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Al i detaljhandeln

Fran potential till praktisk omstallning

Sara Rosengren
sara.rosengren@hhs.se
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CENTER FOR RETAILING

CFR EARLY INSIGHT #28
WHAT CAN RESEARCH TEACH US ABOUT Al IN RETAIL?

Sara Rosengren
sara.rosengren@hhs.se

Center for Retdiling (CFR) at the Stockholm School of Economics has a mission to provide
high-level academic education and to conduct world-class research on retailing in close
collaboration with the Swedish retail industry. CFR Early Insight is a breakfast seminar series
through which CFR faculty members share insights from ongoing research projects. The
series provides a platform for employees at our partner companies fo meet and discuss
current challenges in retailing.
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30 november, 2022

£ SamAltman @
@sama - Nov 30, 2022

today we launched ChatGPT. try talking with it here:

chat.openai.com
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“In the short run, Al will provide
evolutionary benetfits; in the long
run, it is likely to be
revolutionary”

(Davenport 2018, p. 7)
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Al och Organisationer
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andoncafesthim -
Andon Café

12 posts 288 followers 0 following

Where craft meets future &, Hantverkskaffe i Vasastan, Stockholm.
Norrbackagatan 48. Oppnar 18 april!

Message &

@
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Algorithmic Management

Anstéllda interagerar med Al som utfor
kontrollfunktioner

CONTEXT
AGENCY
INTERACTION
OUTCOME

ALGORITHMIC MANAGEMENT

Managerial control in
a coercive context

Second-party actors’
constrained agency

Automated interaction
and acceptance

Personal impact and its
containing conditions

Anpassad fran Hillebrand et al (2025)



Human-AlI collaboration (HAIC)

Chefer och kunskapsarbetare samarbetar med Al
for beslutsfattande CONTEXT

AGENCY
INTERACTION
OUTCOME

#<b% STOCKHOLM sCHOOL
%27 OF ECONOMICS

HUMAN-AI COLLABORATION

Executive decision-making

. . T
in an enabling context
First-party actors’
. «—|
retained agency
Augmented interaction
e

through engagement

Task performance and its
supportive conditions

Anpassad fran Hillebrand et al (2025)



© Academy of Management Annals
2025, Vol. 19, No. 1, 343-375.
https://doi.org/10.5465/annals.2022.0072

MANAGING WITH ARTIFICIAL INTELLIGENCE:
AN INTEGRATIVE FRAMEWORK

LUIS HILLEBRAND
SEBASTIAN RAISCH
University of Geneva

JONATHAN SCHAD
Vrije Universiteit Amsterdam

270 forskningsartiklar publicerade mellan 2018 och 2024 inom: entreprenorskap, management, human resource
management, informationssystem, innovation, internationellt foretagande, marknadsforing, organisationspsykologi,
organisationsstudier, offentlig forvaltning, samhallsvetenskap och strategi

e Samtida Al, det vill saga Al-16sningar med formagan att lara sig och agera autonomt

e Ledningsmassiga uppgifter, det vill saga att planera, organisera, leda, kontrollera och fatta beslut i fragor som
paverkar organisationens maluppfyllelse i betydande utstrackning

#<b% STOCKHOLM sCHOOL
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Hur Al forandrar organisationer

CONTEXT

AGENCY

INTERACTION

OUTCOME

% STOCKHOLM SCHOOL
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ORGANIZATIONAL PERSPECTIVE

SCOPE AND DYNAMICS

ORGANIZATIONAL PROCESSES

INTEGRATIVE FRAMEWORK

From tasks to the
organizational context

From individual to
collective agency

From local to systemic
interaction

From micro- to multi-level
outcomes

Al’s increasing applicability

across managerial tasks

Al’s increasing availability and

Institutionalization

of Al in organizations

use throughout organizations

Al's tendency to create new

Y

Hybridization

of organizations

interdependencies among actors

Organizational AT applications’

Systematization

of Al in organizations

outward impact

Societal integration

of managing with AI

The integrative framework provides
building blocks for an organizational
perspective on managing with Al

Four technological developments
explain why Al increasingly
permeates organizations.

Key organizational processes
of managing with Al.

Hillebrand et al (2025)
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Lovable har dubblat intakterna sen i
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2M v 907 &= 109 436 €=

Microsoft Kroger

NVIDIA Walmart

31‘(1 v -1

Alphabet

124"

EssilorLuxottica

#5 Amazon
#11 Alibaba Group

IMD Al Maturity Ranking 2025

De 300 frdmsta féretagen pd Forbes 2000-listan 2024
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https://www.imd.org/artificial-intelligence-maturity-index/results-2025/

Pa kort sikt kommer Al att medfoéra evolutionara fordelar; pa
lang sikt ar det sannolikt att utvecklingen blir
revolutionerande.

Vi ser tecken pa hur Al forandrar affirsmodeller,
organisationer och marknader, men ocksa att detaljhandeln
ligger efter.

#<b% STOCKHOLM sCHOOL
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Implementering av Al
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Detaljhandeln ligger efter

e 12 % av detaljhandelsforetagen implementerat Al-
agenter, jamfort med 55 % inom tech (Europa)

e Al betraktas som en del av IT-sourcing

e Legacy-system och fristdende applikationer gor
infrastrukturen olamplig for Al

e Man stéller inte ratt fragor:

VarkanvianvandaAl vs. Vilka dr vara behov och
utmaningar?

#<b% STOCKHOLM sCHOOL
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Fallgropar for Al i detaljhandeln

e Att inte se "bortom hypen”

e Overtro pa analytics och data

e Att riskera kundernas fortroende

e Alla problem kraver eller gynnas inte av Al

e Att inte investera tillrackligt i Al-relaterade formagor

(i) ménniskor,
(ii) system,
(iii) processer, och

(iv) organisation

{&by STOCKHOLM SCHOOL
2.7 OF ECONOMICS

Anpassad fran Dekimpe (2020)



= Search FORTUNE Signin

Home Latest Fortune500 Finance Tech Leadership Lifestyle Rankings Multimedia
~2 Trending now onstruction jobs playing the lottery 2 China dominates the world's lithium supply. The U.S. just found 328 years' worth in its own backyard 3 The U.S. economy is booming — just not where 50 million

THE FUTURE OF WORK @ Europe

Al enabled Klarna to halve its
workforce—now, the CEO is
warning workers that other ‘tech
bros’ are sugarcoating just how
badly it’s about to impact jobs

h By Preston Fore
yhe Adduson & c@

~ Success Reporter

October 10, 2025, 10:54 AM ET

.

Sebastian Siemiatkowski, who told Sam Altman he wanted Klarna to be ChatGPT's “favorite guinea pig,” says too

many CEOs are downplaying how disruptive Al will really be.
MICHAEL NAGLE/BLOOMBERG VIA GETTY IMAGES

I borjan av 2024 lanserade Klarna en OpenAl-driven chatbot for kundtjdnst som foretaget
uppgav kan utfora arbete motsvarande 800 heltidsanstallda agenter.

"Eftersom kostnaden tyvarr forefaller ha varit en alltfor dominerande utvarderingsfaktor nar
detta organiserades blir resultatet lagre kvalitet”, sade Siemiatkowski till Bloomberg i maj.
"Att verkligen investera i kvaliteten pa det manskliga stodet ar vagen framat for oss.”

by STOCKHOLM SCHOOL
42,7 OF ECONOMICS


https://www.bloomberg.com/news/articles/2025-05-08/klarna-turns-from-ai-to-real-person-customer-service?srnd=ai-startups-investing

Att f3 med sig medarbetarna What doyou think your organization’

| don’t
Industry Augment  Automate  know

Manufacturing

oobicsector I
public sector

vainoss sorives  INGEIE 2
husiness services i

Source: Jan-Emmanuel De Neve et al. W
2 .
¢4b% STOCKHOLM SCHOOL De Nieve et al (2026)
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SUCCESS * MICROSOFT

Satya Nadella transformed
Microsoft’s culture during his
decade as CEO by turning everyone
into ‘learn-it-alls’ instead of
‘know-it-alls’

By Chloe Berger c@

May 20, 2024, 3:58 PM ET

Satya Nadella, CEO of Microsoft for a decade, implements a growth-mindset model on employees.
BEN KRIEMANN / STRINGER—GETTY IMAGES

Source: Fortune

\\“ STOCKHOLM SCHOOL
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https://fortune.com/2024/05/20/satya-nadella-microsoft-culture-growth-mindset-learn-it-alls-know-it-alls/

One Useful Thing

Everyone Is Cheating Their Way
Through College

The Homework Apocalypse

Fall is going to be very different this year. Educators need to be ready. ChatGPT has unraveled the entire academic
& project.
May 7, 2025
ANNALS OF EDUCATION Grammarly says its Al agent can predict
an A paper

WHAT HAPPENS AFTER
Al DESTROYS COLLEGE
WRITING?

The demise of the English paper will end a long intellectual
tradition, but it’s also an opportunity to reéxamine the purpose

/ Nine Al agents for writing and
grading assistance are launching

, today for Grammarly Free and Pro
@ iiroime. (oM USEFS,

AAAAAAAA

of higher education.

By Hua Hsu

by + Jess Weatherbed
June 30, 2025 Aug 18, 2025 at 3:00 P!
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Paradoxer i larande med Al

e Expertparadoxen

* Al:s nytta for tankefardigheter pa lagre niva kan forsvaga tinkandet pa hogre niva

e Innovationsparadoxen

» Al:s nytta for uppgifter pa lagre niva kan dven hamma kreativt tinkande pa hogre niva

e Jamlikhetsparadoxen

* Al gynnar oproportionerligt experter och hammar nyborjare

e Produktivt motstand - dar larandet sker

#2B% STOCKHOLM SCHOOL :
“-%;-" OF ECONOMICS Valcea, Hamdani, and Wang (2024)



A business journal from the Wharton AT
School of the University of Pennsylvania K N OW L E D G E — W I IA R I O N

24

TOPICS v SERIES v ARTICLES PODCASTS VIDEOS SPECIAL REPORTS
KEY TAKEAWAYS
e Self-regulation fails even when

When Does AI " students understand Al overuse

harms learning — awareness

Assistance alone doesn't prevent over-

Undermine N— reliance.
S

* On-demand Al assistance

Learning?

reduces "productive struggle,”

the mechanism through which

Wharton research shows that giving learners on-demand Al \ learni ng occurs.
assistance can erode practice, "productive struggle," and long- ‘

February 24, 2026 - 7 min read

term skill growth — even when they know it harms their

e Motivation matters: Students

learning.

with higher intrinsic motivation

show better self-regulation.
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Source: MIT Sloan



https://mitsloan.mit.edu/ideas-made-to-matter/working-definitions/what-is-jagged-ai-frontier

Att arbeta med Al - nagra resultat pa individniva

e Personer med lagre Al literacy ar generellt mer mottagliga for Al (Tully et al. 2026)

» Hog literacy kompenserar inte nédvandigtvis for 1dg domankunskap - aterigen paradoxer ilarande!
e Manniskor varderar sina egna bidrag av anvandandet av Al hogre an andras (Celiktutan et al. 2024)
e Riskfylld "cognitive offloading”, som kan fa konsekvenser for andra (Niederhoffer et al. 2025; 2026)

e Nar Al betraktas som ett verktyg grundar manniskor sin acceptans pa dess praktiska nytta, pa samma satt som de
utvarderar andra tekniska verktyg avsedda att stodja utférandet av uppgifter och maluppfyllelse (t.ex. kostnads-
nyttoanalys) (Li et al. 2026)

e Nar Al betraktas som en agent bedomer manniskor dess acceptabilitet utifran dess formaga att tdnka, planera och
agera, pa liknande sitt som de skulle bedoma manskliga aktorer (t.ex. komplex beddmning av fortroende, kontroll
och etiska implikationer) (Li et al. 2026)

-> Intentionalitet i savil augmentation som automation

= ¢ OF ECONOMICS
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Al-anvandning vs. produktivitet: Workslop

Al-genererat innehdll som ger sken av gott arbete men saknar substans for att pd ett
meningsfullt sitt fora en uppgift framat

-> Tidskravande och negativa kanslor

Mojliga atgarder:

e Ga fran ett generellt pabud for Al-anvandning till att bygga fortroende och Al literacy. Skapa utrymme for
samarbetspraktiker som att ge aterkoppling, stilla fragor och dialog.

e Sdkerstall agens i arbetet med Al genom att etablera tydliga forvantningar och normer for nar och hur Al ska
anvandas. Utforma processer som forstarker, snarare an ersatter, manskligt omdome.

e Organisationer behdver kompetens inom bade teknik och sociala relationer. Potentiellt en ny roll for "Al
collaboration architects” som kan identifiera friktion, anpassa Al-integrationer till medarbetares motivation och
arbetsfloden samt koppla Al-strategier till specifika utfall.

7&by STOCKHOLM SCHOOL

{02! OF ECONOMICS Niederhoffer et al (2026)
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Framgangsrik implementering av Al kraver en larande
organisation med bade Al literacy och domankunskap.

Implementering och transformation med Al bor utga fran
behov och utmaningar, eftersom att fraimja Al-anvandning
utan intention kan sanka produktiviteten och fortroendet
inom organisationen.



Ali detaljhandelsforskning
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Al i Journal of Retailing

Januari 2023 - april 2026 Focus of Articles

21 artiklar, varav 10 artiklar med Artificial
Intelligence som del av bidraget (48 %)

e Majoriteten av forskningen fokuserar pa
kunderbjudandet (58%)

e Forskning med fokus pa organisationen fokuserar

pa efterfrageprognoser och tillampningar i butik
(20 %)

e Kombinerade bidrag fokuserar pa tillampningar i
butik, bada ar konceptuella (100 %)

Demand = Supply Combined Method

#<b% STOCKHOLM sCHOOL
2,7 oF ECONOMICS
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Al i fysisk implementering

Journal of Retailing

FISF\ITR
Volume 99, Issue 4, December 2023, Pages 518-531

More than Machines: The Role
of the Future Retail
Salesperson in Enhancing the
Customer Experience

Alec Pappas ¢, Elena Fumagalli ®, Maria Rouziou €,
Willy Bolander ¢ & &

b STOCKHOLM SCHOOL
“' ' OF ECONOMICS

Journal of Retailing
ELSEVIER Volume 99, Issue 4, December 2023, Pages 563-579

Reimagining personalization
in the physical store

Thomas P. Scholdra & &, Julian R.K. Wichmann, Werner ]. Reinartz

Retailing
Journal of Retailing
ELSEVIER Volume 99, Issue 4, December 2023, Pages 487-504

Leveraging In-Store
Technology and Al: Increasing
Customer and Employee
Efficiency and Enhancing their
Experiences

Dhruv Grewal @ ® €, Sabine Benoit ¢ ¢, Stephanie M. Noble ® ,
Abhijit Guha 9, Carl-Philip Ahlbom P & &, jens Nordfélt




¢ Broadening the scope of a role beyond the initial job description or
performing existing tasks in a new way.

ROLE EXPANSION * E.g, taking on more responsibilities and diversifying one's tasks within the

organization

¢ Extending the reach or application of a particular role into new areas or
domains.

ROLE EXTENSION ¢ E.g, taking on/creating new tasks that were previously not required for the
role

e Diminishing the scope of a role from the initial job description or removing
existing task

ROLE DIMINUTION e E.g, automation replacing tasks that were previously required for the role

AT
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Al i detaljhandelns inkopsprocesser

o Kvalitativ studie, for narvarande 24 intervjuer (fler pagar)

e Inforandet av Al i detaljhandelns inkop ar ojamnt men accelererar, med en tydlig koncentration kring fem
omraden:

(1) demand forecasting och sortimentsplanering,
(2) automatiserade inkdp och pafyllning,

(3) leverantorsval och férhandling,

(4) kontrakts- och operativ inkdpshantering, samt

(5) source-to-pay-automation.

N

Ry ~ @
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Data analytics och ekonomifunktionen
— en undersokning inom detaljhandeln

e Hur organisationer hanterar 6vergangen till analytics-driven planering, prognoser, rapportering och
resultatuppfoljning, med fokus pa ekonomifunktionen

e Fokus inte pa tekniken i sig, utan pa yrkesroller och samarbeten inom organisationer

e Longitudinell fallstudie av implementeringen av en ny Al-16sning under 18 manader

e Tvarsnittsstudie med intervjuer i nordiska detaljhandelsforetag

Handelsbankens
¢2b% STOCKHOLM SCHOOL forskningsstiftelser
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Akademisk forskning om detaljhandeln fokuserar
huvudsakligen pa kunderbjudande snarare dn
organisationen.

Vi ser ett 6kande fokus pa Al-implementering i fysiska
butiker, men det aterstar mycket att lara om Al:s inverkan pa
foretag inom detaljhandeln.

#<b% STOCKHOLM sCHOOL
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Slutsatser, 7 maj 2026

1. Pakort sikt kommer Al att medféra evolutionara
fordelar; pa lang sikt ar det sannolikt att
utvecklingen blir revolutionerande. Vi ser tecken pa
hur Al forandrar affirsmodeller; organisationer och
marknader, men ocksa att detaljhandeln ligger efter.

2. Framgangsrik implementering av Al kraver en
larande organisation med bade Al literacy och
domankunskap. Implementering och
transformation med Al bor utga fran behov och
utmaningar, eftersom att framja Al-anvandning utan
intention kan sanka produktiviteten och fortroendet
inom organisationen.

3. Akademisk forskning om detaljhandeln fokuserar
huvudsakligen pa kunderbjudande snarare in
organisationen. Vi ser ett 6kande fokus pa Al-
implementering i fysiska butiker, men det aterstar
mycket att lara om Al:s inverkan pa foretag inom
detaljhandeln.

#cb% STOCKHOLM SCHOOL
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@centerforretailing

LinkedIn:

Instagram:

Tharsday I:ISKARS #M @
120016 un‘ I“ accenture .
hu.

you're thinking about
pplying, do it!

JCIA KALLHAUGE, BSC IN RETAIL MANAGEMEN
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