuse new models internally within the organizations, 

interorganizational networks play an important role in diffusing models throughout the organizational 

field. The importance of these networks is radically increasing as a result of Open Banking driving 

incumbent banks to seek out new partnerships and knowledge sharing with FinTech firms, High-Tech 

firms and other incumbent banks. During for example the NextGen Banking Nordics 2018 conference, 

attended by the industry leaders from banks, FinTechs and other key stakeholders in the Nordics, the two 

keynote speakers consisted of Anders Nicander, Strategic Lead and Head of Digital Wealth at Nordea, 

as well as SEB’s Head of Digital Experience Anna Grandt (NextGen, 2019). Nicander discussed how 
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FinTech partnering and organizational culture is the recipe to a bank’s digital transformation, while 

Grandt urged the attendees to “ ‘embed an agile development approach throughout their business, not 

just in their IT departments,” (Ibid; FinExtra 2018). These types of networking events are common 

throughout the field, and SEB for example highlight hosting hackathons and knowledge sharing seminars 

as an important strategic initiative in their 2018 annual report (SEB c, 2019). 

 

Beyond knowledge-sharing events and FinTech partnerships, Nordic incumbent banks are also 

collaboratively pursuing projects driven by Open Banking technology. Two of these are especially 

noteworthy: Project 27 and Nordic KYC Utility. Project 27 (P27) is a joint initiative launched by the 

seven largest Nordic banks, and aims to develop a pan-Nordic payment infrastructure (FinExtra, 2018). 

Through harmonizing and standardizing the clearing of payments across the Nordics, the incumbent 

banks aim to create a low-cost platform where banks and bank-FinTech partnerships can build new 

services on top (Ibid). The Nordic KYC Utility project is another in-progress joint venture, among the 

six largest Nordic banks, and is a Know-Your-Customer compliance project aspiring to develop a 

common digital platform to improve anti-money laundering measures while simultaneously bringing 

down compliance costs (Mackenzie, 2018). Both of these projects demonstrate how the Nordic banks are 

operating within the same professional network, and subsequently share common normative views on 

the strategic importance of platform-based innovation and Co-creation. This reflects a strive for cognitive 

legitimacy by the banks, as the changing professionalization of the field is leading to a 

reconceptualization of the taken-for-granted organizational model of the traditional bank. 

 

5.4 Summarizing: Institutionalization of the Open Bank 
 

The above analysis paints a picture of a multitude of complex and interlinking institutional processes. 

The purpose of this section is therefore to, through a more holistic approach, explain how these processes 

interact to drive the homogenous organizational changes seen among incumbent banks in the Nordics. In 

doing so, this section demonstrates how the Open Bank is becoming institutionalized as an organizational 

model for incumbent banks in the Nordics. The Open Bank is here conceptualized as an organizational 

model consisting of the three elements uncovered in the previous analyses: a platform-based model, a 

symbiotic relationship with FinTech firms, and an implementation of Agile Co-creation. A central aspect 
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of institutional theory is that the institutional environment of organizations shapes and constrains their 

behavior. As demonstrated in the previous section, the institutional environment of the incumbent bank, 

i.e. the financial services field, is undergoing four major institutional changes: 1) new regulatory 

frameworks; 2) changing public expectations; 3) new competitive organizations in the organizational 

field, and; 4) a changing professional skills base. 

 

Figure: Institutional changes in the Nordic financial services field: 

 

 

 

These four institutional changes are all highly related to Open Banking and given that Open-APIs are 

emerging as a result of regulatory intervention, the link to PSD2 is also apparent. As Open-APIs facilitate 

data sharing and platform-based models, FinTech and High-Tech firms have lower entry barriers to the 

field, and their presence is increasingly felt by incumbent banks. The diffusion of technology firms into 

the financial services field has brought with it a new professional base where digital skills and product 
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development are more in focus. Simultaneously, the general public’s expectations regarding financial 

services are changing as the products and services in the market are continuously becoming more digital 

and customer oriented. While these changes are all driven by Open Banking in some fashion, it is 

necessary to acknowledge that they are occurring within a broader context of digitalization of the society. 

As such it is not argued that Open Banking is alone causing these changes, but as this analysis has shown, 

Open Banking is a key driver of the institutional changes and a catalyst for further digitalization. 

 

As the organizational field undergoes institutional changes, conceptions of what constitutes legitimate 

behavior also transforms. This entails that banks are put under a new set of coercive, mimetic and 

normative pressures. As a result of this, the banks homogeneously adopt similar organizational changes. 

The overall directional flow of the institutional processes in the field is therefore: 

 

Figure: Institutionalization of the Open Bank in the Nordics 

 

 

 

As the above figure illustrates, the institutionalization of the Open Bank as an organizational model for 

incumbent banks in the Nordics is a complex and circular process. As the institutions of the 

organizational field changes, incumbent banks are in practice operating in an organizational field which 
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can be characterized as a hybrid of the traditional financial services field and the technology field. This 

results in new norms, values and meaning systems diffusing throughout the field. The effects of the 

institutional changes on the incumbent banks occur through institutional isomorphic pressures as they 

strive for legitimacy. 

 

These pressures, or mechanisms, are highly interrelated. Beginning with coercive isomorphism in the 

form of new regulatory frameworks, the introduction of the GDPR and particularly the PSD2 increases 

both normative and mimetic isomorphism. It increases normative isomorphism by demanding the 

development of Open-APIs, which places a stronger regulatory burden on incumbent banks to increase 

their digital human capital. Simultaneously, Open Banking regulation has positive effects on mimetic 

isomorphism through reducing the entry barriers for FinTech and High-Tech firms to the financial 

services field while at the same time creating uncertainty. As the regulatory changes constitute a 

fundamental shock to banking, all the while facilitating an influx of technology-driven firms, it creates 

optimal conditions for mimetic behavior. 

 

Coercive isomorphism in the form of changing expectations from the broader public also has similar 

effects on the other two other isomorphic mechanisms. It exacerbates normative isomorphism as the 

expectations for digital and customer-oriented products with a short time to market demands 

organizations with a different professional skill set than the traditional banker. This entails that banks 

must look to increase their labor stock with people of IT, analytical and product development 

backgrounds, which increases the relative normative isomorphic pressure from these types of 

professionals as opposed to those with traditional banking backgrounds. As developing these types of 

digital services has a legitimized model within technology-driven fields, i.e. Agile Co-creation 

methodologies, it is not surprising that banks decide to adopt the same methods as High-Tech and 

FinTech firms when the general public begins expecting services in similar design to those of these firms. 

This shows how coercive isomorphism from the public also exacerbates mimetic isomorphism. 

 

Finally, normative and mimetic isomorphism positively reinforce each other. This is because the 

professional types sought after by the banks in the current institutional environment are typically found 

in technology-driven firms. DiMaggio and Powell (1983) highlight employee turnover as a typical 
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mechanism of mimetic isomorphism, which is supported by the data as incumbent banks source new 

skills through external recruitment as well as internally upskilling their existing work stock. This is seen 

in how the incumbent banks are actively looking to source new employees with IT, analytics and product 

development skills from for example FinTech firms. As incumbent banks become more saturated with 

employees with backgrounds in Agile technology fields, this encourages modelling after these 

organizations while simultaneously diffusing a new normative understanding of the bank’s role in the 

financial services field.  As the mimetic isomorphism increases, it amplifies the need for more 

professionals with the aforementioned skill set. The link between normative and mimetic isomorphism 

is further seen in how actors and organizations within the Nordic financial services field operate in 

networks through collaborations, intra-firm innovations, hackathons and conferences, which facilitates a 

diffusion of organizational models. Overall this shows how institutional isomorphic mechanisms are 

highly interrelated, emphasizing the importance of seeing them holistically. 

 

As the data in this analysis has shown, the three most significant organizational changes which can be 

attributed to institutional changes in the field are the platform-based model, FinTech symbiosis and Agile 

Co-creation. It is through the coercive, mimetic and normative isomorphic mechanisms that the 

institutional changes are impacting the organizational models of the incumbent banks. As shown, the 

incumbent banks are more or less homogeneously adopting the organizational changes, and in doing so 

they are institutionalizing a new model of banking: The Open Bank. This Open Bank model is not just 

characterized through a sharing of data but incorporates all the above elements. Like institutional 

isomorphism, the organizational changes are also highly interrelated. The platform-based model 

promotes an influx of FinTech firms into the ecosystems of banks - encouraging FinTech symbiosis. 

Simultaneously, the presence of these new organizations encourages implementing working methods 

which can capitalize on these, promoting Agile Co-creation where collaboration and agility lies at the 

center of development. As incumbent banks increasingly adopt Agile Co-creation, the importance of 

their Open Banking platforms and FinTech partnerships are likely to increase; further driving the 

organizational changes. 

 

Regarding legitimacy, the institutionalization of the Open Bank as an organizational model is occurring 

through the mechanisms of pragmatic and cognitive legitimacy. As the incumbent banks experience a 
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transforming institutional environment where what constitutes as legitimate behavior is changing, it is 

through conforming to the isomorphic pressures that they can gain or retain legitimacy in the field. By 

including both customers and FinTech firms in product development processes, the incumbent banks can 

gain influence legitimacy with these constituent groups. Simultaneously, the emphasis on value creation 

shows how the banks studied strive after exchange legitimacy. As the organizational elements of the 

Open Bank are to an increasing degree reaching a taken-for-grantedness status in the field, this form of 

cognitive legitimacy is also relevant in the institutionalization process. Finally, the fact that the banks are 

explaining their organizational transformations as modelling after technology firms constitutes a strive 

after comprehensibility; i.e. making sense of their behavior in a drastically changing and chaotic 

environment. While it goes beyond the scope of this thesis to assess the effectiveness of the banks’ strive 

for legitimacy, the link between institutional isomorphism and the various forms of legitimacy is seen in 

how the banks motivate and explain their organizational transformations.  

 

The final step of the institutionalization process as modelled above occurs as banks begin adopting the 

Open Bank model. As this organizational model becomes the legitimized and taken-for-granted model 

for this type of organization it further increases the institutional changes. This is because as banks adopt 

the organizational changes, they are simultaneously exacerbating the transformations in the professional 

base, the importance of FinTech firms and the changes in customer expectations within the field itself. 

I.e., as organizations conform to isomorphic pressures they are simultaneously contributing to the 

strengthening of these pressures. This shows how the institutionalization of the Open Bank is a circular 

and self-reinforcing process consisting of a multitude of complex and interrelated sub-processes; 

beginning with the institutional changes driven by Open Banking and ending with the institutionalization 

of the Open Bank further exacerbating the institutional changes. Having analyzed how Open Banking is 

institutionalizing organizational changes in the Nordic financial services field, the following section aims 

to critically discuss the findings of the analysis.  

6. Discussion 
 

This section summarizes, interprets and places the findings of the thesis in an academic and practical 

context. It does this through: 1) extrapolating and summarizing the key findings of the analysis; 2) 
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explaining the limitations of the theoretical and methodological approach of the thesis and accounting 

for alternative approaches; 3) discussing the contribution of the thesis to the organizational field of 

financial services; 4) discussing the academic contribution of the thesis, and finally; 5) recommending 

future areas of research within the topic of Open Banking.  

 

6.1 Summary of findings 
 

This thesis sought to answer the research question “How is Open Banking institutionalizing 

organizational changes in incumbent banks in the Nordic financial services field?” To achieve this aim, 

a comprehensive and data-driven investigation of the major organizational changes in incumbent banks 

was undergone. It was found that the six largest Nordic incumbent banks are pursuing platform-driven 

models, employing a more collaborative approach to FinTech firms, and undergoing transformations to 

make their organizations’ innovation efforts more flexible and customer-oriented through Agile Co-

creation. These changes were conceptualized as the Open Bank model. Furthermore, four fundamental 

institutional changes in the field driven by the Open Banking movement were uncovered: 1) new 

regulatory frameworks through EU directives such as the PSD2; 2) public expectations becoming more 

demanding of digital and customer oriented products and services; 3) an influx of technology firms into 

the field, and; 4) a professional base shifting towards IT, analytics and product development skills.  

 

Through applying DiMaggio and Powell’s (1983) theory on institutional isomorphism and Suchman’s 

(1995) typology on legitimacy it was shown how the Open Bank model is emerging because of these 

four institutional changes in the field. Specifically, the findings find support in coercive pressures from 

regulatory agencies and the general public pushing the banks towards the Open Bank model. It was also 

shown how incumbent banks, in a context of uncertainty stemming from a rapidly changing institutional 

environment, are modelling themselves after FinTech and High-Tech firms; supporting the explanatory 

power of mimetic isomorphism. Normative isomorphism was also found to be a significant mechanism 

of isomorphic change, as the changing professionalization of the field and organizational networks were 

shown to play key roles in diffusing new normative ideas. Overall, the findings lend support to the 

explanatory power of all three mechanisms of institutional isomorphism. Simultaneously, it was 

demonstrated how isomorphism and legitimacy are highly interrelated concepts, as the banks legitimized 
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their actions through pragmatic and cognitive legitimacy. The data did not support moral legitimacy as a 

relevant form of legitimacy for answering the research question. Finally, a more holistic analysis 

demonstrated how organizational change, institutional change, institutional isomorphism and legitimacy 

are all highly interrelated processes. As Open Banking drives institutional change, institutional 

isomorphism leads to homogenous organizational changes as incumbent banks seek legitimacy, further 

reinforcing the process of institutionalization. Together these elements thus form the key parts explaining 

how the Open Bank, characterized by the three organizational changes above, is becoming 

institutionalized as the banking model of the future in the Nordics. 

 

6.2 Limitations of research and alternative explanations 
 

As this thesis follows a new institutionalist perspective, with a particular focus on institutional 

isomorphism, it is inherently more concerned with investigating commonalities than differences. It is 

therefore necessary to emphasize the point made by new institutionalist scholars such as DiMaggio 

(1988;1995) that isomorphism is not a deterministic master theory arguing that all organizations will 

become identical. The findings of this thesis should be understood in this light, as the theoretical and 

methodological framework applied is not well suited for elucidating organizational differences. Between 

the six banks, there is likely a significant amount of heterogeneity; be it in within strategy, culture, 

resources or capabilities. A theory such as the Resource Based View (RBV) of the firm would be more 

appropriate for understanding the inner workings of the organizations studied, and how this affects 

strategic choices. Such an approach would fall more towards the strategic organizational approach and 

likely place more weight on agency over structure. As this thesis also applies Suchman’s (1995) typology 

on legitimacy it does award the organizations studied a certain amount of agency, circumventing the 

over-socialized approach new institutionalism is sometimes criticized for. Despite this, there is a definite 

lack of explanatory power over the heterogeneity of the organizations studied in this thesis. This is not a 

weakness of the thesis, however, but a consequence of the research process. The holistic and institutional 

approach applied in this thesis should thus not be seen as a competing explanation to the RBV or other 

strategic organizational theories, but rather as complementary as they illuminate different perspectives 

of the organization and how it interacts with its environment. 
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Another limitation of this thesis results from the deductive application of theory. While this approach is 

useful for evaluating the explanatory power of theory, it does entail that competing explanations are 

difficult to discover. As this thesis focuses primarily on institutional isomorphism, competitive 

isomorphism has not been a subject of the research. This does not, however, mean that competitive 

isomorphism is not a relevant mechanism for the case of Open Banking in the Nordics. DiMaggio and 

Powell (1983) themselves argue that both competitive and isomorphic pressures exist. For the purpose 

of this thesis, though, competitive isomorphism fell outside of the research scope. The findings of this 

thesis do therefore not represent a dogmatic explanation of the complex social world, but rather provide 

an explanation for a specific subset of institutional processes within their particular institutional context. 

Provided the interrelatedness of isomorphic pressures, competitive isomorphism could very well be 

present and interacting with the institutionalization processes uncovered in this thesis, but without 

specifically looking for it, its relevance can neither be argued for or against. This does not undermine the 

findings of this thesis, but it is nevertheless necessary to acknowledge that other theories such as 

competitive isomorphism can hold complementary explanatory power over the organizational changes 

of the incumbent bank. 

 

This thesis also has methodological limitations related to its holistic approach. By looking at six banks 

as opposed to just one or two, the depth of the analysis is negatively affected. Heterogeneity in 

organizational models of the incumbent banks are therefore poorly accounted for. This approach is, 

however, a direct reflection of the research question and theoretical framework chosen and is thus a 

limitation more so than a weakness. The organizational model of the Open Bank as developed in this 

thesis is therefore not a complete blueprint all incumbent banks will necessarily subscribe to, but rather 

a conceptualization of three distinct organizational similarities becoming institutionalized within the 

financial services field in the Nordics. Furthermore, the data also has certain drawbacks. As the 

documents used for the analysis are primarily derived from official settings it does entail that opinions 

expressed from the banks and its managers can be colored by optics. This could have been addressed 

through supplementing the document data with for example qualitative interviews, but this was deemed 

too demanding given the scope of the thesis. The data used does not, however, undermine the findings 

of the study, but rather warrants an awareness of it being representative of how the banks want to be 

perceived. This primarily relates to the sections of the analysis related to legitimacy, however, as they in 
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contrast to the remaining sections are more concerned with underlying motivations rather than observable 

actions. 

 

6.3 Practical contribution to the organizational field of financial services 
 

The influence of digitalization continues to increase within the financial services field, and it is therefore 

becoming increasingly important to accrue knowledge about its effects. As the findings of the thesis 

show, digitalization is changing organizational models, institutional regimes and the very way the 

broader public interacts with financial services. The development of movements such as Open Banking 

are rapid; e.g. from the ratification of PSD2 to 2015 to Nordea’s release of their first Open-API platform 

just two years later, in 2017 (Nordea, 2018). For the primary stakeholders of the financial services field, 

keeping up with the pace of change is therefore a significant challenge. With billion-Euro investments in 

digital transformations from incumbent banks, the costs of action are also far from negligible. Yet the 

uncertainty stemming from the pace of the institutional changes entails that key stakeholders may be 

making decisions with limited knowledge. For organizations such as incumbent banks, FinTech firms 

and High-Tech firms, this thesis thus provides a useful overview over how the financial services field is 

changing in the Nordics. By accounting for both the broader trends of the field and some of the 

archetypical relationships of various stakeholders in the field, this thesis can aid organizations in better 

understanding the context they are situated in. Through recognizing the relevant institutional changes 

occurring within the field, and the social processes related to these, financial organizations can become 

more apt at identifying the social constructs which constrain and shape decisions. This can help decision 

makers to become more reflexive about their perceptions, actions and meaning systems, and the role 

these play in their strategic decisions. Simultaneously, a better awareness of the institutions within the 

field provides a stronger basis for understanding why the various constituents in their field behave in the 

way they do. This is of particular importance during periods of significant institutional change, as in the 

case of Open Banking, where uncertainty is likely to be high. 

 

This thesis also holds value to regulatory agencies such as the EU and national financial agencies, as it 

establishes the role of directives and regulations such as the PSD2 and GDPR in driving both institutional 

and organizational change. A better grasp of institutional processes can aid policy makers in better 
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understanding how regulatory intervention interacts with an organizational field, and why the contextual 

setting is of significance. In the case of Open Banking, for example, the PSD2 is very much aligned with 

the broader digitalization process of the financial services field. This means that the coercive, mimetic 

and normative pressures work in conjunction. If the institutional regime was vastly different, and the EU 

ratified the PSD2 in a context where institutional isomorphic pressures existed against digitalization, the 

effects of the directive could have been exceedingly different. For policy makers, this thesis therefore 

highlights the importance of understanding the institutional forces at work in an organizational field, and 

how the organizations within it are under the constant influence of institutional isomorphism and strive 

for legitimacy. 

 

6.4 Academic contribution to existing research 
 

The academic contribution of this thesis is both exploratory and explanatory, with the exploratory 

contribution being more empirically oriented. Open Banking is a topic of significant relevance to a 

multitude of stakeholders in the Nordic societies; be it financial regulators, incumbent banks, FinTech 

and High-Tech firms, or the broader public. Despite its relevance, the highly contemporary nature of the 

phenomenon has led to a gap in the empirical understanding of the consequences of Open Banking. The 

exploratory and empirical contribution of this thesis has therefore been to help fill this gap. Specifically, 

this thesis has uncovered some of the major institutional and organizational changes the Nordic financial 

services field is undergoing. By systematizing and conceptualizing three of the key organizational 

changes of incumbent banks, there is now more of an empirical foundation on the topic for future research 

to expand upon. In doing so this thesis adds to existing studies such as Cortet, Rijks and Nijland (2016) 

by accounting for how banks are actually transforming their organizations; moving beyond the more 

predictive perspective of earlier papers. This thesis has also contributed in empirically accounting for the 

broader changes of the institutional environment; uncovering how the financial services field in the 

Nordics is becoming increasingly saturated by technology-driven firms parallel to changing customer 

expectations, new regulatory frameworks and a transforming professional base. In doing so, this thesis 

contributes to the limited academic research on digitalization within finance in the Nordics. Specifically, 

it complements Van der Zande’s (2018) findings by accounting for the importance of institutional 

changes beyond technological developments and regulatory changes in transforming banking. 
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Furthermore, the findings of this thesis are aligned with Soulé (2016) regarding the importance of the 

second payment services directive in promoting Open Banking. Finally, the paper adds to Gozman et 

al.’s (2018) research paper by improving the empirical foundation on key areas such as changing 

organizational models driven by Open Banking. Although Gozman et al. (2018) show how incumbent 

banks are adopting different roles in collaborations with FinTech firms, the findings of homogeneity in 

this thesis does not contradict this heterogeneity. The reason for this being that the focus of this thesis is 

on broader organizational models rather than roles in specific initiatives, and as such the diverging 

findings are primarily a result of differences in perspectives and the level of analysis. 

 

While this thesis has helped fill the empirical gap on Open Banking, a significant part of its academic 

contribution is of an explanatory and theoretical nature. Through the deductive analytical approach, the 

explanatory power of institutional isomorphism has been demonstrated in the case of Open Banking in 

the Nordics. In particular, the thesis showed how coercive, mimetic and normative isomorphism can 

explain organizational change. New institutionalism has been criticized for lacking explanatory power 

over organizational change by several scholars, who see it as a theory for explaining a rigid, homogenous 

status quo rather than the process of change (Buckho, 1994). As this thesis has shown, however, the 

organizational changes of incumbent banks are driven by institutional changes in their organizational 

field driven by Open Banking. This supports the perspective of DiMaggio and Powell (1991), in that 

changes in the organizational field drive homogenous changes in organizations. This thesis is therefore 

an important contribution to one the most central theoretical debates regarding new institutionalism. 

Furthermore, the model of institutionalization of the Open Bank presented in this thesis constitutes a 

theoretically sound and empirically backed process of institutional change, isomorphism and 

organizational change. This aligns with the perspective of scholars such as Abbott (1992) who argue that 

“...if one takes institutional theory seriously, one has to make it a process theory…,”(p. 756). This entails 

distancing oneself from variable-driven approaches and instead focusing on relations and interactions. 

The model presented in this thesis is therefore a contribution to the more process-oriented paradigm of 

new institutionalism (Ibid), as its holistic perspective and circular direction demonstrates how 

organizational change cannot be simply explained by a correlation between variable A and variable B. 

This coincides with a typical critique of new institutionalism in lacking a focus on the sources of 

institutional change (Yang, 2003). As the model developed in this thesis explains the circular process of 
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institutional and organizational change, i.e. how they drive each other, it constitutes an important 

theoretical contribution regarding this area. 

 

This thesis has also contributed to the theoretical understanding of institutional isomorphism. For 

example, on the basis of the observations in this study, is was shown that intraorganizational networks 

are also important in explaining the diffusion of organizational models. While DiMaggio and Powell 

(1983) emphasize interorganizational networks as a source of normative isomorphism, the cross-

functional approaches pursued by incumbent banks supports the argument that the way networks are 

formed within organizations also matter. Furthermore, this thesis has demonstrated interlinkages between 

the three isomorphic mechanisms. As Karlsson (2008) emphasizes, it is challenging to measure the 

relative strength of each mechanism. The process view developed in this thesis shows, however, that this 

is not necessarily a fruitful exercise, as the holistic and interlinked effects of isomorphism entails that 

they should not be solely assessed individually. Finally, an important contribution of this thesis has been 

tying the legitimacy framework of Suchman (1995) to institutional isomorphism. In doing so, it was 

demonstrated how this typological framework holds explanatory power over why the incumbent banks 

claim to transform their organizations. It thus provides a better explanation for why organizations 

succumb to institutional isomorphism than the underdeveloped use of legitimacy in much new 

institutionalist research (Ibid). In including this framework, this thesis has also demonstrated how 

institutional and more strategically oriented theories can complement each other in accounting for the 

interlinkages between institutional and organizational change. 

 

Finally, the thesis has added to constructivist theory by digging deeper into the socio-technological 

processes of digitalization. As the Open Bank is an organizational model made possible by technological 

solutions such as the API, the adoption of such a model implies an adoption of the underlying technology. 

As the thesis has shown, the contextual, or institutional, environment plays a key role in the meaning 

prescribed to technology. Within the new institutionalist paradigm, the traditional view has been that 

“changing technical environmental factors are relatively unimportant sources of organizational change 

in a mature organizational field,” (Yang, 2003). This perspective goes against the findings of the thesis, 

however, as technologies such as the API have been highlighted as important underlying elements of 

Open Banking. Despite this, technology is by itself not a driver of change, as it is the social processes 
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within the organizational field which shape how technology is adopted. For example, as regulatory 

agencies require incumbent banks to develop specific technical data-sharing platforms, or customers 

demand digitized services, it drives the development and adoption of technology among incumbent 

banks. The social context in which technology is placed is therefore of great importance for 

understanding its effects on organizational change. These findings complement theories such as the 

Social Construction of Technology Framework, which aim to uncover how different social groups find 

meaning in technology and drive the evolution of technology through interactions (Yang, 2003). While 

this approach places more emphasis on specific technology-social group relationships, compared to the 

more holistic view of digitalization in this thesis, the significance of social processes and context 

highlighted in this thesis supports technological constructivism. 

 

6.5 Recommendations for further research 
 

Regarding further research, the novelty of Open Banking opens up for a multitude of interesting research 

areas. More exploratory and empirically driven papers could elucidate different areas of Open Banking 

in the Nordics. For example, could a similar study to this, but with second or third tier banks, provide an 

interesting perspective on whether market power affects how organizations are influenced by isomorphic 

pressures? One could imagine that smaller banks might be more agile and as such react faster to a 

changing institutional environment. Or on the contrary, that limited resources might constrain their 

digitalization efforts to the point where only minimum compliance is achieved. Or thirdly, a more niche 

focus might entail that the coercive pressures experienced are vastly different, affecting how 

organizational change takes shape. Either way, it is likely that smaller banks hold a different position in 

the organizational field and investigating the effects of this would provide further insight into the various 

institutional processes surrounding Open Banking. Furthermore, conducting research from the position 

of other constituents of the field, such as FinTech firms, High-Tech firms, regulatory agencies and the 

broader public could provide a more comprehensive understanding of both the effects and the underlying 

causes of Open Banking. For FinTech and High-Tech firms, it would be particularly interesting to get 

their perspective on the changes in the organizational field; especially regarding their relationships with 

incumbent banks. From the perspective of regulatory agencies, analyzing how key pieces of regulations 

such as the PSD2 came into force could provide a better understanding of institutional change - through 
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for example a theory such as institutional entrepreneurship. It would also be of interest to analyze the 

effects of the directive compared with its intended effects. Finally, researching how the broader public 

view the organizational actors in the environment and adopt technology-driven services could better 

elucidate the role of legitimacy in isomorphic processes. 

 

Further research could also apply a different research design to the topic. For example, a more exhaustive 

study of the incumbent banks using qualitative interviews could provide a stronger empirical basis for 

linking the internal attributes of the banks with how the broader institutional environment impacts them. 

Such a study would expand upon the findings of this thesis by incorporating more agency into the process 

model, improving its explanatory power over organizational heterogeneity. Another recommended 

approach is to follow a more comparative research design. Through comparing incumbent banks in the 

Nordics (or EU) with for example incumbent banks in the US, where no Open Banking regulation has 

been passed, a more causal understanding of the effects of the PSD2 can be uncovered. One could 

hypothesize that without a directive coercing banks into Open Banking, there could be more 

heterogeneity in how incumbent banks deal with innovation and the use of technologies such as the API. 

The effects of PSD2, and Open Banking in general, could also be investigated using a stricter longitudinal 

research design. By re-visiting the research question in the future, the transformations of incumbent 

banks and changes in the organizational field which can be observed now at their early stages, will likely 

have manifested themselves to a much greater extent. Such a study would thus expand upon the findings 

of this thesis by better accounting for how the institutionalization process develops over time. 

7. Conclusion 
 

The aim of this thesis has been to address the research question “How is Open Banking institutionalizing 

organizational changes in incumbent banks in the Nordic financial services field?”. Building upon a 

constructivist ontological and epistemological metatheoretical position, a new institutionalist analytical 

perspective was adopted to answer the research question. This framework entailed looking for complex 

social processes in their contextual settings through analyzing a diverse combination of documents from, 

or about, the six largest incumbent banks in the Nordics. By applying an iterative and reflexive logic 

building upon Srivastava and Hopwood’s (2009) framework, the data was qualitatively coded; first 
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inductively then deductively. The inductive analysis uncovered how the six largest banks in the Nordics 

are homogeneously adopting three organizational changes: platform-based models, FinTech symbiosis 

and Agile Co-creation methodologies; conceptualized in the thesis as the Open Bank model. 

 

Building upon the striking homogeneity found in the organizational changes, a second round of 

qualitative coding was undertaken to investigate the preliminary findings further. This was done 

deductively using DiMaggio and Powell’s (1983) theory on institutional isomorphism and Suchman’s 

(1995) theory on legitimacy, and the findings lent support to the main thrust of both these theories. 

Specifically, it was shown how the organizational field of financial services in the Nordics is undergoing 

four institutional changes driven by Open Banking: 1) new regulatory frameworks; 2) changing public 

expectations; 3) an increasing influx of FinTech and High-Tech firms into the field, and; 4) a changing 

professionalization of the field. These institutional changes were shown to enact isomorphic pressures 

onto the incumbent banks driving them towards homogenous organizational change. 

 

Coercive isomorphism was demonstrated through changing regulations and public expectations creating 

powerful isomorphic pressures on the incumbent banks to pursue organizational changes. Mimetic 

isomorphism was also shown as a significant driver of homogeneous change, as the banks are modelling 

elements of their organizations such as Agile Co-creation after newly entered FinTech and High-Tech 

firms within the field. Normative isomorphism was also a key driver of organizational change, as the 

changing professionalization of the financial services field is transforming the legitimized normative 

ideas of the field and diffusing these through interorganizational and intraorganizational networks. The 

thesis also uncovered the central role of legitimacy, as banks rationalized their transformations through 

pragmatic and cognitive legitimacy. Pragmatic legitimacy took the form of exchange legitimacy, as banks 

emphasize the value creation for customers as a strong motivation for change. Pragmatic legitimacy was 

also shown through influence legitimacy, as the shift towards Agile Co-creation and FinTech symbiosis 

entails endowing authority to both FinTech firms and consumers. Cognitive legitimacy was shown 

through incumbent banks adopting normative ideas emerging as taken-for-granted within the field, as 

well as conveying that they mimic successful technology firms to increase their comprehensibility in a 

rapidly evolving field characterized by a large degree of uncertainty. The final part of the analysis 

juxtaposed the inductive and deductive sections and presented a holistic model of the institutionalization 
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of the Open Bank. Building upon the constructivist perspective of the thesis, the interrelatedness of the 

various sub-processes and elements in the model was emphasized. 

 

Ultimately, the thesis has shown that Open Banking is driving the institutionalization of a new 

organizational model for incumbent banks in the Nordics. As the newest chapter in an ongoing process 

of digitalization, Open Banking captures the institutional regime change from closed and opaque, to open 

and transparent. As such, Open Banking is driving the four institutional changes highlighted in the thesis, 

which in broad terms can be seen as a mesh of two previously distinct organizational fields: financial 

services and technology. As the institutions of the financial services field change, it creates pressure on 

incumbent banks through institutional isomorphism to adopt the Open Bank model as the banks strive to 

be seen as legitimate organizations within their field. As banks increasingly adopt these organizational 

changes, the Open Bank model in turn becomes institutionalized and self-reinforces the process. The 

case of Open Banking in the Nordics has thus shown how new institutionalism holds explanatory power 

over processes of organizational change. As the core institutions that make up an organizational field 

transform, new normative ideas and meaning systems diffuse through organizations as a result of 

institutional isomorphism – promoting homogenous organizational change. These findings suggest how 

digitalization is a social process as much as a technological process, and that structuralist theories such 

as new institutionalism can be applied to uncover the role of social contexts in shaping how technological 

developments affect organizations. 

 

Digitalization continues to affect more and more aspects of society, and because of this it is becoming 

increasingly important to understand how this process affects organizations - particularly ones as 

systemically important as incumbent banks. With more than 2.9 million workers in the banking sector 

alone in Europe, the effects of digitalization in general, and Open Banking in particular, on the field is 

an issue of great significance (EBF, 2018). This importance is amplified as financialization further 

ingrains financial services into the everyday lives of the general public. The author therefore recommends 

that researchers continue to explore the topic of Open Banking in disperse contextual settings and from 

a variety of perspectives, so that a greater understanding of its impact can be achieved. 
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Appendix: 
 

Appendix 1: 
 

Author Source Title Year Language Database 

DNB DNB Capital Markets Day 2016 English Bloomberg 
Terminal 

Sophia Furber SNL European 
Financials Daily 

Extra Danske Bank CFO: IT spend 
'sacred' as digitization push 
continues 

2017 English Factiva 

DNB DNB Capital Markets Day 2017 English Bloomberg 
Terminal 

Handelsbanken Handelsbanken Q1 2017 Earnings Call 2017 English Bloomberg 
Terminal 

Nordea Cision  Nordea Open Banking i gang 2017 Norwegian Bloomberg 
Terminal 

Nordea CQ FD 
Disclosure 

Nordea Bank AB Nordea 
20162021 Transformation - Final 

2017 English Factiva 

Nordea Nordea Investor Meeting 2017 English Bloomberg 
Terminal 

Björn 
Wallenberg 

Dagens Industri Bankplattformen Token tar in 
pengar från EQT Ventures 

2017 Swedish Factiva 

Swedbank Swedbank Q2 2017 Earnings Call 2017 English Bloomberg 
Terminal 

Viktor Mölne Dagens Industri Swedbank gör sig redo inför att 
dataslussarna öppnas: "Vi vill gå 
ännu längre" 

2017 Swedish Factiva 

Danske Bank Dagens Industri Danske Bank bygger Nordens 
starkaste plattform för PSD2 

2018 Swedish Factiva 

Danske Bank Contify Banking 
News 

Danske Bank increases investment 
in Spiir 

2018 English Factiva 
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Dagens Nyheter Dagens Nyheter Finansbranschen digitaliseras. ; 
Bank varnar för faror när nytt 
betaldirektiv träder i kraft 

2018 Swedish Factiva 

Ritzau Finans Ritzau Finans Danske Bank åbner mobilbanken: 
Kan nu vise konti fra andre banker 

2018 Danish Factiva 

Joy Macknight The Banker Features KJERSTIN BRAATHEN 
Profile 

2018 English Factiva 

Esmerk 
Norwegian 
News 

M-Brain Norway: DNB becomes a part of 
ICT Norway 

2018 English Factiva 

Esmerk 
Norwegian 
News 

M-Brain Norway: DNB recalls passport 
orders due to BankID login at 
Skrill 

2018 English Factiva 

Handelsbanken Handelsbanken Årsredovisning 2017 2018 Swedish Bloomberg 
Terminal 

Handelsbanken CQ FD 
Disclosure 

Q1 2018 Svenska Handelsbanken 
AB Earnings Call - Final 

2018 English Factiva 

Nell Mackenzie GlobalCapital Nordic banks join forces to tackle 
KYC needs 

2018 English Factiva 

Swedbank AB Contify Banking 
News 

Swedbank: New step taken 
towards a common KYC 
infrastructure 

2018 English Factiva 

Gilly Wright Global Finance BEST TREASURY & CASH 
MANAGEMENT PROVIDERS: 
NORDICS In Tech We Trust 

2018 English Factiva 

Ida Jonsson Dagens Industri Nyheter Casper von Koskull 2018 Swedish Factiva 

Agnetha 
Jönsson  

Dagens Industri Nordea på väg ur formsvackan  2018 Swedish Factiva 

Nordea Contify Banking 
News 

Nordea takes Open Banking 
beyond PSD2 

2018 English Factiva 

The Banker The Banker Co-innovation: partnering to 
create the future of finance 

2018 English Factiva 
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Global Banking 
News 

Electronic News 
Publishing 

Nordea extends open banking 
platform 

2018 English Factiva 

Global Banking 
News 

Electronic News 
Publishing. 

Nordea launches open banking 
solution for corporate customers 

2018 English Factiva 

Akankshita 
Mukhopadhyay 

SNL Financial 
Extra 

Nordea launches new open 
banking service 

2018 English Factiva 

DNB CQ FD 
Disclosure 

Q2 2018 DNB ASA Earnings Call - 
Final 

2018 English Factiva 

Patrik Höiseth Dagens Industri Tempot avgör när SEB ställer om 2018 Swedish Factiva 

SEB CQ FD 
Disclosure 

Skandinaviska Enskilda Banken AB 
Business Plan for 20192021 
Corporate Call - Final 

2018 English Factiva 

SEB CQ FD 
Disclosure 

Skandinaviska Enskilda Banken AB 
Business Plan for 20192021 
Presentation - Final 

2018 English Factiva 

SEB SEB Investor Presentation January – 
December 2018 

2018 English Bloomberg 
Terminal 

Sophia Furber SNL European 
Financials Daily 

SEB unveils investment program 
of up to 2.5B kronor 

2018 English Factiva 

Swedbank Finwire 
Smallcap 

Swedbank drar igång ett andra 
acceleratorprogram för 
fintechbolag 

2018 Swedish Factiva 

Danske Bank Danske Bank Annual Report 2018 2019 English Bloomberg 
Terminal 

DNB DNB Annual report 2018 2019 English Bloomberg 
Terminal 

DNB CQ FD 
Disclosure 

Q4 2018 DNB ASA Earnings 
Presentation and Capital Markets 
Day - Final 

2019 English Factiva 

Frank Vang-
Jensen 

Morgenavisen 
Jyllands-Posten 

Nordea erklar til at lancere 
nydigital bank; teknologi: I det 
nye år ruller Nordea en ny 
mobilbank ud i Danmark. Det er et 

2019 Danish Factiva 
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af de konkrete resultater af en 8,6 
mia. kr. stor investering i it. 

Thomas Zigler Dagbladet 
Børsen A/S 

Nordeas satsning har blot et 
enkelt produkt 

2019 Danish Factiva 

Egypt 
Independent 

Egypt 
Independent 

Swedish startup Tink secures 56 
million in its latest funding round 

2019 English Factiva 

Nordea Nordea Nordea Annual Report 2018 2019 English Bloomberg 
Terminal 

Nordea Contify Banking 
News 

Nordea: CEO Casper von Koskull 
comments on the fourth-quarter 
result 

2019 English Factiva 

Esmerk Danish 
News 

M-Brain Denmark: Nordea Bank to launch 
Open Banking by September 2019 

2019 English Factiva 

Ghana News 
Agency 

SyndiGate 
Media 
Inc.company 

Voleo Drives Financial Services 
Innovation 

2019 English Factiva 

FinExtra FinExtra Nordics P27 initiative could drive 
common infrastructure for direct 
debits 

2019 English Factiva 

Esmerk 
Norwegian 
News 

M-Brain Norway: DNB withdraws from P27 
collaboration 

2019 English Factiva 

SEB SEB Christoffer Malmer om passionen 
för bank, digitalisering och SEBx 

2019 Swedish Bloomberg 
Terminal 

SEB SEB 2018 Annual Report 2019 English Bloomberg 
Terminal 

SEB M2 Presswire SEB releases first live data for 
PSD2 APIs 

2019 English Factiva 

Swedbank Swedbank 2018 Annual and Sustainability 
Report 

2019 English Bloomberg 
Terminal 

Swedbank Cision  Swedbank´s Open Banking 
Platform goes live 

2019 English Bloomberg 
Terminal 
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Swedbank Contify Banking 
News 

Swedbanks Open Banking 
Platform goes live 

2019 English Factiva 

Frances 
Schwartzkopff 

Bloomberg Nordic Banks Are Turning Digital 
Compliance Into a Money Spinner 

n.d. English Bloomberg 
Terminal 

Swedbank Swedbank Channel transformation n.d. English Bloomberg 
Terminal 
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Appendix 2: 
 

Inductive Coding Scheme 

Main Code Sub Code Example 

Opinion on 
Open Banking 

• Opportunity 

 

 

 
• Impact 

• “...We see open banking as a huge 
opportunity to create better financial 
solutions’, ”(Global Banking News, 2018) 

 

• “We are facing a fundamental shift in the way 
banks are operating. One area where this is 
clearly evident is Open Banking, which is all 
about banks opening up their infrastructure 
via secure and user-friendly interfaces, 
allowing third-party developers to create new 
services and user experiences for the 
customers.” (DNB c, 2019).  

Open Banking 
initiatives 

• FinTech-
Bank 
initiatives 

 
• Bank-Bank 

initiatives 

 
• Platforms 

• Vipps, Swish, Spiir, Nordic API Gateway 

 

 

 
• P27 and Nordic KYC Utility 

 

 
• Release of platforms 

Organizational 
changes 

• Agile 

 

 

 

 

 

 

 

 

• Co-Creation 

 

 

 

• “And agility is another one. And again, this is 
an industry that is not known for its agility. 
And hence, we are embarking on this journey, 
and have already embarked them. We are far 
into the journey of being much more agile, 
much more fast-moving, and that, of course, 
is one of the core reasons for the core bank 
system replacement.” (Nordea, 2017). 

 

• “New, dynamic ways of working that are 
based on agile development and service 
design in close interaction  with customers are 
rapidly being implemented in the industry for 
all types of processes…,” (SEB c, 2019) 
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• FinTech 

Symbiosis 

 

 

• Platform-
based 
competition 

 

• “There was a lot of concern about the fintech 
revolution, but now we see more of a 
symbiosis,” (Furber, 2017). 

 

• “We are facing a fundamental shift in the way 
banks are operating. One area where this is 
clearly evident is Open Banking, which is all 
about banks opening up their infrastructure 
via secure and user-friendly interfaces, 
allowing third-party developers to create new 
services and user experiences for the 
customers.” (DNB c, 2019). 

 

Appendix 3: 
 
 

Deductive Coding Scheme 

Category Main Code Sub Code Example 

Institutional 
Isomorphism 

Coercive 
Isomorphism 

• Effect of regulatory 
changes 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

• Effect of 
customer/broader 
public changes 

• “The development of Open 
Banking platforms is a 
result of the EU's new 
payment service 
legislation PSD2. Among 
other things, the Act aims 
to increase competition in 
the financial market. It is 
also regulating even more 
clearly, that it is the 
customers themselves who 
own their personal 
transaction and account 
data, and also can decide 
who they want to share 
that information with,” 
(Swedbank d, 2019). 

 

• “Digital innovation 
continues at a pace, and it 
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is expected to accelerate 
further in 2019. This is due 
to both increasing 
customer expectations 
and the launch of open 
banking,” (Danske Bank c, 
2019). 

Mimetic 
Isomorphism 

• Modelling after 
technology 
companies  

• "We are borrowing from 
the tech giants, who have 
a relentless approach on 
testing, learning and 
evaluating really quickly," 
he says. "We have 
integrated that thinking 
into how we approach the 
ecosystem here at Nordea. 
Running fast, testing, 
learning and then iterating 
it and delivering the best 
to the customer." (The 
Banker, 2018). 

Normative 
Isomorphism 

• Changing 
professional base 

 

 

 

 

 

 

 

 

 

 

• Networks 

• " ‘You also need a certain 
type of person; typically 
not a traditional banker, ‘ 
" she says. " ‘They can 
obviously have banking 
experience, but they need 
a slightly different mind-
set from what we perceive 
as traditional bankers, ‘ " 
(The Banker, 2018). 

 

•  “ ‘embed an agile 
development approach 
throughout their business, 
not just in their IT 
departments,” (FinExtra 
2018) 
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Legitimacy Cognitive 
legitimacy 

• Comprehensibility 

 

 

 

 

 

 

 

 

 

 

• Taken-for-granted 

• “We must think and act 
like a technology company 
in areas such as customer 
experience, innovation, 
automation, working 
methodology, new 
business models, third 
party collaboration, use of 
data and obtaining the 
right skills mix,” (DNB c, 
2019). 

 

• “ ‘What is it all about? 
Because remember the 
Nordics have already 
turned to digital societies. 
So everybody expects to be 
able to do, more or less, all 
kinds of banking, self-
serviced with a tool in front 
of them, one click away 
from an adviser’, “ 
(Nordea, 2017).  

Moral 
legitimacy 

• Consequential 
legitimacy 

 
• Personal 

legitimacy 

 
• Procedural 

legitimacy 

 
• Structural 

legitimacy 

- 
 

- 
 

- 
 

-  

Pragmatic 
legitimacy 

• Dispositional 
legitimacy 

 
• Exchange 

legitimacy 
(legitimacy through 
value) 

- 
 

• “We have been committed 
to Open Banking from the 
beginning because we 
could really see the 
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• Influence 
legitimacy 
(legitimacy through 
incorporation) 

potential for creating new 
products and services that 
bring value to our 
customers,” (Nordea, 
2018). 

 

• “Of course, the only 
reason we do that is that 
we need to have the 
customer in the focus, 
because we do it for the 
customer. And when we 
do that, then we actually 
can meet what we have 
articulated for us, a 
customer vision where a 
customer can actually say 
that we are easy to deal 
with; we are anywhere, 
anytime; we are relevant 
and competent, stable and 
trustworthy,” (Nordea, 
2017). 

 

 

 

 

 


