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Abstract 

This thesis aims to develop a stakeholder analysis method for the upcoming standard on 

social responsibility (SR) ISO 26000. The goal is a method that, by adhering to three 

criteria regarding comprehensibility, flexibility and ease of use, can be used and applied 

by organizations regardless of type (corporation, NGO, municipality etc.) and value chain 

size. The method consists of six different steps which, when completed, will produce a 

situation map of the organization’s key SR issues and stakeholders for those issues.  

 

The method is practically applied and perfected through two case studies on the 

respective Swedish branches of the Nordic corporations ICA (grocery store chain) and 

Eniro (online and printed information services. Although sharing similar characteristics 

in organization size, there are big differences in value chain size and services provided. 

 

The study contributes to providing practical experience with stakeholder analysis for ISO 

26000 and as a point of departure for further studies on how to identify key issues and 

stakeholders; the generalizability of the results suggests applicability not just for ISO 

26000 but for other preconditions as well. 

 

The results of the case studies suggest that the model developed fulfils the three criteria 

set up for it, thus having great practical value for all kinds of organizations that want to 

work with ISO 26000. It is suggested that the model could be improved by applying it on 

organizations dissimilar to the ones used in the case studies in this thesis, and fine tuning 

it to those organization’s specific resources and needs.  
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1. Introduction 

1.1 Background 

The attention to, and work with, issues of social responsibility (SR) – also known as 

corporate social responsibility (CSR), corporate responsibility (CR), corporate citizenship 

(CC) and so on - has proliferated since the 1990s.
1
 Yet, no clear consensus has been 

reached by companies and other organizations on which issues should be should be 

considered the most pressing. What is important to one organization might not be quite as 

important to another one, and so the big picture has often been overlooked, and a large 

number of issues that should be worked on when it comes to SR have often been ignored 

by a large number of organizations. 

 

As SR is becoming increasingly important for organizations to work with, regardless of 

whether the organization truly feels its responsibility towards helping create a more 

sustainable future or simply because it will boost sales and/or avoid looking bad 

compared to competitors, more and more organizations are implementing SR 

management systems. Using a management system has long been a tried and tested way 

of measuring and improving an organization’s performance; although there’s confusion 

about what SR issues are the most important (or should even be counted as SR issues) as 

seen above, some obvious core SR issues such as environmental impact and occupational 

health and safety have very successfully been turned into management systems (the ISO 

14000 and OHSAS 18000 families respectively).  

 

In January 2005 the International Standards Organization (ISO) started the work of 

developing a new standard on SR; the standard that is now known as ISO 26000.
2
 

Although still work in progress – the standard is expected to be completely finished in 

2010 – all the central tenets have been decided upon, and so many organizations have 

already taken the opportunity and started working with the standard. It is however still 

                                                 
1
 May, Cheney, Roper, ch. 1 

2
 http://isotc.iso.org/livelink/livelink/fetch/2000/2122/830949/3934883/3935096/07_gen_info/about.html, 

2009-03-04 
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very unclear as to how the standard is to be used; something that has been complicated 

further by the fact that ISO 26000 is not a certifiable standard which means that previous 

ISO methodologies may not work. 

 

Central to ISO 26000 is the stakeholder analysis. It requires the organization to critically 

look at its activities in order to decide which its stakeholders, meaning persons or other 

organizations that are affected by or have an interest (vested or not) in the organization, 

are. In order to get as accurate a picture as possible, some sort of structured stakeholder 

analysis needs to be performed; it is deceptively easy to believe that all stakeholders have 

been identified when in fact a number of stakeholder groups have been left out. Factors 

such as value chain size and sphere of influence may differ vastly between different 

organizations, which complicates the process of identifying all (relevant) stakeholders 

even more. The standard itself only provides recommendations on what should be taken 

into account when identifying stakeholders. As the number of organizations working with 

ISO 26000 steadily increases, some sort of guideline, or method, for how the stakeholder 

analysis can be performed should be of great interest to organizations wanting to work 

with the standard in a serious way. 

1.2 Thesis aim 

This thesis will be looking at ISO 26000 related to the aspect of stakeholder analysis. The 

aim of this thesis is to develop a stakeholder analysis method for ISO 26000 and 

practically apply it on two case studies. Since the standard is still under development, it is 

very much about developing a way and not the way of performing stakeholder analysis. 

The results will serve as help for those working with the standard in how the stakeholder 

analysis can be approached, and which parts of the standard need to be clarified, revised 

or reconsidered. 

 

When choosing a research problem for this thesis and searching for suitable material, 

nothing was found by looking for information on such a stakeholder analysis method for 



  3 

 

ISO 26000.
3
 Therefore, I feel that the development of such a model should provide novel 

practical as well as academic insight regarding the specific issue of ISO 26000, and more 

generally SR management systems. 

1.3 Disposition 

This thesis is divided into five chapters. Chapter one provides the backdrop and the 

purpose of this thesis. Chapter two gives the reader the necessary background knowledge 

about the main concepts used in this thesis – social responsibility, stakeholder theory and 

the ISO 26000 standard. Chapter three deals with the methodological issues that have 

been taken into consideration, such as epistemology and data collection. It also presents 

the six steps of the stakeholder analysis method, and introduces the case study objects 

and their selection. Chapter four describes, in a rather narrative way, how the method was 

applied as well as the results. Chapter five discusses the results and the implications of 

the methodological choices made. Finally, chapter six sums up the results in the 

concluding remarks, and leaves the reader with future research topics that might be 

interesting to look at further. 

1.4 Author’s comments 

The reason I chose this topic for my master’s thesis is because I strongly believe that SR 

work is something that is not just a fad, and actually can make a big difference. As with 

the discussion of “greenwashing”, organizations have received heavy critique for doing 

little but making it appear as if they are doing a lot; this is indeed fair critique. This is 

problematic, but in my opinion these critics miss a vital point; “washing” or not, there are 

two alternatives to it: a solid and dedicated work throughout the entire organization with 

SR issues, or seeing the company give up and do nothing at all except trying to maximize 

profit / efficiency (for non-corporate organizations). My studies and work experience 

have shown without a doubt that sadly, organizations much more often go for the second 

alternative.  

 

                                                 
3
 More specifically: searching online references through Google as well as article search engines for the 

peer-reviewed publications yielded no results whatsoever. 
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How does this then relate to my interest in the ISO 26000 standard? Since the standard is 

non-certifiable, it enables organizations to do as much – or as little – as they themselves 

want. This is unfortunate in the sense that a number of what might be core activities and 

large negative impacts on society and nature are not looked at from an SR perspective. 

On the other hand, it encourages organizations to do what they can, and this hopefully 

spills over into other business areas etc. In the end, it is my firm belief that we are better 

off with using a standard that allows people to feel that they are doing their share; doing 

what they can; rather than discouraging them by demanding too much. ISO 26000 is in 

my opinion a “subjective” standard, which encourages organizations to start working 

with the issues that they themselves see as most important; for some organizations this 

will provide something of a soft start in figuring out what structured SR work is about, 

for others that have already passed the initial steps the standard provides excellent 

possibilities of pinpointing focus areas for improvement. 

 

One of the big challenges when writing this paper has been the different ways in which 

the term “SR” is treated. Indeed, in most of the sources used, the term SR isn’t used at 

all; instead the widely more common term “CSR” is what is being discussed. This has 

had implications beyond simply removing the letter C; in certain contexts it is obvious 

that what is being discussed related to corporations and corporations only. I have tried my 

best to take this into consideration, and make sure that the terminology – SR, not CSR; 

organization, not corporation – is consistent. 

 

This thesis is based on the most current ISO 26000 draft at the start of writing, issued on 

2008-12-15. That means that this version was released right before work on this thesis 

began, and the draft should be considered fairly close to being a final version. For two 

main reasons, this is very good: the language in the draft has already been scrutinized, so 

misinterpretations etcetera should be few (although the standard is still under revision). 

More importantly, the subject matter is very much the same as it will be in the final 

version. This eliminates problems with the thesis research related to speculation on how 

key paragraphs in the final version will be formulated (or even omitted). In short: even 
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though ISO 26000 still only exists in draft form, there should be no problems using the 

draft. 

 

2. Theoretical framework 

This part deals with explaining and elaborating on the most important concepts used, and 

how they are linked together. The topics covered are social responsibility, stakeholder 

theory and the ISO 26000 standard. 

2.1 Social responsibility 

A brief introduction to some of the issues of social responsibility, SR, was given in the 

introduction. Following here is a comprehensive overview of the concept and history of 

social responsibility – what is social responsibility, and what role does it play in society? 

 

(In order to clarify the concept of and use of the term, social responsibility is very similar 

to the far more widespread CSR, Corporate Social Responsibility. In the last few years, 

the acronym CSR has steadily been replaced by SR, Social Responsibility, as it has 

become more and more apparent that not only corporations but also other actors such as 

non-governmental organizations have a social responsibility. This means that it is not 

simply a change in semantics; it could (and should) rightly be considered a paradigm 

shift in the way non-profit organizations operate.) 

2.1.1 What is SR? 

Put shortly, SR is about how organizations deal with challenges regarding ethical issues 

in their work to produce an overall positive value for society which contributes to 

sustainable development [author’s definition]. Measures taken by organizations to be 

classified as within the realm of SR are always voluntary and relate to the organization 

doing more than the bare minimum; that is, more than simply acting in compliance with 

legal requirements.  
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The term “responsibility” makes the field of SR a problematic one from the start – who 

decides on what an organization’s responsibility is? In his seminal article from 1970, neo-

liberal economist and guru Milton Friedman states that the only social responsibility a 

company (in this case and at this time, the focus was more on the CSR end of things) has 

is to increase its profit and operate according to the law.
4
 Others employ a much more 

comprehensive definition, where organizations’ (as often major societal actors) has, as 

corporate citizens
5
, a great responsibility to carry out SR work which is seen to fill the 

void created by the modern welfare state on the retreat.
6
 Another central issue is whether 

the organization should be reactive or proactive; that is, acting on stakeholder demands 

and changing legal requirements (reactive stance), or seeking out opportunities for SR 

activities early (proactive stance). This is heavily related to what was discussed above 

about what role companies see themselves in regarding responsibility. 

 

There is a multitude of activities carried out by organizations that are classified as 

belonging to the realm of SR. Depending on the organizations’ activities, these will 

obviously vary. The organization needs to take into account the interests of all its 

stakeholders – these can be employees, NGO’s, governments, shareholders and many 

others – when deciding on what activities are the best and most effective. Using the case 

of the Swedish company SKF, we will look at how (C)SR work can be carried out. 

 

 

Box 1. SKF – an exemplary corporate citizen
7
 

SKF is a Swedish company formed in 1907 in Göteborg, Sweden. The company is world 

leading in producing rolling bearings and seals, with an annual turnover of 63 BSEK. 

SKF employs 40000 people in 70 countries, and has 110 production plants worldwide. 

 

In February 2009, SKF received a perfect score from the business communication agency 

Hallvarsson and Halvarsson for their (C)SR reporting: 

                                                 
4
Friedman; Cheney, Roper, May, ch. 5-6, 14 

5
 Cheney, Roper, May, ch. 5 

6
 Ibid., ch. 1 (esp. p. 26) 

7
 Göran Andersson, personal communication; SKF 
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"SKF - the winner of this year's ranking in Sweden -  clearly shows that the company  

purposefully works with the CSR questions, both regarding the amount of 

information and the quality of the information demanded by the financial market”
8
 

 

How does SKF work with SR issues? The company has adopted a business strategy based 

on sustainability both in the internal processes and for its customers. SKF strives to be the 

obvious choice for potential customers who care not just about quality but also 

sustainability. The company works with a concept called “SKF Care”, which consists of 

four cornerstones:  

 

 

 

 

 

 

 

 

 

Figure 1.  The cornerstones of SKF Care
9
 

 

Each cornerstone provides overarching guidelines for how SKF operates its everyday 

work and does business; some of these guidelines are listed below: 

 

i) Business care – fair, ethical work methods; promotion of fair and free trade; 

transparency in business processes;  

ii) Employee care – education in e.g. empowerment, labor rights and management; high 

ethical standards; openness in communication and information sharing, teamwork 

orientation, OHSAS 18001 certification; 

                                                 
8
 http://www.skf.com/portal/skf_se/home/omskf?contentId=055973〈=sv, 2009-02-05 

9
 Ibid. (picture source) 
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iii) Environmental care – ISO 14001 certification, “Beyond Zero” program to provide 

products that generate more electricity than they consume; waste reduction programs, 

continual work with energy consumption reduction through smarter processes; 

iv) Community care – recognizes that SKF is an important societal citizen both now and 

in the future, social policy, close cooperation with local stakeholders on local societal 

issues such as AIDS (South Africa) and raising interest in natural sciences (Sweden) 

 

By working with these four areas, SKF takes responsibility for issues related to 

“sustainable business” – the company recognizes that it is both part of the problem and 

the solution, and strives to make sustainable development a central part of operations.  

 

 

2.1.2 The history of SR 

Although the history of SR, as defined in this paper, in many ways can be said to stretch 

back all the way to medieval times, which saw the creation of trade guilds etcetera, it is 

not until the late 18
th

 century that SR as we know it started to form: “By most accounts, 

CSR is, in many respects, a product of industrialization and, more recently, 

globalization”.
10

 The industrial revolution was an enormous leap not just in production 

output, industry scale and efficiency; it also brought with it fundamentally changed 

conditions for workers and issues of environmental degradation. The environmental 

issues were set aside for a long time to come, but labor rights instantly became a big 

issue; it would probably not be wrong to say that what we today regard as SR issues are 

at the core of, and created, one of history’s large political ideologies, namely socialism. 

The industrial era also brought with it new and hitherto unmatched opportunities for, and 

ways of, moving raw material, labor and goods. New markets were opened; globalization 

was becoming a reality. And with increasingly globalized ways of doing business, came 

new issues of SR for organizations to deal with. 

 

                                                 
10

 Cheney,Roper, May, p. 4 
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Just as social issues of e.g. human rights have seen “generations”
11

, so has the field of 

SR. Stohl, Stohl and Townsley define three generations of (C)SR (closely related to the 

three generations of human rights
12

): 

 

“The first generation of CSR is grounded in discussions of responsibilities of what 

not do do (e.g., negative responses such as not to exploit or cheat). The second 

generation focuses upon discussions of providing adequate compensation and 

working conditions (e.g., the right to a living wage), and the third generation 

addresses proactive and positive responsibilities (e.g., to protect and create a 

sustainable and just world).”
13

 

 

The definition of SR in this paper relates closely to the third generation view expressed 

by Stohl, Stohl and Townsley. It is definitely true that for most people in this world, the 

first and second generations issues are far more pressing – for instance, according to the 

UN millennium development goals report for 2008, more than 50% in sub-saharan Africa 

and around 40% of all people in Southern Asia with employments make less than the one 

dollar per day to bring them out of extreme poverty.
14

 Nevertheless, the purpose of 

developing an ISO 26000 standard is definitely more related to meeting third generation 

issues. A “global CSR perspective”
15

 has moved SR away from organizations simply 

having to sweeping their own back yard and doing the bare minimum. SR is now about 

adopting a proactive stance, and reaching out all relevant stakeholders.  

2.2 Stakeholder theory 

2.2.1 The purpose of stakeholder theory 

Stakeholder theory, as part of the business economics discipline of management, was first 

“invented” in 1984. In his seminal publication Strategic Management: A Stakeholder 

Approach, Edward Freeman argued that stakeholders, meaning “any group or individual 

                                                 
11

 Ibid., p. 33 
12

 Ibid., pp. 33-34 
13

 Ibid., p. 31 
14

 UN MDG report 2008, p. 9 
15

 May, Roper, Cheney, p. 31 
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who can affect or is affected by the achievement of the organization’s objectives”
16

, play 

a vital role to the organization’s performance. By using this definition, virtually any 

person or organization could (or should) be considered a stakeholder, something that has 

lead researchers and practitioners alike to try and work out criteria for classification (and 

indeed qualification) of different stakeholders. I will, however, stick to Freeman’s 

stakeholder definition, because it is in essence the same definition that the ISO 26000 

standard uses.
17

 

 

In engaging in dialogue and cooperation with stakeholders, organizations can more 

clearly align their own goals and values with those of their stakeholders, in order to make 

financially sound as well as socially legit decisions. The stakeholder model challenged 

the dominating view that corporations were really only responsible to their stockholder – 

the stockholder model.
18

 What Freeman did was to completely change the way 

corporations (and indeed other organizations, without stockholders but equally financially 

vested interests) had to deal with responsibility. 

2.2.2 Measuring performance through stakeholders 

Regardless of whether the organization is responsible to its stakeholders or its 

stockholders (or other financial partners), the purpose of the organization is to be perform 

as well as possible.
19

 How is efficiency then traditionally measured? For a corporation, 

high performance and business efficiency means maximizing profit. For an NGO like the 

Red Cross or Médecins Sans Frontières, high performance could be measured by the 

amount of money that is spent on administration rather than field support, or how well the 

organization manages to increase its number of members and donors. If we instead 

consider the organization’s relation to its stakeholders rather than its stockholders or main 

financial partners as central, then performance is measured in how well the organization 

manages to satisfy the interests of its stakeholders – quite different from our “old” way of 

measuring performance! Improving organizational performance, hence, is a matter of 

                                                 
16

 Freeman, p. 46 
17

 ISO 26000 draft, p. 3 
18

 http://www.theadvocates.org/freeman/920701.html, 2009-05-04 
19

 Author’s opinion 
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aligning organizational activities with stakeholder interests and preferences. For a great 

deal of the decisions made in an organization, this “new” way of looking at performance 

probably brings very little new to the table – some organizational goals will be the same 

regardless of whether stakeholder interests are put first or not. Other decisions, such as 

organizational structure, transparency and spending, might very well change if the 

opinions of stakeholders are given a high degree of recognition and importance. 

2.2.3 Stakeholder classification and communication 

As discussed in 2.2.1, classifying stakeholders is of vital importance if stakeholder theory 

is to work optimally – different stakeholders have different claims, and use a multitude of 

channels for voicing their opinions.
20

 Even Freeman realized this, and made an early 

attempt at classifying stakeholders based on two variables: stakeholders are either 

internal or external, and cooperative or competitive.
21

 Since its “invention”, stakeholder 

theory has gained increasing academic interest, and although no single classification 

model has gained prevalence, a number of other classifications have emerged. Although 

safe to say that most are based on the central tenets of Freeman’s classification, they do 

however differ in various ways. Choosing two differing classifications with relatively 

strong ties to Freeman’s original classification, they are: 

 

Y. Fassin: Stakeholders, Stakekeepers, Stakewatchers, where stakewatchers act as 

intermediaries between the organization and certain stakeholders, and stakewatchers are 

even further removed from the process, e.g. regulatory bodies.
22

 

 

K. Podnar & Z. Jancic: Three levels of stakeholders, where exchange and communication 

is either inevitable, necessary or desirable
23

 

 

Regardless of which classification model used, the organization needs to decide on a way 

of communicating with its stakeholders. Communication will inevitably depend on the 

                                                 
20

 Podnar & Jancic, p. 300 
21

 Freeman 
22

 Fassin, pp. 120-121 
23

 Podnar & Jancic, p. 300 
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stakeholder classification model: if the Podnar & Jancic classification is used, the 

communication strategy will be focused on the two most important stakeholder levels, 

while the group of stakeholder with whom exchange is merely desirable obviously won’t 

be as important. Other stakeholder classifications based on different criteria will lead to 

different communication strategies, but the basic principle of stakeholder theory – 

cooperation with stakeholders is the only way for an organization to make truly legit 

decisions – means that no (relevant) stakeholder may be left out of the communication 

loop. Classifying stakeholders will always mean some overlapping between categories, 

something that might prove problematic when trying to decide communication and action 

strategies. 

2.3 ISO 26000 

2.3.1 The history and development of ISO 26000 

As we have seen, defining what SR should be about is not, and has not been, easy. For 

this reason, the process of developing the standard has been an unusually long one, 

involving numerous people. The need for a SR ISO standard was first recognized in 2001 

by an ISO work group on consumer policy. A multi-stakeholder conference in 2004 

decided that an ISO standard on SR was needed, and so the Working group on Social 

Responsibility, or WG SR, was formed. Work on developing ISO 26000 is led by the 

Brazilian (ABNT) and Swedish (SIS) ISO members.  

 

The different stakeholders involved in the process of developing the standard are divided 

into six groups:  

 

1. Industry 

2. Government 

3. Labour 

4. Consumers 

5. Non-governmental Organizations (NGO) 

6. Service, Support, Research and Others (SSRO) 
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Note that these groups are not ranked with regard to importance or voting power – the 

development process sees all groups as equally important for voting and decision-

making.
24

 Since the ISO 26000 standard so centrally revolves around the stakeholder 

dialogue, the goal has been to involve as large a number of stakeholders from different 

groups as possible, in order to give the standard credibility among all potential 

stakeholders. The goal is to for the standard to be completely ready for publication in 

early 2010 but, as has been mentioned, since the changes being made to the draft at this 

stage do not really change the central tenets of the standard many organizations have 

already started working with it. 

2.3.2 Contents of the standard - seven core subjects 

At the heart of the standard are the seven core subjects; the topics that have been deemed 

the most important by the different stakeholder groups and committees responsible for 

developing the standard. Each core subject has a number of issues related to it that more 

specifically describe what the subject deals with. The core subjects and their respective 

issues are as follow: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

                                                 
24

 An example of this would be the procedure of revising the current draft in the SIS working group. 

Regardless of the number of members present from each stakeholder group, each group only has one vote. 
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Table 1. The seven core subjects and 36 issues of ISO 26000 

 

Core subject General description Issues 
1.Organizational  governance How the organization is 

structured and lead 
 

2. Human rights How the organization works 

with issues of responsibility 

related the human rights of 

its employees and others 

affected 

1. Due diligence 

2. Human rights risk situations 

3. Avoidance of complicity 

4. Resolving grievances 

5. Discrimination and vulnerable groups 

6. Civil and political rights 

7. Economic, social and cultural rights 

8. Fundamental rights at work 

3. Labour practices How the organization 

secures a healthy, safe and 

creative environment for its 

employees 

1. Employment and employment relationships 

2. Conditions of work and social protection 

3. Social dialogue 

4. Health and safety at work 

5. Human development and training in the workplace 

4. The environment How the organization 

handles environmental issues 

1. Prevention of pollution 

2. Sustainable resource use 

3. Climate change mitigation and adaptation 

4. Protection and restoration of the natural environment 

5. Fair operating practices How the organization 

conducts its activities 

1. Anti-corruption 

2. Responsible political involvement 

3. Fair competition 

4. Promoting social responsibility in the sphere of influence 

5. Respect for property rights 

6. Consumer issues How the organization 

communicates with its 

customers 

1. Fair marketing, information and contractual practices 

2. Protecting consumers’ health and safety 

3. Sustainable consumption 

4. Consumer service, support, and dispute resolution 

5. Consumer data protection and privacy 

6. Access to essential services 

7. Education and awareness 

7.Community involvement 

and development 

How the organization 

engages in giving back to 

people in communities 

affected by its activities 

1. Community involvement 

2. Education and culture 

3. Employment creation and skills development 

4. Technology development 

5. Wealth and income creation 

6. Health 

7. Social investment 

 

 

The introduction to the ISO 26000 draft explains that these core subjects are relevant to 

every organization working with SR: “While not all parts of this International Standard 

will be of equal use to all types of organizations, all core subjects are relevant to every 
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organization”.
25

 The guiding principle is thus that organizations should only be 

considered working with ISO 26000 if they really are looking at all seven core subjects.  

 

The overarching principle for the standard is that of due diligence, meaning “the process 

of conscientiously and methodically considering the actual and potential negative impacts 

of an organization’s activities, and managing these with a view to minimizing or avoiding 

the risk of social or environmental harm”.
26

 Due diligence is, as we can see, used in a 

very broad sense and should apply to (virtually) all decisions the organization makes. 

One might be tempted to ask why not just for decisions directly dealing with sustainable 

development, but since sustainability in many ways is hard to define (even though the 36 

issues of ISO 26000 provide a good start) and sustainable development really can not be 

considered a goal but rather an ongoing process of achieving ever higher levels of 

economically, socially and ecologically fair development, the principle of due diligence 

really needs to be applied to all decisions. 

2.3.3 ISO 26000 compared to other standards 

At first glance, the ISO 26000 standard looks very little its siblings in the ISO family. 

Where other big – in the sense of widely used – standards such as ISO 9001 and ISO 

14001 consist of ten or fifteen pages of text in total, the current ISO 26000 draft weighs 

in at 80 pages. Where other ISO standards normally take the minimalist path of keeping 

the document strictly “down to business” and with as little text as possible, ISO 26000 

provides ample guidance, explanation and numerous examples. The reason for this is 

most likely, as was mentioned in the introduction, that ISO 26000 is not a certifiable 

standard; the document is intended to provide all the information that organizations need 

in order to work with the standard. Compared to, for instance, the field of environmental 

management systems (EMS), this is a radically different approach to how the 

documentation is structured. The ISO 14000 family consists not just of the 14001 

standard outlining the requirements for a certifiable EMS, but also of a number of 
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supporting standards for the maintenance, performance and revision of the EMS (ISO 

14004 and ISO 14011 respectively).
27

 

 

 

Box 2. ISO 26000 – an umbrella standard for environmental and occupational health and 

safety issues – ISO 14001 and OHSAS 18001? 

 

As we have seen in the list of core subjects and aspects, ISO 26000 devotes an entire core 

subject to the four arguably most important environmental issues (although very 

generally described), and an aspect dealing with occupational health and safety. 

Organizations not already working with management systems in these areas, most likely 

smaller organizations or organizations that have opted not to implement a specific 

management system but to go about working with the issues in other ways such as 

developing and adhering to a policy or a code of conduct (see below), could very well use 

the ISO 26000 standard as an “umbrella standard” and ignore implementing specific 

management systems for environmental performance and OH&S respectively. Indeed, 

looking at the aspects of the standard dealing with these areas and then drawing upon the 

relevant text in the standard would probably help a great number of organizations in 

improving their work with environmental issues and OH&S. However, such separate 

management systems built solely upon the guidance of ISO 26000 will never be as 

specific or high performing as management systems built upon specialized standards – 

ISO 26000 simply is too general to provide enough detailed information. Organizations 

that want a “hard hitting” management system for environmental issues or OH&S will 

undoubtedly have to look closely at a management system aimed for that area. For 

organizations wanting a single management system though, ISO 26000 can serve as a 

great base – the perhaps biggest advantage is knowing that integration between 

management systems will be seamless, as all elements are based on a single standard. 
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ISO standards may be big in certain business sectors, but many organizations find the 

standards too difficult or inappropriate to work with, or simply lacking important aspects 

reflecting how work is being (and should be) conducted. These organizations often 

develop a Code of Conduct (CoC), jointly for the sector or individually for the 

organization. Whether certifiable or not, these CoC’s are “tailor made” for the specific 

sector or organization, and work much like ISO standards such as ISO 9001 and/or ISO 

14001 in implementing a management system and communicating its performance to 

relevant stakeholders. When compared to ISO 26000, these CoC’s are much less 

comprehensive and broad – they are designed to serve a purpose to a single business, and 

seldom deal with matters outside this business. 

 

In many ways, ISO 26000 can be seen a patchwork of numerous conventions (UN 

Human rights convention, ILO conventions etcetera), previous standards or ways or other 

similar initiatives, trying to consolidate the most important aspects and creating a 

comprehensive list of SR topics. The field of SR has never really seen a single, 

comprehensive standard; maybe because, as was mentioned above, it has been easier to 

simply develop an industry-specific CoC or something similar. An example of a standard 

that has been around for some time is SA8000
28

.  SA8000 is based on the ILO 

conventions, the UN declaration on human rights, and the UN convention on the rights of 

the child. The standard is however only for regulating working conditions; it does not 

take the comprehensive approach to SR. Another initiative obviously worth mentioning is 

the UN Global Compact, which is mostly being used by large companies conducting 

business or using contractors in low-wage countries. It harmonizes SR work around ten 

principles on the areas of human rights, labour, the environment and anti-corruption.
29

 As 

we can see, these areas are closely related to the core subjects of ISO 26000 (anti-

corruption being an issue under fair operating practices). The Global Compact has 

perhaps not gained as much popularity as one would expect or hope for, mostly because it 

is too cumbersome to work with regarding the reporting.
30

 Since ISO 26000 in its current 
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form has no requirements regarding reporting more than in a general sense – correct and 

accurate, ethically correct, easily available for (all) stakeholders – it will be interesting to 

see whether organizations have an easier time working with it compared to the UNGC.  

2.3.4 Continual improvement and the PDCA methodology 

The main purpose of a management system such as ISO 9001 and ISO 14001 is continual 

improvement.
31

 This comes from setting clear goals, assigning resources and 

responsibilities, and having the goals reviewed to assure that the organization really does 

what it sets out to do. The methodology used for achieving improvements is most known 

as the Deming (after its originator) or Plan-Do-Check-Act (PDCA) cycle.  

 

 

 

Figure 2. The PDCA cycle
32

 

 

The PDCA way of improving management system performance is well and truly tested, 

and has proven its worth with certifiable management systems of the ISO family. It is 

explained in detail in the introduction of both ISO 9001 and ISO 14001. It is, however, 

not mentioned in the ISO 26000 standard. Chapter 7.7 of the ISO 26000 draft, titled 

“Reviewing and improving the organization’s actions and practices related to social 

responsibility”, talks about how performance of an organization’s SR actions can be 

measured and improved, but is rather more vague on the use of a certain method such as 
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PDCA.
33

 It seems as if monitoring – the “Check” part of PDCA – is meant to work as a 

tool for continual improvement of SR performance; it is the only part of PDCA that gets a 

proper mentioning, suggesting that the PDCA terminology is being replaced for a 

“softer” approach to working with the issues in the standard (more on this below). 

Chapter 7.7 gives the advice that only “significant” activities should be monitored, and 

that they can be monitored through periodical reviews, benchmarking, and stakeholder 

feedback. This last part – stakeholder feedback – is very interesting, since it makes 

stakeholders not just part of the dialogue but also an instance when reviewing ISO 26000 

performance. How change and improvement is measured and perceived by the 

organization might be far from how stakeholders see it, thus it is vital that the stakeholder 

dialogue extends to more than just helping the organization in aligning its SR activities 

with the interest of its stakeholders. 

 

Although conscious effort has been put into the ISO 26000 development process to get 

away from the PDCA terminology and way of doing things
34

 – maybe because of the 

“uncertifiability”, or the fact that measurability when it comes to SR issues is much 

different
35

 – it is in my opinion obvious that the “PDCA legacy” very much lives on in 

ISO 26000. If this is a testament to the greatness of the PDCA method, or the fact that its 

legacy is great in the ISO 14001 family which also deals with sustainable development 

issues, or some other reason is, hard to know exactly. I personally see no reason why the 

PDCA method has been toned down just because ISO 26000 is uncertifiable or deals 

with”softer” and harder-to-measure issues. 

 

2.3.5 Stakeholder identification 

I have thus far used the term stakeholder analysis, but for this section the term 

stakeholder identification will be used instead, for obvious reasons.  They should, in all 

respects, be considered to mean the same thing. 
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As we saw in section 2.2.3 on stakeholder theory, stakeholders can be classified in many 

different ways and be considered to have very different agendas. Chapter 5.3 of the 

standard is called “Stakeholder identification and engagement”, and provides guidance on 

the topic. With such a broad stakeholder definition – “Stakeholders are organizations or 

individuals that have one or more interests in any activities or decisions of an 

organization”
36

 – the standard is very inclusive. It does however state that it is not 

necessary, or even efficient, to work with all stakeholders, as it would be practically 

impossible (and not a very good use or the organization’s resources): “although it is 

important for an organization to know who its stakeholders are, it will not be possible for 

an organization to engage with all of its stakeholders”.
37

 Even though some stakeholders 

are obvious, such as public authorities, large NGO’s and competitors on the market, other 

stakeholders are more easily overlooked and forgotten. There are some groups that 

generally tend to be overlooked; individuals or groups without access to technology, 

women (in general) and groups or entities not being able to properly represent themselves 

such as children, animals and nature may not be forgotten when identifying 

stakeholders.
38

 The standard states six questions that may be asked in order to identify all 

relevant stakeholders:
39

 

 

• To whom do legal obligations exist? 

• Who might be positively or negatively affected by the organization’s activities? 

• Who has been involved when similar issues needed to be addressed? 

• Who can help the organization address specific impacts? 

• Who would be disadvantaged if they were excluded from the engagement? 

• Who in the value chain is affected? 

 

As we can see, these guidelines are so general that virtually everyone could claim to be a 

legit stakeholder. The standard does not in any way categorize stakeholders as 
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stakeholder theory researchers are keen on doing; neither does it propose that 

organizations “grade” stakeholders. 

 

 

Box 3. AA1000 – a competing standard with a similar view on stakeholders 

 

A “competing” standard to ISO 26000 is AA1000, developed by the global organization 

AccountAbility.
40

 AA1000 is a certifiable free-to-use (but not to certify…) standard for 

SR, mainly aimed at corporations, which was chosen as example here on how another 

standard can go about identifying stakeholders, because it has a similar view on 

stakeholder participation: 

 

 “The organization shall identify a methodology, including systematic processes, to 

identify and map its stakeholders and to manage the relationship between them […] 

in ways that both build accountability to stakeholders and enhance overall 

performance. It shall communicate the stakeholder map to its stakeholders.”
41

 

 

AA1000 has seven criteria for identifying and mapping stakeholders: 

 

• Responsibility – stakeholders that the organization, currently or in the future, may 

have legal, financial or operational responsibilities to 

• Influence – stakeholders with influence or decision-making power 

• Proximity – stakeholders the organization interacts with most, including internal 

stakeholders, long-standing relations and those that the organization depends on 

in its day-to-day activities 

• Dependency – stakeholders directly or indirectly dependent on the organization’s 

activities and operations in economic or financial terms. This also includes 

dependency on basic needs that the organization might supply 
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• Representation – stakeholders who, through regulation, custom or culture can 

legitimately claim to represent a constituency 

• Policy and strategic intent – stakeholders that the organization directly or 

indirectly addresses through its policies and value statements
42

 

 

 

As we can clearly see comparing ISO 26000 and AA1000 regarding considerations on 

stakeholder identification, the criteria and considerations are very similar. On a personal 

note, although it is good that the standards want organizations to really think about who 

their stakeholders might be, the “fear” of excluding certain stakeholders might make the 

stakeholder identification process unnecessarily cumbersome! It seems as if both 

standards consider issues of stakeholder identification a very important part of the SR 

work process indeed. 

 

Stakeholder engagement means creating deliberative processes between the organization 

and its stakeholders on an issue, in order to “better address an organization’s social 

responsibility”.
43

 As with who are stakeholders, this definition is quite open (or vague, 

depending on your preferences) – it can be assumed that most any sort of stakeholder 

dialogue will, in some way, further the SR work of an organization. The ISO 26000 

standard states ten reasons for why stakeholder engagement is important:
44

 

 

• Address the link between the stakeholders’ interests and the responsibilities of the 

organization to society at large 

• Determine how best to increase the beneficial impacts of the organization’s 

activities and decisions on how to decrease any adverse impacts 

• Fulfill legal obligations (for instance to shareholders or to employees) to address 

conflicting interests, either between the organization and the stakeholder or 

between various stakeholders 
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• Reconcile conflicts involving its interests, those of its stakeholders and those of 

society as a whole 

• Inform its decisions through better understanding of the likely consequences of its 

actions and of its impacts 

• Contribute to continuous learning by the organization 

• Provide the organization with the benefits associated with obtaining diverse 

perspectives 

• Help an organization review its performance so it can improve it 

• Increase transparency and the credibility of its communications 

• Provide a basis for cooperative activities such as partnerships 

 

It is clear that the perceived benefits of stakeholder participation will benefit virtually all 

parts, and activities, of an organization. Whether this is the real case is more unclear. 

What happens if the “wrong” stakeholders - whoever that might be – are chosen to 

participate in the processes of stakeholder dialogue? What happens if the organization 

does not devote enough resources to SR activities and stakeholder participation? These 

are situations that need to be considered that might even work in the opposite direction of 

SR “betterment” for the organization. 

2.3.6 Sphere of Influence 

A key concept that has been mentioned but so far not explained is Sphere of Influence 

(SoI). This concept is central when an organization wants to determine the “reach” of its 

activities on SR issues. The standard’s definition is as follows: 

 

Sphere of Influence – area across which an organization has the ability to affect the 

decisions or activities of individuals or organizations
45

 

 

How is this concept used in a practical sense? It should be obvious by now that for the 

standard to be as effective a tool as possible, proper stakeholder analysis is important 

indeed. Whether an organization is taking the first steps towards identifying its key 
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stakeholders or is revising already identified key stakeholders, a very good starting point 

is by asking the question: who (people and organizations) are affected by our activities? 

This is where SoI becomes a powerful tool. Using the core subject of human rights, the 

UN Global Compact illustrates how SoI should be used in identifying stakeholders 

affected: 

 

 

Figure 3. UNGC’s concept of Sphere of Influence in relation to human rights
46

 

 

The larger the organization, the more spheres tend to be necessary to look at. A small 

consultant company in the business of IT will be looking at the innermost sphere, maybe 

the second one. A company producing chemicals will most likely be looking at the 

‘Marketplace’ sphere as well, making sure that its products are reasonably safe to use and 

how they are used. A multinational corporation in the business of e.g. mining or industry 

production will definitely be affecting all spheres; it needs to identify key stakeholders 

within all spheres of influence in order to be aware of whom it is affecting. 
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The ISO 26000 standard uses the SoI concept extensively in describing how 

organizations should map out stakeholders and work with SR: “In addition to being 

responsible for its own activities and decisions, and organization may, in some situations, 

have the ability to influence the decisions or behaviour of parties with which is has a 

relationship. Such situations are considered to fall within the organization’s sphere of 

influence”.
47

 An organization that is looking at its entire Sphere of Influence for 

stakeholder and SR issue analysis will most likely be well prepared when starting or 

revising work with ISO 26000. 

3. Methodology 

This chapter draws out in detail the methodological discussion regarding e.g. 

delimitations, method criteria, epistemology and considerations regarding validity and 

reliability. It provides information about the organizations (and the selection of them) 

used as case study objects in this thesis, data gathering, and the selection of the six steps 

of the stakeholder analysis method. 

3.1 Epistemological background 

First, I would like to point out something important: this thesis develops a method 

designed for practical more than purely academic use. By looking at a new standard like 

ISO 26000, one that is still in the making and being modified, I would like to draw a 

(hopefully fruitful) parallel between my own method for writing this thesis and 

developing a stakeholder analysis model, and the way that the Swedish technical 

committee working on developing the standard works. Since I started working on this 

thesis, I have been participating in the meetings of this committee as an observer, which 

has in many ways been invaluable. It has shown me not only the practical issues being 

discussed and how these are to be tackled once the standard is finalized; it has also given 

me insight into how matters of this kind, with varying interests being represented, are 

being picked apart and reassembled into different definitions, meanings and ways to go 

about solving problems. 
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As described, my approach to developing this stakeholder analysis method has been a 

practical one. I have looked at how other standards, ISO 14001 in particular, is worked 

with, and I have spent a great deal of time looking at how obstacles are overcome in a 

practical way. 

 

 

 

Figure 4. Hermeneutic circle (spiral)
48

 

 

In all ways, my approach to writing this thesis has been a hermeneutical one. The word 

derives from Greek and means “to interpret”
49

, and is one of the central concepts of 

epistemology – what we know about the world and how we can know it.
50

 Without 

dwelling too long on the topic of epistemology, I would like to explain how the concepts 

of it, and of hermeneutics, apply to this thesis. Relating back to the parallel between my 

process of writing this thesis and the working ways of the ISO 26000 technical 

committee, I have made great use of what is known as the “hermeneutic circle”, in which 

an issue – in my case, developing a method – is looked upon by stepping closer to, and 

further away, from the process itself.
51

 This is in regard to not just theory (in this case, 

literature, articles and other written material on the topic of e.g. ISO 26000, stakeholder 

theory and so on), but also to experience and how it is used. The core concept of the 
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hermeneutical approach is that all things exist within a context and in a relation to the rest 

of the world.
52

 In this sense, it is the opposite of a positivist approach, where things exist 

and are defined by themselves.
53

 A positivist approach would, in this case, mean that 

there is one correct way of developing such a stakeholder analysis model, and that 

repeated tries performed by another “scientist” would yield the same results. I do not 

believe that this is how a process like this works: working from a hermeneutical stance 

has allowed me to be as flexible as I have needed to be, and to draw upon the experience 

not just of myself but also of colleagues, other students, and people I have discussed 

matters with. I firmly believe that there is no one correct way of working with ISO 

26000; this thesis represents my knowledge and my experiences. 

 

3.2 Validity and reliability 

For all scientific projects, matters of validity and reliability need to be taken into 

consideration. Validity is about measuring what we think we are measuring.
54

 It is 

immensely important that the tools used when performing scientific inquiries really are 

generating data that is not misleading as to what we are really trying to find out. An 

example of this would be measuring how often a person attends church, and link it to 

how religious the person is – it is highly doubtful whether church attendance is the best 

way to measure “religiousity”, since countless other factors could be just as, or more, 

influential.
55

 For this thesis, the subject of validity refers mostly to the way data is valued 

when deciding on key aspects and key stakeholders. As with any research that has a 

certain element of subjectivity in it, it is highly important that issues of validity are 

considered throughout the entire process; adjustments to data collection and processing 

are almost unavoidable, and this thesis has been no exception. Also, the standard does in 

my opinion suffer from one large problem (something that is most likely inevitable since 

it is only at a draft stage): a lot of the issues seem to be dealing with the same things, 

hence complicating the use of e.g. a grading template for deciding key issues. This relates 
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to validity in the way of the importance of always keeping in mind that what might mean 

one thing to one user of the standard, or the model, or the key issue grading template, 

might mean another thing entirely to someone else.  

 

(On a side note: the sometimes “blabbery” feeling of the standard might definitely be one 

of the reasons that it is not certifiable, since more words means more interpretational 

leeway, and thus lower validity) 

 

On the topic of subjectivity, the issue of reliability – how well applying the same method 

of data collection yields similar results – has been an important one as well. Using the 

same method at different times, carried out by different researchers, and on different 

cases should yield the same results if the method used is of high reliability.
56

 For a thesis 

like this, where the purpose is to develop a new method, decisions regarding reliability 

are ever-present, as a new method with low reliability hardly is anything to build on, and 

much less use in a practical situation. Having giving these matters a lot of consideration, I 

went about developing the model with particular care; even though I could not find 

research on how to use the ISO 26000 standard in an applicable practical way, I drew 

upon practical experience with other management systems, ISO 14001 in particular, as a 

foundation of sorts. The basic idea was that even though the standards may not seem to 

have a lot in common at first glance, the considerations about the way data is gathered 

should prove (and did prove) similar. For this thesis, the biggest considerations have been 

with the factors used when deciding key issues and key stakeholders, as well as the fact 

that speaking to different people in an organization might yield different data completely. 

While the first issue relates to the comparison with other standards, and should be 

considered reliable enough (I also took the help of experienced colleagues for input on 

the model, which not only proved very insightful but also put a “quality assurance stamp” 

on the model), the second problem might be bigger. Whether this was in fact a problem 

or not for my research will be further discussed in the final chapter. 
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3.4 Three criteria for the method 

Considering the complexity and number of factors taken into consideration in the ISO 

26000 standard, the method developed in this thesis needs to fulfill certain well defined 

criteria in order to be considered reliable and valid. These criteria were chosen after 

carefully discussing between me and various people with solid experience in 

management systems (mainly employees at Sustainia, but also member of the SIS ISO 

26000 technical committee) how a stakeholder analysis model should be designed so that 

its usage would contribute with something new and insightful – there are already plenty 

of methods developed for other management systems, but very few (as far as I know and 

have come across) that are designed specifically for ISO 26000. 

 

With these considerations in mind, I gave the method the following requirements. 

 

 The method should be: 

 

1. So comprehensive and reliable that all key stakeholders can be identified 

2. So flexible and robust that it can be applied to all organizations 

3. So easy to understand and use that the organization using the method can use it to 

constantly update its “stakeholder map” without qualified external guidance, 

and/or help other organizations in their work with ISO 26000 

 

Why use these particular criteria as the delimiting factors of the method? By adhering to 

these criteria, the method is of great use not only for the organizations working with ISO 

26000, but also in more academic contexts. By drawing upon research on stakeholder 

participation and identification, the method not only builds on, but can also hopefully be 

used in future research in the area of ISO 26000, stakeholder analysis, and similar 

themes. 

 

The method needs to be intuitive to use to whoever works with it, and the “stakeholder 

map” must be updateable; rather than the organization having to redo all work in 

analyzing stakeholders, the process should be pretty much about pinpointing the parts 
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where an update of the stakeholder map is needed, and not having to redo the entire 

analysis. 

 

These three criteria set up early in the process of writing this thesis and performing the 

cases have indeed shaped the method in deciding which the steps should be, and how 

they are designed. It is hard to make any direct parallels between the criteria and what 

ended up as the steps of the analysis method (and how they are thought to be carried out), 

but they have been central to the decisions that have been made along the way when this 

method has been developed. 

3.5 The case subjects – ICA and Eniro 

Developing a method for practical use means that practical testing is not just for 

perfecting the final product; the method developed in this thesis is no exception and 

testing and changing the model along the way has been a big part of my work. For the 

model to be tested properly, it needed (at least) two organizations that displayed fairly 

dissimilar properties in at least one area: value chain size. Value chain is a key concept in 

ISO 26000, defined as “[the] entire sequence of activities or parties that provide or 

receive value in the form of products or services”.
57

 Looking at organizations with 

different value chain size was, I decided, the best way of seeing if all three criteria listed 

above would be satisfied. With help from Sustainia, I was able to find two suitable 

organizations that displayed a large difference in value chain size. Below is a short 

presentation of the companies. More specifically, I looked at ICA’s seafood branch of the 

Food business area, and the business areas Online and Offline Media at Eniro Sweden. 

3.5.1 Eniro Sweden – Online and Offline Media 

Eniro is the largest contact information provider in the Nordic countries, supplying both 

online and offline (printed) telephone and address services. Its main source of revenue is 

media sales. The company’s largest SR issue is the printing and distribution of the 

catalogues, something that has been and most likely will be a criticized issue as long as it 

is printed. Eniro has gone to great lengths doing what they can to reduce the 
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environmental impact of the catalogues, and the environmental impact of one catalogue is 

now very small.
58

 Eniro Sweden is ISO 14001 certified, and are currently looking at a 

number of ways of improving not just the environmental performance but also its 

sustainability reporting. Eniro is an organization with services as its only products, with a 

small number of suppliers and all its employees in the Nordic countries; it represents an 

organization with a small value chain. 

3.5.2 ICA - Seafood 

ICA is one Europe’s major food retail business groups, with over 22000 employees total, 

and over 5000 in Sweden.
59

 The seafood branch has suppliers from all over the world, 

and because of alarms of strained fish stocks and unethical business methods in fishing, 

ICA has launched “Sustainable fishing” as one of its major SR issues. Much effort has 

been put into checking suppliers and discussing with GO’s and NGO’s, and ICA are 

constantly changing their seafood product lines to provide customers more socially as 

well as environmentally responsible products. ICA, with its large number of suppliers 

from all over the world, as well as a large number of store franchise owners to be taken 

into consideration represents the organization with the large value chain.  

 

These areas to be focused on were deciding upon together with the respective 

representatives. At Eniro, my company representative was Emma Grönlund, head of CSR 

for Eniro. At ICA, I worked together with Kerstin Lindvall, environmental manager for 

the Nordic countries. These two did not just prove invaluable with their knowledge, 

insight and contacts, but their great interest in ISO 26000 and the method being 

developed really made the entire process a very good learning experience (and not just 

for me I believe!). 

 

 

 

                                                 
58

 http://www.enirosverige.se/se/Sverige/Om-Eniro-Sverige/Miljoarbetet-i-Sverige/, 2009-08-25 
59 http://www.ica.se/file_archive/pdf/ICA_Arsredov_SVE-090424.pdf, p. III, 2009-08-25 



  32 

 

3.6 The six steps of the method 

 

“A fair and proper process based on engaging the most appropriate stake-holders 

should be developed. The organizations or individuals identified as 

stakeholders should have authentic interests and, where appropriate and 

practical, be the most representative of these interests. Effective stakeholder 

engagement is based on good faith and goes beyond mere public relations”
60

. 

 

The quote above from the standard really is this thesis’ raison d’être: how to identify the 

organization’s most representative stakeholders (in order to proceed with stakeholder 

dialogue). How should this analysis be carried out? 

 

It is very important to note that, just as with any process where variables inevitably 

change (members of staff come and go, the organization undergoes change, media 

attention focuses on certain areas etcetera), so will the data input to the model always 

need to be critically reviewed. An interview on a certain topic may have to be redone if 

the interviewee proved to have too little knowledge, or what seemed like good advice 

regarding cooperation with a certain stakeholder proved not to work – these things 

inevitably happen, and can lead to confusion and frustration. The key to overcoming 

these challenges is, in my opinion, to believe in the method that is being used and make 

sure that it is used properly and methodically. In the case with this method, the process of 

performing a stakeholder analysis will be much like the way in which this thesis was 

written – closely related to how the hermeneutic circle works – both for the expert 

(consultant) and the organization that is using the model. One must not lose faith in either 

the method, or the standard for that matter!, just because some things might seem unclear 

on unnecessary in the stakeholder analysis process. It is a learning process, and I dare say 

that what the organization learns going through the process is worth more than the actual 

end result – more on this later in the discussion. 

 

I designed the image below to show the six different steps of the process: 
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Figure 5. The six steps of the stakeholder analysis method 

 

 

These six steps were worked out together with Magnus Rignell, Mattis Bergquist and 

Sofia Svensson at Sustainia, who provided great feedback on the different steps. The 

main idea is to have as structured a way as possible of a very organic process, and to see 

if ISO 26000 is indeed a standard that, like its certifiable siblings such as ISO 14001, 

lends itself to such a structured approach. Chapter four explains how each of the steps of 

the method were thought out and then applied to Eniro and ICA. 

4. Results 

This chapter gives the reader an explanation of how the six steps were designed and 

applied. For the complete results, look at the reports that were written and are found as 

part of this thesis’ appendix. .My results are written in a fairly general sense, in order for 

them to be easily applicable to other circumstances and organizations than the ones in 

this thesis. 

4.1 Decide scope/organizational unit 

The first step of the process of deciding which stakeholders are the most important – key 

stakeholders – has fairly little to do with the actual analysis, yet it is an immensely 

important step. Depending on how much experience the organization has in working and 

dealing with the issues covered by ISO 26000, the starting point for a stakeholder 

analysis will undoubtedly vary. An organization with plenty of experience will most 

likely have good knowledge of who its stakeholders are, and what their interests and 

opinions are. Hence, it is probably not entirely necessary to perform a stakeholder 

analysis of the entire organization, and the process can be focused on analyzing a more 
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specific part of the organization’s activities. On the other hand, an organization for which 

working with the issues specified in ISO 26000, or the stakeholder model / dialogue 

approach, is new, there will undoubtedly be a need to start by looking at the entire 

organization’s activities. As I discussed earlier, it is not just the final product but often 

rather the process of going through a stakeholder analysis (with the steps of this method) 

that provides the real insight; knowledge that will undoubtedly be good to have in the 

ever ongoing process of revising the organization’s stakeholders and key SR issues. 

4.2 Decide key issues 

Deciding which issues should be prioritized working with is not as easy at it might first 

seem. At first glance, it might seem the best thing to simply look at the SR issues where 

the organization has the biggest impact, and start working from there. There are a number 

of reasons why this is not the best way to start working with ISO 26000. Let me 

exemplify: although the standard has drawn much upon ISO 14001 methodology and 

PDCA as previously discussed, the starting point between the standards and working with 

them is very different. For ISO 14001, you identify key environmental aspects, which one 

might think would be the same as key SR issues; however, the key environmental aspects 

are (almost) invariably the aspects where the organization has the biggest impact on the 

environment. Also, these aspects are not defined from the start; another difference from 

the 36 predefined SR issues of ISO 26000. So, another way of defining key issues is 

needed that allows more flexibility  

 

With ISO 14001 factors for deciding key environmental aspects in mind, I designed a set 

of factors that I wanted to both help an organization in using ISO 26000 regarding my 

three criteria, but also get away from the “biggest problem goes first” issue. After 

discussing with colleagues and changing the factors a number of times, replacing one for 

another, below are the final factors for grading the issues. Each issue gets graded – 

nothing is ignored just because the organization doesn’t “deal with” a certain kind of 

issues. They will, however, be graded so that their significance makes them a very low 

priority aspect. 
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The four grading factors are: 

1. Scope – To what degree the organization’s activities impact the aspect in the respect of 

promoting sustainable development. Direct impact is graded higher than indirect. 

2. Demands – This factor concerns the demands the organization is facing, e.g. legal 

demands, customer demands and demands from stakeholders 

3. Improvement potential – How much leverage there is for the organization to improve 

its work with the aspect compared to best practice. The relation benefit/cost should be 

weighed in. In the factor is weighed in the possibilites of changing other stakeholders in 

the sphere of influence 

4. Organizational focus – How important the issue is for the organization to work with; 

“subjective” factor that helps issues that might otherwise not be scoring high enough to 

become key issues if the organization feels that is important. 

 

The factors are graded on a scale of one to four:, and is considered a key issue if the total 

score is ten points or more, or if one or more factors is scored four. The total score 

criterion would be easily recognizable for someone working with ISO 14001 for instance, 

but the second criterion may seem more quaint. It was added after considerations 

regarding especially the last two factors – improvement potential and organizational 

focus – made it clear that the “subjective” element of the standard, which in my opinion 

is prevalent, would very much benefit from such a secondary way of deciding key 

issues.
61

 The complete template can be found in the appendix. 

 

For the case studies, I decided to grade the factors together with a representative from 

ICA and Eniro respectively. This goes back to what I would like to consider the strong 

subjective element of ISO 26000. When performing a similar process of deciding key 

environmental aspects for an ISO 14001 survey, the case would be the opposite – for that, 

you need full objectivity. The first and second factors – scope and demands – could be 

considered fairly objective factors, where a person not belonging to the organization 

could mark scores. Indeed, this was the case for both cases in this thesis – after discussing 

the general activities and SR issues of the organization, I decided the score for the two 
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first factors; these scores were agreed on from both ICA’s and Eniro’s representative 

without much discussion. For improvement potential and organizational focus however, I 

let the representatives more or less decide the figures themselves – the organizational 

focus factor was totally up to the representative to decide. The reason is in the 

explanation of the factor – to allow certain issues that would otherwise not become key 

issues, but were still thought of as very important to work with for the organization itself, 

to be assured as key issues. 

4.3 Decide stakeholders for data collection 

When key issues have been determined, it is time to decide which stakeholders are to be 

probed for further information. The purpose of collecting data is to get a better view of 

how the organization deals with the key issues with regard to current and potential 

stakeholder cooperation. It is important to note here that even though the term 

stakeholder has been used almost exclusively for persons, NGO’s, competitors etcetera 

outside the organization, this step deals with stakeholders within the organization itself. If 

we recall Freeman’s generous stakeholder definition, everyone with an interest in the 

activities of the organization is a stakeholder. It is also important to note that the best 

person or persons to talk to are not necessarily the ones at the top of the “food chain” – 

details and personal relations at a lower level of an organization can often be vastly 

important as well. 

4.4 Perform data collection 

Collecting data for the purpose of mapping out an organization’s key stakeholders on a 

certain number of topics may be performed in various ways. Should the data collection be 

quantitative – eg. a questionnaire to be answered by perhaps all relevant employees at a 

company that deal with a certain topic in order to see which stakeholders appear more 

often than others, or should they be qualitative, meaning more time spent on fewer people 

in order to get better insight? While quantitative methods may have an advantage in 

larger organizations (where “n = large enough”), the method developed in this thesis has 

as one of its requirements that it should be able to be used by all organizations, small 

ones included. This means that a qualitative method – usually either observations or 
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interviews
62

 – is best suited for this model. Out of those, the obvious choice for me was 

interviews. 

 

The results of the interviews performed for this thesis can be found in the Eniro report in 

the appendix. (Due to time constraints and my ICA representative’s position, it was 

decided that no other interviews were needed.) 

 

4.5 Decide key stakeholders 

Deciding on key issues was a matter of using grading criteria, objectively and 

subjectively; deciding key stakeholders is a similar process but the question is whether 

grading criteria should be used. It should be obvious to anyone that all stakeholders are 

not equally relevant when it comes to stakeholder participation and cooperation for the 

purpose of aligning the organization’s activities with its stakeholders’ wishes and 

interests. As was touched upon in section 2.4.5 in this thesis, ISO 26000 does not focus 

on categorizing stakeholders or “grading” them
63

, which means that if we want to identify 

key stakeholders – meaning stakeholders that the organization should prioritize when it 

comes to stakeholder dialogue - we will have to either use grading criteria or be fairly 

subjective about the selection, meaning sitting down and discussing and finally deciding, 

based on consensus, which stakeholders are the most important and representative. (Note 

that grading criteria can, as we know from deciding key issues, be subjective as well, but 

grading something from a predefined set of factors should have a higher degree of 

“objectivity” than arbitrarily choosing does.)  

 

The standard does provide two factors on which stakeholders may be graded, when 

deciding whether they should be considered key stakeholders: “An organization should 

weigh the representativeness and credibility of groups claiming to speak on behalf of 

specific stakeholders or advocating specific causes.”
64

 Representativeness and credibility 
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are indeed interesting grading criteria, since they are broad in a good sense
65

 – I have 

previously in this thesis been hesitant about i.e. the stakeholder definition, but for grading 

stakeholders the broadness of these criteria serves them well. It ought to prove hard to 

grade stakeholders in a more specific way considering how not all stakeholders have the 

opportunity to get their message out – or even know that they might be important 

stakeholders in the first place! In my opinion, credibility and representativeness tends to 

favor the large stakeholders over those that may be more appropriate. 

 

After looking at the criteria discussed above, other ways of grading stakeholders (other 

criteria, ranking by stakeholder categories etcetera) and discussing with colleagues, I 

decided on using the deliberative way of deciding key and non-key stakeholders. This 

means that, unlike for issues, there was no grading of stakeholders. Consider again the 

three criteria of the model; it needs to be able to identify all key stakeholders, be able to 

be used with all organizations, and so easy to use that the organization can update its 

“key stakeholder map” on its own. In my opinion, these three criteria are easier to fulfill 

when a grading template is not used, even one as simple as based on the two factors listed 

in the ISO 26000 standard. Especially small organizations will mostly face a very 

cumbersome task if required to map out all its stakeholders; an “intuitive” selection is 

rather more appropriate (as long as the organization takes its stakeholder analysis 

seriously). Large organizations might want to consider some sort of grading criteria, but 

with the standard being as subjective as it is, which is how I think it should be, a 

deliberative, intuitive process of selecting key stakeholders for the respective key aspects 

is what works best for this model.  

 

For the part of deciding key stakeholders, I sat down with Kerstin Lindvall and Kent 

Olsson (procurement manager) at ICA and Emma Grönlund at Eniro respectively. No 

more stakeholders – internal or external – were engaged in these meetings. The results 

can be found in the reports, found in the appendix. 
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4.6 Visualizing the key stakeholders 

The purpose of designing a key stakeholder model, which is the last part of this 

stakeholder analysis method (but not really part of the method per se), is to make the 

results of the stakeholder analysis easily “overviewable”. One of the criteria of the 

method was that it should be easy to use; the stakeholder model definitely helps with the 

ease-of-use. 

 

In visualizing stakeholders and their relationship to the organization, there are numerous 

ways of going about. Most of the more elaborate ones seem to be developed when there 

is a need for stakeholder categorization, often grouping stakeholders or placing them 

closer or further away from the organization to depict different roles or positions.
66

 The 

method developed in this thesis however does not categorize stakeholders other than as 

key and non-key, so such an elaborate model would most likely be inappropriate for this 

model that prefers simplicity – remember the third criterion! After careful considerations, 

I decided on a template which separates stakeholders as key and non-key, and as internal 

or external. This division into four different groups has its reasons. Having looked at 

some stakeholder maps and compared the results with how I perceive my method and the 

way I think it should work, I realized that it seems like organizations easily forget the 

internal stakeholders – the persons really responsible for the decisions made.
67

 Knowing 

who in the organization is responsible for what issue is just as important as knowing 

which external stakeholders are the most important in my opinion; therefore making sure 

that neither internal nor external stakeholders are forgotten is vital. The completed 

stakeholder models can be found in the respective reports. 
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representatives had focused very much on the external side. 
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5. Discussion 

This chapter contains discussions relating to the results, with focus on the “what if’s” 

and possible outcomes of choosing other ways of designing and carrying out the 

stakeholder analysis. 

 

The discussion will mainly revolve around the issues that I feel have been the most 

challenging and rewarding to explore. These are: 

 

• General discussion about the results of applying the method and its six steps – am 

I satisfied with the results, and what could have been done differently? 

 

• The three criteria – how did they serve, what level of criteria satisfaction was 

achieved, and how can they be changed to improve the performance of the 

method? 

 

• How do I evolve the stakeholder analysis method, and what were the most 

important lessons learned regarding working with ISO 26000 and designing a 

stakeholder analysis method? 

 

• What do I feel would be the most interesting future research topics? 

 

5.1 Results of the stakeholder analysis 

Generally speaking, I am satisfied with the results. The method proved to work well on 

both organizations it was tested on, which perhaps is a testament to its flexibility (more 

on this in the next section). Below is a general discussion of how I feel that the results 

turned out, and what could perhaps have been done differently. 

 

Considering the time given for this thesis, the scope proved very suitable; neither too 

small nor to large. Both organizations have plenty of experience dealing with SR issues; 

however, as will become apparent when the reader looks at the issue templates, there are 
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some issues that need to be looked more closely at. I believe that this step worked well, 

not just related to the time given but also because I feel that it might often be forgotten – 

compare skipping this step to writing a thesis without properly setting research scope. 

 

Regarding the method’s way of determining key issues, it is quite possible that some 

might say that the high grade of subjectivity jeopardizes the organization’s credibility 

regarding its ISO 26000 work, but in my opinion, there is no problem as long as other 

more objective forms of deciding key issues are present as well. I feel that this step of the 

method was very well received –especially the subjective factors! – and that the results 

came out well. I would not change this step given the current shape of ISO 26000; if 

anything, this feels like my biggest personal impact on how to work with the standard!. If 

the standard changes into a certifiable one however, the grading factors will inevitably 

need to be changed. This step, together with the final steps of deciding who the key 

stakeholders are, feels like the most important steps. However, it might easily be 

forgotten that all steps rely on each other to work properly and provide a good final 

product! 

 

When performing case studies as was the case for this thesis, time, location and other 

factors will inevitably have an impact on which persons you get to speak to. The ideal 

situation would obviously have been to be able to speak to everyone who might have 

something interesting to say. Since this was not possible, I decided together with the 

representatives at ICA and Eniro to focus on interviewing stakeholders that represented 

the key issues. An alternative would have been to interview persons more or responsible 

for the core subjects wherein the key issues belong, to possibly get a more “overviewy” 

perspective, but this proved impossible for practical reasons. The best would of course to 

have been able to speak both to the persons responsible for each key issue, and the ones 

responsible for the core subjects. Generally, I feel that the data collection through 

interviews and discussions turned out well. Having a more structured approach to who to 

interview would be an improvement, and something I would have liked to look further at 

given more time and a larger scope. 
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For the final step of deciding key stakeholders, it would perhaps had been better engaging 

more internal stakeholders into the process of filling out the stakeholder map. For two 

main reasons however, I feel that this was not the case. Mainly, I wanted the people 

responsible for this ISO 26000 stakeholder analysis to be in charge in deciding which 

stakeholders would be listed, since they are the ones responsible for working with it. 

They also were the ones who had been with me through the process, something I felt was 

important when seeing how well the stakeholder selection would go. Second, I decided 

that engaging more internal stakeholders would have been very time consuming and 

perhaps fitting a larger-scale project. In the end, the model was well received and proved 

good to work with; both Kerstin and Emma said they would use it as a base for further 

mapping of stakeholders. The stakeholder model was designed very much with these 

things in consideration, and I feel that it served its purpose well. Having it expanded is an 

exciting option when going beyond the stakeholder analysis and into the stakeholder 

engagement and dialogue – more in this in 5.3  

 

5.2 The three criteria 

Let’s look at the three criteria again – the method should be: 

 

1. So comprehensive and reliable that all key stakeholders can be identified 

 

2. So flexible and robust that it can be applied to all organizations 

 

3. So easy to understand and use that the organization using the method can use it to 

constantly update its “stakeholder map” without qualified external guidance, 

and/or help other organizations in their work with ISO 26000 

 

As mentioned, these criteria really served as guidelines when I designed and carried out 

all parts of the method design as well as performing the case studies. How high was the 

degree of criteria fulfillment? I have done my best to try to measure fulfillment; below is 

a discussion of all three criteria. 
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How can we tell whether all key stakeholders were identified in the two case studies? 

This is of course immensely difficult, for the reason that the amount of stakeholders – 

meaning possible key stakeholders – is staggering. Both ICA and Eniro, however, had a 

good overview of which their most important stakeholders were, externally and 

internally, so filling out the key stakeholder map proved surprisingly unproblematic. This 

was most likely the deciding factor that fulfilled the criterion – in hindsight, an 

organization that has not yet looked at their stakeholder relations at all (if that’s possible) 

would probably be better off starting there, before using this method. It is hard to tell 

whether more stakeholders should be “upgraded” to key stakeholders, or put in the 

stakeholder map as non-key but important to keep a watch over, but in my opinion the 

stakeholder map is supposed to be a living document, constantly updated, so using the 

model designed for these case studies really provided an easy and intuitive way of 

structuring stakeholders. 

 

Knowing whether the method works as well on other kinds or organizations – NGO’s, 

smaller companies, public authorities etcetera – is difficult to tell. The ideal situation 

would have been a larger study with more case subjects, representing more varied 

properties. This was not possible due to the scale of this thesis, which leaves us 

somewhat at a loss as to the fulfillment of this criterion. Considering how much thought I 

put into designing a model supposed to work for all organizations – this criterion is, to 

me, the most important one – I feel that there are no parts of it that would not work with 

other kinds or organizations. Issues of scale are always a possible problem; looking at 

different environmental management systems for instance, it’s obvious that some or more 

suitable for smaller organizations, others for larger.
68

 The big difference would probably 

be the time it would take to run through the different steps of the method, where small 

companies would be able to do it in perhaps a day, and a large NGO such as the Red 

Cross or Amnesty would need an incredible amount of work, especially when deciding 

who are key and who are non-key stakeholders. Public authorities probably also face a 
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long period of time, as stakeholder relations are often complicated and bureaucratic in 

nature. 

 

I believe that the stakeholder map is intuitive enough to be used at both ICA and Eniro by 

themselves, without the help of an ISO 26000 expert. Both Kerstin at ICA and Emma at 

Eniro expressed positive opinions about its design, and will most likely continue using it; 

updating, adding or removing new stakeholders are relations change. If faced with it, for 

instance performing a stakeholder mapping together with a business branch or a 

department of their respective organizations, I am certain that the outcome would be an 

accurate picture of the current stakeholder situation. The stakeholder model, I feel, holds 

up very well to scale changes; the size of an organization will most likely not make it 

easier or harder to use the model – simply more or less time consuming. 

5.3 Evolving the stakeholder analysis method 

A large number of issues have been raised by me and persons involved in this thesis, and 

a lot of them made it into the final product. However, only in hindsight is it possible to 

really evaluate the final product and how to ultimately improve it. A lot of this has 

already been covered in this thesis’ fourth and fifth chapters, so I will focus on the 

matters not explicitly discussed already.  

 

When sitting down and filling out the stakeholder model, one thing in particular came up 

for discussion: how helpful it would have been with another column titled ‘potential 

stakeholders’. The stakeholder model was specifically designed to help the organization 

with an overview of its current situation; however, the next obvious step is to look at 

what stakeholders should be involved more closely in the stakeholder engagement 

process. I opted not to do this because I felt it to be outside the scope of this thesis, but it 

would have been very interesting indeed; a number of potential key (and non-key) 

stakeholders that really should be involved with both ICA and Eniro came up but were 

put aside as the model was to represent the current situation. 
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Another part which would probably be interesting to look at further is the criteria 

determining key issues. These worked well when looking at the corporations I did, but 

what would happen if another case study was done on a municipality? Since these are not 

self-governed and self-regulating in the same way as other organizations, there might be 

problems with the results. Organizational focus, for instance, might be perceived 

differently depending on how tightly regulated the public organization’s activities are. 

The same goes for the other criteria – simply put, there might be a big need for change 

that is indeed identified, but public organizations might have their hands tied behind their 

backs when it comes to the changes that can actually be made. The criteria might have to 

be redesigned so that more focus is put on the organization’s restrictions from the start. 

 

Would a simpler way of deciding key issues and then filling out the stakeholder model be 

useful for small organizations, without losing accuracy? Perhaps the standard’s perceived 

“soft” approach to working with stakeholder engagement could be taken even further, so 

that a super-condensed version of the stakeholder analysis method could be used. 

Designing such a method would have its challenges, especially when it comes to not 

making the end result (although not just the end result in the form of the stakeholder map 

is what’s important but also all the experience and insight gained during all steps of the 

process) “diluted” and over-simplified, but is something I have given a lot of thought. 

Using neither the key issue template or the stakeholder map in their current forms in 

nothing I would recommend (or really even approve!) to a larger company, but for a 

smaller organization I would find it acceptable. 

5.4 Future research topics 

The final release date for ISO 26000 is 2010, which means that at the time of writing this 

a lot may change regarding the contents of the standard. In my opinion, the most 

interesting future research topic for the finished standard would simply be to find out how 

it is perceived by its users, and the organizations that chose not to work with it. I know 

what I like and dislike about the standard – it is far from perfect and probably never will 

be, since so many different interests needed to be harmonized – but it would be very 

interesting to see what parts the end users will be happy or disgruntled about. Such 



  46 

 

knowledge could be used to improve the stakeholder analysis method designed in this 

thesis; maybe the path chosen here is an altogether wrong one if organizations feel that 

the standard and its requirements need to be applied in a completely different way. This 

will however require the standard to be finished and “worked in”, and I look forward to 

following the progress of the standard. 

 

Finding and engaging more stakeholders in the stakeholder analysis process is another 

interesting topic that I would have liked to explore further. For this thesis, I was 

“confined” to internal stakeholders and appointed people (even though some other 

internal stakeholders were interviewed). What would have happened if an external 

stakeholder had participated when determining key issues? What impact would sitting 

down a large company and some if its largest, most influential external stakeholders and 

having them decide, together, what issues should be key have on the company’s future 

work with SR and ISO 26000 have? It would be very interesting to see whether involving 

more stakeholders directly in the stakeholder analysis process would have a major impact 

on the end result.  

 

Finally: is ISO 26000 a standard designed for eliminating bad habits or promoting good 

ones in the sphere of social responsibility? This is something I’ve been thinking about 

ever since the start of the process of writing this thesis and performing the case studies.  

When unearthed, we realize that the scale, scope and damage of large unethical 

operations – be it environmental damage, child labour or privatization of vital services 

with the effect that the poorest are denied access – is often staggering, and more common 

than we want to think. On the other hand, the reaction to such scandals is often a 

complete change in the organization’s activities, often changing the way not just the 

culprit organization but also competitors perform business. Higher SR performance 

overall seems self-regulatory, as long as there are “bad guys”; however, the bad guys will 

always be causing an immense amount of damage. How will ISO 26000 play a role in 

“raising the SR bar” for organizations of all sizes? 
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We know that the standard is not certifiable, something that has been stressed even harder 

during the most recent draft update.
69

 This “uncertifiability” is what I feel tips the scale 

towards ISO 26000 being a way of promoting good habits rather than eliminating bad 

ones. Being uncertifiable, I’d say that the standard requires two vital components in an 

organization in order to be able to work as an effective tool: that prior work has been 

done in the field of improving SR performance, and that the organization itself is 

committed to working with the standard. This might seem obvious, but I believe it is even 

more important with ISO 26000; the rewards of working with such a comprehensive 

standard are potentially limitless, but requires an extraordinary devotion, since there are 

no criteria to be fulfilled, no external auditor pointing at what you are doing wrong and, 

ultimately, no seal of approval in the form of a certification. You need to know where 

you’re standing SR wise, and you probably do not want to have your operations based on 

activities of dubious principles. 

 

6. Conclusions 

This chapter presents the conclusions drawn from writing and designing this stakeholder 

analysis method.  

 

The purpose of this thesis was to develop a stakeholder analysis method based on the 

guidelines in ISO 26000. In order for the method to be generally applicable to all 

organizations – small companies, large corporations, NGO’s and so on – and situtations – 

organizations with plenty or little experience working with SR issues - three criteria were 

designed, criteria to make sure that the method would be as flexible as hoped. A lot of the 

topics regarding the design of the method, the goal fulfillment with regards to the three 

criteria etcetera have already been covered; hence this final section is short and very 

much to the point. 

 

In my opinion, the main objective of the thesis –to design a working stakeholder analysis 

method for ISO 26000 - was achieved. Both case studies were successful in following the 
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six steps of the method, and produced a final product that will be used in the continued 

SR work at both Eniro and ICA. Considering that I was able to stick closely to the six 

steps without having to change it or make large exceptions is, I believe, a testament to its 

success. By having a flexible approach to the design of the method, and realizing that the 

most important results weren’t necessarily the final products (i.e. the reports), I feel that 

the method both worked as intended but also provided feedback for improval. As 

discussed in 5.2 and 5.3, whether the method would be as effective on organizations with 

other characteristics regarding SR experience, SoI/value chain size or number of 

employees, can only be speculated on. I would enjoy coming back and test the method on 

other organizations. Considering how much thought I put into making it as effective for 

all organizations as possible (I designed the criteria long before I knew which 

organizations I would be looking at for my case studies), I have no doubt that with some 

modifications the method will prove to be an effective one. The results however would 

probably be different; something that would warrant further exploration of this method. 

 

What I find to be the greatest strength of the method – its focus on subjectivity, which I 

feel works so well with the standard’s uncertifiability, is perhaps what others would call 

its greatest weakness. As one will see when comparing ISO 26000 to other management 

systems, perhaps not one as broad as ISO 26000 but one based on a core subject of ISO 

26000, the objectivity may be preferred over the subjectivity. Indeed, some of the results 

may even be questioned by someone who was not involved in the process as too general 

or not encompassing enough stakeholders. I make no claims to be certain that a more 

objective way of designing the method would not have proven more accurate or “better” 

results. If total objectivity is what is wanted though, I don’t think that ISO 26000 is the 

right standard to use. Some of the design choices made were particularly hard since I had 

no previous work (and very little personal experience) to lean on. Had I looked more at 

other standards with a higher degree of objectivity, the results might have turned out very 

differently. This is, however, neither how I think it should nor how I want the standard to 

be used. The standard was designed for subjectivity, not objectivity. 
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In conclusion, the greatest lesson and experience drawn from carrying out the case 

studies and writing the thesis is to keep an open mind regarding the “game plan”. The 

only thing that really did not change during the entire process was the three guiding 

criteria for the model; more or less everything else – the issue template, the stakeholder 

model, the time plan – had to be adjusted. In order to succeed in creating a method like 

this with the given preconditions, I soon realized that being flexible would be the only 

way to achieve a good result. Using a standard that lends itself to such flexibility 

probably helped immensely, and will most likely help anyone working with the standard 

in the future. Considering the positive outcome of the case studies, the strengths of ISO 

26000 have shown themselves, especially in what I feel is the subjectivity and flexibility. 

The standard has its problems though: perhaps being too subjective, and perhaps wanting 

to be too much at the same time. For this stakeholder method however, the standard and 

the method worked very well together. 
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1. Agreement 

On April 1st 2009 a meeting took place between Henrik Weinestedt, masters student at Stockholm University’s Sustainable 

Enterprising program and working together with the consultant company Sustainia, and Kerstin Lindvall, environmental manager for 

the ICA business group in the Nordic countries. The agreement reached stated that Henrik Weinestedt will perform a stakeholder 

analysis based on the upcoming standard for social responsibility (SR) ISO 26000, for the business area of seafood. The reason for this 

choice is ICA’s current focus on this very business area, with the policies and routines being developed as the concept of “Sustainable 

Fishing”. The work is to be carried out during summer 2009, and will be presented to ICA as part of the master’s thesis. 

 

2. Background 
 

2.1 Sustainable Fishing at ICA 
ICA, with its ambitions to become the leading grocery store business group when it comes to working proactively with matters of 

sustainable development regarding food sales and production, has specified a number of focus areas. These focus areas are areas 

where ICA have expressed especially high ambitions, and are willing to lead the way before its competitors. 

 

Such a focus area is Sustainable Fishing. Fishing is one of the bigger problems today when it comes to sustainable development, and a 

strained stocks and destroyed ocean floors are the results of years of unsustainable fishing methods. Early on, ICA declared their 

commitment to be an ambitious player on the market, and was among other things the first Swedish grocery store business group to 

cooperate with Marine Stewardship Council (MSC) and to provide KRAV-labeled cod. These measures are a step on the way towards 

being able to offer a seafood selection  that has been fished, transported and labeled in a correct way, so that the customer knows that 

the product has, as best as possible, promoted sustainable development. The work with further advancing Sustainable Fishing so that 

procurement, sales and control of the seafood is having a progressively smaller negative impact environmentally (overfishing, loss of 

biodiversity) and socially (wages, work conditions) is of the utmost importance in ICA’s sustainability work. 
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2.2. ISO 26000 
ISO 26000 is an international ISO standard on the area of social responsibility. The standard is still under development and is planned 

to be finished in 2010. It is however complete enough to be worked with, and many organizations have already begun looking at their 

activities with regards to the standard’s guidance. Differing from the other major ISO standards such as ISO 9001 (quality 

management) and ISO 14001 (environmental management), ISO 26000 is an un-certifiable standard – the standard is very flexible, 

and should hopefully be adopted by all sorts of organizations in the way most suitable for that organization. 

 

Central to the standard are the seven core subject, divided into 36 issues, which contain what the ISO organization believe are the most 

important issues of SR:



  57 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Core subject General description Issues 
1. Organizational  governance How the organization is structured and lead  
2. Human rights How the organization works with issues of 

responsibility related the human rights of its 

employees and others affected 

9. Due diligence 

10. Human rights risk situations 

11. Avoidance of complicity 

12. Resolving grievances 

13. Discrimination and vulnerable groups 

14. Civil and political rights 

15. Economic, social and cultural rights 

16. Fundamental rights at work 

3. Labour practices How the organization secures a healthy, safe and 

creative environment for its employees 

6. Employment and employment relationships 

7. Conditions of work and social protection 

8. Social dialogue 

9. Health and safety at work 

10. Human development and training in the workplace 

4. The environment How the organization handles environmental 

issues 

5. Prevention of pollution 

6. Sustainable resource use 

7. Climate change mitigation and adaptation 

8. Protection and restoration of the natural environment 

5. Fair operating practices How the organization conducts its activities 6. Anti-corruption 

7. Responsible political involvement 

8. Fair competition 

9. Promoting social responsibility in the SoI 

10. Respect for property rights 

6. Consumer issues How the organization communicates with its 

customers 

8. Fair marketing, information and contractual practices 

9. Protecting consumers’ health and safety 

10. Sustainable consumption 

11. Consumer service, support, and dispute resolution 

12. Consumer data protection and privacy 

13. Access to essential services 

14. Education and awareness 

7. Community involvement and 

development 

How the organization engages in giving back to 

people  affected by its activities 

8. Community involvement 

9. Education and culture 

10. Employment creation and skills development 

11. Technology development 

12. Wealth and income creation 

13. Health 

14. Social investment 
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2.3 Stakeholder dialogue as an SR tool 
Central to the work with the seven core subjects and 36 aspects of ISO 26000 is the stakeholder dialogue – the standard, one might 

say, is based on the organization contributing to a sustainable ecological, economic and social development through confidence-

building cooperation with its stakeholders, ie. the persons and organizations affected by the activities and decisions made. In order to 

get the maximum amount of leverage out its stakeholder dialogue processes, it is vital that the organization not only knows which 

stakeholders are affected the most, but also who have the biggest influence. Simply put, these are the key stakeholders. 

 

 

 

2.4 Stakeholder analysis – a prerequisite 
Identifying an organization’s key stakeholders is the first step towards working with stakeholder dialogue and ISO 26000. A well 

performed stakeholder analysis is an invaluable tool for all organizations willing to work with ISO 26000 in a serious way. To be able 

to, early on in the process, know what stakeholders should be involved in the process, regardless of whether it is and old stakeholder 

relation or initiating a new one, is a great advantage. Some of the positive aspects of having a close relationship to your key 

stakeholders as described in the standard are: 

 

A shared view of how the organization can maximize the value of its SR commitments 

Make sure that the organization knows what really matters to its stakeholders, which in turn creates a great potential for learning 

within the organization 

Increased transparency and credibility, internally as well as externally, in the organization’s communications and image 

Create opportunities for cooperations and partnerships with stakeholders, regardless of them being persons, organizations, companies, 

public authorities etcetera. 

 

If ISO 26000 is used properly, the potential is great; the benefits listed above are in no way a complete list. The standard’s very broad 

view of what SR is means that no aspects are forgotten.
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3. Stakeholder analysis - Sustainable Fishing 

 

3.1 Background 
In order to perform the stakeholder analysis, a number of meetings have been held between Henrik Weinestedt and Kerstin Lindvall. 

Our opinion was that Kerstin has such a vital role in the organization and in the process, and thanks to her position, knowledge and 

experience on how ICA work with sustainability issues regarding seafood, we did not feel that more people were needed to be 

interviewed. Participating in the final meeting when the stakeholder map was filled out, however, was Kent Olsson, procurement 

manager for the entire ICA business group for the business area of seafood. 

 

3.2 Key issues 
Based on ICA’s activities in the field of Sustainable Fishing, as described by Kerstin Lindvall, the following table shows the grading 

of the standard’s 36 issues, along with information on what are the key issues. These key issues are areas where ICA, in the area of 

Sustainable Fishing, have been judged as having a large social and environmental responsibility. Below is the issue table with the 

grading, with key issues marked as red. 
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Issue template ISO 26000 – Sustainable Fishing 1-4p* 1-4p* 1-4p* 1-4p*   

Aspect Core subjects & aspects Aspect's relation to org. activities Sc De IP OF Total Key aspect 

6.2 Organizational governance             
  Communication, organizational 

structure, management, decision 
making 

Organizational structure regarding SR related 
matters. To what extent the organization's 
management and communication are based on 
due diligence, transparency, ethical behaviour, 
respect for stakeholder interests and respect for 
the law.  4 2 2 4 12 Yes 

6.3 Human rights               
6.3.3 Due diligence Consideration of risks when making decisions 

where human rights might be violated. Also 
applies when selection business partners and 
suppliers. 3 2 1 2 8   

6.3.4 Human rights risk situations Whether extra care needs to be taken in decisions 
regarding situations and locations where there is a 
high risk of human rights violations. 3 2 1 4 10 Yes 

6.3.5 Avoidance of complicity Involvement in situations where the organization 
might risk helping human rights violations through 
direct or indirect involvement. 2 2 2 3 9   

6.3.6 Resolving grievances Handling of complaints and disputes and the like 
regarding human rights violations (real or 
possible). 2 1 2 3 8   

6.3.7 Discrimination and vulnerable 
groups 

Discrimination and selection when employing 
and/or choosing business partners regarding 
handicap, sex, age, background etcetera. 2 1 1 3 7   

6.3.8 Civil and political rights Respect for the basic rights such as the right to 
vote and the right to organize, and how business 
partners deal with these issues. 2 1 1 2 6   
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6.3.9 Economic, social and cultural 
rights 

Respect for basic rights such as the right to 
education, the right to medical care, and how 
business partners deal with these issues. 2 1 1 3 7   

6.3.10 Fundamental rights at work he right to be part of a labour union and working 
towards abolishing child and forced labour. 

2 2 1 3 8   

6.4 Labour practices               
6.4.3 Employment and employment 

relations 
Relation between employer and employee 
regarding contractual employment terms; also 
applies to suppliers and business partners. 

2 2 

1 
ICA 
2 
supp. 4 

9 
ICA 
10 
supp. Yes 

6.4.4 Conditions of work and social 
protection 

Fair working conditions regaring salary, working 
hours, social protection etcetera. 

3 
ICA 
2 
supp. 

3 
ICA 
2 
supp. 

1 
ICA 
2 
supp. 4 

11 
ICA 
10 
supp. Yes 

6.4.5 Social dialogue Employees' possibilities to negotiate over wage, 
working hours etcetera, and to appoint 
representatives for negotiations. 

2 2 

1 
ICA 
2 
supp. 3 

8 
ICA 
9 
supp.   

6.4..6 Health and safety at work Issues relating to work safety, also at business 
partners. Development of routines and policies for 
work environment and work safety. 

2 

3 
ICA 
2 
supp. 

1 
ICA 
2 
supp. 3 

9 
ICA 
9 
supp.   

6.5 Human development and training 
in the workplace 

Opportunities for relevant education at work and 
other possible roles in the organization. 

3 
ICA 
1 
supp. 

3 
ICA 
1 
supp. 1 

4 
ICA 
1 
supp. 

11 
ICA 
4 
supp. Yes 

6.5 The environment               
6.5.3 Prevention of pollution Organization's direct or indirect (e.g. through 

suppliers' production methods) discharges of 
chemicals and hazardous waste to air, ground and 
water. 2 1 3 2 8   

6.5.4 Sustainable resource use Efficiency regarding consumption of energy, water 
and materials during production and in the daily 
operations. 1 1 2 2 6   
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6.5.5 Climate change mitigation and 
adaptation 

Identification of emission sources, measuring the 
amount of emissions, and actions to prevent 
emissions. Use of renewable energy sources. 2 2 2 3 9   

6.5.6 Protection and restoration of the 
natural environment 

Protection and restoration of eco system services 
and biodiversity. Choice of local business partners 
working with positive measures for the natural 
environment. 4 4 2 4 14 Yes 

6.6 Fair operating practices               
6.6.3 Anti-corruption Risk management regarding bribes and unethical 

business methods. Control mechanisms for 
cooperation with possibly corrupt business 
partners. 1 1 1 2 5   

6.6.4 Responsible political involvement Transparency and responsibility in public opinion 
processes, ethically correct lobbying. 1 1 1 1 4   

6.6.5 Fair competition Refraining from unethically taking advantage of 
advantageous marketing position. 1 3 1 1 6   

6.6.6 Promoting social responsibility in 
the sphere of influence 

Demands on suppliers regarding SR aspects; 
checkup on demands. 4 3 2 4 13 Yes 

6.6.7 Respect for property rights Matters regarding ownership, control of business 
partners regarding validity. 2 1 2 3 8   

6.7 Consumer issues               
6.7.3 Fair marketing, information and 

contractual practices 
Ethically correct marketing with a high degree of 
truth and separation of commercial message and 
real information. Clear information on price. 3 2 3 4 12 Yes 

6.7.4 Protecting consumers' health and 
safety 

Correct information regarding possible hazards to 
health, the environment and property. Product 
development focused on minimizing potential 
present and future problems. Producer 
responsibility for unforeseen damage. 

1 1 1 1 4   
6.7.5 Sustainable consumption The organization's general responsibility to 

produce, provide and procure products that, to the 
greatest possible extent, promote sustainable 
development. 3 3 2 4 12 Yes 
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6.7.6 Consumer service, support and 
dispute resolution 

Clear contractual terms and customer support. 
Handling of complaints and disputes. 2 2 1 3 8   

6.7.7 Consumer data procection and 
privacy 

Handling of client data in a safe and ethical way, 
ethical use of information for commercial 
purposes. 1 1 1 2 5   

6.7.8 Access to essential services The ethical and fair principles of decision-making 
regarding pricing etcetera if the organization 
supplies basic services such as electricity, water 
and housing. 1 1 1 1 4   

6.7.9 Education and awareness Seriös och uttömmande kundinformation, särskilt 
för att kunna fatta beslut som bidrar till hållbar 
utveckling. 2 2 2 3 9   

6.8 Community involvement and development               
6.8.3 Community involvement Cooperation with local stakeholders - politicians, 

schools, environmental groups etcetera - with the 
purpose of building contacts and developing the 
region. 3 1 2 3 9   

6.8.4 Education and culture Opportunities to support education, use local and 
indigenous knowledge and support local culture. 2 1 1 2 6   

6.8.5 Employment creating and skills 
development 

Consequences of the organization’s decisions 
regarding placement of work opportuniites, 
support of local labour and skills. 2 2 1 2 7   

6.8.6 Technology development Cooperation with schools, universites and 
organizations to promote and build a higher level 
of education and technology proliferation. 1 1 1 1 4   

6.8.7 Wealth and income creation Using local suppliers and labour in order to 
promote the formal rather than informal economy; 
developemtn of local infrastructure. 2 2 1 2 7   

6.8.8 Health Opportunites for employees and stakeholders to 
get access to medical care; information about 
risks to health and prevention thereof. 2 2 1 2 7   

6.8.9 Social investment Projects aiming to strengthen local infrastructure, 
health, education and development, not 
necessarily related to the organization's core 
activities. 3 2 2 3 10 Yes 
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3.2.1 Comments on key issues 

 

6.3.4 – Human rights risk situations 

By making business with suppliers in countries where human rights more often are violated, ICA risks passively worsening the 

situation of such violations. Therefore, it is very important that ICA has proper control of its suppliers, and boycotts suppliers or even 

countries where human rights violations are commonplace. 

 

6.4.3 – Employment and employment relations 

ICA has a great responsibility towards its own employees, but also to some extent to its suppliers and their employees, to make sure 

and control that good working conditions are maintained. 

 

6.4.4 – Conditions of work and social protection 

See 6.4.3 

 

6.5 – Human development and training in the workplace 

See 6.4.3 

 

6.5.6 – Protection and restoration of the natural environment 

Fishing is an area where, if today’s natural resources are not managed properly, the risk of a collapse is a possible outcome – demand 

is constantly on the rise, and climate change, waste emissions and other factors are further complicating the matter. ICA plays a big 

part in making sure that the suppliers contracted are working towards more sustainable ways of fishing. 

 

6.6.6 – Promoting social responsibility in the sphere of influence 

By carefully looking over its selection of seafood, ICA can actively help promote sustainable alternatives like KRAV och MSC 

labeled products, and help customers choose alternatives that promote sustainable fishing. 

 

6.7.3 – Fair marketing, information and contractual practices 

Ica will make sure that no false information about the products sold is given, and should act towards encouraging customers to choose 

the most sustainable alternatives. This should be true even when ICA are not directly involved, such as providing information about 

e.g. the WWF banned species list. 
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6.7.5 – Sustainable consumption 

Se 6.6.6 

 

6.8.9 – Social investment 

By supporting certain organizations and suppliers in certain areas or issues, ICA can support and develop local knowledge and 

institutions, something that will benefit the world’s stocks of seafood both in the short and in the long run. It might be projects relating 

to building infrastructure or spreading information and knowledge, not just within the ICA business groups but in the areas among 

which ICA have their suppliers. 

 

4. Results – Stakeholder model 
After discussing the different key issues, the following stakeholder model was created: 
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Stakeholders - Sustainable Fishing     

Core subject Issue's relation to org. activities Key stakeholders Other stakeholders 

Key issues   Internal External Internal External 

Organizational governance           
Communication, organizational structure, 
management, decision making 

Organizational structure regarding SR 
related matters. To what extent the 
organization's management and 
communication are based on due 
diligence, transparency, ethical 
behaviour, respect for stakeholder 
interests and respect for the law.  

Management group 
Business Ethics Owner (Ahold) 

Environmental 
manager; 
Procurement 
manager   

Human rights            
Human rights risk situations Whether extra care needs to be taken 

in decisions regarding situations and 
locations where there is a high risk of 
human rights violations. 

Environmental 
manager 

Ahold; 
Amnesty; 
UN Global 
Compact 

Procurement 
department; 
Marketing 
department 

Customers; 
Authorities; 
Politicians 

Labour practices           
Employment and employment relations Relation between employer and 

employee regarding contractual 
employment terms; also applies to 
suppliers and business partners. 

HR department 

Procurement 
manager; 
Environmental 
manager; 
Legal 
department   

Human rights 
organizations; 
SR standards 
organizations 

Conditions of work and social protection Fair working conditions regarding 
salary, working hours, social protection 
etcetera. 

HR department 

Procurement 
manager; 
Environmental 
manager; 
Legal 
department   

Human rights 
organizations; 
SR standards 
organizations 

Human development and training in the 
workplace 

Opportunities for relevant education at 
work and other possible roles in the 
organization. 

HR department; 
ICA employment 
training       
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The environment           
Protection and restoration of the natural 
environment 

Protection and restoration of eco 
system services and biodiversity. 
Choice of local business partners 
working with positive measures for the 
natural environment. 

Environmental 
manager; 
Procurement 
manager 

Ahold; 
WWF; 
Sw. Board of 
Fisheries; 

Sponsor 
manager; 
Information 
department 

SNF; 
Greenpeace; 
Suppliers; 
Politicians 

Fair operating practices           
Promoting social responsibility in the 
sphere of influence 

Demands on suppliers regarding SR 
aspects; checkup on demands. 

Procurement 
manager; 
Environmental 
manager; 
Legal department 

SR accountant; 
Ahold 

SR manager; 
Procurement 
management 

Fair Trade; 
KRAV; 
MSC; 
SR standards 
organizations 

Consumer issues           
Fair marketing, information and 
contractual practices 
 

Ethically correct marketing with a high 
degree of truth and separation of 
commercial message and real 
information. Clear information on price. Marketing 

department; 
Information 
department 

Nat. Board of 
Consumers 

Environmental 
manager; 
Procurement 
department; 
Data quality 
department 

Stores; 
Customers; 
Media 

Sustainable consumption The organization's general 
responsibility to produce, provide and 
procure products that, to the greatest 
possible extent, promote sustainable 
development. 

Environmental 
manager; 
Procurement 
manager 

Ahold; 
WWF;   

Customers; 
Media 

Community involvement and 
development           
Social investment Projects aiming to strengthen local 

infrastructure, health, education and 
development, not necessarily related to 
the organization's core activities. 

Environmental 
manager; 
Procurement 
manager; 
Sponsorship manager 

Suppliers; 
WWF 

Employees; 
Marketing 
department; 
Information 
department 

Human rights 
organizations; 
UN Global 
Compact; 
Authorities 

      
SNF = Swedish Society for Nature 
Conservation 

KRAV = Association of traders of non-
toxic foodstuffs 

MSC = Marine 
Stewardship Council    
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4.1 Continued work for improval 
ICA has already come a long way in its work with Sustainable Fishing, but a lot of work remains. ICA is faced daily with difficult 

decisions, where a number of factors need to be considered in order to provide products that not only satisfiy the customers but also 

work towards promoting sustainable development and the goals for Sustainable Fishing. In order to manage these challenges, it is my 

opinion that ISO 26000, which ICA have not gotten some experience working with through producing this report, is an excellent tool 

to continue using. By identifying, engaging and developing the cooperation with its key stakeholders – internal as well as external – 

ICA will always be well prepared in their work towards a higher level of social responsibility 

 

Henrik Weinestedt 

2009-08-28 
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1. Agreement 
On February 26th 2009, a meeting was held between Sustainia, represented by Magnus Rignell and Henrik Weinestedt, and Eniro, 

represented by Emma Grönlund and Bengt Sandin. The purpose of the meeting was to prepare a road map for creating “Sustainable 

Eniro”. During the meeting, it was agreed that Henrik Weinestedt, a Stockholm University student at the masters program Sustainable 

Enterprising and writing his thesis together with Sustainia, would perform a stakeholder analysis based on ISO 26000 guidelines.  

 

During a follow-up meeting between Henrik Weinestedt and Emma Grönlund on March 4th, a number of preconditions for the 

stakeholder analysis were set. This report, of which the stakeholder analysis and stakeholder model are the main parts, are to be 

performed on the business areas of Online and Offline Media, parts of Eniro Sweden. 

 

2. Background 

 
2.1 Sustainable Eniro 
Eniro and Sustainia have worked together a long time on issues of environment and sustainability, a cooperation that in 2009 was 

taken one step further as Sustainia developed a ten year plan to create Sustainable Eniro. The goal is for the Eniro business group to 

reach a 70/70/70 goal at 2018, not unlike the EU climate goals, where: 

 

1. Climate gas emissions are down by 70% 

2. 70% of the energy that is bought comes from renewable sources 

3. 70% of transports are to be carried out with vehicles powered by electricity or bio fuel 

 

In addition to the 70/70/70 goal, there are a number of other issues, also vital for the Sustainable Eniro vision. Mentionable among 

these are employees all trained in environmental issues and the environmental management system (ISO 140001) and GRI reporting 

(http://www.globalreporting.org) in 2010, ISO 26000 integrated into the organization by 2011, a climate neutral catalogue by 2012 

and climate neutral IT solutions by 2016. 
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2.2. ISO 26000 
ISO 26000 is an international ISO standard on the area of social responsibility. The standard is still under development and is planned 

to be finished in 2010. It is however complete enough to be worked with, and many organizations have already begun looking at their 

activities with regards to the standard’s guidance. Differing from the other major ISO standards such as ISO 9001 (quality 

management) and ISO 14001 (environmental management), ISO 26000 is an un-certifiable standard – the standard is very flexible, 

and should hopefully be adopted by all sorts of organizations in the way most suitable for that organization. 

 

Central to the standard are the seven core subject, divided into 36 issues, which contain what the ISO organization believe are the most 

important issues of SR:
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Core subject General description Issues 
1. Organizational  governance How the organization is structured and lead  
2. Human rights How the organization works with issues of 

responsibility related the human rights of its 

employees and others affected 

17. Due diligence 

18. Human rights risk situations 

19. Avoidance of complicity 

20. Resolving grievances 

21. Discrimination and vulnerable groups 

22. Civil and political rights 

23. Economic, social and cultural rights 

24. Fundamental rights at work 

3. Labour practices How the organization secures a healthy, safe and 

creative environment for its employees 

11. Employment and employment relationships 

12. Conditions of work and social protection 

13. Social dialogue 

14. Health and safety at work 

15. Human development and training in the workplace 

4. The environment How the organization handles environmental 

issues 

9. Prevention of pollution 

10. Sustainable resource use 

11. Climate change mitigation and adaptation 

12. Protection and restoration of the natural environment 

5. Fair operating practices How the organization conducts its activities 11. Anti-corruption 

12. Responsible political involvement 

13. Fair competition 

14. Promoting social responsibility in the SoI 

15. Respect for property rights 

6. Consumer issues How the organization communicates with its 

customers 

15. Fair marketing, information and contractual practices 

16. Protecting consumers’ health and safety 

17. Sustainable consumption 

18. Consumer service, support, and dispute resolution 

19. Consumer data protection and privacy 

20. Access to essential services 

21. Education and awareness 

7. Community involvement and 

development 

How the organization engages in giving back to 

people  affected by its activities 

15. Community involvement 

16. Education and culture 

17. Employment creation and skills development 

18. Technology development 

19. Wealth and income creation 

20. Health 

21. Social investment 
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2.3 Stakeholder dialogue as an SR tool 
Central to the work with the seven core subjects and 36 aspects of ISO 26000 is the stakeholder dialogue – the standard, one might 

say, is based on the organization contributing to a sustainable ecological, economic and social development through confidence-

building cooperation with its stakeholders, ie. the persons and organizations affected by the activities and decisions made. In order to 

get the maximum amount of leverage out its stakeholder dialogue processes, it is vital that the organization not only knows which 

stakeholders are affected the most, but also who have the biggest influence. Simply put, these are the key stakeholders. 

 

 

 

2.4 Stakeholder analysis – a prerequisite 
Identifying an organization’s key stakeholders is the first step towards working with stakeholder dialogue and ISO 26000. A well 

performed stakeholder analysis is an invaluable tool for all organizations willing to work with ISO 26000 in a serious way. To be able 

to, early on in the process, know what stakeholders should be involved in the process, regardless of whether it is and old stakeholder 

relation or initiating a new one, is a great advantage. Some of the positive aspects of having a close relationship to your key 

stakeholders as described in the standard are: 

 

A shared view of how the organization can maximize the value of its SR commitments 

Make sure that the organization knows what really matters to its stakeholders, which in turn creates a great potential for learning 

within the organization 

Increased transparency and credibility, internally as well as externally, in the organization’s communications and image 

Create opportunities for cooperations and partnerships with stakeholders, regardless of them being persons, organizations, companies, 

public authorities etcetera. 

 

If ISO 26000 is used properly, the potential is great; the benefits listed above are in no way a complete list. The standard’s very broad 

view of what SR is means that no aspects are forgotten.
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3. Stakeholder analysis - Eniro Sweden 

 
3.1 Background 
In order to perform the stakeholder analysis, a number of interviews have been conducted by Henrik Weinestedt with employees in 

key positions at Eniro. Key position does not necessarily mean a managing role, the goal was rather to find the persons in the 

organization that possess key influence over, and knowledge of, the key issues that were identified.  

 

The persons to be interviewed have been selected together with Emma Grönlund. 

 

Key issues have been decided by using an issue template, which grades the issue on four factors relating to sustainable development 

and Eniro’s activities. Each aspect is tested against the factors and receives a score of four to 16. An issue that is graded a total score 

of ten or more, or scores the highest score (4) on at least one factor, is regarded a key issue. 

 

3.2 Business area: Online 
Online is Eniro’s second largest business area, and the business area that is, since 2008, explicitly being focused on – by 2016, Eniro 

shall be focused on online services and business opportunities according to the vision ”from print dependency to online opportunities”. 

 

 
3.2.1 Key issues 

 

Issues in red are graded as key issues: 
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Issue template ISO 26000 – Eniro Online 1-4p* 1-4p* 1-4p* 1-4p*   

Aspect Core subjects & aspects Aspect's relation to org. activities Sc De IP OF Total Key aspect 

6.2 Organizational governance             
  Communication, organizational 

structure, management, decision 
making 

Organizational structure regarding SR related 
matters. To what extent the organization's 
management and communication are based on 
due diligence, transparency, ethical behaviour, 
respect for stakeholder interests and respect for 
the law.  3 2 3 4 12 Yes 

6.3 Human rights               
6.3.3 Due diligence Consideration of risks when making decisions 

where human rights might be violated. Also 
applies when selection business partners and 
suppliers. 1 1 1 1 4   

6.3.4 Human rights risk situations Whether extra care needs to be taken in decisions 
regarding situations and locations where there is a 
high risk of human rights violations. 1 1 1 1 4   

6.3.5 Avoidance of complicity Involvement in situations where the organization 
might risk helping human rights violations through 
direct or indirect involvement. 1 1 1 1 4   

6.3.6 Resolving grievances Handling of complaints and disputes and the like 
regarding human rights violations (real or 
possible). 1 1 1 1 4   

6.3.7 Discrimination and vulnerable 
groups 

Discrimination and selection when employing 
and/or choosing business partners regarding 
handicap, sex, age, background etcetera. 2 2 2 2 8   

6.3.8 Civil and political rights Respect for the basic rights such as the right to 
vote and the right to organize, and how business 
partners deal with these issues. 1 1 1 1 4   
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6.3.9 Economic, social and cultural 
rights 

Respect for basic rights such as the right to 
education, the right to medical care, and how 
business partners deal with these issues. 1 1 1 1 4   

6.3.10 Fundamental rights at work The right to be part of a labour union and working 
towards abolishing child and forced labour. 

1 1 1 1 4   

6.4 Labour practices               
6.4.3 Employment and employment 

relations 
Relation between employer and employee 
regarding contractual employment terms; also 
applies to suppliers and business partners. 2 2 1 2 7   

6.4.4 Conditions of work and social 
protection 

Fair working conditions regaring salary, working 
hours, social protection etcetera. 2 3 1 2 8   

6.4.5 Social dialogue Employees' possibilities to negotiate over wage, 
working hours etcetera, and to appoint 
representatives for negotiations. 1 3 1 2 7   

6.4.6 Health and safety at work Issues relating to work safety, also at business 
partners. Development of routines and policies for 
work environment and work safety. 2 3 2 2 9   

6.5 Human development and training 
in the workplace 

Opportunities for relevant education at work and 
other possible roles in the organization. 3 2 1 3 9   

6.5 The environment               
6.5.3 Prevention of pollution Organization's direct or indirect (e.g. through 

suppliers' production methods) discharges of 
chemicals and hazardous waste to air, ground and 
water. 2 2 2 2 8   

6.5.4 Sustainable resource use Efficiency regarding consumption of energy, water 
and materials during production and in the daily 
operations. 2 2 2 2 8   

6.5.5 Climate change mitigation and 
adaptation 

Identification of emission sources, measuring the 
amount of emissions, and actions to prevent 
emissions. Use of renewable energy sources. 3 2 3 3 11 Yes 

6.5.6 Protection and restoration of the 
natural environment 

Protection and restoration of eco system services 
and biodiversity. Choice of local business partners 
working with positive measures for the natural 2 2 2 2 8   



8 

environment. 

6.6 Fair operating practices               
6.6.3 Anti-corruption Risk management regarding bribes and unethical 

business methods. Control mechanisms for 
cooperation with possibly corrupt business 
partners. 1 1 1 1 4   

6.6.4 Responsible political involvement Transparency and responsibility in public opinion 
processes, ethically correct lobbying. 1 1 1 1 4   

6.6.5 Fair competition Refraining from unethically taking advantage of 
advantageous marketing position. 2 3 1 2 8   

6.6.6 Promoting social responsibility in 
the sphere of influence 

Demands on suppliers regarding SR aspects; 
checkup on demands. 2 2 4 2 10 Yes 

6.6.7 Respect for property rights Matters regarding ownership, control of business 
partners regarding validity. 1 1 1 1 4   

6.7 Consumer issues               
6.7.3 Fair marketing, information and 

contractual practices 
Ethically correct marketing with a high degree of 
truth and separation of commercial message and 
real information. Clear information on price. 2 2 1 2 7   

6.7.4 Protecting consumers' health and 
safety 

Correct information regarding possible hazards to 
health, the environment and property. Product 
development focused on minimizing potential 
present and future problems. Producer 
responsibility for unforeseen damage. 

1 1 1 1 4   
6.7.5 Sustainable consumption The organization's general responsibility to 

produce, provide and procure products that, to the 
greatest possible extent, promote sustainable 
development. 1 1 1 1 4   

6.7.6 Consumer service, support and 
dispute resolution 

Clear contractual terms and customer support. 
Handling of complaints and disputes. 3 3 2 3 11 Yes 

6.7.7 Consumer data protection and 
privacy 

Handling of client data in a safe and ethical way, 
ethical use of information for commercial 
purposes. 2 3 1 3 9   
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6.7.8 Access to essential services The ethical and fair principles of decision-making 
regarding pricing etcetera if the organization 
supplies basic services such as electricity, water 
and housing. 1 1 1 1 4   

6.7.9 Education and awareness Proper and comprehensive customer information, 
especially for issues that relate to making 
decisions regarding the promotion of sustainable 
development. 1 1 1 1 4   

6.8 Community involvement and development               
6.8.3 Community involvement Cooperation with local stakeholders - politicians, 

schools, environmental groups etcetera - with the 
purpose of building contacts and developing the 
region. 2 1 3 2 8   

6.8.4 Education and culture Opportunities to support education, use local and 
indigenous knowledge and support local culture. 1 1 1 1 4   

6.8.5 Employment creating and skills 
development 

Consequences of the organization’s decisions 
regarding placement of work opportuniites, 
support of local labour and skills. 1 1 2 1 5   

6.8.6 Technology development Cooperation with schools, universities and 
organizations to promote and build a higher level 
of education and technology proliferation. 2 1 4 1 8 Yes 

6.8.7 Wealth and income creation Using local suppliers and labour in order to 
promote the formal rather than informal economy; 
developemtn of local infrastructure. 1 1 1 1 4   

6.8.8 Health Opportunites for employees and stakeholders to 
get access to medical care; information about 
risks to health and prevention thereof. 1 1 1 1 4   

6.8.9 Social investment Projects aiming to strengthen local infrastructure, 
health, education and development, not 
necessarily related to the organization's core 
activities. 3 2 2 3 10  
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3.3 Business area: Offline Media 

Offline Media is Eniro Sweden’s largest business area, with the printed phone catalogue Gula Sidorna (Yellow Pages) as the largest 

product. Despite the increase in the usage of the online services, 70% of all Swedes use the printed version yearly, which means that 

the product will remain important for the following years to come. 

 
3.3.1 Key issues 

Issues in red are regarded as key issues: 
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Issue template ISO 26000 – Eniro Online 1-4p* 1-4p* 1-4p* 1-4p*   

Aspect Core subjects & aspects Aspect's relation to org. activities Sc De IP OF Total Key aspect 

6.2 Organizational governance             
  Communication, organizational 

structure, management, decision 
making 

Organizational structure regarding SR related 
matters. To what extent the organization's 
management and communication are based on 
due diligence, transparency, ethical behaviour, 
respect for stakeholder interests and respect for 
the law.  3 2 3 4 12 Yes 

6.3 Human rights               
6.3.3 Due diligence Consideration of risks when making decisions 

where human rights might be violated. Also 
applies when selection business partners and 
suppliers. 1 1 1 1 4   

6.3.4 Human rights risk situations Whether extra care needs to be taken in decisions 
regarding situations and locations where there is a 
high risk of human rights violations. 1 1 1 1 4   

6.3.5 Avoidance of complicity Involvement in situations where the organization 
might risk helping human rights violations through 
direct or indirect involvement. 1 1 1 1 4   

6.3.6 Resolving grievances Handling of complaints and disputes and the like 
regarding human rights violations (real or 
possible). 1 1 1 1 4   

6.3.7 Discrimination and vulnerable 
groups 

Discrimination and selection when employing 
and/or choosing business partners regarding 
handicap, sex, age, background etcetera. 2 2 2 2 8   

6.3.8 Civil and political rights Respect for the basic rights such as the right to 
vote and the right to organize, and how business 
partners deal with these issues. 1 1 1 1 4   
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6.3.9 Economic, social and cultural 
rights 

Respect for basic rights such as the right to 
education, the right to medical care, and how 
business partners deal with these issues. 1 1 1 1 4   

6.3.10 Fundamental rights at work The right to be part of a labour union and working 
towards abolishing child and forced labour. 

1 1 1 1 4   

6.4 Labour practices               
6.4.3 Employment and employment 

relations 
Relation between employer and employee 
regarding contractual employment terms; also 
applies to suppliers and business partners. 2 2 1 2 7   

6.4.4 Conditions of work and social 
protection 

Fair working conditions regaring salary, working 
hours, social protection etcetera. 2 3 1 2 8   

6.4.5 Social dialogue Employees' possibilities to negotiate over wage, 
working hours etcetera, and to appoint 
representatives for negotiations. 1 3 1 2 7   

6.4.6 Health and safety at work Issues relating to work safety, also at business 
partners. Development of routines and policies for 
work environment and work safety. 2 3 2 2 9   

6.5 Human development and training 
in the workplace 

Opportunities for relevant education at work and 
other possible roles in the organization. 3 2 1 3 9   

6.5 The environment               
6.5.3 Prevention of pollution Organization's direct or indirect (e.g. through 

suppliers' production methods) discharges of 
chemicals and hazardous waste to air, ground and 
water. 3 3 1 4 11 Yes 

6.5.4 Sustainable resource use Efficiency regarding consumption of energy, water 
and materials during production and in the daily 
operations. 3 3 1 4 11 Yes 

6.5.5 Climate change mitigation and 
adaptation 

Identification of emission sources, measuring the 
amount of emissions, and actions to prevent 
emissions. Use of renewable energy sources. 3 3 1 4 11 Yes 

6.5.6 Protection and restoration of the 
natural environment 

Protection and restoration of eco system services 
and biodiversity. Choice of local business partners 
working with positive measures for the natural 3 3 1 4 11 Yes 
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environment. 

6.6 Fair operating practices               
6.6.3 Anti-corruption Risk management regarding bribes and unethical 

business methods. Control mechanisms for 
cooperation with possibly corrupt business 
partners. 1 1 1 1 4   

6.6.4 Responsible political involvement Transparency and responsibility in public opinion 
processes, ethically correct lobbying. 1 1 1 1 4   

6.6.5 Fair competition Refraining from unethically taking advantage of 
advantageous marketing position. 2 3 1 2 8   

6.6.6 Promoting social responsibility in 
the sphere of influence 

Demands on suppliers regarding SR aspects; 
checkup on demands. 3 3 2 4 12 Yes 

6.6.7 Respect for property rights Matters regarding ownership, control of business 
partners regarding validity. 1 1 1 1 4   

6.7 Consumer issues               
6.7.3 Fair marketing, information and 

contractual practices 
Ethically correct marketing with a high degree of 
truth and separation of commercial message and 
real information. Clear information on price. 2 2 1 2 7   

6.7.4 Protecting consumers' health and 
safety 

Correct information regarding possible hazards to 
health, the environment and property. Product 
development focused on minimizing potential 
present and future problems. Producer 
responsibility for unforeseen damage. 

1 1 1 1 4   
6.7.5 Sustainable consumption The organization's general responsibility to 

produce, provide and procure products that, to the 
greatest possible extent, promote sustainable 
development. 1 1 1 1 4   

6.7.6 Consumer service, support and 
dispute resolution 

Clear contractual terms and customer support. 
Handling of complaints and disputes. 3 3 2 3 11 Yes 

6.7.7 Consumer data protection and 
privacy 

Handling of client data in a safe and ethical way, 
ethical use of information for commercial 
purposes. 2 3 1 3 9   
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6.7.8 Access to essential services The ethical and fair principles of decision-making 
regarding pricing etcetera if the organization 
supplies basic services such as electricity, water 
and housing. 1 1 1 1 4   

6.7.9 Education and awareness Proper and comprehensive customer information, 
especially for issues that relate to making 
decisions regarding the promotion of sustainable 
development. 1 1 1 1 4   

6.8 Community involvement and development               
6.8.3 Community involvement Cooperation with local stakeholders - politicians, 

schools, environmental groups etcetera - with the 
purpose of building contacts and developing the 
region. 2 1 3 2 8   

6.8.4 Education and culture Opportunities to support education, use local and 
indigenous knowledge and support local culture. 1 1 1 1 4   

6.8.5 Employment creating and skills 
development 

Consequences of the organization’s decisions 
regarding placement of work opportuniites, 
support of local labour and skills. 1 1 2 1 5   

6.8.6 Technology development Cooperation with schools, universities and 
organizations to promote and build a higher level 
of education and technology proliferation. 2 1 2 1 6   

6.8.7 Wealth and income creation Using local suppliers and labour in order to 
promote the formal rather than informal economy; 
developemtn of local infrastructure. 1 1 1 1 4   

6.8.8 Health Opportunites for employees and stakeholders to 
get access to medical care; information about 
risks to health and prevention thereof. 1 1 1 1 4   

6.8.9 Social investment Projects aiming to strengthen local infrastructure, 
health, education and development, not 
necessarily related to the organization's core 
activities. 3 2 2 3 10 Yes 
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3.4 Comments on key issues 
 

6.5.3 – Prevention of pollution 

When producing printed material, certain emissions are inevitable. Eniro will act to make sure that the least possible amount of 

emissions are being produced, and see to it that the printed material, when it becomes waste, is easily recycled. 

 

6.5.4 – Sustainable resource use 

Materials and energy efficiency is necessary when producing the printed material; it is not just an environmental but also definitely 

and economic issue. The less energy and materials used in the production process, the better. A catalogue has the same environmental 

impact as three deciliters of milk, a figure that surely can be lowered even more. 

 

6.5.5 – Climate change mitigation and adaptation 

If Eniro wants to reach its 70/70/70 goal, a proper plan needs to be made. Sustainable resource use means energy efficiency and taking 

all aspects of emissions into consideration, and choosing energy efficient and climate smart solutions is not just economically sound, it 

saves the earth’s natural resources. The next goal – climate neutrality – is no impossibility, but it requires a lot of determination and a 

willingness to put a lot of effort into climate smart services such as phasing out the catalogue. 

 

6.5.6 – Protection and restoration of the natural environment 

Printed materials requires paper pulp, and it is of the essence that the business partners Eniro choose to work with have high 

environmental goals of their own (e.g. using only FSC labeled wood). Another important part is making sure that the total amount of 

biomass is not decreasing; this is also another important climate aspect. 

 

6.6.6 – Promoting social responsibility in the sphere of influence 

As the market leader of online information providing services, Eniro has a large influence over the market and the business partners it 

chooses to cooperate with. High demands on suppliers and business partners means Eniro can create great positive effects in their 

sphere of influence regarding sustainable development and social responsibility. 

 

6.7.6 – Consumer service, support and dispute resolution 

It is vital that the persons using Eniro’s online and offline services are familiar with the terms of use, and that customer service is 

properly available. 
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6.8.6 – Technology development 

The Online business area is built on technical and technological development. In this area, Eniro has a major role to play in engaging 

schools and universities by taking on e.g. graduate students, thus creating win-win situations for both Eniro and the persons getting 

vital work experience and providing access to new knowledge. 

 

6.8.9 – Social investment 

Finding one or several projects that clearly show how Eniro can promote sustainable developmenet is a great way of creating a 

positive image and contributing to society at large, not just for Eniro and their employees but for other stakeholders as well. Building 

for the future is the best way of sustaining a market leading position. 

 

 

 

 

3.5 Interviews 

In order to get some insight into the relationship between Eniro Sweden and its stakeholders, a number of interviews were carried out. 

The results, in short, are presented below. 

 

Bengt Sandin  Environmental manager 

Key issue:  Prevention of pollution 

   Sustainable resource use 

   Climate change mitigation and adaptation 

   Protection and restoration of the natural environment 

 

Eniro is working hard with environmental issues. Communication has been poor historically, and the company has never been good at 

making the public aware of, and interested in, Eniro’s environmental work. The 70/70/70 goal is very interesting, and contains a 

number of aspects that Bengt has already looked at and started planning for. High demands are put on the business partners who are 

involved in the production of the catalogue, which still is perceived as having a huge environmental impact. This is the area in which 

the most external stakeholder contact has been. Employee travels is another big area that needs to be addressed in order to reach the 

climate goal. Bengt is a member of the national association for environmental manager, but feels there is a lack of other ways for 

exchange of experience and competence. 
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Christer Pettersson  Online manager, responsible for eniro.se 

Key issue:   Technology development 

The ambition is to be cutting edge regarding technology development. Eniro has been a very attractive partner to universities in 

attracting students and recently finished engineers, but this has changed as Eniro very seldom attends e.g. recruitment fairs. Eniro has 

no cooperation with any universities regarding taking on students, something that can definitely be improved on. Eniro’s IT partner is 

Hewlett Packard, and Christer sees interesting potential cooperative ventures in the area of Green IT in the future. 

 
Anna Söderström Customer Services Manager 

Key issue:   Consumer service, support and dispute resolution 

Eniro’s customer services department is currently working very well. Very few cases concern actually disputes, and for these cases a 

questionnaire has been designed by the legal department together with the customer services department. If such grievances still can 

not be solved, Eniro has a grievances board; very few cases end up here though. Anna sees the potential for cooperation with 

stakeholder such as consumer organizations in preventing and solving these situations. 

 
Petter Olofsson Procurement coordination officer 

Key issue:   Promoting social responsibility in the sphere of influence 

Eniro’s procurements are guided by a general procurement policy, which is currenty being revised; the new policy will have a greater 

focus on environmental aspects. A decrease in the number of current suppliers is highly prioritized, both for environmental and 

economical reasons. Petter has not been faced with decisions regarding any other SR aspect than environmental. Eniro has not been in 

contact with any external stakeholders regarding SR issues in the area of procurement. 

 

 

4. Results – stakeholder model 
After compiling the interview results and the results of the issue grading, Henrik Weinestedt and Emma Grönlund made a situation 

analysis of Eniro’s current stakeholder – the last step of the stakeholder analysis. Below are the results:
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Stakeholders - Eniro     

Core subject Issue's relation to org. activities Key stakeholders Other stakeholders 

Key issues   Internal External Internal External 

Organizational governance           
Communication, organizational structure, 
management, decision making 

Organizational structure regarding SR 
related matters. To what extent the 
organization's management and 
communication are based on due 
diligence, transparency, ethical 
behaviour, respect for stakeholder 
interests and respect for the law.  

Management; 
SR manager* Owners 

Environmental 
manager; 
HR manager   

Human rights            
No key issues identified   

    
SR manager; 
HR manager   

Labour practices           
No key issues identified   

   

HR department; 
Labour union 
representative   

The environment           
Prevention of pollution Organization's direct or indirect (e.g. 

through suppliers' production methods) 
discharges of chemicals and hazardous 
waste to air, ground and water. 

Environmental 
manager; 
Procurement 
manager; 

SNF; 
Financial analysts; 
Environmental 
accountant 

Environmental 
accountant 

NMC; 
WWF 

Sustainable resource use Efficiency regarding consumption of 
energy, water and materials during 
production and in the daily operations. 

Environmental 
manager; 
Procurement 
manager*; 
"Office group" 

SNF; 
Environmental 
accountant 

Environmental 
accountant 

NMC; 
WWF 
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Climate change mitigration and adaptation Identification of emission sources, 
measuring the amount of emissions, 
and actions to prevent emissions. Use 
of renewable energy sources. Environmental 

manager; 
Procurement 
manager; 

SNF; 
Financial analysts; 
Environmental 
accountant 

Environmental 
accountant 

NMC; 
WWF; 
Environmental 
consultant agency; 
Holmen; 
Hewlett Packard 

Protection and restoration of the natural 
environment 

Protection and restoration of eco 
system services and biodiversity. 
Choice of local business partners 
working with positive measures for the 
natural environment. 

Environmental 
manager* 

SNF; 
FSC; 
Environmental 
accountant 

Environmental 
accountant 

NMC; 
WWF 

Fair operating practices           
Promoting social responsibility in the 
sphere of influence 

Demands on suppliers regarding SR 
aspects; checkup on demands. 

Procurement 
manager; 
Legal department Hewlett Packard 

Environmental 
accountant; 
SR manager 

Environmental 
accountant 

Consumer issues           
Consumer service, support, and dispute 
resolution 

Clear contractual terms and customer 
support. Handling of complaints and 
disputes. 

Customer services 
manager; 
Legal department; 
Internal board for 
disputes 

Customers; 
Users 

Customer 
services 
department; 
Press official 

Data Inspection 
Board; 
Consumer Board; 
Swedish Trade 
Association 

Community involvement and 
development           
Technology development Cooperation with schools, universites 

and organizations to promote and build 
a higher level of education and 
technology proliferation. 

Online manager 
Sweden; 
HR manager; 
PR manager       

Social investment Projects aiming to strengthen local 
infrastructure, health, education and 
development, not necessarily related to 
the organization's core activities. 

Marketing manager 

National track and 
field team; 
National football 
team; 
SNF Employees 

National bandy 
team 

SNF = Swedish Society for Nature 
Conservation 

NMC = Swedish Association of 
Environmental Managers     
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4.1 Continued work for improvement 
Eniro Sweden has done a lot, and is prepared to do more, to improve its work regarding social responsibility, especially in the field of 

environmental impact. Some of the most important decisions are: 

 

• The decision to phase out the printed catalogue, and focus the resources on developing online services 

 

• The ambitious climate goals set 

 

• The plans to develop the fiscal report into one that adheres to the criteria of UN Global Compact 

 

To succeed in accomplishing its ambitious goals and become a leading actor in the field of social responsibility, Eniro Sweden should 

as soon as possible develop its stakeholder relations and cooperation towards both internal and external stakeholders. There are great 

benefits to be had by not just becoming better at communicating the already ambitious environmental work but also striving towards 

becoming a Swedish, Nordic, or European model within its business. By actively engaging its key stakeholders, Eniro will hopefully 

not just reach its currently set SR and environmental goals but go even further. In an increasingly faster changing world, proactiveness 

and adaption are key factors to success in the field of social responsibility. It is my opinion that ISO 26000 is an excellent tool in 

Eniro’s continued work with these issues, and that the groundwork layed out by this report is a good ground to stand on for future 

work. 

 

Henrik Weinestedt 

2009-08-28 
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Issue template ISO 26000 1-
4p* 1-4p* 1-4p* 

1-
4p*   

Aspect Core subjects & aspects Aspect's relation to org. activities Om De IP OF Total Key aspect 

6.2 Organizational governance             
  Kommunikation, organisations- 

struktur, ledning, beslutsfattande 
Organizational structure regarding SR related 
matters. To what extent the organization's 
management and communication are based on 
due diligence, transparency, ethical behaviour, 
respect for stakeholder interests and respect for 
the law.             

6.3 Human rights             
6.3.3 Due diligence Consideration of risks when making decisions 

where human rights might be violated. Also 
applies when selection business partners and 
suppliers.            

6.3.4 Human rights risk situations Whether extra care needs to be taken in decisions 
regarding situations and locations where there is a 
high risk of human rights violations.            

6.3.5 Avoidance of complicity Involvement in situations where the organization 
might risk helping human rights violations through 
direct or indirect involvement.            

6.3.6 Resolving grievances Handling of complaints and disputes and the like 
regarding human rights violations (real or 
possible).            

6.3.7 Discrimination and vulnerable 
groups 

Discrimination and selection when employing 
and/or choosing business partners regarding 
handicap, sex, age, background etcetera.            

6.3.8 Civil and political rights Respect for the basic rights such as the right to 
vote and the right to organize, and how business 
partners deal with these issues.            
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6.3.9 Economic, social and cultural 
rights 

Respect for basic rights such as the right to 
education, the right to medical care, and how 
business partners deal with these issues.            

6.3.10 Fundamental rights at work Gäller även samarbetspartners. The right to be 
part of a labour union and working towards 
abolishing child and forced labour.            

6.4 Labour practices             
6.4.3 Employment and employment 

relations 
Relation between employer and employee 
regarding contractual employment terms; also 
applies to suppliers and business partners.            

6.4.4 Conditions of work and social 
protection 

Fair working conditions regaring salary, working 
hours, social protection etcetera.            

6.4.5 Social dialogue Employees' possibilities to negotiate over wage, 
working hours etcetera, and to appoint 
representatives for negotiations.            

6.4.6 Health and safety at work Issues relating to work safety, also at business 
partners. Development of routines and policies for 
work environment and work safety.            

6.5 Human development and training 
in the workplace 

Opportunities for relevant education at work and 
other possible roles in the organization.            

6.5 The environment             
6.5.3 Prevention of pollution Organization's direct or indirect (e.g. through 

suppliers' production methods) discharges of 
chemicals and hazardous waste to air, ground and 
water.            

6.5.4 Sustainable resource use Efficiency regarding consumption of energy, water 
and materials during production and in the daily 
operations.            

6.5.5 Climate change mitigation and 
adaptation 

Identification of emission sources, measuring the 
amount of emissions, and actions to prevent 
emissions. Use of renewable energy sources.            

6.5.6 Protection and restoration of the 
natural environment 

Protection and restoration of eco system services 
and biodiversity. Choice of local business partners 
working with positive measures for the natural            
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environment. 

6.6 Fair operating practices             
6.6.3 Anti-corruption Risk management regarding bribes and unethical 

business methods. Control mechanisms for 
cooperation with possibly corrupt business 
partners.            

6.6.4 Responsible political involvement Transparency and responsibility in public opinion 
processes, ethically correct lobbying.            

6.6.5 Fair competition Refraining from unethically taking advantage of 
advantageous marketing position.            

6.6.6 Promoting social responsibility in 
the sphere of influence 

Demands on suppliers regarding SR aspects; 
checkup on demands.            

6.6.7 Respect for property rights Matters regarding ownership, control of business 
partners regarding validity.            

6.7 Consumer issues             
6.7.3 Fair marketing, information and 

contractual practices 
Ethically correct marketing with a high degree of 
truth and separation of commercial message and 
real information. Clear information on price.            

6.7.4 Protecting consumers' health and 
safety 

Correct information regarding possible hazards to 
health, the environment and property. Product 
development focused on minimizing potential 
present and future problems. Producer 
responsibility for unforeseen damage. 

           
6.7.5 Sustainable consumption The organization's general responsibility to 

produce, provide and procure products that, to the 
greatest possible extent, promote sustainable 
development.            

6.7.6 Consumer service, support and 
dispute resolution 

Clear contractual terms and customer support. 
Handling of complaints and disputes.            

6.7.7 Consumer data procection and 
privacy 

Handling of client data in a safe and ethical way, 
ethical use of information for commercial 
purposes.            
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6.7.8 Access to essential services The ethical and fair principles of decision-making 
regarding pricing etcetera if the organization 
supplies basic services such as electricity, water 
and housing.            

6.7.9 Education and awareness Proper and comprehensive customer information, 
especially for issues that relate to making 
decisions regarding the promotion of sustainable 
development.            

6.8 Community involvement and development             
6.8.3 Community involvement Cooperation with local stakeholders - politicians, 

schools, environmental groups etcetera - with the 
purpose of building contacts and developing the 
region.            

6.8.4 Education and culture Opportunities to support education, use local and 
indigenous knowledge and support local culture.            

6.8.5 Employment creating and skills 
development 

Consequences of the organization’s decisions 
regarding placement of work opportuniites, 
support of local labour and skills.            

6.8.6 Technology development Cooperation with schools, universites and 
organizations to promote and build a higher level 
of education and technology proliferation.            

6.8.7 Wealth and income creation Using local suppliers and labour in order to 
promote the formal rather than informal economy; 
developemtn of local infrastructure.            

6.8.8 Health Opportunites for employees and stakeholders to 
get access to medical care; information about 
risks to health and prevention thereof.            

6.8.9 Social investment Projects aiming to strengthen local infrastructure, 
health, education and development, not 
necessarily related to the organization's core 
activities.            

         

1 Very small or insignificant impact 3 Certain  impact    

2 Limited or unknown impact 4 Large impact    



25 

 


