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Abstract

This dissertation examines the integration of artificial intelligence (Al) in business-to-business (B2B) software environments through a
multi-method research design conducted within a B2B European software company. Motivated by the growing strategic role of Al in
reshaping data-driven decision processes and organizational coordination in B2B environments, this research investigates how Al
applications create business value, encounter analytical and organizational constraints, and become embedded in organizational practice.
To guide this purpose, the dissertation develops an analytical framework comprising three interrelated dimensions, applications,
challenges, and implementation.

The three dimensions are examined through a combination of quantitative and qualitative studies conducted within a B2B software
environment. Within the applications dimension, the research shows how behavioral and interaction data can be transformed into
analytical outputs that inform customer acquisition and retention decisions. The studies demonstrate how usage patterns, engagement
trajectories, and trial usage can be modeled in ways that extend the informational basis of managerial action. In the challenges dimension,
the analyses reveal both analytical and organizational conditions that shape the feasibility and usefulness of Al applications. These include
the effort required to structure heterogeneous data, the need to maintain interpretability when working with more complex analytical
designs, and the constraints created by existing coordination and governance structures. The implementation dimension traces the
organizational process through which analytical tools are conceived, designed, and brought into use. The findings show how
implementation unfolds through successive phases of data definition, model specification, and tool integration, shaped by the interactions
between technical experts, managers, and relevant organizational stakeholders.

Together, the three studies offer an integrated empirical foundation for understanding how Al becomes embedded within B2B
organizations. The analyses show that data-driven applications evolve through processes that translate behavioral information into
actionable insights, enabling firms to anticipate customer needs and support informed decision-making. The findings further demonstrate
that technical and organizational constraints together shape the feasibility and impact of Al initiatives, as successful implementation
depends on sustained alignment among data infrastructures, analytical models, managerial roles, and operational routines. Synthesizing
these insights, the dissertation advances a multi-level perspective on Al integration in B2B contexts, demonstrating that Al contributes to
business performance through three recursive mechanisms, value creation, value preservation, and value institutionalization, that unfold
across different stages of the customer and organizational lifecycle. Taken together, these mechanisms show that the value of Al
integrations in B2B contexts emerges from the ongoing alignment and co-evolution of data assets, analytical configurations, and
organizational practices, through which predictive systems become operationally relevant and institutionally sustained.
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