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Preface 
 
This report is the result of a Master Thesis project, performed to receive a degree in Master 
of Science in Innovation Management from Eindhoven University of Technology, The 
Netherlands. The project was carried out within the Risk & Process department of Vodafone 
Libertel B.V. Maastricht, The Netherlands. 
 
The realization of this Master Thesis project has had much resemblance with the project 
development processes which were under study. The most obvious being the thesis 
development process itself which follows similar phases as a project business process: from 
creating a research idea, establishing a formal problem statement, analyzing the data, to 
creating a design and eventually through the phases which in this thesis have not been 
reached namely, testing and implementing the design and evaluation of the overall results. 
However, more important to me than the models followed in development of the thesis or 
the end results, are the less obvious similarities I experienced. These less obvious similarities 
were experienced with the causes and their effects leading to the various deficiencies in the 
project process. Seeing that, during this thesis period I also encountered some difficulties in 
establishing enough commitment, having inadequate project planning and using sometimes 
insufficient and even unclear requirements. By facing these hurdles head on, has been in my 
opinion the real underlying lesson in life. Adding to this is a quote from Le Guin (1969) which 
portrays this lesson perfectly: 
 

“It is good to have an end to journey toward; but it is the journey that matters in the end.” 
- Ursula K. Le Guin, novelist- 

 
The completion of this project would not have been possible without the support of others. 
First of all, I would like to express my sincere appreciation to my first supervisor from 
Eindhoven University of Technology, Mrs. dr.ir. I.M.M.J. Reymen for her constructive 
criticism and support but foremost her patience.  Her enthusiasm and drive has stimulated 
me to break boundaries and make new ones. Moreover, I would like to extend profound 
thanks to my second supervisor from Eindhoven University of Technology, Mrs. dr. S. 
Rispens for her support and guidance. Her fresh insights, has proven rewarding. 
 
Furthermore, I would like to express my deepest gratitude to my company supervisor Mr.  ir. 
A. Walter for his ongoing support, guidance and trust. Mr. Walter together with all the 
colleagues of the Technology Office, have allocated ample time and made me really feel as 
an essential part of Vodafone Libertel B.V. from inception. 
Special thanks are also extended to my direct colleagues from the Risk & Process 
department for their hospitality, openness and practical help. They made my project a 
rewarding experience.  
 
Finally, I would like to thank my girlfriend, family and friends for their continuous support 
during this thesis period. 
  
Joost Dieben 
Eindhoven, July 9th 2009 
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Abstract 
 
The main aim of this thesis project is to create a better insight into techno-companies their 
capabilities to develop successful innovative products. This is done by analyzing Vodafone 
Libertel B.V.’s project business process and identifying deficiencies resulting in a reduction of 
project process performance and capabilities to develop successful innovative products. 
Vodafone Libertel B.V. has been chosen as case study research area, due to its current 
desires to optimise its innovative capability. Resulting from a recently imposed radical CO2 
emission- and energy reduction target, Vodafone Libertel B.V. has recognized significant 
room for improvement in its P&SD project business process. 

A total of eight projects were selected which formed the basis for the qualitative 
research in identifying these deficiencies in the P&SD business process. After analysis of the 
various causes contributing to the decrease in project performance, two were selected for 
further redesign. These causes are “project team composition” and “missing a steering 
committee”. The next step in this study was a redesign, dealing with these two selected 
causes. This redesign contains three proposed solutions, the first being a project governance 
structure, which main aim is to assist in the implementation of the other two solutions. The 
second proposed solution is a project steering committee composition and activities 
framework. Incorporating an adequate steering committee in the development process 
ensures among other things project commitment and project team guidance. The final 
solution proposed, is a team member selection and team composition framework. 
Establishing the right team mix reduces many team issues, increases project performance 
and is essential in successful innovate project development. The thesis project is finalized 
with a change plan describing among other things the possible forms of resistance that 
might appear in the change process and actions needed to be undertaken when trying to 
implement the redesign within Vodafone Libertel B.V.’s project business process. 
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Management summary 
 
Successful new products and services are critical for many organizations, since innovation is 
one important way that organizations can adapt to changes in the market, changes in 
technology and changes through evolving competition. There is accordingly, a large and 
growing literature on successful management of innovation within large companies. Even 
though the literature has produced a good understanding of the factors and procedures 
affecting the organization of innovation within a company, many organizations still have 
difficulty with producing successful innovative products over time (Dougherty and Hardy, 
1996). Therefore the main aim of this thesis project is to create a better insight into how 
companies realize innovation within their current business processes.  
 
The project context for conducting this study, is one of Netherland’s leading mobile 
telecommunications companies namely, Vodafone Libertel B.V.. A recent target imposed by 
Vodafone Group, concerning the radical reduction of its total energy consumption, has 
compelled Vodafone Libertel B.V.’s to reflect on its performance to develop such innovative 
projects. Vodafone Libertel B.V.’s Technology Department, after trying to develop highly 
innovative energy reduction initiatives in the past, has perceived sub-optimality in their 
capability to develop innovative products within their current project business processes. 
After the orientation phase in which this initial problem mess, as identified by Vodafone 
Libertel B.V., was explored in more detail, a more formal problem statement could be 
established. The problem statement of this thesis reads: “Vodafone Libertel B.V.’s current 
project business processes offers room for improvement to support its current and future 
innovative intend”. 
 
In order to successfully direct this problem-based research, a logic and well structured 
problem solving cycle, also known as the regulative cycle by van Strien (1997), has been 
followed. As elaborated above, the first step in this regulative cycle (van Strien, 1997) is the 
scoping of the initial problem mess into a formal problem statement. The next step in this 
cycle is the analysis and diagnosis phase. The main function of this phase is to validate and 
to respond to the problem statement. Validation of the problem statement was achieved by 
means of 23 small semi-structured interviews indicating a contrast between Vodafone 
Libertel B.V.’s innovative intend and its abilities to realize this intend with its current 
business processes. A qualitative case-study research has been initiated in order to identify 
the various deficiencies in one of Vodafone Libertel B.V.’s project business processes, 
namely the P&SD process. On the basis of predefined criteria, a total of eight projects or 
cases could be identified that had recently passed through this structured project business 
process. Within these eight cases, four cases could be categorized as successful, one as semi-
successful and three as unsuccessful. From each specific case, one member has been 
interviewed by means of semi-structured interviews. The interview outputs have been 
structured by means of open coding and afterward analyzed. The various causes to the 
decrease of performance of the P&SD process have been categorized by means of two 
Ishikawa diagrams, which graphically show the main problem areas and causes. The first 
diagram presents the various causes corresponding to the four phases of the P&SD process. 
The second diagram shows the remaining causes corresponding to the overall organization 
of the business process. By means of assessing each risk area and its causes at four levels, a 
selection table could be established showing the main causes applicable for redesign.   
 
Preceding the diagnosis a review of the academic literature was conducted on the critical 
success-factors and common problems in the development of innovative projects. By 
combining the findings resulting from this review of the literature, the cause decision table, 
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wishes of Vodafone Libertel B.V. and the preferences of the student, a diagnosis was 
conducted and a selection was made of the causes for redesign. A total of two causes were 
selected for redesign: 

1. Absence or inadequacy of a project steering committee. The identified effects of this 
absence or inadequacy are, that project teams experience a lack of project guidance 
and steering, project issues are often not or with much effort resolved, no party 
taking ownership of the project etc. 

2. Insufficient project team composition. Among other things, the identified negative 
effects of this are an increase in team issues and decrease of project team 
performance.   

A negative impact model showed that the selected causes for redesign were in direct 
relation with many of the non-selected causes and could therefore be prevented with only 
solution to the selected causes. Furthermore, the model established that preventing the 
above stated causes for redesign would contribute to the decrease of project failures and an 
increase of Vodafone Libertel B.V.’s innovative performance.  
 
The following phase in the regulative cycle (van Strien, 1997) is the development of a 
redesign for the two selected causes. Before actual formulation of the solution designs, 
design specifications were established which serve as a confinement of the many directions 
for redesign. From a total of five identified directions, three directions for redesign were 
selected: 1) an innovative project governance structure, which main purpose is aiding in the 
implementation of the other two designs, 2) a project steering committee solution design 
and, 3) a project team member selection and team composition solution design. 
 An analysis of the interview records and archival data contributed to the 
establishment of the P&SD business process’s current governance structure. The main 
inefficiencies in this current governance structure are the large amount of lines of 
communication and unclear appointment of the tasks and responsibilities of the various 
parties within the P&SD process. By combining the interview data concerning the 
governance structure, namely the implementation of the two solution designs and the 
academic literature on effective governance structures, a new innovative governance 
structure is proposed for Vodafone Libertel B.V.’s P&SD process. A major advantages of 
implementing this proposed solution design are, it captures, secures and appoints tasks and 
responsibilities to the various parties within the P&SD process. This has in turn a positive 
effect on various identified causes such as: nobody taking ownership, unclear lines of 
communication and reporting, and not having insight in the responsibilities of all parties 
involved. Furthermore, due to the establishment of a program office, which is responsible 
for business integration and product/project planning, it will secure the need for high level- 
and detailed level planning designers which in turn will directly prevent causes found with 
respect to insufficient requirements-, risk-, impact analysis- and test phase. Finally, the 
implementation of the proposed governance structure will also unburden the PRB in its 
activities, resulting in the PRB having more time in focusing on an optimal fit between 
Vodafone Libertel B.V.’s project portfolio and its strategy. This will ultimately result in a 
more effective selection of projects, less unnecessary expenses on failing projects and more 
financial room for the development of innovative projects. 
 The second solution design concerns the establishment of a project steering 
committee and their tasks and responsibilities. This is already shortly dealt with at a higher 
level in the above proposed governance structure but is deepened in this solution design. By 
analyzing the interview responses and combining these findings with the academic literature 
on implementation of steering committees in innovative project business processes, a 
framework could be established describing the composition and activities of this steering 
committee. This steering committee, applied to the situation at Vodafone Libertel B.V., will 
consist of five to seven, medium- till high-level managers of which the greater part is 



The realisation of innovation within project  
business processes at Vodafone Libertel B.V. 

 

VI 
 

composed of members from the restructured PRB unit. This steering committee will be 
responsible for the supervision of the project team and will guide the project through the 
various phases of the development process. Furthermore, the steering committee will be 
responsible for resolving any possible project issues. The main advantages of implementing 
such a steering committee are: it opens up communication lines and simplifies the flow of 
information between all responsible P&SD parties, and it will ensure project commitment 
throughout the development process. Finally, various identified causes can be prevented 
due to the steering committee taking project ownership, reviewing the project plans, 
applying requests for change and additional budget or resources and ensuring the project is 
on track. 
 The final proposed solution design is a team member selection and team 
composition framework. This framework enables the selection of adequate team members 
and functionalities and assures that the specialised team is composed of the right mix of 
team members. By constructing the right mix of project members for each specific project, it 
will increase the overall project performance. The framework is used in the assessment and 
selection of these team members. Furthermore, the framework also assists in categorizing 
initial ideas, projects and problems needing project development as highly innovative or 
more tactical projects and assigns a specific team composition to each of these two 
categorizations. By implementing this team member selection and team composition 
framework within the project business process, will help prevent various identified causes. 
The main causes that could be prevented are: missing or selecting inadequate team 
members, missing commitment between team members and from other responsible 
departments. Finally, by selecting the right team mix for each specialised team will directly 
influence Vodafone Libertel B.V.’s P&SD project performance and innovative power.  

To aid in the realization of this proposed redesign, an implementation plan was 
formulated, which starts with establishing the major differences between Vodafone Libertel 
B.V.’s current business system and the business system after implementation of the 
proposed solution designs. This delta-analysis showed that the main differences could be 
found with the initiation of a steering committee and a program office in the P&SD project 
business process. The next step in the implementation of the redesign is the identification of 
the different forms of resistance to these changes by the different stakeholders. Apparent 
was that members of the current PRB and the various project managers could be perceive as 
high likelihood in showing possible resistances to the changes. Finally, intervention 
strategies were formulated and an action plan was compelled describing the steps in the 
successful implementation of the redesign and dealing with these and the other possible 
forms of resistance. The main activities in this action plan were identified as: 

1. Organizing a minimal of two information sessions with the PRB on the 
implementation of the restructured P&SD governance structure. 

2. Adjusting the responsibilities and tasks of all the stakeholders and effectively 
communicating these changes made in the P&SD project guide to the project 
managers and the Technology Department employees. 

 
Due to limited availability of time and resources, the intervention phase and corresponding 
evaluation phase have unfortunately not been achieved. Therefore, not testing these 
proposed solutions in a practical setting has been established as large limitation of this 
study. Nevertheless, this thesis study does contribute to the existing innovation 
management literature by determining the need for continuous development of innovation 
by large firms. This research also contributes by establishing that companies are inefficient 
in their capabilities to develop innovative projects which ultimately contributes to their 
innovative intend. Appendix 1 shows by means of a table the various phases of the 
regulative cycle by van Strien (1997) with the chapters of thesis rapport corresponding to 
these phase. 
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1 Introduction 
 
The first chapter in this thesis research will start with an elaboration on the scientific aim of 
the research. The reflection on this aim will be presented in the final chapter of the thesis. 
After this, a brief description is given of the organization that is studied. Followed by a short 
description of the problem-solving model that is used as basic structured guideline in this 
problem-based research. This chapter is finalized with a formal problem definition and 
objectives which are used as starting point of the study.  

1.1 Scientific aim  
Nowadays, in order to survive the fast paced economic culture, companies have to keep 
innovating and reinventing themselves by creating a steady stream of new-to-the-world 
products (Clark and Fujimoto, 1991; Brown and Eisenhardt, 1995). As an effect of this, 
organizational processes have increased considerably in complexity over the recent years in 
order to cope with this innovative necessity (Ancona and Caldwell 1992; Brown and 
Eisenhardt 1995; Clark and Fujimoto 1991). Organizations experience a difficulty of 
becoming ambidextrous entities, by on the one hand initiating innovative projects whilst on 
the other hand ensuring every day operations. This widely occurring dilemma has therefore 
not gone unnoticed by the academic research, as can be seen by the growing popularity in 
the field of innovation management in the major business journals (Linton, 2006). A large 
body of research could be found in this area describing various factors influencing the 
successful implementation of innovations within companies’ business processes. For 
example Dosi (1982), Katz and Tushman (1981), Montoya-Weiss and O'Driscoll (2003), and 
Reid and Brentani (2004) did research in factors influencing the fuzzy front-end and the idea 
generation phases of the development process. Burgelman, Christensen and Wheelwright 
(2004), Clark and Wheelwright (1992), Cooper and Kleinschmidt (2003), Trott (2005), Zairi 
(1999), and many more have described in great detail the specific development processes 
for different types of innovations and the noise and control factors influencing each new 
product development process. Finally, a great deal of research has been done describing the 
critical success-factors in the development of innovative projects (Somers and Nelson, 2001; 
Trott, 2005; Zairi, 1999).  
 In spite of this abundance in innovation management literature, many organisations 
today still identify much room for improvement with respect to their successful 
management of innovation which is very much dependent on effective project management 
(Trott, 2005). Cooper and Kleinschmidt (1986, pp. 73) argue that “what the literature 
prescribes and what most firms do are miles apart”. The persistence of these problems 
suggests more theory adding is necessary. Therefore, the scientific aim of this thesis 
research is: to get more insight into the way companies manage their development of 
innovative projects.  In order to achieve this goal a qualitative case study research is 
conducted, within the company Vodafone Libertel B.V.. This qualitative research will help 
establish more understanding of the important factors affecting companies their capabilities 
to develop innovative products within their business processes1.  

1.2 Problem solving model 

Before elaborating on the problem statement of this research and the objectives that 
needed to be completed in order to successfully create a solution design, a brief 
introduction will be given on the methodology used. These research methodologies are 
applied in order to identify a proper problem definition and for the creation and 

                                                           
1
 Paragraph 1.4 will present more formal definitions of innovative products and successful innovations. 
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implementation of a solution design based on an extensive problem analysis and diagnosis. 
This problem-based research project will therefore follow a logic and structured problem 
solving cycle also known as the regulative cycle by van Strien (1997). As can be seen in figure 
1, the regulative cycle (van Strien, 1997) starts with a problem mess. This problem mess has 
been recognized by the stakeholders and is the starting point for submitting the research 
project. Due to common perception fallibility2 by the stakeholders, the problem mess usually 
is a result or performance deficiency of an underlying ‘real’ problem (van Aken et al., 2007). 
An orientation phase together with a scoping process is conducted in order to get a clear 
definition of the actual problem, which then will be used as main problem in this research. 
The problem definition derived from the problem mess will be the starting point for the 
analysis and diagnosis to causes responsible for the problem and ultimately the problem 
mess. The next phase in the regulative cycle (van Strien, 1997) will be the actual design of a 
solution for the causes identified, based on scientific literature and internal knowledge. The 
research can be finalized with an intervention of the deficient activities within the company, 
by an actual implementation of the solution design(s). This implementation can then be 
evaluated with the proposed effects as described in the solution design(s). 
 

 
Figure 1: Regulative cycle  
Source: van Strien (1997, pp 693) 

1.3 Project context 
The setting for this study is the widely popular and immensely growing telecommunications 
industry. The Vodafone Group Plc, which is the world’s leading mobile telecommunications 
company, dominates the telecommunications industry in Europe, the Middle East, Africa, 
Asia Pacific and the United States. This is acquired through the Company's subsidiary 
undertakings, joint ventures, associated undertakings and investments. Vodafone’s main 
headquarters is situated in Berkshire, England. In less than 25 years, Vodafone has grown 
into the number one supplier of mobile voice and data services and fixed voice and data 
services. Vodafone employs about 72.000 people over 26 countries divided over five 
continents. Vodafone has grown into a company with more than 269 million customers with 
a total market capitalisation of approximately £79 billion at 30 June 2008. In 2003, Vodafone 
expanded its position by the acquisition of the Dutch telecom company Libertel. Nowadays, 
Vodafone Netherlands (Vodafone Libertel B.V.) has over 2800 employees working in offices 
in Maastricht, Amsterdam, Rosmalen, Maarssen and Son or in one of the 91 Vodafone shops 

                                                           
2
 Overconfident belief about a phenomenon which is based on inaccurate observation, perception, inference and 

judgement (Severn, 2006). 
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located across the Netherlands. Together with its four million Vodafone customers, it has 
established itself in the Netherlands as the second largest mobile operator.  

The study of the realisation of innovative natured projects within its project business 
processes will be conducted within the Technology Office (TO) at one of its headquarters in 
Maastricht. The Technology Office is a part of the Technology Department within Vodafone 
Netherlands (see appendix 2) and deals among other things with; defining, measuring, 
analyzing, approving and controlling business improvements, developing and enterprising 
the IT architecture, developing and enterprise the information architecture and developing 
and enterprise the organizational architecture. 
    Keeping the Technology Office and with that its teams taking up this department 
(see appendix 3) aligned with the demands and needs of its various relationships (see 
appendix 4), the TO has established its own underlying vision en mission statement and 
updates this periodically to best fit the current climate within the Dutch telecom industry . 
The vision and mission of the Technology Office reads: 
 
Mission 
“Realize a consolidated technology plan3) across all technology domains aligned with all 
major stakeholders and supporting the Technology Department in all identified common 
functions4)”. 

 
Vision 
“Proactively and independently help the technical leadership team to timely identify the 
relevant questions. Provide relevant information to take the right decisions”.  

1.4 Problem root and problem statement 
The trend nowadays is that organizations are more and more turning into eco-friendly 
entities5. The advantages, besides the responsibility firms have with maintaining a green and 
healthy environment, of transforming the organization into an eco-friendly one, is its ability 
to increase efficiency and decrease its overall costs. One area of decreasing the CO2 
pollution in a company is the utilisation of its energy. Corresponding to this trend a CO2 and 
energy reduction target has been set by Vodafone Libertel B.V. which reads that Vodafone 
Libertel B.V. is committed to reduce its CO2 emission by 50% before the year 2020 and an 
annual Operational Expenditures (OPEX) savings of €250k must be realised. However, 
Vodafone Libertel B.V. expects that its usage of energy and its emission of CO2 will even 
increase dramatically in the coming years due to its multiyear plans of expanding its services 
and network (see figure 2). 

Vodafone Libertel B.V. has in the past set up a specific program (EIP) for the 
development of innovative initiatives with respect to reducing Vodafone Libertel B.V.’s CO2 
emission and energy usage. This EIP business process (appendix 17) acts as an idea- or 
initiatives generating process before these initiatives are further detailed and developed in 
one Vodafone Libertel B.V.’s project business processes (IT-CAPEX, NW-CAPEX and OPEX 
processes).The EIP process was first used in 2004 and has been successful in producing 
various innovative initiatives concerning the reduction of CO2/energy. Even though many 
initiatives have been generated (read 14) by the EIP process and successfully transferred, 
only a limited few (read 1) have been capitalized after having been successfully developed in 
one of Vodafone Libertel B.V.’s project business process. Within this, successful projects 

                                                           
3
) Technology plan: strategic alignment with business, IBP, architecture, competencies, financial & organizational 

effectiveness & efficiency, risk profile, etc. 
4
) Identified common functions: financial planning, resource planning, SOX compliancy, technical training 

coordination. 
5
 http://www.dutchpredictions.nl/2008/02/08/geen-duurzaamheid-zonder-groene-it/. 
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follow the definition of Thieme et al. (2003, pp. 107) which is in line with the project success 
norms of Vodafone Libertel B.V. This definition of successful project reads: “including 
probability of success, within predefined- or reduced cycle time, within predefined- or 
reduced time-to-market, team satisfaction, technical success and financial performance 
relative to goals”. This undesirable effect has led to Vodafone Libertel B.V.’s initial insight 
that its project business processes were not optimally efficient in developing successful 
innovative projects and thus unsatisfactory in the fulfilment of its intend of increasing its 
innovative power and sustainability.  
 

 
Figure 2: CO2 emission, baseline 0607 – OpCo’s 
Source: GEMT preparation_080911 (2008, pp. 4) 

 
This problem mess, as defined by Vodafone Libertel B.V., was used as starting point 

of the research and served as direct input into the following orientation phase where, the 
problem mess is scoped into a formal problem statement. This orientation phase consisted 
of exploratory talks with responsible parties and establishing data and archival records on 
the underlying problem. The result of this orientation phase was that the project business 
processes were perceived as suboptimal in their capability to produce successful innovative 
products. Regarding innovative products the definition of Clegg et al. (1999, pp. 175) is 
adopted: “the conceptualisation, development, operationalization, manufacture, launch and 
ongoing management of a device, system, process, problem, program, product or service 
that is new to the organization”.  

This initial problem mess together with the output from the orientation phase 
contributed to the determination of a formal research study problem statement. The 
problem statement is therefore defined as follows:     
 
 “Vodafone Libertel B.V.’s current project business processes offers room for improvement to 
support its current and future innovative intend.”  
 
The problem definition was accompanied by a research objective. This objective can be 
divided into an objective of the research and an objective in the research. The objective of 
the research is defined as:   
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“To create knowledge of core problems technology driven companies experience with the 
successful realisation of innovative projects within their project business processes.”   
 
The objective in the research contributes to achieving this external objective and is defined 
as: 
 
“To find problems with and to improve Vodafone Libertel B.V.’s current P&SD project 
business to ultimately support its current and future innovative intend.” 
 
In order to reach these two above stated main objectives in a structured and controlled 
manner, a set of five sub-objectives were created. These sub-objectives are: 
 

 To identify and get insight in Vodafone Libertel B.V.’s project business processes.  
 To identify the bottlenecks within these main project business processes. 
 Validate the problem statement. 
 Create a structured diagnosis of the bottlenecks found in the project business 

processes  
 Create a thorough solution design and implementation plan for the selected 

bottlenecks. 
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2 Project approach 
 
This chapter will provide an overview of the unit under analysis, the different methods used 
in collecting the research data and how the multiple analyses are conducted. It will also 
elaborate on how the quality and validity is assured in collecting and analyzing this data. 
Finally, this chapter will give an overview of the methodologies used for creating a redesign 
for the selected causes.  

2.1 Analytic strategy 
Before starting with the analysis, a general strategy had to be chosen in collecting the data 
and analyzing it. The two strategies within the scientific business problem-solving research 
are: a qualitative research method and a quantitative research method (van Aken et al., 
2007). For this research, it was evident that a qualitative method of research was needed. 
The first reason is that the ultimate goal of the research is to deliver a practical solution 
design for the identified problem and not only an extensive academic analysis to the various 
causes. Thus, explanatory research is needed to create a deeper understanding of the 
identified problem by discovering and measuring causal relations among the characteristics 
contributing to the phenomena under study. Second, quantitative research is unfeasible for 
this thesis study due to the unavailability of a pre-defined model that fits the problem 
statement which can be used as input for such a research method. Finally, the research site 
did not provide enough case material to conduct a quantitative study. 

Yin (1994) describes a set of two general analytical strategies within this qualitative 
research: 1) analysis based on theoretical propositions, 2) analysis based on a descriptive 
framework. The theoretical proposition relies on pre-existing theory. Even though a 
theoretical framework was unavailable within this research area, a prior literature study did 
reveal different theoretical concepts and important validated models, which were used to 
steer the research design. This theoretical input together with controlled opportunism6 
(Brown and Eisenhardt, 1995) resulted in refraining from comprehensive theoretical 
propositions as input in the research design. Therefore this thesis applies somewhat of a 
descriptive framework as basis for the analysis. 

2.2 Unit of analysis 
This research is characterised by only one unit of analysis. This unit of analysis are the 
projects progressing through the various stages of Vodafone Libertel N.V’s project business 
processes. This analysis identifies the deficiencies of the Project & Service and Delivery 
(P&SD) process which is used for all projects characterized as official IT-CAPEX projects. Even 
though Vodafone Libertel B.V. also uses two additional project development processes, NW-
CAPEX and OPEX7, only the P&SD uses a predefined stage-gate process and its instructions, 
gates and deliverables are extensively described in various corporate documentation of 
Vodafone Libertel B.V (see appendix 16). Therefore, the P&SD project business process is the 
only process in which its projects passing through the development process are observed 
and noted. Finally, Vodafone Libertel B.V.’s P&SD process has recently been used in the 
development of innovative projects such as the highly innovative TomTom project and 
Wireless Office Release project (see table 3). Furthermore, respondents have also 
proclaimed that this process will be the most likely option for the development of future 

                                                           
6
 The ability to respond flexible to new discoveries made while collecting new data   

7
 Projects characterized as specific network expenditures, such as additional data centres, or characterized as 

operational expenditures, such as extra employees.  
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innovative projects. Chapter 4 will further elaborate upon the workings of the P&SD project 
business process.      

2.3 Method of validating the problem statement 
Before starting with the analysis of the P&SD project business process, the problem 
statement needs to be validated. Proceeding with the study with an invalidated problem 
statement will result in triviality of the identified causes and effects and proposed redesign 
with respect to their relation to the initial problem. Specific interview questions for 
validating the problem statement were incorporated in all 23 conducted semi-structured 
interviews. Within these 23 conducted interviews, data from a total of 13 interviews were 
provided from the members of the P&SD process and the EIP process. The remaining ten 
interviews were conducted with various high level managers from different OpCo’s 
responsible for the innovative direction of Vodafone. Therefore these small interviews were 
only used to address this validity aspect (appendix 7). Subsequently, the data was codified 
and parallels were drawn with the problem statement. 

2.4 Data collection and analysis of the P&SD business process 
Goals 
This leading section in the analysis phase is constituted of four main goals. The first goal is to 
get more insight in the workings of the general project business processes within Vodafone 
Libertel B.V., by analyzing one of its most detailed and extensive IT-CAPEX business process. 
A second goal is to identify and provide an overview of the different causes and effects 
resulting from the deficiencies found within the different parts of this business process. The 
third goal is to establish the most influencing causes for possible redesign. The fourth goal is 
validating the problem definition as composed from the initial problem mess.  
 
Data collection and methods of analysis 
In order to achieve the first goal, with respect to getting insight into Vodafone Libertel B.V.’s 
P&SD process, three unstructured interviews were conducted. The interviewees were active 
in high level management and responsible for different phases of P&SD process (see 
appendix 7). According to Corbin and Strauss (2008) and Verschuren and Doorewaard 
(2007), unstructured interviewing does not require a pre-set range of questions and answers 
for each interview session and therefore has the benefit of gathering the richest amount of 
information on yet unknown but important phenomenon. The output from the first goal 
served as input for the semi-structured interviews conducted in order to achieve the second 
stated goal. A total of eleven projects were identified that had followed the P&SD business 
process. From these eleven projects a total of three projects did not fit the pre-defined 
selection criteria (see table 1) at all and were discarded for further data collection and 
analysis.  
 
Table 1: Project selection criteria ranked from most- till least important 

Criteria Elaboration 

Measurability The project must be measurable by archival records, documentation or 
project members who can still be accessed for interviewing. 

Lay within one of the three pre-
defined categorizations 

The projects should fall in one of the three categorizations, being either 
evaluated as successful, semi-successful or unsuccessful by the project 
owners or other responsible entities.   

Finalized projects The projects need to be finalized either by early termination or successful 
completion. 

Projects initiated from 
Technology Department 

The projects must be initiated or managed within the Technology 
Department. Analyzing projects outside the responsibility of the Technology 
Department will result in general causes and effects, which are difficult to 
feed back into the Technology Department. 
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 Table 1: Project selection criteria ranked from most- till least important (continued) 

Causes lay within the capability 
of Vodafone Libertel B.V. 

Causes for termination or unsuccessfulness must be within the responsibility 
of Vodafone Libertel B.V. or able to be altered with the resources available 
within Vodafone Libertel B.V. (e.g. not economic crisis, political crisis etc.). 

Project that can be classed as 
innovative for Vodafone Libertel 
B.V. 

The projects analyzed should be judged as innovative by Vodafone Libertel 
B.V. standards by the project owners, management or other responsible 
entities.   

Projects with common causes 
were solutions already have 
been designed and implemented 

No projects with causes that have been previously analyzed and of which 
solutions have been proposed and successfully implemented within the 
organization.  

 
Within the eight remaining projects, further denominated as cases, project and team 
managers were interviewed, using semi-structured interviewing (refer to appendix 7). Semi-
structured interviews can be typified by a set of pre-defined questions and leave room for 
respondents to supply additional information and the interviewee to ask additional 
questions. This methodology spurs accumulation of rich information by listening to how 
each individual responds to open questions (Aken et al., 2007). Due to limited time 
availability and the utilization of many individual cases for the analysis, only one interview 
per case was performed. After the interviews were conducted, a grounded theory approach 
(Strauss, 1987) of analyzing the data was initiated8. This approach begins with the coding of 
the data using open-coding, which can be defined as “mining the data, digging beneath the 
surface to discover the hidden valuables contained within the interview data” (Corbin and 
Strauss, 2008). After the open coding operations, a cross-case analysis was conducted, 
where all causes are structured in homogenous concepts and finalized, by categorizing the 
concepts in a structured cause and effect diagram. By grading the causes and effects on a 
scale from one to ten, based on the number of times a code has been mentioned within one 
interview and more importantly the number of times a code has been mentioned in 
different interviews. A visual representation of these relations and their importance is 
provided by using different thickness of the arrows9 within the final cause and effect 
diagram. Paragraph 4.2 will further elaboration on the cause and effect diagrams. Finally, 
the concepts distilled from mining of the interview data were grouped in their pre-defined 
project categorization10: successful, semi-successful or unsuccessful, and compared with one 
and another to find discrepancies between the categorized cases. The categorization of 
project successfulness was done by the PMO department and was based on time and 
resources consumed, profit obtained and end evaluations of the responsible parties. This 
categorization of success done by the PMO follows the categorization of Thieme et al. (2003) 
(see paragraph 1.4). The discrepancies found were later used in selection of the causes for 
redesign. 
 
Case selection 
In order to analyze the P&SD project business process, a set of finished projects were chosen 
that had passed through the phases of this business process recently. As mentioned above, a 
total of eight cases fell within most of the self created, logical pre-defined selection criteria 
(table 1). Within these eight cases, a total of three cases were categorized as unsuccessful, 
one as semi-successful and four cases as successful. All of the eight cases fell within the 

                                                           
8 The qualitative research software package QSR NVIVO 8.0 was used as a structured tool for coding, analyzing 
and diagnosing the qualitative data. 
9
 Thicknesses of the lines are also between one and ten, with ten being the thickest line. 

10
 Categorization of project successfulness is been done by the PMO department and is based on used 

resources, time needed for completion   



The realisation of innovation within project  
business processes at Vodafone Libertel B.V. 

 

- 9 - 
 

responsibility of the Technology Department (see appendix 7). Unfortunately, only a total of 
three projects could be rated by the interviewees as “innovative” by Vodafone Libertel B.V. 
standards being, namely; TomTom, Remedy and Wireless Office Release 2. Table 2 shows 
the eight cases and their corresponding characteristics chosen for the analysis. Furthermore, 
table 3 gives a brief description of the each individual project case.  
 
Table 2: Characterization of the P&SD business process cases 

Project Name Project categorization Project duration Status project 

OSS RC 5 Upgrade Successful project =<0.5 year Until MS4 

ISR Basics Successful project >1.5 years Live/Terminated 

Oracle EBS Platform Upgrade Unsuccessful project =<1 year Live/Terminated 

HP Openview Solution Upgrade Successful project =<1 year Live/Terminated 

TomTom Successful project =<1 year Live/Terminated 

GTX/BPM Replaced by iProcess Unsuccessful project =<1 year Until MS4 

Remedy Semi-successful project =<1 year Live/Terminated 

Wireless Office Release 2 Unsuccessful project =<1.5 year Live/Terminated 

 
Table 3: Brief descriptions of the cases 

Project Name Case description 

OSS RC 5 Upgrade OSS RC is a software system on which other network services are built. A 
new version enables the possibility to apply more and more advanced 
network services.  

ISR Basics ISR (Inter Standard Roaming) Basic is a service that makes it possible for non 
GSM users (example Americans etc.) to roam and call on Vodafone Libertel 
B.V.’s Dutch network. This enables Vodafone Libertel B.V. to increase their 
international customer base.  

Oracle EBS Platform Upgrade Oracle EBS is a software package used by Vodafone Libertel B.V. to send out 
orders to suppliers. This software package furthermore links these orders to 
Vodafone Libertel B.V.’s warehouse inventory and accounting systems. 

HP Openview Solution Upgrade HP Openview Solution is a software system used by Vodafone Libertel B.V. 
as a digital collection point for all alerts concerning the network grid.  

TomTom TomTom wanted to expand their TomTom Services by providing direct up-
to-date traffic information on their in-car navigation units. By using location 
info of all Dutch Vodafone Libertel B.V. users and a corresponding software 
application, TomTom could pinpoint the locations of cars and thus traffic 
jams.   

GTX/BPM Replaced by iProcess BPM (Business Process modelling) is software package created by the Irish 
company GTX, which can be used to streamline and automate different 
business processes like Vodafone Libertel B.V.’s mobile phones acquisition 
and sales process  etc.  

Remedy Remedy is a trouble ticketing system. Whenever an employee has problems 
with his/her IT facilities and contacts Vodafone Libertel B.V.’s internal 
helpdesk, this system automatically registers and categorizes the issue in a 
special database.  

Wireless Office Release 2 WOR2 is a business service that offers a comprehensive wireless solution as 
replacement for current wired phone systems and switchboxes which are 
still used in many companies today.   

2.5 Overall problem analysis approach 

After the data collection and analyses of the P&SD business process, an overall analysis is 
conducted of the results. This overall analysis is required to scope the diagnosis and it will 
form the basis for the selection of causes for redesign. The cause and effect diagrams from 
the P&SD project business process analysis will serve as input for the overall problem 
analysis. This is done by assessing and ranking the risk areas and causes of each cause and 
effect diagram on four levels. The first assessment level will be the risk area with the most 
different causes. This assessment will establish the highest risk areas. The next level will 
establish the quick win risk area. This is done by assessing the risk area with the highest 
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density of branch causes within a main cause. The third level, which now focuses on the 
causes and not the risk areas, identifies the causes most occurring within all the risk areas. 
Creating a redesign for these causes will positively affect many risk areas at once and thus 
have a large impact. Finally, by assessing the thickness of the cause arrows, one can find the 
cause most mentioned by the interviewees. It can then be derived that these causes are 
therefore valued as important by the interviewees and thus crucial for the redesign. From 
this first selection of causes identified as important, a top-three ranking of each specific 
assessment with corresponding causes is conducted. The result will be a table showing the 
four assessment levels with within the top-three areas/causes scoring highest. This table will 
give a clear overview of the areas/causes most eminent for redesign. The first reason for 
selecting three causes within each assessment level is to add objectivity to the overall 
problem analysis. Furthermore, in the following diagnosis a negative impact model will be 
created and presented which shows all these causes as input or output of other (lower 
ranked) risk areas and causes. Therefore, creating a solution design for one risk area and/or 
its causes will automatically solve other (lower) ranked risk areas and causes.  

2.6 Quality assurance 

Quality assurance is essential in qualitative research because without establishing a high 
level of quality, the results of the research cannot be regarded as reliable and even 
sometimes usable. The quality of a research can be assured on two levels, namely the 
reliability of the research and the validity of the outcomes. Yin (1994) proposes a set of case 
study methods that addresses these two issues which are proposed in table 4. This 
paragraph will briefly describe each quality assurance method, and will interrelate the 
method of approach applied in this study to these assurance methods.    
 
Table 4: quality assurance methods 
Source: Yin (1994, pp 80) 

Assurance method Method of approach 

Construct validity Multiple sources of evidence 

  Maintain chain of evidence 

  Use of informants  

Internal validity Pattern matching 

  Explanation building 

  Time-series analysis 

External validity Replication logic in multiple case studies 

Reliability Case study protocol 

  Case study database 

 
The first is construct validity, which refers to the use of correct operational measures 

for the phenomenon that is studied. According to Yin (1994), construct validity of the 
research can be increased by triangulation, which means using multiple sources of data 
(Stake, 1995; Yin, 1994) and/or multiple respondents within a case. Besides using interviews 
as primary form of data collection, this study also used various other sources of information 
to increase its construct validity. Due to limited time availability and the utilization of many 
individual cases for the analysis, only one interview per case was performed, which has a 
detrimental effect on the construct validity. 

Appendix 8 shows the documentation and archival data that were used as extra 
source of data for each case (Easterby-Smith et al., 1999). Furthermore, direct observations 
of the P&SD business process were conducted by attending and observing four random 
projects situated at different phases of the IT-CAPEX process. In addition, intermediate 
project results were reviewed by key informants, specifically the company mentor.  
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External validity refers to the ability to generalize the study beyond the presented 
case. While case studies have often been criticized for their supposed lack of external 
validity, it should be kept in mind that case studies do not rely on statistical but on analytical 
generalization (Yin, 1994). This means that the results of case study research can be 
generalized not to other cases but to a broader theory.  

Reliability refers to the question whether replication of the study will lead to similar 
results. Even though interviews are regarded as a less reliable option for building causalities 
(van Aken et al., 2007), due to the appearance of interviewer bias and changing social beliefs 
and opinions, high reliability of the study was assured through multiple sources of 
information. Furthermore, these sources of information were analyzed in a structured11 way 
and the chain of evidence was maintained by extensive documentation of intermediate 
progress and results. 

2.7 Methodology and analysis of the redesign and evaluation 
As described in the former paragraphs on data collection, the cause and effect models from 
the analysis of the P&SD project business process form the basis for the diagnosis and 
ultimately the selection of the concept(s) for redesign. There are two main products that 
resulted from the design phase, the object design and the realization design with the latter 
being in the form of a change plan. The selection of the concept(s) for object design was 
based on: the grading of the concepts and categorizations in the cause an effect models, 
scientific interest of the student, interests of the company and the university and at the 
availability of scientific literature as supplement for the design (van Strien, 1997). After the 
causes for redesign had been selected, design specifications are established to confine the 
diverse and many possible directions for redesign. In conformance with the design 
specifications, three solution designs have been developed. The final part of the object 
design is the justification of the three solution designs with respect to their ability to prevent 
future emergence of the selected causes and ultimately contribute to the initial problem 
statement. The next part in the design process is the realization design or in other words the 
change plan. This change plan deals with the implementation of the proposed solution 
designs in the organization’s business process. It starts with a delta-analysis, describing the 
differences between the current business process, and the business process after 
implementation of the solution designs. The next step is the identification of the possible 
resistances to the proposed changes in the business process. Finally, intervention strategies 
are formed that manage these resistances and an action plan is proposed describing the step 
by step actions needed to be taken in order to successfully implement the three solution 
designs.  Evaluation of the change plan was done by various evaluations sessions with the 
company thesis supervisor and university supervisors. 

The next chapter will continue with the availability of scientific literature, aiding in the 
substantiation of the analysis results and the elaboration on specific literature used for the 
actualization of the redesign.     

                                                           
11

 Using QSR NVIVO 8.0. 
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3 Review of the applicable literature 
Before starting with the empirical analysis, a review of the applicable literature has to be 
performed. Using scholarly explanatory research as input for the design science will 
ultimately contribute to the validity of the research (Aken 2004; 2005a). The first part of this 
theoretical chapter will focus on the management of innovative projects. Various scholarly 
findings are presented describing the critical success-factors and common problems in 
successful project management. The second part will elaborate more extensively on the 
specific theoretical solutions to the selected causes for redesign. These theoretical 
propositions will serve as important input in the development of the solution designs. 

3.1 A literature review of the determinants in successful 
innovative project development 

Being able to innovate is a vital asset for established companies. This is because it enables 
them to improve quality of their output, revitalize mature businesses, enter new markets, 
react to competition and much more (Clegg et al., 1999). In order to indulge in the creation 
of innovations, many of these organizations have tried to create regularity in this complex 
matter, by incorporating innovation within their current development processes.  This 
means that innovations are developed following the company’s project development 
process with formal deliverables at different stages (Cooper, 1990b). This however, gives 
cause to a whole set of new difficulties and obstacles companies face, when introducing 
innovative projects in their current project processes. Therefore a question arises, which 
critical success-factors and common failures affect the realisation of innovative projects 
within an established organization. 
 Before presenting the different success factors and common failures described 
within the innovative project management literature, a delineation of this extensive 
literature is needed. Tidd et al. (2001) presents in their book a model of the four main 
factors affecting the management of innovation (see figure 3). This literature review will only 
focus on the organizational configuration affecting the innovation process and will leave the 
specific type of innovation, the situation of the organization and environmental 
contingencies out of play. This is because this research wants to study the factors affecting a 
project business process’s capability to develop innovative products. Furthermore, Trott 
(2005) contributes to this by proclaiming that the highest effects, in increasing a company’s 
innovative performance, can be realized when improving the organizational configuration.  

 
Figure 3: 4 factors affecting management of innovation  
Source: Tidd et al. (2001, pp. 124)  
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Therefore this review of literature will only deal with the determinants of the development 
process within of innovations within organizations, and will exclude any of the other three 
factors influencing the company as a whole and/or this development process.  
   
The next part of this review of innovation management literature, will present the different 
success-factors and common problems affecting the performance of the development 
process of innovative projects. 

The first author identifying different determinants needed for different stages in the 
project development process is Zairi (1999). This author describes the different crucial 
factors that must be considered in order to successfully develop innovative projects. He 
furthermore specifies these determinants into three global phases of the product 
development process namely: 1) birth of initial idea, 2) development of the project, and 3) 
implementation of the project. A figure of these determinants in the three phases can be 
found in appendix 9. Zairi (1999) furthermore describes in his book ‘Best practices: process 
innovation management’ various general problems he has found in different levels in the 
management of an innovative project. He describes these at three levels namely: 1) the 
innovative culture of an organisation, 2) the higher management responsible for the 
guidance and evaluation of the project, and 3) the team initiating the innovative project. 
Table 5 below shows a compilation of these most important problems, as described in the 
corresponding chapters in Zairi’s (1999) book.  
 
Table 5: Common problems found in three important project management levels 
Based on: Zairi (1999, pp. 191-391) 

Culture  

- Not having a stated corporate dependence on innovation. 

- Not having management commitment and genuine interest in innovation. 

- Not having a clear understanding by the technical community of the business direction. 

- Inadequate interaction and communication across business and functional boundaries. 

- No culture where sponsorship is a specified responsibility of management. 

- Not having meaningful, high-visibility programmes and awards that recognize innovation. 

Project management 

- Imposing end dates on projects and embarking on activity without proper planning, briefing and wider 
ownership. 

- Passive role project sponsors who adopt a ‘sign off/hands off’ kind of perspective. They distance 
themselves from the project so they cannot be blamed if things go wrong. 

- Stakeholders are not properly identified or involved and their specific requirements are not met. 

- The vision for the project is not shared, resulting in conflicting expectations and team members not 
knowing what the real critical factors of success are. 

- There is a lack of empowerment and restrictive measures are imposed on project team members, so the 
decision-making process becomes slow, cumbersome and ineffective. 

- The training and preparation of teams, team leaders for their roles is a big issue. There is a lack of activity 
management and liaison with other stakeholders that would lend real added value to the projects. 

- Project leaders have no real influence over team members’ activities. 

- There is a reluctance to ‘kill’ projects that are failing. ‘Good money gets thrown after bad projects and the 
heroes are those who keep trying (and usually failing in the end) rather than those who ‘pull the plug’ 
when failure is inescapable. 

- Motivation and commitment are lacking. Very often, individuals feel insecure and uneasy about working 
on projects, so they try to do what is obvious and safe rather than take risks and do what is right. They 
adopt an 'I told you so' attitude rather than striving for success. 

- Project management is not given its true value but is taken for granted as a natural capability. 

- Ownership and accountability have not been instilled in team members. Functional bosses have difficulty 
accepting individual's commitments to 'non-functional' activities. 
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Table 5: Common problems found in three important project management levels (continued) 

Project team 

- Team members are not empowered to accomplish the objectives. In some cases, they are given the 
responsibility but not the authority or resources. 

- Concurrent engineering is lacking because some functions and skills are not properly integrated into the 
team’s activities. 

- Results are not achieved because the team lacks the staff and skills to do it. Resources are frequently 
moved from team to team without any clear decision. 

- Conflict and confusion arise between the project team and the functional organization because the way 
they work together is not clearly defined. Top management commits both financial and emotional 
support to innovation, and they promote innovation through champions and advocates for innovation. 

- Top management ensures that innovation projects get the necessary support from all levels of the 
organization. 

- Top management ensures that structured methodology/systems are set in place so that each innovation 
goes through a careful screening process prior to implementation. 

 
Another major point of concern reported throughout Zairi’s (1999) book, which also 
corresponds with the research of Hoegl et al. (2004), is the need for project commitment 
from higher management, responsible departments and suppliers in all stages of the project 
process. Project commitment creates a positive mood that in turn motivates teams to 
engage in cooperation with other teams and departments. Therefore, information is more 
willingly exchanged, perspectives of other teams are considered in decision making and 
innovative ideas are more likely to be discussed with other teams and departments. Finally, 
Zairi (1999) as well as Trott (2005) also argue extensively about the importance of a 
company’s project organisation, by using a well balanced and adequate project team with 
adequate project management and guidance as determinants in successful innovation. In 
their research they advocate that the composition of the cross-functional project team is the 
most important part in the process of innovation (refer to table 5). Zairi (1999) and Trott 
(2005) give a multiple level design on how highly innovative cross-functional teams are 
composed, namely: type of teams, different functional backgrounds needed, different roles 
needed and even the demographic variables of the team members (age, gender experience 
etc.). Also external factors contributing to the team’s success are incorporated in the design 
such as: the project process, the management and organisation of the team by high level 
management, specialised team leaders and team rewards, commitment issues, and 
motivation. Paragraph 3.2 will elaborate more deeply on the subject of team composition 
and on the solutions provide in the research of Zairi (1999) and Trott (2005).     

 Somers and Nelson (2001) identify in their 
research a set of 22 critical success-factors needed 
for the implementation of innovative IT projects in 
an established company. A total of eight factors fall 
within the scope of this theoretical research and are 
listed in table 6 together with their ranking of 
importance. A concluding remark from the authors 
was that top management support appeared to be 
important in all phases of the new product 
development model. This in order to secure 
commitment and cooperation from everybody 
involved in the project.  

The research of Towner (1994) describes six key disciplines for successful new 
product development, as success is defined in his research as accelerating the overall 
development time. This author furthermore argues that the following three disciplines 
should be given significant attention by those involved in company’s new product 

                                                           
12

 Mean ranking of CSF by degree of importance in implementation of IT innovation 

Table 6: Critical success factors (CFS’s) in the 
implementation of IT innovations 
Based on: Somers and Nelson (2001, pp. 7) 
 
Mean 
ranking

12
  Critical success factor 

1 Top management support 
2 Project team competence 
3 Interdepartmental cooperation 
4 Clear goals and objectives 
5 Project management 
8 Presence of a project champion 

12 Dedicated resources 
13 Steering committee 
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development. (1) Establish an effective governance structure to direct and manage the 
product development process. A clear management structure to establish, develop and 
launch a new product development is fundamental in orchestrating the resources, strategic 
partners, and channel intermediaries whilst minimizing the impact on its existing business. 
Furthermore, the effective governance structure must provide the necessary planning, 
coordination and integration of parallel activities, ensure completeness and quality of 
deliverables, solve development issues, actively manage the risks and it must allow the 
organization to communicate effectively across- and within the business functions. Towner 
(1994) also recommends in his research a blueprint for an effective governance structure 
(figure 4), which deals best with creating this effective management structure. Paragraph 3.2 
will describe this figure in more detail. (2) Appoint a champion to drive the product from 
R&D to market. The product steering committee should appoint the product champion, 
which can be defined by (Gareis 2000) as the manager responsible for delivering the new 
product to the market. This product manager is responsible for managing the program on a 
day-to-day basis and must have authority, credibility and cleverness to achieve the set goals. 
Paragraph 3.2 will also provide further information on the role of the product champion 
within a team. (3) Establish a program office to plan and integrate development activities. A 
program office should be established outside the normal chain of command and should be 
responsible for business integration and product planning. The program office should consist 
of project planning experts who can provide clear and feasible planning for the project 
teams. This team must directly support the product champion and project managers with: 
developing and maintaining plans including integration of the project across business 
functions, monitoring and reporting the status of all project interdependencies, support 
project start-up and planning, review all plans and deliverables for completeness, 
consistency and compatibility, log and track the resolutions of all issues raised, and identify 
risks and instigate mitigation plans. Finally, the program office should have frequent 
meetings with the project team to settle inevitable issues arising in the project. Together 
with the team they should brainstorm solutions, develop and implement solutions and take 
full responsibility for them.   
 

 
Figure 4: A blueprint governance structure for implementing a product development program. 
Source: Towner (1994, pp. 63) 

 
 Even though many studies can be identified describing the various critical success-
factors and common problems affecting the successful development of innovative projects 
in a project process, general commonalities can be seen between them. These 
commonalities are identified as follows: each innovation project needs appropriate 
administrative structures and processes making up its business process. An organization 
should have structures and processes designed to make decisions continually, assigning 
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tasks and responsibilities and making them clear to all stakeholders in the process, to follow 
through on problems, and to bring new issues to the ongoing agenda (Jelinek and 
Schoonhoven, 1990). Specialised multifunctional teams should be composed and deployed, 
and committees and task forces should guide and assist in solving possible project issues and 
incorporate all the new products or services into the organization's structure (Van de Ven, 
1986; Wheelwright and Clark, 1992). Reward system must be adopted and not punishing 
people for stepping out of their established work roles. The most important factor is that, all 
parties directly or indirectly responsible for the development and implementation of the 
innovative project must be fully committed and supportive in the successful realization of 
the project.  

This literature review paragraph on the determinants in successful development of 
innovative projects will be used in the substantiation of the causes found in the analysis and 
the validation of the initial problem statement.  

3.2 Theoretical approach to the solution designs 
This part of the literature review chapter will present the different academic studies 
concerning the three selected causes for redesign as described in the next chapter. These 
theoretical findings will serve as input in the redesign of the three selected causes, 
innovative governance structure, steering committee and project team. 

3.2.1 Steering committee 

Good project management deals with the division of labour in the project, how the project is 
designed as a process, the quality control and how conflicts are dealt with. As discussed in 
sub-paragraph 3.2.2, the project team is responsible for carrying out the project and for 
informing management and all future users. The residing part of the labour should be the 
responsibility of project steering committee. According to Kensing, Simonsen and Bødker 
(1998) and Somers and Nelson (2001), this steering committee, consisting of managers of 
the involved organizational unit(s) and/or different corporate functions, should mainly aid in 
the political side of the project process. The steering committee should be responsible for 
supervising the project process, dealing with potential and manifested conflicts and make 
decisions based on the information provided by the project team. These decisions by the 
steering committee could address aspects such as modifications that surfaced during the 
project design process, the allocation of additional resources, or the enforcement of a 
complete project redesign (Kensing, Simonsen and Bødker, 1998). Furthermore, the steering 
committee together with the project team should give supervision on the planning of the 
project and the allocation of project resources by the program office (see figure 4). Enabling 
this ensures commitment to the project by the team and responsible departments as well as 
a clear view of how to approach the project (Kensing, Simonsen and Bødker, 1998). Finally, 
these authors even go as far as to assign responsibility of a company’s project prioritisation 
and project portfolio process to a project steering committee. Somers and Nelson (2001) 
and Zairi (1999) contribute to the previous study by substantiating the importance of daily 
contact between the steering committee and project team in ensuring appropriate 
involvement, which directly contributes to the project success. Even more important is that 
a steering committee enables senior management to directly monitor the project team’s 
decision making, by having affirmation and approval rights on all major decisions. Thereby, 
they ensure adequate control over the team’s decision making processes.   
 Schneider (1995) however argues against this final proposition of Kensing, Simonsen 
and Bødker (1998). He advocates that steering committees do not need to have project 
decision making competence. This is because steering committees lack information and the 
ability to act in the relevant business segment with proper knowhow. Specialised cross-
functional teams, with its cumulative knowledge, can fulfil this task considerable better. 
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Schneider (1995) does agree on Kensing, Simonsen and Bødker’s (1998) remaining identified 
steering committee responsibilities. He also states that steering committees should be 
responsible for monitoring the project, ensuring synergies between different projects, 
resolving conflicts on for example resources and evaluating the results. 
 As shown in the organisational blueprint by Towner (1994) (refer to figure 4), the 
product steering committee should head the structure and function as project or program 
owner. During either the development, launch or post launch stage, should the steering 
committee be responsible for appointing the product champion and team leader, directing 
the project and ensure its fit with the strategic objectives of the organisation. Furthermore, 
it should ensure that key resources are assigned, review and approve all plans, resolve any 
project or team issues and give direction on business priorities. Finally, the steering 
committee should also ensure that the case for action, vision of the new process, the 
benefits, criticality, and progress are communicated to the organisation and that escalated 
unresolved issues are communicated to the board of directors. 

3.2.2 Project team  

Organizational processes have considerably increased in complexity over recent years. 
Currently, single individuals cannot control organizational processes any longer. The use of 
teams has become indispensable in modern organizations. Gordon (1992) indicates in his 
research, that the majority of established firms nowadays use some sort of specialised team 
in their everyday practices. Capelli and Rogovsky (1994) add that, the ability to work as a 
team is one of the most frequent required skills for new work practices. 

There are numerous studies in literature that focus on team design. Several models 
emphasize how teams could be designed to become more effective (Hackman, 1987, 
Peeters, 2006; Neumann and Wright, 1999). Although the topic is examined extensively, the 
findings are found to be somewhat inconsistent and fragmented, which makes it highly 
rigorous and therefore difficult to be implemented and executed in a practical setting. 
Finally, as a result of this limited knowledge of team design effects, companies are often 
unaware in the use of design variables to increase their project team effectiveness (Bell, 
2004). 
 In this part of the analysis, the different levels in the theoretical design of a 
successful project team will be presented. This multilevel design will inhibit: the different 
types of teams for different operating environments, the team roles needed to ensure the 
functioning of a innovative project team, the prior education of its members, experiences 
and expertise, also known as informational diversity (Jehn, Northcraft and Neale, 1999), 
which are needed to fulfil these group functions, and the characteristics and traits that will 
best suited for each specific function. This 
theoretical team design will be finalized with 
an overall framework for the selection and 
composition of a successful innovative project 
team. 
 
Innovative project team structures 
Various researchers have described different 
team structures that excel in the creation of 
radical projects. These teams have the specific 
task to create innovations from start to 
completion to implementation. Clark and 
Wheelwright (1992) have introduced their 
heavyweight team structure specifically 
composed for the creation of innovations 

Figure 5: Heavyweight- and tiger team structures.  
Source: Clark and Wheelwright (1992, pp. 11). 
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which is presented in figure 5. Lakemond and Berggen (2006), Brown and Eisenhardt (1995) 
and Ancona and Caldwell (1992) apply a more general label for this teams They, together 
with the majority of researchers use the term cross-functional teams which can be defined 
as, “project groups with members from more than one functional area, such as engineering, 
manufacturing, or marketing” (Brown and Eisenhardt, 1995). These teams focus on cross-
functional problem solving and system design by using generalist skills applied by broadly 
trained team members. Both teams enjoy substantial advantages of focus, integration, 
effectiveness, direct access to expertise because of their multidimensional structure and 
ease in facilitating the product transfer through the multiple stages of the product 
development (Ancona and Caldwell, 1992). These teams can therefore excel rapidly and 
efficiently in new product and process development. Therefore these cross-functional teams 
are best suited team structures for the development of innovations. 
 
Functional team roles 
Much is known about the different organizational functions needed in cross-functional 
teams to enable successful innovative projects. The researchers Brown and Eisenhardt 
(1995) described a total of six functions needed in a cross-functional team, namely: design 
engineer, marketing, quality assurance manufacturing, finance and human resources. 
Furthermore, a heavyweight project manager must take responsibility for managing the 
overall development effort. However, knowing from what departments to select these 
professionals is only the first part in the selection process. Management has the difficult part 
to choose the right individual with the right characteristics needed to perfectly fit the 
innovative team. These individuals cannot merely be selected based on their function, but 
have to be selected on the bases of which role they will occupy in the team. Unfortunately, 
limited information is available on the specific roles needed to compile such a team. Farris 
and Cordero (2002) describe four roles or talents needed in a successful cross-functional 
team. The first is the champion role, this is someone who has a great personal interest in the 
project and will go into great lengths seeing the project succeed. The second role is that of a 
gatekeeper. This role inhibits the gathering and translation of information and afterward 
dispersing the information among members. Furthermore, the gatekeeper also facilitates 
external communications of their fellow team members (Farris and Cordero, 2002). Third is 
the idea generator also known as key innovator or rainmaker. These individuals have the 
task to inspire external and internal members to top performance. Finally, a project leader 
or team leader is acquired to steer the team in the right direction. Roberts and Fusfeld 
(1980) and later O’Connor and McDermott (2004) and Trott (2005) observed that teams 
were comprised of a rather small group of core members with an optimal size of 
approximately five to six members, who were central to the project. They describe seven 
critical functions necessary to successfully innovate: 1) idea generator, 2) championing, 3) 
project leading and 4) gatekeeper. These are similar to the four roles of Farris and Cordero 
(2002), but O’Connor and McDermott (2004) and Trott (2005) have indicated the presence 
of three other roles, with the first role being sponsoring or coaching, that can broaden the 
base of support for the project. Second, is that of opportunity recognizer, which is a role that 
occurs in addition to idea generation. Opportunity recognizers link the technical discovery to 
the commercial applications which is ultimately crucial in motivating senior management to 
invest in the project. Project alumnus is the final role identified by O’Connor and McDermott 
(2004). These individuals actively participated within the project team at one time or 
another, taking on various leadership functions, but rotated out of the project into other 
parts of the organization during the project development serving to educate other parts of 
the organization. As such, project alumni served an external champion role, and became key 
elements of the project teams’ informal network. These team roles presented by Farris and 
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Cordero (2001) will need to be identified and selected when composing a cross-functional 
innovative project team.  
 
Informational diversity needed for the team roles  
After identifying the various departmental functions and the roles needed that influencing 
the innovative product creation process, the next stage would be the recognition of 
informational diversity, by some authors described as demographic diversity (Bantel and 
Jackson, 1989; Hitt and Barr, 1989; Miliken and Martins, 1996; Tabak and Barr, 1999; 
Wiersema and Bantel, 1992). Informational diversity refers to the differences group 
members have with respect to their education, experience, age, expertise. According to 
Jehn, Northcraft and Neale (1999) and Bowers et al. (2000), this diversity will increase the 
likelihood of diverse perspectives and opinions, which ultimately contributes to the adoption 
and successful completion of the innovative projects. In the research of Tabak and Barr 
(1999), three demographic traits are identified that influence the innovative abilities of 
groups. The first demographic trait that has a direct impact on the performance and/or 
innovativeness of a team is that of age diversity. According to Milliken and Martins (1996) 
groups that have more diversity in terms of ages represented, tend to have higher 
performance rates in both work groups as well as in top management teams. This means 
that teams that consist of younger and older individuals will accelerate in team performance 
compared to teams that are homogeneous in their age diversity. Tabak and Barr (1999) 
elaborate on this age trait in a more detailed manner. They reveal that younger executives 
are more prone to take risks and be progressive in their strategic choices. Furthermore, 
younger employees are generally more recently educated and their knowledge base is more 
current and receptive to new ideas. Since innovative projects are associated with higher 
levels of uncertainty, younger team member together with a few well-experienced older 
team coordinators can accommodate perfectly with this changing environment. The 
following demographic trait identified by Tabak and Barr (1999) is the educational 
background of group members. This is important in determining strategic decisions, 
identifying innovative insights, opening new perspectives and solving potential anomalies, 
because it reflects individual skills, knowledge, and cognitive base. Hitt and Barr (1989) 
found two positive aspects of the level of formal education of employees, with respect to 
innovation. First, it brings a more in-depth focus to the perspectives employed in innovation 
adoption decisions. Second, it increases the knowledge and skill level of the individuals, 
promoting self-confidence and self-efficacy in approaching innovation alternatives. In line 
with the results of Bantel and Jackson (1989) and Wiersema and Bantel (1992), it can be said 
that a lower average age and higher average educational level of members in project teams 
are associated with higher levels of team- and organizational innovativeness. The last 
demographic trait recognized by the authors Tabak and Barr (1999), is team member’s level 
of past-experience. Research has found that higher diversity of industry experience among 
managers, team leaders and team members is coherent with a higher rate of turnover on 
the team (Cummings et al., 1993; Jackson et al., 1991; Milliken and Martins, 1996). A higher 
level of experience with successful and non-successful innovative projects will contribute to 
a better categorization of innovations. Furthermore, past-experience will also contribute to 
the strategic decision making process of team leaders and its supervising top-management. 
Finally, past successful experience will increase team member’s self-efficacy, which in turn 
will increase the adoption of new innovative alternatives and enhance the motivation and 
effort the individual will put in the project (Tabak and Barr, 1999). A final trait that is 
recognized in the literature of informational diversity and can be added to these identified 
demographic diversities is specialization. Research has shown that high specialization was 
directly related to technological innovation adoption (Damanpour, 1991; Kimberly and 
Evanisko, 1981). This is because utilizing a wide range of specialties within an organization or 
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team, will broaden the in-depth knowledge base, resulting in faster diffusion and 
implementation of innovations. Concluding this theoretical review of the informational 
diversity needed for the various roles shows that heterogeneity with respect to diversity of 
age, education, past experiences and specialization is important in the composition of 
innovative project teams. 
 
Traits and characteristics of the members  
The lowest level in this multilevel theoretical analysis of the composition of project teams 
will concern individual’s traits and characteristics. It is important to incorporate the soft side 
of project organisation in the formation of the right team mix for a given task. Different 
authors have studied personal characteristics needed for different performance outcomes. 
These studies have used different departmental functions as well as various team structures 
in their search for identifying organizational personalities.  

The first and foremost respected author of team-based psychology is Belbin. In his 
articles (1995) he identifies nine team roles for certain tasks within a team, each with their 
specific team member characteristics. Appendix 10 shows these nine roles and the 
corresponding traits associated with the concerning role. Furthermore, appendix 11 shows 
the task descriptions of the corresponding nine roles. A limitation in the research of Belbin 
(1995) is that he does not deepen his study by distinguishing different team forms and the 
roles and characteristics needed for these specific teams. Due to this his research leads to 
nine general teams roles, as whereas the literature on the optimal size of innovative teams 
conclude that around five to six members (Brown and Eisenhardt, 1995) is best suited for 
innovative project these teams. This means that several roles in Belbin’s theory can be 
executed by one or more project team members. Using a different approach, Kirton (1976) 
developed the Kirton Adaptor-Innovator inventory (KAI theory), which proposes that 
individuals can be located on a continuum ranging from an ‘Adaptation style’ to ‘Innovation 
Style’. In the adapter-side of the continuum are individuals that carry the characteristics as 
being precautious, reliable, efficient, methodological, disciplined and conforming. Gradually 
moving down the continuum will enable these characteristics to transcend from the 
adapters style to the original, undisciplined, impractical, unsteady and incapable of adhering 
to rules and detailed work traits of the innovation style (Kirton, 1976; Miron et al., 2004). 
Aritzeta et al. (2005) have tried, by means of quantitative research methods, to join Kirton’s 

continuum with Belbin’s nine team roles at work. This new model, as seen in Appendix 10: 
Belbin’s nine team roles and Kirton’s continuum, is based on a compilation of the 
findings in the research of Aritzeta et al. (2005). The model does not only show different 
team roles and the characteristics of the individuals in relation to the specific roles, but also 
identifies which roles are needed for more incremental projects and which roles needed for 
innovative projects. The individuals in the adaptive range of the continuum are better 
situated for more general organizational projects and/or every-day projects. On the other 
side of the spectrum are the innovative, idea generative, breakthrough and risk taking team 
roles needed for the creation of innovations. Furthermore, the study of Aritzeta et al. (2005) 
reveals a third style, namely the bridges. These individuals are crucial to enhance the 
performance of the individuals of the other two styles and will help solve problems, conflicts 
and misunderstandings between members, between styles and with authority.  

Harris identifies in his book “Building innovative teams” (2003), twelve important 
personalities desired for a rounded innovative project team. He states that; “the goal is to 
recruit a balanced set of personalities from this selection, because, without a balance, critical 
points of effort and capacities may be lacking at different phases within a project” (Harris, 
2003). Appendix 12 shows a composition of the various personalities that are examined in 
the research of Harris (2003). The major limitation of these personalities needed in 
innovative teams is, that Harris (2003) does not identify which specific roles are needed for 
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an innovative team and which organizational functions are best suited to deliver these 
individuals. As seen in this part of the literature review, characteristics of members in the 
composition of specialised teams are important in order to reduce conflicts and increase 
project performance. Due to similar advantages and just as much limitations of the 
characteristics identifying research studies of Belbin (1995) and Harris (2003), it is indecisive 
which study is best used in a possible composition framework. This research will therefore 
use both in the following overall team composition framework. 
 
Overall team composition framework 
As argued in paragraph 3.1, the team composition topic has been examined extensively in 
the literature. Due to this abundance in theories two issues arise contributing to the rigour 
of this field of research and thus failing in the practical application by companies. First, 
various conflicting models exist creating inconsistency in the field of research. Second, the 
various movements within this part of organisational behaviour research have been studied 
in great detail, creating fragmented islands of impractical theories. This review of the 
literature has tried to contribute to the applicability of team composition theories in 
practical settings, by mining out well established practical based theories and combining 
these in a team composition framework. The first part of the framework is shown in figure 7. 
Here the role descriptions within the theories, as described in paragraph 3.1, are compared 
with one and another and when related denoted consecutively. Sub-paragraph 5.2.3 will 
elaborate more extensive on the utilisation of the framework and the applicability of the 
team selection and composition model in Vodafone Libertel B.V.’s project process. This same 
process is also done by comparing the NPD process model denoted in appendix 13 with 
appendix 14 and appendix 15, creating an addition to the framework. This addition indicates 
which roles and/or functions are best suited for each phase in the new product development 
process. 
 

 
Figure 6: Team composition associated with the phases of the NPD process  
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Figure 7: Multilevel team member selection and team composition framework  
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4 Empirical analysis and diagnosis 
Chapter 4 will start with the validation of the problem statement, followed by a description 
and analysis of Vodafone Libertel B.V.’s P&SD business processes. Afterward, a small overall 
analysis of all results will be given. This chapter will be finalized with a diagnostic story. The 
diagnostic story will furthermore describe the selection of the main areas for redesign.  

4.1 Validation of the problem statement 
In validating the initial problem statement, all 23 interviewees were used, of which a total of 
ten small interviews specifically for the validation of the problem statement (see appendix 
7). All interviews were asked questions about Vodafone Libertel B.V.’s current business 
process capabilities to develop innovative projects and questions were asked regarding its 
innovative intend. Furthermore, the respondents were asked if the capabilities of Vodafone 
Libertel N.V’s P&SD project business process was suitable in realizing and sustaining 
innovative power (see appendix 5). Denoted below are only a few interviewee responses 
that aided in the validation of the problem statement as defined in paragraph 1.4: 
 
Vodafone Libertel B.V.’s current innovativeness? 
- “H: Innovativeness within VF-NL is more something that comes as a surprise and no 
dedicated group or process is currently active with creating innovations.” - 
 
Vodafone Libertel B.V.’s intend for innovativeness? 
- “C: VF-NL certainly wants to be innovative in the future and it is on many aspects, but it 
needs to be innovative on more aspects.” - 
 
Does Vodafone Libertel B.V’s current business process fit’s its innovative intend? 
- “R: The current PRB process within VF-NL is not adequate and comprehensive enough to be 
a process for creating innovative ideas.” - 
- “IT3: PRB business process is not suited for rendering innovative projects/ideas.” - 
 
What improvement points are needed to render this innovative intend? 
- “H: Creating a process for the implementation of highly innovative ideas and teaching 
employees how to organise their creative idea and stimulating them to come with fresh 
ideas.”  
 
- “E: Create a special dedicated innovation team or –officer for finding and implementing 
innovative concepts.” - 
 

The qualitative research, to the bottlenecks residing in the Vodafone Libertel B.V.’s 
project business process, together with an archival records study within this unit of analysis 
proved validity of the problem statement. By using the data retained from the different 
project member interviews, cause and effect diagrams were graphed showing besides 
limited innovative power also many “common” bottlenecks existing in the project 
development process. These bottlenecks not only negatively affect the realization of 
innovative projects and thus Vodafone Libertel B.V.’s innovative capabilities, but also 
increase the project failure rate of more standardized incremental projects. Paragraph 4.2 
will elaborate more deeply on the results that validate this problem statement.  
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4.2 Analysis P&SD project business process 
To start this analysis, three interviews with high level managers were analyzed to get an 
initial global overview of the P&SD business process used as project development process 
within the Technology Department of Vodafone Libertel B.V.. This deeper knowledge on this 
business process helped in scoping the interview questions used in the following eight 
selected cases. By analyzing these eight IT-CAPEX cases, using cross-case analysis, resulted in 
the identification of the main bottlenecks within Vodafone Libertel B.V’s project business. A 
second cross-categorization analysis was done to find any discrepancies between the 
successful cases, semi-successful cases and unsuccessful cases. These were used to 
substantiate any of the found bottlenecks and aid in the selection of the causes for redesign.  

4.2.1 Case description P&SD business process 

Interviews taken from three high-level managers, responsible for different phases of the 
P&SD business processes, together with analysis of different documentation on this process 
resulted in a clear overview of the workings of this IT-CAPEX project business process. The 
model in figure 8, based on Vodafone Libertel B.V.’s iPOD workshop and P&SD process 
documentation, shows this global overview of the different phases within this process 
together with output functions of each phase graphically. Appendix 18 shows graphically the 
detailed process of each specific phase within this P&SD business process, as originating 
from Vodafone Libertel B.V.’s Project & Service Delivery Guide documentation.  
 
iPOD phase  
The P&SD business process starts with the Internal Project Opportunity Description (iPOD) 
phase, where opportunities are identified and quantified at a higher level and checked 
whether the opportunity contributes to one of the four business strategies. After the initial 
Business Case (BC) development, by making a high-level opportunity description with impact 
analysis and resource requirements, an iPOD document is made with assistance of a lead 
principle and different responsible departments. Essential in the iPOD is that it clearly 
identifies and describes the benefits (Net Present Value, Modified Internal Rate of Return %, 
Pay Back Period, Legally/Globally mandatory, etc.), CAPEX and pre-Milestone 2 (MS2) 
required resources. The following stage is the prioritisation of the approved iPODs1 in a 
proposed portfolio, done by the Project Review Board (PRB). After prioritisation by the PRB, 
and status approval and prioritisation in the quarterly cycle by the General Management 
Team (GMT), CAPEX and Technology resources will be allocated to the project. The iPOD 
process will be finalized with a pre- MS2 planning, with lead times of each milestone phase 
and required resources. 
 
MS1 requirements phase 
The goal of this MS1 phase is to capture and clarify the company-wide requirements. The 
requirements are clarified together with the representatives of all involved stakeholders. 
When needed, procurement will also prepare the Non Disclosure Agreement (NDA), 
evaluate the Requests for Information (RFI), organises supplier information sessions, and 
composes a supplier short list. 
 
MS2 feasibility phase 
The main goal in the MS2 feasibility phase is to make funded project investment decisions 
based on the feasibility. It begins with high-level designers and high level process designers 
delivering their High-Level Technical Design (HLTD) and High-Level Process Design (HLPD). 

                                                           
1 MIRR% is one of the key variables to approve an iPOD. Target MIRR% is for services 55% and for enablers/cost 
savings 35%.  
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These high-level designs will also serve as input for a high level master test plan. The 
procurement department advances with their supplier selection by using the RFI as a pre-
selection for the Request for Quotation (RFQ). When finished, this department starts with 
the actual supplier contract negotiations. In order to move to the following phase, the MS2 
has to be approved by the PRB on its committed BC and the committed live/launch date. 
 
MS3 detail design, build & test phase 
The MS3 phase requires detailing of the HLTD and HLPD. Based on these detailed designs, 
test cases are added to and/or detailed in the master test plan. After this, the technical 
realisation of the project starts. Simultaneously, all activities that are conditional for 
successful launch of the product/service are performed (finalizing and implementing WIT, 
making sales plan, finalizing the go to market plan, writing the fact sheet, signing 
procurement contracts etc.). End-to-end tests are initiated and a financial close-out for 
purchase orders is executed. Finally, action plans are made with detailed solutions to 
existing issues and the baby-sit period is specified which will ultimately be executed in the 
MS4 phase. 
 
MS4 Go live & review phase 
In this MS4 phase the project will go live. After this part in the MS4 phase, the baby-sit 
period will be initiated. This baby-sit section is specified as a period in which special 
attention will be paid to the new product/service in order to quickly solve unexpected 
incidents. Only after this period the project team is discharged and an evaluation is made. 
The project manager leads this evaluation by capturing the lessons learned and by making a 
BC post calculation. Together with the action plan, approval can be given by the PRB. The 
lessons learned are shared with other stakeholders and the BC post calculation serves as 
input for the next prioritisation of IT-CAPEX projects. 

Figure 8: Global arrangement of the phases within Vodafone Libertel B.V.’s business P&SD process 
Source: Project & Service Delivery Guide (2008, pp. 3) 

Appendix 18 (2): Detailed design of MS1 
process 

 
Appendix 18 (3): Detailed design of MS2 
process 

Appendix 18 (5): Detailed design of MS4 
process 

 
Appendix 18 (1): Detailed design of iPOD 
process 

 

Appendix 18 (4): Detailed design of MS3 
process 
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4.2.2 Analysis overall P&SD business process  

The analysis of the overall P&SD business process consist of two main sections, the first is a 
cross-case analysis and the second is an analysis on the discrepancies between the cases 
categorized as “successful”, “semi-successful” and “unsuccessful” (refer to table 2). This first 
part in the analysis, in which the eight interviews from the corresponding IT-CAPEX cases, 
resulted in a vast amount of interesting and usable data. This data could be sub-divided in 
two parts, the first concerning the causes found in the four phases of the P&SD business 
process and the second concerning the general organisation of the P&SD project business 
process within Vodafone Libertel B.V.. 
 
Four phases of the P&SD business process 
The four phases of the P&SD business process, which are elaborated in the previous 
paragraph and are detailed in appendix 14, were used as main problem areas in the first 
Ishikawa cause and effect diagram (see figure 9). These four phases are the: 1) “MS1 
Requirements phase”, 2) “MS2 Feasibility phase”, 3) “MS3 Detailed Design phase”, and 4) 
MS4 Evaluation phase”. A main point of reminder is that both the cause and effect diagram 
of the P&SD business process as well as the cause and effect diagram of the overall P&SD 
project business process, shows the varying importance of the causes by their corresponding 
arrow thickness. Results of these varying thickness of arrows together with the amount of 
causes in each phase, show one high risk area “MS1 Requirements” and one medium risk 

area “MS2 Feasibility” in this cause and effect diagram of the four phases of the P&SD 
business process. As visible in figure 9, a main cause identified in the high risk MS1 phase of 
the P&SD business process, is the unavailability of a steering committee. The effect of this 
absence of a committee in the first phase of the project process was identified as an 
enormous lack of required commitment from responsible departments during the 
development of the project. Interviewees remarked that a steering committee could have 
positively influenced the commitment of higher management and other departments 
responsible for different stages and tasks in the business process. The cause most 
mentioned in the research is “an unclear and incomplete requirements list”, which has to be 

Figure 9: Cause and effect diagram of the phases of the P&SD business process 
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drawn-up in the first phase of the P&SD business process. Respondents remarked that many 
requirements were missing or that the phase wasn’t taken serious enough or was even 
skipped entirely. Results of this insufficient execution of the requirements phase was 
identified by the interviewees as: testing results that could not be compared effectively with 
the pre-defined requirements, bad supplier selection based on a insufficient requirements 
list, insufficient availability of good requirements information to make a solid go/no-go 
decision for proceeding with the MS2 feasibility phase, and discovering many new- and 
essential requirements in the difficult to change and expensive MS3 detail design, build & 
test phase.  

In the final medium risk phase of the P&SD business process model, the “MS2 
Feasibility” phase, no or poor supplier selection, missing technical specialist and detailed 
designer and missing proof-of-concept could be identified as the foremost causes. The 
reason for poor selection of suppliers was due to Vodafone Libertel B.V.’s selection of well 
known standard suppliers and not based on an objective supplier long- and short list. As 
mentioned earlier, unavailability of a clear and comprehensive requirements list beforehand 
also influenced the selection of suppliers negatively. A proof-of-concept was found needed 
before actually proceeding to large scale manufacturing of the concept. This was in order to 
identify missing requirements and last minute issues. Finally, a detailed designer and 
technical specialists were needed for the detailed design and successful execution of the 
testing stage.  
 
P&SD business process 

Figure 10: Cause and effect diagram of the general P&SD business process  

 
The remaining identified causes and effects that were not in direct relation with a specific 
phase of the P&SD process, but were apparent during the project development process, a 
second cause and effect diagram was made. A total of six main problem areas were 
formulated and used to categorize these remaining causes and effects (figure 10). The cause 
and effect diagram shows, by the amount of causes and their corresponding arrow 
thickness, one high risk area “Project Teams” and one medium risk area “Commitment”.   

Within the high risk area, “Project Teams”, of this P&SD project process diagram, the 
main causes could be identified as missing technical specialists and missing a good project 
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manager in the project team. Furthermore, a steering committee and a detailed process 
designer were identified as missing in assisting the project teams on various aspects.  A few 
interviewees remarked that due to the high-tech nature of the project, more good specialists 
with technological knowledge were needed for successful implementation of the project and 
the identification of all requirements in a corresponding requirements list. Respondents of 
projects with no or a poor project manager, identified issues with nobody taking ownership 
of the project, having no connection with the PRB, and missing project guidance.  

Similar to the main cause identified and described in the high risk area, 
“Unavailability of a steering committee”, was also identified as the main cause in the 
medium risk area “commitment” in this diagram. These and more effects of the 
unavailability of a steering committee are also seen in the homonymous main problem area 
“Steering committee”. Some interviewees described that they perceived an absence of much 
needed commitment for their project from responsible departments. They furthermore 
mentioned that the unexecuted responsibilities of the PRB board and the power distance 
between them and the project team preventing the PRB to fully guide the project team and 
resolve issues with lacking commitment. A few interviewees identified similar unavailability 
of commitment from other departments but coupled this to the absence of a solution 
owner, which was preferably a detailed process designer or strong project manager. 
 
Discrepancies between categorized cases 
The second phase of the analysis, revolved around finding discrepancies between the 
successful-, semi-successful- and unsuccessful categorized cases. Results from this analysis 
showed the following discrepancies between the three categories: 
- Cases having a steering committee assisting the project team were associated 

particularly with cases categorized as semi-successful and successful. 
- Cases categorized as successful, explicitly recognized having good collaborative 

functioning teams with no issues relating staffing. 
- Successful- and semi-successful cases ascribing their positive project outcome to: the 

creation of a clear and comprehensive requirements list in the begin phases of the 
process, having a project solution owner, and having the required commitment from 
responsible departments, management and suppliers during the business process.  

- Evaluation phase being more thorough and extensive with many lessons learned in 
cases categorized as successful then cases categorized as semi-successful and 
unsuccessful.  

These findings will be used in substantiating the causes for redesign in the next paragraph. 

4.3 Overall problem analysis 

This part will first give an overall picture of the main results of the previously elaborated 
analysis and then connect these findings with the overview of applicable literature 
presented in the theoretical approach to the solution designs (paragraph 3.2).  

As detailed in paragraph 2.5, all risk areas and their subset of causes were assessed 
on four levels. The first level being the area with the highest risk based on the number of 
different causes within that area. The second assessment level concerns the area with the 
highest density branches of causes within one direct cause. Therefore, solving these few 
direct causes will result in solving the whole risk area. This is seen as a quick-win risk area. 
The third level assesses the cause most occurring within the different risk areas. Solving this 
cause will therefore positively contribute too many risk areas at once. The final assessment 
deals with the cause most mentioned by the interviewees and thus having the thickest 
arrow. These causes are seen as most pressing by the interviewees. Table 7 shows the 
overview of this assessment for the two cause and effect diagrams, namely: “four phases of 
the P&SD business process” and “general P&SD process”.  
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This table shows that “missing commitment” from responsible departments (red) 
followed by inadequate “project team” (blue) and “missing steering committee” (green) 
emerge as most influential risk areas and causes in all four assessment levels.  

 
Table 7: Cause decision table P&SD process 

Cause and effect diagram # Risk area Quick win area 
Problem cause 
(occurring) 

Biggest cause 

Four phases of the P&SD business process  A B C D 

  1. MS1 
requirements 

MS2 feasibility Missing steering 
committee 

Requirements not clear 
or comprehensive 

  

2. MS2 feasibility MS1 
requirements 

Missing commitment 
technology 

Missing steering 
committee 

  

3. MS4 evaluation MS4 evaluation Missing commitment 
business and 
management 

Bad/limited 
requirements list 

General P&SD process        
  1. Project teams  Commitment Missing commitment No/bad supplier 

selection 

  

2. Commitment Project teams  Missing detailed 
design(er) 

Missing (technical) 
specialist 

  

3. Steering 
committee 

Project planning No/bad project 
manager 

Missing detailed 
design(er) 

 
When viewing all causes identified in the two cause and effect diagrams, a large part of 
these results are also identified and elaborated extensively in project management 
literature. When comparing the causes in table 7 to the theoretical approach to the solution 
designs (paragraph 3.2), shows very similar results. The first author in the theoretical 
approach to the solution designs sub-paragraph, Zairi (1999), presents in his study (appendix 
9), the determinants crucial for the three phases of the development process. Zairi (1999) 
shows that; a) adequate resources (“adequate funding” and “adequate personnel”), b) 
adequate team member selection and team composition (“strong project champion”, 
“strong project leader”, “enthusiastic cooperative team” and “full-time team members”) and 
c) departmental commitment (“management belief in project”, ”empowered team” and 
“use of external expertise”) are the most needed elements in the development of innovative 
projects. When comparing these determinants to the causes in table 7, shows that these 
crucial elements correspond to the identified influential causes (table 8). Thus these 
important elements were missing or performed inadequately in Vodafone Libertel B.V.’s 
P&SD process. Zairi’s (1999) second table, with common problems found in the management 
of innovative projects (refer to table 5), among other things substantiates the two main 
causes identified in the P&SD process: 1) commitment and 2) team member selection and 
team composition process. He identifies a large problem contributing to project failure is a 
culture in which management and the environment of the project is not committed to the 
innovation or the innovativeness of the project team member.  
 
Table 8: Comparison determinants Zairi (1999) and causes P&SD process 

Determinants Zairi (1999) Influential causes 

Adequate resources  Requirements not clear or comprehensive 

  MS1 requirements 

  Missing detailed design(er) 

  Missing (technical) specialist 

  No/bad project manager 
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Table 8: Comparison determinants Zairi (1999) and causes P&SD process (continued) 

Adequate team member selection and 
composition  

Missing detailed design(er) 

  Missing (technical) specialist 

  No/bad project manager 

  Project teams  

Departmental commitment  Missing commitment technology 

  Missing commitment business and management 

  Missing commitment 

 
Another major problem described by Zairi (1999) is the lack of empowerment of the 
innovative project team members, and the missing integration of proper functions and skills 
in the specialised team. Matching for example the research by Somers and Nelson (2001) 
from the theoretical approach to the solution designs paragraph with the causes and effects 
found in Vodafone Libertel B.V.’s P&SD process, also shows the analogy between their 
determinants of innovative project management and the management of the project in the 
P&SD process.  Somers and Nelson (2001) ranked a total of 22 critical success-factors crucial 
in innovative IT project development, of which eight could be perceived as laying within the 
capability of this study (see table 6). All eight critical success factors are ranked on 
importance based on Somers’ and Nelson’s (2001) own research. Within this ranking the top 
half success factors all correspond to the most influential causes identified in Vodafone 
Libertel B.V.’s P&SD process (table 9). Even more interesting are numbers one and three 
(“top management support” and “interdepartmental cooperation”) of which the first can be 
directly linked to missing commitment from responsible departments, and the second to 
(“project team competence”) inadequate project team within Vodafone Libertel B.V.’s 
project business process. Somers and Nelson (2001) even identify the importance of a 
steering committee (ranked thirteenth) as critical success-factor for innovative projects, 
which is also a main cause found in this study.  
 
Table 9: Comparison critical success factors Somers’ and Nelson’s (2001) and causes P&SD process 

Top critical success factors Somers’ and 
Nelson’s (2001)  

Influential causes P&SD process 

Top management support Missing commitment from business and high 
management 

Project team competence Project teams  

Interdepartmental cooperation Missing commitment departments 

Clear goals and objectives Requirements not clear or comprehensive 

  Project planning 

Project management No/bad project manager 

Presence of a project champion Project teams  

Dedicated resources Project planning 

  MS2 feasibility 

Steering committee Steering committee 

 

By identifying these similarities between the literature on critical success factors and 
problems affecting the development of innovative projects and causes found in the analysis 
of the P&SD project business process, increases the quality of the findings of this research 
study. The next paragraph will describe the diagnosis leading to the selection of causes most 
important for redesign.  
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4.4 Diagnostic story 
This section presents the diagnosis of the results of the analysis leading to the realisation of 
the root causes to the business problem. Furthermore, due to limited time availability for 
this research study, a small selection will be made of causes most eminent for redesign. 
 
As mentioned in the overall problem analysis paragraph, selecting all risk areas and their 
causes for individual redesign would not even be necessary in many cases. Several causes 
found in this study are a direct effect from other causes situated more closely to the 
organisational root cause. Therefore, creating a solution via a redesign for these causes will 
automatically affect the related causes positively. However, the objective when selecting the 
right causes for redesign is not too choose causes situated to close to the actual root 
problem, due to the inability to alter these causes with a fairly simple redesign. Selecting a 
cause far away from the root problem and thus easy to influence and directly affecting the 
problem is however also not favourable. Namely, a redesign for these causes will inevitably 
have marginal effects on the defined problem statement. Therefore, it is desired to select a 
cause situated approximately in the middle. In order to visualize these two extremes in the 
problem statement and establish which causes precede other causes, a negative impact 
model is created. Figure 11 shows this negative impact model, where the two most 
influential causes from the decision table, “insufficient team composition” and “missing a 
steering committee”, form the basis of the model. Selecting these two causes as starting 
point for the model is based on a number of factors. The first is that both selected causes 
could be denoted as both a cause and effect found in multiple risk areas, as well as 
influential enough to act as a high risk area of their own. The second factor is that both 
causes are identified in table 7 as eminent causes of the study, by surfacing in all four levels 
as top ranked causes.  This means that, based on the four levels, creating a redesign for 
Vodafone Libertel B.V’s project team member selection and team composition process and 
the implementation of a steering committee in the project process, will result in the highest 
change effects. Even more important is the profound interest Vodafone Libertel B.V. has 
with possible solutions to these causes. Both causes have been contemplated as serious 
deficiencies in Vodafone Libertel B.V.’s project business process by many project members 
as well as many members of the higher management for a long time. However, this has 
never been substantiated in the past, nor has viable and substantiated solutions to these 
causes been proposed. A third factor is that a redesign for these two causes fall strongly 
within the area of interest of the scholar. Fourth, as identified in the review of the applicable 
literature of chapter 3, many innovation management theorists argue extensively on the 
importance of these two elements, needed for the development of successful innovative 
projects within large organisations. For example, Trott (2005) and Zairi (1999) describe in 
their research the importance of tailored teams with respect to companies’ innovative 
performance. Kensing, Simonsen and Bødker (1998) and Somers and Nelson (2001) identify 
in their research an increase in the mobilization of cross-functional innovative teams as 
means for solving difficult organisational problems. They furthermore argue that 
departmental- and even organisational boundaries have started to fade due to this cross-
functionality, and therefore political issues are starting to dominate organisational project 
management processes. As a consequence the need for adequate and specialised project 
steering committees has increased in demand. Finally, the negative impact model graphed in 
figure 11, shows that an insufficient team composition and unavailability of a steering 
committee are root causes, preceding many of the other important causes denoted in the 
Ishikawa diagrams (figure 9 and figure 10). The impact model is also the reason why the 
second ranked risk area and cause “missing commitment from departments” is not 
considered for redesign, even though it is ranked second according to the four levels of the 
decision table (table 7). The impact model shows, together with the zoom-in causal diagram 
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of these two causes (appendix 19), this cause of “missing project commitment from 
responsible departments, business and higher management” as a direct and sometimes also 
indirect effect of an inadequate project team and the lack of a project steering committee.  
 
Based on the above elaborated diagnosis results in the selection of the following two causes 
for redesign: 

1. Missing a steering committee  
2. Insufficient team composition  

 
The next chapter will start with scoping the area of redesign followed by the actual solution 
designs to the above stated causes. Chapter 5 will finalize with change plan, which will 
elaborate on the different steps needed to be undertaken in the successful implementation 
of the proposed redesign. 
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Figure 11: Negative impact analysis of the causes team composition and steering committee  
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5 Redesign 
This chapter presents the different possible directions for redesign and connects this 
redesign to the validated problem statement as identified at Vodafone Libertel B.V.. The 
redesign therefore aims at increasing Vodafone Libertel B.V.’s capabilities to develop 
innovative projects and ultimately drawing Vodafone Libertel B.V.’s business process closer 
to meeting its innovative intend. This is acquired by optimizing its P&SD project business 
process for the continuous implementation and effectuation of innovative projects. An 
extensive analysis of Vodafone Libertel B.V.’s P&SD project processes revealed a substantial 
list of significant causes and their effects, reducing the innovate- and overall performance of 
the business process. A review of the scholarly literature on innovative project management 
and a diagnosis of these identified causes showed that both “inadequate project team 
composition” and “unavailability of a steering committee” contributed directly to an 
increase of unsuccessful innovative- and even non-innovative projects. These causes were 
identified as ultimately affecting Vodafone Libertel B.V.’s innovative power and innovative 
sustainability. Further exploration of the impact of these two influential causes resulted in a 
negative impact model, showing inadequate project team composition and unavailability of 
a steering committee as catalysts for many of the other important causes to project process 
deficiencies. This means, creating a solution design for these two causes will decrease the 
negative effects of the other identified causes.  
 The realization of the most suitable redesign will follow the methodological design 
approach as proposed by Van Aken et al. (2007). The first paragraph will present the design 
specifications, which will constrain the various directions for redesign and will be used as 
verification of the solutions in the redesign. Paragraph 5.1 presents the selection of solution 
designs best suited in preventing the causes selected. Paragraph 5.3 will continue with the 
justification of these proposed solutions. Finally paragraph 5.4 will describe the 
implementation of the redesign, specific to Vodafone Libertel B.V.’s organization, by means 
of a formal change plan.  

5.1 Design specifications 
From the analyses and diagnosis in the previous chapter, a selection has been made of the 
causes most applicable for redesign. Below one can find a small recap of the selected causes 
and a short elucidation of each cause, before presenting the design specifications: 

- Unavailability of a project steering committee; the employment of a project steering 
committee is not standardized within Vodafone Libertel B.V.’s project business 
process. This means that project teams and their leaders, in agreement with the 
PRB, are responsible for the application of a steering committee for their project. 
Steering committees are then formed on similar basis as the project teams namely: 
which impacted department manager is available, which managers have some 
degree of knowledge of the subject and is willing to be part of the steering 
committee. The absence of a project steering committee results for example in 
causes such as no ownership of the project, missing commitment from responsible 
departments and high-level management, large authority gap between project team 
and the PRB, etc. 

- Insufficient project team composition; various functions and roles within the 
business process have been carried out by members unequipped for a specific 
project role or function, and even some roles and functions were structurally missing 
in the project teams. Some examples of this inadequacy of the various project teams 
identified during the research are: missing a detailed designer, not having team 
members specialised in the project specific technology, having a project team leader 
who is not capable enough in guiding the project, ensuring commitment from other 
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responsible departments, nobody taking ownership of the project. This inadequacy 
of the project team can be deduced to insufficiency in Vodafone Libertel B.V. project 
team member selection and team composition process (see chapter 4). 

 
The first step in the creation of a redesign is the formulation of design specifications which 
serve as a confinement of the many directions for redesign. Following van Aken et al. (2007), 
four categories of specifications can be distinguished. “Functional requirements”, which 
form the core of the specifications and specify the required performance of the design, “user 
requirements” are these demands to the design that are important from the user’s point of 
view, “boundary conditions” are constraints to the solution space that must be met 
unconditionally, and “design restrictions” are constraints to the solution space that are 
preferred. Table 10 shows the design specifications for this thesis research based on van 
Aken et al. (2007).   
 
Table 10: Design specifications 

Functional requirements 

- To provide a method for the selection of members and composition of innovative project teams within 
Vodafone Libertel B.V.'s project business process. 

- To provide a project business process dedicated steering committee design with functions and responsibility 
specifications of its committee members. 

- The designs should positively contribute to Vodafone Libertel B.V.'s project business processes, by 
decreasing potential follow-up causes with respect to: project planning, organisation and guidance, project 
commitment, implementation of project changes or termination, project ownership and issues arising in the 
four phases of the business process. 

- The designs should contribute to Vodafone Libertel B.V.'s capability to develop successful innovative 
products via alteration of its project business process. 

- The designs should aid in meeting Vodafone Libertel B.V.’s innovative intend. 
- The advantages of implementing the designs should outweigh the efforts of its implementation and 

preservation on the long run. 

User requirements 

- Solution designs presented should be easy implementable in Vodafone Libertel B.V's current project 
business processes  

- Solution designs presented should be (nearly) comprehensive. 
- Solution designs presented and the methods of implementation should be made clear to the project 

business process responsible parties.  

Boundary conditions 

- The proposed solution designs should be at least implementable in Vodafone Libertel B.V.’s P&SD project 
business process. 

- Implementation of the designs should be at least cost neutral, within the given return on investment period 
of three years as conventional for Vodafone Libertel B.V. 

Design restriction 

- The designs should fit Vodafone Libertel B.V.'s culture and policy. 

 
The already specific nature of the selected causes for redesign, unavailability of a project 
steering committee and insufficient project team composition, acted as an automatic 
constraint in the determination of the different solution design proposals. This insuperable 
confinement is visible when creating a redesign that agrees with the first two bullets of the 
functional requirements. A total of five design directions could be established that could 
positively affect the selected causes on different operating levels and contribute to meeting 
Vodafone Libertel B.V.’s innovative intend. Below are the five design directions stated 
including a short elaboration of each direction: 
- New business development department (NBDD). A new business development 

department can be defined as an internal new product/new business development 
program with the means of establishing new products and businesses for the company 
(Wilemon and Hulett, 1972). This NBDD must reside outside Vodafone Libertel B.V.’s 
current project business processes and thus requires a unique governance structure, 
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flexible allocation of resources, specialised teams and open form of project control best 
suited to deal with the autonomous teams normally applied in NBDD’s.    

- Innovative project governance structure. This governance structure focuses more on 
guiding the innovative project and team through the various project development 
phases, then focussing solely on the periodic targets. This governance structure will be 
constructed in a way that it promotes the flow of information through simplified 
communication lines and it ensures that the different project issues, as an effect of the 
unfamiliarity of innovation, are successfully managed. 

- Project business process steering committee. As a part of the above mentioned 
governance structure, a steering committee functions as a supervising unit within the 
project development process and plays a key figure role in ensuring the flow of 
communication.   

- Reconfiguration of the PRB’s composition, activities, functions and responsibilities. 
Comparable to the rationale of establishing a project steering committee, the 
composition, activities, functions and responsibilities of the current PRB unit can be 
reconfigured, enabling this unit to be more a project supervising unit then a controlling 
unit which they currently are. 

- Innovative team member selection and team composition framework. This framework 
will aid in the composition of specialised teams for various categorized types of projects 
(every-day or innovative projects). This is done by presenting methods for selecting the 
proper mix of team member functions and personalities, categorizing different projects 
and assigning team mixes for each of these categorized projects.  

When applying the five above stated design directions to the design specifications of table 
10, results in the abandonment of two proposed design directions. The first design direction 
to be discarded based on the specifications, is the establishment of a new business 
development department. Because this NBDD resides outside the established project 
business process, it therefore does not contribute to decreasing potential follow-up causes 
identified in the P&SD process. A second functional requirement (refer to table 10) which is 
difficult to substantiate, is whether the advantages outweigh the effort of its 
implementation and preservation. With respect to the user requirements, the NBDD will not 
meet the requirement of being easy implementable in Vodafone Libertel B.V's current 
business processes. Finally, the establishment of a NBDD does currently not fit Vodafone 
Libertel B.V.'s culture and policy and therefore fails to meet the specified design restriction. 
 The reconfiguration of the PRB’s composition, activities, functions and 
responsibilities is the second design direction that is abandoned for further design. Based on 
the designs specifications, this direction does not meet the user requirement of being easy 
implementable in Vodafone Libertel B.V's current project business processes (refer to table 
10).  Reconfiguring the PRB’s composition, activities, functions and responsibilities will cause 
a great deal of controversy in the form of resistance from the current members of the PRB 
unit. Even though resistance is inevitable when implementing change and thus applicable for 
all design directions, the interview data showed that the PRB unit was under enough 
pressure as it is and is therefore not able to cope with more- or different activities. 
Furthermore, restructuring the PRB unit will not contribute to the follow-up causes found 
with respect to having an authority gap between the project team and the PRB, and nobody 
taking project ownership. 
 The remaining three design directions when achieved together form a synergetic 
unity meeting all the established design specifications. Establishing an innovative 
governance structure enables the adoption of a project steering committee and innovative 
cross functional teams and therefore contributes to the ease of implementation of these 
two design directions. The steering committee design and team composition framework 
design meets all the remaining functional requirements, with the implementation effort of 
these designs kept to a bare minimum. Finally, all three design directions meet the design 
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restriction of fitting within Vodafone Libertel B.V.'s culture and policy, by applying minimal 
organisational changes and being able to establish a highly possible return on investment 
within Vodafone Libertel B.V.’s conventional three years. The next paragraph will elaborate 
the three designs in detail and present the various advantages of each of the designs 
separately. 

5.2 Solution designs 

In order to contribute to Vodafone Libertel B.V.’s capability of developing successful 
innovative products, by improving the efficiency of its project business processes, solutions 
preventing the causes presented in the first part of the designs specifications have to be 
established.  

The following sub-paragraphs will start with a design of an innovative project 
governance structure which is needed for the actualisation of the following two designs: the 
project steering committee solution design and the project team member selection and 
team composition solution design. Both these designs will be elaborated consecutively in the 
sub-paragraphs following the governance structure solution design.  The chapter is finalised 
with a sub-paragraph presenting the justification of the proposed solution designs and a sub-
paragraph presenting the implementation of the redesign by means of a change plan within 
the project business process of Vodafone Libertel B.V..   

5.2.1 Innovative project business process governance structure 

Described in paragraph 3.1, Towner (1994) indicates in his research six key disciplines for 
successful new product development. The first key discipline that has been noted as a 
significant factor in the project success is that of an effective and well structure project 
business process governance structure. Having an effective governance structure, according 
to Towner (1994), prevents problems from arising and predominating during the project 
development process. A well established structure, furthermore contributes to a better fit of 
the project within the company’s current project portfolio, resulting in better availability and 
use of resources and strategic partners. But most important according to Towner (1994), 
having a clear governance structure clarifies and opens up communication lines within the 
team and between departments and increases much needed commitment from affected 
departments, suppliers and higher management.  
 
Current P&SD governance structure  
The documentation on the P&SD project business process at Vodafone Libertel B.V., does 
not specify a structure of governance at first glance. Examining the documentation together 
with the interview data, did however result in the formulation of somewhat of a governance 
structure used for projects progressing through the business process. Figure reveals this 
identified governance structure used in the P&SD project business process. Generally, a 
problem, product or service is identified and initiated from a business unit such as marketing 
or technology (BU* with thick lines). After which, a principle is appointed (normally the 
functional manager, but with large impact projects even high-level manager are appointed) 
and meetings are arranged in which the principle recites the project idea to a board of 
stakeholders. After initial approval and commitment from the various stakeholders, a 
preliminary business case is compelled and captured together with estimations of resources, 
expenditures and lead-times in an iPOD document. This iPOD document is then reviewed 
and approved “ready for prioritisation” by the PRB and prioritised, according to Vodafone 
Libertel B.V.’s project portfolio, by the GMT.  The next step is the composition of the project 
team. The team consists generally of a project manager, a number of members from the 
initiating business unit and a few members from other business units heavily affected by the 
project. These latter members rotate in- and out during the project development process. 
Furthermore, during the project development process several external departments render 
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assistance with process guidance and control, risk management, high- and lower-level 
design, planning, etc. During different phases of the P&SD business process (see appendix 
18), the function as project lead switches between the principle (first part of iPOD phase, 
middle part of MS2 phase and final part of the MS4 phase), the project manager (MS1 
phase, first and last part MS2 phase, MS3 phase and first part MS4 phase) and external 
assisting departments (middle and last part iPOD phase). Furthermore, accompanied by this 
variation of the project lead is also a change in reporting structure. Meaning that, the 
principle, project manager or external department reports to the GMT and stakeholders or 
via the PRB to the GMT or stakeholders on the progress of the project.  

 
Figure 12: Vodafone Libertel B.V.’s P&SD governance structure  

 
Based on the blueprint governance structure (figure 4) presented in the research of 

Towner (1994), the innovative heavyweight project team structure (figure 5) presented in 
the research of Clark and Wheelwright (1992), and interview data obtained on the P&SD 
governance structure, an adjusted governance structure is proposed for Vodafone Libertel 
B.V.’s P&SD business process. Figure 13 shows this proposed new governance structure. The 
first thing noticeable is the placement of a steering committee between the project team 
and program office and the PRB. This steering committee should be composed of managers 
from all functional departments affected by the project. Furthermore, the project leader will 
report to the steering committee, and the steering committee will periodically report to the 
revised PRB. This revised PRB will in this structure only consist of two members from the 
PMO unit and one member from the DSU unit. The remaining PRB members will assist as 
members in the program office (for the elaboration on the revised PRB see sub-paragraph 
5.2.2). The use of a steering committee will reduce the indentified authority gap between 
the project team and the steering committee, reduce unnecessary communication and 
reporting lines between the principle or project manager and the PRB and GMT, and reduce 
direct project responsibilities and work of the PRB and even diminish these of the GMT. Sub-
paragraph 5.2.2 will share more details on composition and responsibilities of the steering 
committee. 

The project team will be composed of members from the different departments 
concerned with the project. This enables the team to obtain all cross-functional advantages 
such as project commitment and external knowledge. The selection of the right mix of team 
members will be done using the multilevel team composition framework as proposed in sub-
paragraph 3.2.2. Each impacted business unit will deliver one or more liaisons, with a team 
member maximum of five to six members, and with the initiating business unit generally 
delivering the product champion (L*). Furthermore, a strong and autonomous project leader 
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is assigned who facilitates collaboration and plays the part as supportive and open-style 
coordinator. This project leader must report to the steering committee on: the project 
process, requests for change, arising issues, etc. Sub-paragraph 5.2.3 will elaborate more 
extensively on the selection and composition of these innovative teams and show the 
advantages of applying these composed cross-functional teams in the project business 
process.   

The program office, as taken from the study of Towner (1994), will be established 
outside the normal chain of command and be responsible for business integration and 
product/project planning. The program office will consist of the reappointed members from 
the PRB, namely HR & Security, Procurement and members from the external assisting 
departments sporadically used in the current P&SD process. These are: Risk & Process 
Management, High Level Process Designers, Detailed Process Designers, Finance Cost & 
CAPEX Control, Resource Planners and Project Process Managers.  

 

 
Figure 13: Proposed innovative project governance structure. 

5.2.2 Steering committee  

Sub-paragraph 3.2.1 described the importance and advantages of a steering committee in 
the successfulness of a company’s project development process. Summarizing these 
advantages of a steering committee according to the literature, results in: a steering 
committee enables supervision and direction of the project and project team and ensure a 
proper fit between the project and the objectives of the organisation (Towner, 1994). A 
steering committee, due to its centre placement between the various parties, is a perfectly 
placed unit to assign key resources, review and approve all plans, resolve any project issues 
and give direction of business priorities. Furthermore, a steering committee enhances the 
communication between the various responsible parties in the development process 
(Kensing, Simonsen and Bødker, 1998; Towner, 1994) thereby ensuring commitment to the 
project by these parties as well as a clear view of how to approach the projects (Zairi, 1999). 

The interview data together with the cause and effect diagrams revealed similar 
project deficiencies as a consequence of the unavailability of a (adequate) steering 
committee within Vodafone Libertel B.V.’s P&SD project business processes. Some examples 
of these interview responses substantiate the need for a steering committee: 

 
- “C1: The MS2 phase can get very tricky. Very often you have for example 100K budget, but 
get 500K of additional costs due to questions from GMT and various stakeholders. Therefore, 
in the difficult requirements phase it could be very helpful to have a steering committee to 
assist you with these issues. That is something the PRB just does not do!” -  
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-  “A: No, the PRB has already too much functions and responsibilities as it is, giving them 
more tasks, such as ensuring commitment, normal and detailed planning and project 
guidance, would only frustrate them. These and other things projects miss now need to be 
the responsibility of a steering committee.” -    
 
- “C2: Who in the team should have said to the PRB that the EVO project wasn’t going as 
planned, but that it was very important to VF that it succeeds? This means that one needs a 
steering committee to show the importance of the project and get the required commitment 
to make the project succeed.” -   
 

The proposed governance structure, as elaborated in sub-paragraph 5.2.1 and 
graphically shown in figure 13, already describes the placement of the steering committee in 
the business process governance structure. Furthermore, the figure also shows the PRB still 
presiding over the project through the steering committee. Within this newly proposed 
structure, the PRB’s only function is reporting to the GMT on project budget prioritization. 
The main reason for retaining the PRB is in coherence with the argumentation of Schneider 
(1995)1. Which means each steering committee, assigned to a specific project, will be 
composed of middle- to high level managers from various impacted departments. Therefore 
a steering committee will lack high-level authority, decision making competence and 
knowhow in the allocation of budgets and the prioritization of project based on the 
company’s strategy. Having a steering committee supervising the project and project team 
reduces functional responsibilities of the PRB, resulting in the PRB having more time to focus 
on its remaining functions2:  

- Management of the sensible expenditure of project budgets for the financial year 
for the projects, agreed by the GMT in the quarterly prioritization.  

- Agreement and change control of the quarterly timeslot plan for pre MS2 IT-CAPEX 
projects.  

- High-level review and quality control of project milestone documents.  
- Ensuring up-to-date project portfolio by handing in timely “ready for prioritization” 

overviews to the GMT. 
- Ensuring visibility of Vodafone Libertel B.V.’s and Technology Office’s strategy in its 

project portfolio process.  
Another point shortly described in the sub-paragraph explaining the newly proposed 
governance structure, is the reduction of functional responsibilities and the adherent 
redundancy of several functions within the PRB. Therefore it is proposed that the PRB will 
consist of two managers from the Program Management Office (PMO) and one from the 
Decision Support Unit (DSU) in dealing with the above stated responsibilities. The remaining 
eight functions: CBU (1), EBU (1), HR & Security (1), Procurement (1), OSU (1), Technology (2) 
and CM (1), will be transferred to the program office (HR & Security and Procurement) and 
the steering committee (CBU, EBU, OSU, CM and Technology).  
 
Steering committee composition and activities 
As described in the paragraph on the theoretical approach to the solution designs, the 
steering committee is best composed of five to seven medium to high-level managers from 
the involved business unit(s) and/or different corporate functions. This steering committee 
size has been identified as most optimal in the study of Towner (1994). This is because a 
steering committee composed of five to seven managers will enable adequate cross-
functional advantages without causing endless discussions and bureaucracy which is 

                                                           
1
 Argumentation of Schneider (1995) is elucidated in sub-paragraph 3.2.1. 

2
 Source: 08 09 20 Project & Service delivery - Guide v5.1 and 08 11 03 Workshop iPOD & P&SD process 
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inherent with too large committees. Furthermore, composing this committee from middle- 
to high-level managers decreases any gap in authority between the team and the committee 
en therefore increases commitment from the project team and eases the flow of valuable 
information (Towner, 1994). Combining this theoretical knowledge with Vodafone Libertel 
B.V.’s restructured project governance structure, results in a steering committee composed 
of the five former PRB functions (CBU, EBU, OSU, CM and Technology) and one or two 
project specific supplier stakeholders or user stakeholders. These stakeholders are chosen 
based on the type and need of the project. For example, a new type high speed data 
network will need a stakeholder from the Network department and from Vodafone Libertel 
B.V’s external network supplier Ericsson. When introducing a new mobile service, then a 
stakeholder from IT department and invoice department is needed to strengthen the 
steering committee. By comparing the interview data reflecting the need for an adequate 
steering committee with the literature on the activities and advantages of a steering 
committee in the project development process, a well ordered activity framework could be 
established (table 11). This framework shows the steering committee focussing on all tasks 
concerning the management and organisation of the project team and project process, 
which was prior the responsibility of the PRB but was often identified by project members as 
being neglected. Therefore, implementing a governance structure as proposed in this 
section of the study will contribute to a reduction of causes described and an increase of 
Vodafone Libertel B.V’s capability to successfully develop innovative products. 
 
Table 11: Steering committee activities framework 

Steering committee 
composition 

Steering committee 
responsibilities 

Steering committee 
tasks 

Activities outside the 
steering committee 
responsibility 

Additional information 

Steering committee size 
of 5-7 persons. 

Project guidance, 
supervision and 
measurement of team and 
project performance. 

The steering committee 
and project team should 
meet once every week. 

Prioritise projects 
based on 
organisational strategy, 
is only done by PRB. 

Difficult projects need a 
steering committee before 
MS2, standard projects 
before MS3 (when issues 
arise due to testing). 

Steering committee 
should consist of 
medium- to high-level 
managers. 

Submit issues and discuss 
these issues with PRB and 
when needed, the GMT. 

Steering committee 
should function as a 
submission point for 
project issues and 
resolves these issues. 

Independently allocate 
additional project 
resources. This is 
always done in 
coherence with PRB. 

Steering committees are 
especially required for small 
projects due to commitment 
difficulties with these 
projects. 

Steering committee 
should consist of 
members from CBU, 
EBU, OSU, CM and 
Technology Department. 

Construct good 
communication lines 
between the project 
members and responsible 
departments. 

Steering committee 
needs to be accessible 
for all members of the 
project team. 

 Steering committee for 
"standard" projects is 
needed before MS2. 

Remaining slots should 
be aggregated to project 
user and/or project 
supplier stakeholders. 

Ensures proficient 
commitment from high-level 
management and impacted 
responsible departments. 

Steering committee 
should conduct monthly 
project status- and 
progress checks and 
report this to PRB. 

 Steering committee is full-
time needed in MS4 because 
of arising project launch 
issues. 

 Functions as bridge between 
PRB, responsible 
departments and project 
manager and -team. 

Steering committee can 
submit additional 
project budget requests 
to the PRB and when 
needed the GMT. 

   

  Steering committee is able 
to decide if phases in the 
project process need to be 
prolonged, redone or can be 
skipped. 

Steering committee 
together with the 
program offices 
evaluates the 
achievement of the 
objectives and planning. 
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Table 11: Steering committee activities framework (continued) 

  Steering committee, in 
agreement with the PRB, is 
responsible for killing faulty 
projects. 

Steering committee 
deals with and submits 
change request to PRB. 

    

  Steering committee resolves 
potential conflicts and issues. 

      

  Steering committee approves 
and supervises the project 
planning and appropriation 
of project resources by the 
program office. 

      

  Steering committee monitors 
the project and ensuring 
synergies between different 
projects. 

      

  Steering committee 
evaluates the project- and 
project team performance.  

      

5.2.3 Project team  

As identified in sub-paragraph 3.2.2 on the theoretical approach to the solution designs, the 
selection and composition of specialised project teams based on the right personality and 
functionality mix to increase project performance is still frequently neglected by many 
companies (Bell, 2004). Most companies select team members based on standard criteria 
such as availability of team members and member’s experience in a specific needed area, 
team member’s fit within the team or even fondness of other team members to that 
individual. The literature on specialised teams for innovative projects describes that these 
companies miss out on certain major advantages due to improper methods of team 
composition. Some of these advantages described in the innovation management literature 
are: creating a cross-functional team with the right mix of functions and personalities 
ensures substantial advantages of focus, integration, effectiveness and direct access to 
expertise because of their multidimensional structure and ease in facilitating the product 
transfer through the multiple stages of the product development process (Ancona and 
Caldwell, 1992). Bowers et al. (2000) and Jehn, Northcraft and Neale (1999) describe that a 
proper diversity of team members will increase the likelihood of diverse ideas, perspectives 
and opinions on project issues and/or the clearing of possible unknown grounds which 
ultimately contributes to the creation, adoption and successful completion of the projects. 
Finally, Belbin (1995) has identified in his study that ensuring the right team mix will reduce 
internal conflicts and increase project commitment within the team and from the various 
responsible units.  

The data obtained from the interviews show an identical superficial method of team 
composition within Vodafone Libertel B.V.’s reviewed P&SD project business process. Below 
are some directly translated citations from the interviews conducted with project members 
and high-level managers, affirming this neglect of a multilevel assessment in their team 
selection and composition process. 
 
- “H: At Vodafone Libertel B.V. composition of teams is……. Hmm we don’t look for special 
skills or so when selecting members. For example in our project, the lead designer is standard 
one of the LD’s that was available at that time and was therefore chosen. When selecting 
technical specialist, we only identified the department with the most experience in that field, 
and let the department manager select a technician who could be missed at that time.” -   
 
- “H2: Usually, I am too late to select members for my team, so that is most of the time an 
autonomous decision of the responsible department managers. No, no! When people tell you 
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that they could hand pick the best members from the organisation, then they are lying. In 
reality that is never the case!” -  
 
- “N: With cross- functional projects, most is already standardized in the business processes. 
Managers from the influenced departments select the members from the teams based first 
on their availability, and when multiple options are left, then on their experience in the area. 
I think that we often selected the wrong person for a specific function or role within that 
team.” -   
 
This paragraph will elaborate more deeply on the multilevel framework for selecting the 
right personality and functionality mix for the composition of a specialised cross-functional 
project teams. Sub-paragraph 3.2.2 has presented the establishment of this framework by 
combining findings from various scholarly literatures. This paragraph will show the workings 
and advantages of the framework applied in Vodafone Libertel B.V.’s project process. 

  
Innovative project team member selection and team composition framework 
Numerous studies have focused on the composition of specialised teams with increased 
performance being able to successfully create and finalize innovative projects (Belbin, 1995; 
Trott, 2005; Zairi, 1999). However, these studies are mostly focused on a specific part within 
the innovative team development theory and are generally descriptive in nature, therefore 
lack essential practicality to be used in a company’s project business processes. Sub-
paragraph 3.2.1 describes these different studies on team development, but more 
importantly finalizes with a theoretical framework on the selection and composition of 
innovative project teams. 

Figure 7 shows this multilevel framework. In order to fully understand the 
framework presented, an example is given on how to find and select the right employee for 
a specific function within the project team. The example will show the identification of a 
“project team leader”. Figure 14 below shows the sequential steps needed to be taken in the 
identification of this project team leader, finalizing with two references to questionnaires 
used in the search for the specific member characteristics1.     

Figure 14: Example identification of the project team leader 

 

                                                           
1
 One team member is able to have more than one of the displayed functional roles, but also a functional role can 

be performed by more than one team member. Furthermore, not all roles shown in the framework have to be 
filled in by one or more members of the team. These functions can be assimilated by departments or employees 
assisting the project team 
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Before initiating the model for the identification of the right project team member, one must 
first categorize the initial idea, business problem, product or service as a project which is 
either: 

1. Experienced as highly (radically) innovative and not well known within the 
capabilities of the company. 

2. Experienced by the company as a familiar but tactical innovation. These are 
innovations needing more creative solutions, having a shorter time-to-market, 
having restrictions in available resources and increasing the quality without 
increasing costs. 

Appendix 21 presents a small questionnaire that can be used to identify whether the initial 
idea, business problem, product or service can be categorized as highly (radically) innovative 
or more tactical innovative. The next step is to select and compose the right mix of team 
members for the categorized project. Brown and Eisenhardt (1995) and O’Connor and 
McDermott (2004) identify in their research an optimal team size of approximately five to six 
members in order to create successful innovative cross-functional project teams. This team 
size will ensure optimal cross-functional performance without decreasing efficiency due to 
needles large group discussions and controversies. Combining this optimal team size 
together with the results of a comparison between the various team composition literature 
elaborated in sub-paragraph 3.2.21, a team composition could be established for the highly 
innovative projects and another for the tactical innovative projects (table 12). The main 
differences between the two team compositions is that with the highly innovative teams all 
team roles must be evenly and fully attendant, with the external coaching and information 
dispersing roles being carried out by the principle and proposed steering committee. This is 
because highly innovative projects endure all facets in the development process, and thus 
requires the full spectrum of identified functions and characteristics (Zairi, 1999). With 
respect to the tactical innovative projects, the creative roles such as the champion and the 
idea generator are less necessary and can therefore be adequately carried out by one team 
member. However, in tactical innovative projects the information obtaining and dispersing 
roles (gatekeeper and project alumnus) are very necessary for finding new ways to optimize 
performance. This is because, as opposed to highly innovative projects, the basis for tactical 
innovative projects has already been established and therefore the main driver for these 
teams is getting information, knowledge and commitment to excel in rapid and efficient 
project development (Brown and Eisenhardt, 1995; O’Connor and McDermott, 2004). Table 
12 also shows this division of roles over the different functions within both highly innovative 
as tactical innovative projects for Vodafone Libertel B.V.’s P&SD project business process.   
 
Table 12: Team composition for highly innovative and tactical innovative projects. 

Highly innovative projects 

 

Tactical innovative projects 

# Roles P&SD function 
 

# Roles P&SD function 

1 Champion Project team member 

 

1 Champion and idea 
generator 

Project team member 

1 Gatekeeper Project team member 

 

2 Gatekeeper Project team member 

1 Idea generator Project team member 

 

1 Team worker Project team member 

1 Team worker Project team member 

 

1 Project team leader Project team member 

1 Project team leader Project team member 

 

1 Project alumnus Project team member 

1 Opportunity recognizer Project team member 

 

   Project team member 

1 Sponsor/coach and 
opportunity recognizer 

Project principle 

 

1 Sponsor/coach  Project principle 

1-7 Project alumnus Steering committee 

 

1-7 Opportunity 
recognizer 

Steering committee 

                                                           
1
 The compared and analyzed literature models are shown in appendix 10, appendix 11, appendix 12, and 

appendix 20. 
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Due to the indistinctiveness inherent in the development of innovation, cross-
functional teams are sure to run into various problems in the development process. The way 
in which these project teams progress through the various phases of the P&SD project 
business process and initial ideas and/or business problems are eventually effectuated into 
successful or less successful products or services, has mainly been left outside the scope of 
this redesign. However, if the project team does encounter problems during the project 
development process, or wants to generate maximum creative output in the fuzzy front-end 
phase before the project development process, an addition to the team composition design 
is proposed. This addition to the team composition is a creative problem-solving toolbox 
which is presented in appendix 25 and which describes the commonly used brainstorming 
technique and five extra problem-solving techniques. Furthermore, the six techniques 
presented are classified in into three categories in order easily select the technique best 
suited for the specific problem (McFadzean, 1996a, 1996b):  

1. Paradigm preserving: Preserving techniques do not tend to change a participant’s 
perspective. In other words, no new elements or relationships are introduced into 
the problem space. For instance, if a project team develops paradigm preserving 
ideas for a new improved telecommunications antenna, then they may specify issues 
such as a better range or a higher data speed. Examples of these preserving 
techniques include brainwriting and brainstorming (McFadzean, 1996b; Osborn, 
1957; VanGundy, 1992).  

2. Paradigm stretching: Stretching techniques encourage users to stretch the 
boundaries of the problem space. This is achieved by either introducing new 
elements or new relationships so that team members can consider something new. 
For instance, one may develop paradigm stretching ideas by adding new elements to 
the telecommunications antenna (e.g. updating the antenna and data centre 
software with a newer version and therefore reducing the energy consumption) or 
by changing the relationship between elements (e.g. replacing the antenna by a 
newer, smaller and more advanced one and therefore also reducing the energy 
consumption) Examples of these techniques include object stimulation and 
metaphors (VanGundy, 1988; 1992).  

3. Paradigm breaking: Breaking techniques encourage participants to completely break 
down the boundaries of the problem space and to look at something entirely new. 
This occurs when both new elements and new relationships are introduced. For 
instance, the team may develop a completely new type of networking system by 
adding new elements and relationships to the traditional telecommunications 
antenna (e.g. mobile internet). Examples of these techniques include wishful 
thinking and rich pictures (Checkland and Scholes, 1990; Hicks, 1991; Morgan, 1997; 
VanGundy, 1988). 

 
Now that the proposed solution designs have been presented, the next step is to justify 

the solutions by assessing their ability to prevent the causes indicated in the diagnosis, but 
also by assessing if these cause-preventing benefits outweigh the cost of implementing the 
design. 

5.3 Solution justification 
The solutions proposed are a direct result of an extensive analysis into the innovative 
performance of Vodafone Libertel B.V.’s P&SD project business process. A total of eight 
projects that had been developed through this business process had been selected for 
analysis and analyzed by means of semi-structured interviews. By creating insightful cause 
and effect diagrams and ranking the causes on multiple levels, a selection could be made of 
the causes most prone for redesign. A deeper understanding and an increase of validity of 
the identified causes were established through a review of the scholarly literature on the 
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determinants in successful development of innovative projects. Finally, various solution 
designs to the selected causes have been created and proposed. Next, in order to evaluate 
the redesign, a short justification is presented of the proposed solutions based on their 
ability to efficiently overcome the causes and effects indicated in the diagnostic story. As 
shown in the negative impact model (figure 11) and more detailed in the zoom-in causal 
diagram (appendix 19), the selected causes for redesign, “insufficient team composition” 
and “unavailability of a steering committee”, function as two important triggers for more 
undesirable causes and effects, leading to higher project failure rates and a decrease of 
Vodafone Libertel B.V’s capabilities to successfully develop innovative products. Within this 
chapter three solution designs were proposed, namely:  

1. An innovative project business governance structure which is a higher level solution 
design and which covers the two following solution designs.  

2. A steering committee composition and activities framework and, 
3. A project team member selection and team composition framework, which together 

with the steering committee design contributes directly to both selected causes for 
redesign. 
The first solution justification concerns the establishment and restructuring of 

Vodafone Libertel B.V.’s project business process governance structure, which is primarily 
needed to prepare the implementation of the other two solution designs. Realization of the 
project governance structure within Vodafone Libertel B.V.’s P&SD process will inhibit 
several major benefits. The first and largest benefit is that the project governance structure 
is essential in the implementation of the two solution designs with respect to the steering 
committee and the project team. Second, it captures, secures and appoints tasks and 
responsibilities to the various parties within the P&SD process. This has an effect of 
preventing several causes in the business process with respect to: nobody taking ownership, 
unclear lines of communication and reporting, and not having insight in the responsibilities 
of all parties involved in the process. Furthermore, the establishment of a program office 
responsible for business integration and product/project planning, secures the need for 
high-level- and detailed-level planning designers and will directly prevent causes found with 
respect to insufficient requirements-, risk-, impact analysis- and test phase. Finally, the 
implementation of the proposed governance structure will unburden the PRB in its activities, 
resulting in the PRB having more time in focusing on an optimal fit between Vodafone 
Libertel B.V.’s project portfolio and its strategy. This will ultimately result in a more effective 
selection of projects, less unnecessary expenses on failing projects, and more financial room 
for the development of innovative projects. 

The employment of a steering committee within the project process governance 
structure will ensure various benefits. The main contribution of a steering committee is that 
it supervises the project through the different phases of the development process and 
resolves occurring issues in this process. Other advantages of a steering committee are, it 
opens up communication lines and simplifies the flow of information between the cross-
functional project team, responsible- and impacted departments and the high-level 
management team. Furthermore, a steering committee, consisting of middle- to high level 
managers from the stakeholder departments, will ensure project commitment throughout 
the development process. Finally, an adequate steering committee provides project 
assistance in the form of: project guidance and ownership, reviewing the project plans, 
applying requests for change or additional budget or resources, and ensuring the project is 
on track.  
 Implementation and proper actualization of the project team member selection and 
team composition framework in the P&SD business process, will reduce or even prevent 
causes identified with respect to missing or selecting inadequate team members (e.g. 
“missing technical specialist”, “no/bad project managers”, “missing project/process owner” 
etc.). Furthermore, ensuring the right team mix by execution of the framework will, reduce 
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internal conflicts and increase commitment between team members and from other 
responsible departments needed for successful project completion. Finally, using the 
framework effectively for the composition of highly innovative teams, will have a direct 
effect on the innovative power and sustainability as intended by Vodafone Libertel B.V.. 
 These benefits from implementing the three proposed solution designs show that 
many of the causes and effects decreasing overall performance of Vodafone Libertel B.V.’s 
P&SD project business process can be reduced or even prevented. The next step is the 
formulation of a change plan including the detailing of the activities for successful 
implementation of the redesign and the possible resistance arising in the implementation 
process.  

5.4 Change plan 
The solutions proposed are only effective when successfully implemented in the 
organisation at hand. Therefore, a change plan is presented in this paragraph which specifies 
the differences between the existing business system and the proposed solution designs, 
identifies the expected resistance to the implementation of the designs and it describes an 
approach to overcome these resistances. 

5.4.1 Delta-analysis  

The first part of the change plan is an analysis of the major differences between the present 
business system at Vodafone Libertel B.V. and the business system after possible 
implementation of the proposed solutions. This analysis is also called a delta-analysis (van 
Aken et al., 2007). 
 
Table 13: Delta analysis  

Governance structure   Steering committee 

 Innovative project governance structure    Steering committee composition and activities framework 
1 Establishment of a formal P&SD project process governance 

structure.  
 8 Establishment of a project steering committee in the 

proposed P&SD project business process. 

2 Integration of a project steering committee in the proposed 
P&SD project business process governance structure. 

 9 Reassignment of the representatives (CBU, EBU, CM, OSU and 
Technology) from PRB to the proposed steering committee.  

3 Integration of a program office in the proposed P&SD project 
business process governance structure. 

 10 Assigning one or two additional project user and/or project 
supplier stakeholders to the proposed steering committee.    

4 Restructured PRB unit in the proposed P&SD project business 
process governance structure  

 11 Selecting middle- to high-level managers to participate in the 
proposed steering committee.   

Project team 
 12 Changes in responsibilities and activities of the reassigned 

PRB members in the proposed steering committee. 

 Innovative project team member selection and team 
composition framework 

 13 Proposed steering committee having weekly 
progress/guidance meetings with the project team.  

5 Using a formal team member selection and team 
composition framework for the establishment of cross-
functional project teams.  

    

6 Categorizing the initial idea, business problem, product or 
service as a project which is either highly innovative or more 
tactical innovative. 

  

7 Restricting the project team to a team size of 5-6 members.    

5.4.2 Resistance to change 

The next step in the change plan is the identification of the various stakeholders affected by 
the solution design.  These stakeholders are: GMT, PRB, functional managers, principles, 
project managers and Technology Department employees. These stakeholders are directly 
affected by the solution designs and could possibly show various forms of resistance when 
applying these proposed solutions. Van Aken et al. (2007) describe in their study five 
different forms of resistance: (1) lack of understanding, (2) differences in opinion, (3) lack of 
trust, (4) low willingness to change and (5) conflicts of interests. Table 14 shows the various 
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stakeholders and their likely resistance to change, with the dark red colour presenting a 
strong likeliness of the stakeholder showing that resistance and the orange colour 
presenting a mediocre likeliness.    
 The highest management level in the project business process, the GMT, could show 
a difference in opinion with respect to the proposed solutions. Even though the general 
management team is not directly implicated in the organisation and realization of the 
project business process, this unit could however reject the solution due to possible business 
process integration of Vodafone Libertel N.V with Vodafone DE in the near future. Therefore 
redesigning the business system could be conceived as fruitless by the GMT.  
 
Table 14: Resistance to change of the various stakeholders 
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   GMT            

 
  Strong likeliness to showing  the resistance 

PRB           

 
  Mediocre likeliness to showing the resistance 

Functional managers           

   Principles           

   Project managers           

   Technology Department employees           

    
The PRB is however directly influenced by the proposed solutions and could therefore show 
resistance due to a lack of clear understanding of the identified causes around the 
functioning of the PRB in the business system. Additionally, all PRB members having to 
relocate due to the proposed governance structure, could show resistance due to conflicts of 
interests and even exert low- or unwillingness to change. Together with the GMT, the PRB is 
also aware of the possible future synergy between Vodafone Libertel B.V. and Vodafone DE 
and could therefore show a difference in opinion. The third resistance group identified are 
the functional managers. The functional managers summoned to participate in a project 
steering committee could show a low willingness to change or even experience conflicts of 
interest upon receiving this additional responsibility and its corresponding activities. 
Furthermore, when the proposed solutions are proclaimed by lower authority or by unsuited 
change organization, the functional managers could exhibit a lack of trust in the system 
and/or its implementing organization. The principles in the current P&SD business process 
will not have to endure large functional changes after implementation of the proposed 
solutions. Therefore this group could only express resistance based on a lack of 
understanding of the problem or causes identified, or have a different view or opinion on 
the proposed solution. The fifth resistance group is the various appointed project managers. 
The possibility exists that this group, as an effect of being informed wrongly and/or by 
inadequate authority, will be difficult to change or feel conflicts of interests, as discovered 
during the interview sessions. A less likely, but possible resistance within this group, is a lack 
of understanding of the identified problems and causes. This can also be substantiated by 
the fact that almost none of the problems and causes identified were unanimously identified 
by all interviewees during the analysis phase. The remaining Technology Department 
employees can be considered as a final group exerting possible resistance to the proposed 
solution designs.  This group is indirectly affected by the organisational changes (e.g. having 
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to take on extra work due to relocation of co-workers or due to the need for additional 
project resources etc.) and has a moderate likelihood of showing all four out of five 
antecedents of resistance, with a high likelihood of unwillingness to change due to this 
indirectness.   
 An overall view of the stakeholders with their corresponding resistances is visualized 
in table 14. Furthermore, this table indicates that the PRB and the project managers in the 
P&SD process have the highest likelihood of possibly frustrating the implementation of the 
proposed solution designs. It is therefore important to exert extra attention to these two 
recognized stakeholders when establishing an action plan (sub-paragraph 5.4.4) for the 
successful implementation of the redesign.  

5.4.3 Intervention strategy  

The next step in the change process is to tackle these above stated forms of resistance by 
creating an intervention strategy (van Aken et al., 2007). Van Aken et al. (2007) propose 
three domains in which the organisational change has to be managed simultaneously in 
order to avert any of the identified resistances. The first is the technical system, which 
originates from the report and its design, conclusions and presentation of these conclusions. 
The second is the political intervention, which is the formalization of the solution design and 
appointments and agreements regarding the implementation. The third and final is the 
cultural system, which is best addressed through the participation of the stakeholders in the 
change process. 

As can be derived from table 14, which presents the various stakeholders in the 
change plan and their possible resistance to these changes, the main sources of resistance 
are “differences in opinion” and “low willingness to change”. According to van Aken et al. 
(2007), in order to prevent differences in opinion concerning the changes proposed a 
combination of technical- and political interventions are needed. Technical interventions 
inhibit discussion sessions with the PRB, specifically the PMO (process keepers) members of 
the PRB, on the gravity of the business problem and the importance of the proposed 
solutions, possible barriers in applying the designs and possible amendments to the 
solutions. This intervention strategy, supported by the persuaded PRB unit, can then be 
repeated on a far more general level with the GMT, which is also likely to perpetrate this 
type of resistance. Finally, a political intervention is needed for the various project principles. 
This political intervention must be supported by the PRB and the GMT and constitutes short 
information meetings with the various principles in which the changes are presented. 
Opposing principles identified in these meetings need to be dismissed or transferred and 
their successors be appointed with the mission of making a success of the planed change 
(Aken et al. 2007). According to van Aken et al. (2007), in order to prevent the resistance 
“low willingness to change” the same technical intervention is needed as with “differences in 
opinion”. However, this form of resistance also demands a cultural intervention. This 
intervention requires the participation of the PRB (specifically the PMO representatives), 
functional managers, and on a less detailed level, the project managers and Technology 
Department employees in the definition and analysis of the problem, in the design of the 
solution, and in the design of the change process (van Aken et al. 2007). 

 Another form of resistance, which acquires a technical intervention strategy, is a 
“lack of understanding”. This is most likely to be experienced by the PRB unit but possibly 
also by the principles, project managers and Technology Department employees (see table 
14). As elaborated above in the prevention of the resistance “differences in opinion”, a 
technical intervention must be conducted which inhibits discussion sessions with the PRB. 
Therefore, this intervention will also overcome any resistance from the PRB due to a “lack of 
understanding”. With respect to the principles, project managers and Technology 
Department employees possibly showing the resistance “lack of understanding”, it is 
sufficient to rewrite the latest Project & Service Delivery Guide plan. Subsequently 
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information meetings have to be established with these groups explaining the importance of 
dealing with the business problem and ensure the alterations made in the guide are clear. 

Finally, with the source of resistance “conflicts of interests”, one needs political 
interventions preventing this form of resistance. The GMT must be convinced to support the 
changes resulting from the implementation of the solution designs. This highest level unit 
must proclaim the importance of business problem and the vitality of proposed solution 
designs via an internal formal mail or briefing to the PRB, functional managers, project 
managers and Technology Department employees. As optioned in the intervention strategy 
of the resistance “differences in opinion”, people opposing the changes may be dismissed or 
transferred and their successors be appointed with the mission of making a success of the 
planned change (van Aken et al., 2007) 
 The remaining, least likely resistance “lack of trust” is covered by the various 
intervention strategies of the other forms of resistance which have been elaborated above. 

5.4.4 Action plan 

The final phase in the change plan is an action plan describing the actions needed to be 
undertaken in order to create social support for the proposed solution and successfully 
implement the solution designs in the business system. In order to ensure 
comprehensiveness of this action plan, the identified differences between the current 
business system and the proposed business system, as denoted in the delta-analysis and the 
interventions counteracting the possible resistance to change, must be taken up in the plan.  
 Table 15 contains the detailed proposal for the actions to be taken, an estimation of 
the man hours required for each specific action and the party responsible for the execution 
of the specific action1.  
 
Table 15: Detailed action plan 

# Action Goal Estimated man 
hours needed 

Executing party 

  Governance structure       

1 Organize a minimal of two information sessions with 
the PRB on the implementation of the restructured 
P&SD governance structure. 

Approval and commitment of the 
proposed P&SD governance 
structure. 

30 Student 

2 Organize a minimal of 1-2 information sessions with 
the GMT on the implementation of the restructured 
P&SD governance structure. 

Approval and implementation of the 
proposed P&SD governance 
structure. 

6 PRB 
representatives 
(PMO) 

3 Rewrite latest Project & Service Delivery Guide, by 
adding a chapter dedicated to the P&SD project 
governance structure with an elaboration on 
functions, tasks, communication lines and 
responsibilities.  

Inform all members of the 
Technology Department on the 
modified P&SD governance 
structure. 

16 PMO 

4 Organize at least 2 information sessions with the PRB 
and the different project managers within the 
Technology Department on the establishment and 
functioning of the proposed governance structure.   

Ensure clarity on the modifications 
of the P&SD process. 

15 HR and PMO 

5 Organize information sessions with the remaining 
units within the Technology Department on the 
establishment and functioning of the proposed 
governance structure.   

Ensure clarity on the modifications 
of the P&SD process. 

15 HR and PMO 

6 Organize information sessions with the different units 
within the Technology Department on Vodafone 
Libertel B.V.'s re-established pursuit to increasing 
innovative performance.   

Ensure clarity and understanding of 
the innovative pursuit. 

0 (can be 
included in 
point 4) 

HR and PMO 

 

                                                           
1
 The action plan does not include the actions resulting in the development of the proposed solutions, as these 

are already made by the student during the thesis research period. 
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Table 15: Detailed action plan (continued) 

7 Create feedback and evaluation sessions with the PRB 
and the different project managers of projects that 
have passed through the new style P&SD process.  

Assess and evaluate the gains of the 
newly implemented governance 
structure. When needed refine the 
proposed governance structure. 

5 HR and PMO 

8 Create multiple feedback and evaluation sessions 
with the responsible parties of projects that have 
passed through the new style P&SD process.  

Assess and evaluate the gains of the 
newly implemented governance 
structure. 

8 HR and PMO 

  Steering committee       

9 Extend the resource allocation step in the last quarter 
of the iPOD phase of the Project & Service Delivery 
Guide, with a formal steering committee composition 
and activities process.  

Inform all members of the 
Technology Department of the 
modified P&SD process. 

0 (can be 
included in 
point 3) 

PMO 

10 Organize 1-2 information sessions with the PRB and 
representatives from assisting departments (Risk & 
Process mgt, Resource, HLPD, DPD, Finance and PPM) 
on the activities and responsibilities of the steering 
committee.  

Ensure total clarity on the use of a 
steering committee in the P&SD 
process. 

20 Student  

11 Create multiple feedback and evaluation sessions 
with the responsible parties of projects that have 
passed through the new style P&SD process.  

Assess and evaluate the gains of the 
newly implemented steering 
committee. 

0 (can be 
included in 
point 6) 

HR and PMO 

  Project team       

12 Organize two information sessions with the HR 
department on the functioning and implementation 
of the team composition framework.  

Ensure total clarity on the use of the 
team member selection and team 
composition framework. 

15 Student 

13 Organize an information session with the different 
project managers within the Technology Department 
on the functioning and implementation of the 
framework.   

Ensure clarity on the modifications 
of the team composition process. 

15 HR and PMO 

14 Execute an assessment of all Technology employees 
based on the points in the framework. 

Create a sort of employee 
characteristics database 

100 HR  

15 Extend the resource allocation step in the last quarter 
of the iPOD phase of the Project & Service Delivery 
Guide, with a project/problem categorization (highly 
innovative/tactical) process and formal team member 
selection and team composition process.  

Inform all members of the 
Technology Department of the 
modified P&SD governance 
structure. 

0 (can be 
included in 
point 3) 

PMO 

16 Create a formal assessment process for automatically 
assessing future new Technology employees. 

Keep employee characteristics 
database up-to-date. 

10 HR 

17 Create multiple feedback and evaluation sessions 
with the responsible parties of projects that have 
passed through the new style P&SD process.  

Assess and evaluate the gains of the 
newly implemented team member 
selection and team composition 
process. 

0 (can be 
included in 
point 6) 

HR and PMO 

18 Compile a creative problem solving toolbox manual 
which assists project leaders and members in 
executing the problem solving techniques. 

Informing project leaders and 
members on the availability of the 
problem solving techniques. 

2 Student 

19 Organize creative problem solving workshops with 
the functional managers and (future) principles, 
steering committee members, and project leaders. 

Ensure total clarity on the different 
problem-solving techniques. 

20 Student and HR 

 
As elaborated in the resistance to change sub-paragraph, the PRB and the different project 
managers could be identified as the parties having the highest likelihood of possibly 
frustrating the change process. This action plan has incorporated specialised attention, in 
the form of personal information sessions (numbers: 1, 4, 10, 13 in table 15), in order to 
ease the transition process for these stakeholders and therefore ultimately ensuring a 
successful implementation of the redesign. 
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6 Conclusions and reflections 

6.1 Conclusions 
This study was aimed at creating a better insight into the various bottlenecks technical 
companies experience when developing innovative projects within their project business 
process. Vodafone Libertel B.V has been the context in which this thesis study has been 
conducted. The reason for this is that the company has found that its current project 
business processes were not optimally efficient in the development of innovative projects. 
The purpose of the study was therefore the identification of bottlenecks emanating within 
Vodafone Libertel B.V.’s P&SD project business process, which results in a decrease of its 
process performance and capability to develop successful innovative products.    
 A qualitative research into the bottlenecks within the project business process, 
guided by van Strien’s (1997) problem-solving model, has validated the above stated 
purpose. It furthermore identified various causes directly and indirectly affecting the 
performance and capability of the project development process to develop successful 
innovative products. An analysis and diagnosis of these findings resulted in a grouping of 
causes most eminent for redesign.  Two causes, “unavailability of a project steering 
committee in the development process” and “insufficient team composition”, were selected 
for final redesign.  
 Interviewees responding having experienced the unavailability of a (adequate) 
steering committee guiding the project through the P&SD project development process, 
deemed that this deficiency lead to: no party taking full ownership of the project and project 
process, additionally leading to a reflexive lack of project commitment from high-level 
management, external suppliers, the business and responsible departments. Moreover, 
respondents indicated the existence of an authority gap between the PRB and the project 
managers and members. This effect results in reduced team commitment and efficacy and 
the perceptive of team members that they feel oppressed to discus project issues with the 
PRB. Finally, equivalent responses were given, concerning Vodafone Libertel B.V.’s 
capabilities to develop innovative projects which is not coinciding with its innovative intend. 
Herewith, enabling innovative projects within the P&SD business process will require even 
more project commitment, time, resources and guidance. Respondents identified that 
incorporating a project steering committee in the project development process, will increase 
the viability of innovative projects and expand Vodafone Libertel B.V.’s capability in 
developing successful innovative projects. The literature on the use of committees in the 
project development process confirms this increase in project performance and viability of 
innovative projects. Scholars have assigned these advantages of a steering committee to the 
enhancement of communication lines between various responsible parties, their ability to 
ensure project commitment by these parties, and their suitable responsibility to resolve any 
project issues, and give direction of business priorities (Kensing, Simonsen and Bødker, 1998; 
Towner, 1994).  

With respect to the second selected cause, insufficient team composition, 
respondents identified that many project issues and even project failures could be ascribed 
to incompleteness- or inadequacy of the team undertaking the specific project. In more 
detail, often crucial team functions were found missing from the team or team members 
were assigned to team roles not suited for them. Furthermore, respondents also identified 
that knowing in advance what types of persons are needed for a given task and therefore 
being able to compose a high performance specialised team, will positively affect Vodafone 
Libertel B.V.’s innovative power.   
  Based on a review of the scientific literature and the data gained from the 
qualitative research, a total of three solutions designs have been proposed to overcome the 
preceding deficiencies. These three solution designs are: 1) a “project business governance 
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structure”, 2) a “steering committee composition and activities framework”, and 3) an 
“innovative project team member selection and team composition framework”. Among 
many other advantages residing in the establishment of a project governance structure, the 
main aim for proposing this as a solution design, is that it functions as a covering design 
needed for the implementation of the remaining two proposed solutions. The steering 
committee framework inhibits a proposition for the forming of- and the activities and 
responsibilities needed to be undertaken by this steering committee within the project 
business process. The final solution design proposes a framework for selecting the right mix 
of team members and the composition of specialized cross-functional teams which will 
increase project business process’s performance and Vodafone Libertel B.V.’s capability to 
develop successful innovative products.  
 This thesis study was finalized with a change plan which described in detail the 
various steps leading to a comprehensive action plan for the successful implementation of 
the proposed redesign. Even though the redesign and its corresponding action plan have 
unfortunately not been tested due to time constraints, it is safe to say that the structured 
academic research methods employed in this study together with the well balanced 
scientific and practical disposition adopted in the different facets of the research, has 
ensured effectiveness of the proposed redesign in dealing with the initial problem 
statement.  

6.2 Limitations 
Within this study a few limitations could be identified. The first limitation is the thesis 
research’s inability to execute the final two steps of the business problem solving cycle due 
to time limitations. The intervention and the corresponding part of the evaluation step of 
the regulative cycle (van Strien, 1997) unfortunately have been left unexecuted. This has the 
result that the redesign and its corresponding action plan have not been tested and 
evaluated with the justification of the solutions, which therefore reduces the overall validity 
of the redesign. A second limitation, which has an effect of reducing the quality of the 
research, is the limited usage of multiple interviewees per case. Within the eight projects 
researched, only one team member per individual project was interviewed. This limitation 
coincides with the possible limitations, as described in chapter 2, resulting from the 
methodologies used for the research. Another limitation is the fact that the team 
composition framework is based solely on theoretical concepts and is not tested in practical 
settings. A final limitation can be ascribed to the solely qualitative nature of the study. 
Implementing also quantitative methods of data collection reduces the effects of interview 
biases, therefore increasing the overall validity and generalizability of the research.   

6.3 Scientific reflection 
This section describes in short the contributions of this research to the existing academic 
literature.  
 This research first of all confirms that technological companies do indeed experience 
an importance and need for continuous employment of innovations. This is in line with the 
studies of Brown and Eisenhardt (1995) and Clarck and Fujimoto (1991) describing the 
necessity of innovation for company survival. Furthermore, this research also confirms the 
findings of Trott (2005) and Zairi (1999) that a company’s innovative intend is not always 
reflective in its (innovative) project development processes. 
 Specific findings of this qualitative study also contribute to the large base of 
innovation management literature. Many causes found contributing to the decrease of 
innovative project performance at Vodafone Libertel B.V. coincide with the various causes 
identified in the literature. Causes such as missing project commitment and resources, not 
having the right stakeholders guiding and assisting the project, or project teams 
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inadequately composed to complete the task at hand, are frequently described by scholars 
(Rothwell, 1994; Somers and Nelson, 2001; Zairi, 1999) as factors affecting companies’ 
project performance and ultimately innovative performance. Therefore, by acknowledging 
the presence of these factors and their effect on the innovative project performance, this 
thesis has contributed to the validity of this part of the literature.    

6.4 Future research 

During the development of this thesis study, some interesting research areas were kept 
unanswered due to time and resource limitations. Future research could possibly address 
the following question marks originating from this research period. Getting more insight into 
the capabilities and deficiencies of technological companies’ innovative project development 
processes, cannot be fully realized by only focussing on a single project business process 
within one organisation. Therefore future research must apply multiple projects from 
various project business processes of different technological companies as input for the 
analysis of factors affecting the innovative performance of these processes. In addition to 
this, future research could furthermore address the differences or similarities in factors 
affecting innovative project performance of technological companies and companies from 
other sectors. Another implication for future research can be specifically recognized in the 
team member selection and team composition framework. Future research can include 
extensive assessment of many different types of projects (incremental versus innovative) 
and the members and roles making up these teams, and compare the results with the team 
composition design. By doing this, quality and validity of this proposed framework will be 
increased, making the framework more relevant for a larger area of adoption. Furthermore, 
future research can increase the comprehensiveness of this solution design, which will 
increase also the practicality of the team member selection and team composition design, by 
contemplating important factors such as: the big five dimensions of personality (Barrick, 
Mount and Stewart, 1998; Neuman, Wagner and Christiansen, 1998; Vianen and de Dreu, 
2001), team satisfaction (Hackman, 1987), the three behavioural dimensions coordination, 
cooperation and communication (Ancona and Caldwell, 1992; Cannon-Bowers et al., 1995; 
Wagner, 1995), and, the two emergent states psychological safety and team efficacy (Marks, 
Matthieu and Zaccaro, 2001). Finally, all limitations described in the former section serve as 
basis for future research. Future research should incorporate these limitations as points of 
improvement. 
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Appendix 1: Report structure 
 

Phase in regulative cycle (van Strien, 1997) Chapter terminology Chapter number 

Problem mess Problem root 1.4 

Problem definition Problem root 1.4 

Analysis & Diagnosis Empirical analysis and diagnosis 4.2-4.3 and 4.5 

Design Redesign 5.2 

Intervention Not applicable - 

Evaluation Not applicable - 
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Appendix 2: Organization diagram Technology 
Department Vodafone Libertel B.V. 
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Appendix 3: Organization diagram Technology 
Office Vodafone Libertel B.V. 
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Appendix 4: Overview of all Technology Office 
relations of Vodafone Libertel B.V. 
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Appendix 5: Interview questions members P&SD 
process 

 
Project name:…………………………………………….. 
Project number: ………………………………………… 
Project duration: ………………………………………. 
Phase of project: ………………………………………. 
Member name: …………………………………………. 
Member function: ……………………………………… 
Member project role: 
champion/gatekeeper/idea  

generator/project-team leader/sponsoring- 
coaching/opportunity recognizer/ project 
alumnus/team-worker. 
Project member during total project elapse: 
Yes/No 
Project result: successful/terminated/in 
progress 
Issuing department: ………………………………….. 
Number project team members: ………………. 

 
 
1. Kunt u mij kort uitleggen waar het project over ging en wat de rede 

voor het project was? 
2. Wat was uw rol binnen het team en hoe hebt u die verkregen? 
3. Hoe is het proces verlopen naar het creëren van een oplossing en 

het invullen van het initiële project team? Waren hier nog speciale 
selectiecriteria voor? 

4. Welke teamleden/rollen zijn er gedurende het iPOD en/of P&SD 
proces bijgekomen? 

5. Welke personen/rollen heeft u gemist in dit project, waarvan u 
denkt dat die het project (nog) succesvoller hadden kunnen maken? 

6. Heeft uw project het hele iPOD en P&SD proces doorlopen of zijn er 
fasen en taken die u hebt overgeslagen of extra heeft gedaan met 
uw team? 

7. Wat waren de rollen van het andere team leden? 
8. Ziet u de uitkomst en het verloop van het project als een 

geslaagd/succes? 
9. Zo ja/zo nee, waarom was het volgens u dan een/geen succes?  
 
10. Wat waren de belangrijkste factoren voor het succes volgens u? 
11. Wat waren de oorzaken voor het beëindigen van het project? 
12. Waren er alternatieven oplossingen/mogelijkheden/producten op 

jullie project? 
13. Als u nogmaals dit project zou doen, echter dan op een andere 

manier, wat zou u anders doen/veranderen/nodig hebben om het 
project (nog) succesvol(ler) te maken?  

14. Welke fase(n) in het PRB proces denkt u dat 
uitgebreider/anders/beter had gekund of misschien zelfs over had 
kunnen worden geslagen waardoor het project (nog) succesvoller 
had kunnen zijn? 

15. Ziet u dit project, het project inrichting en het project organisatie 
proces als karakteristiek voor Vodafone Technology? 

16. Ziet u de oorzaken voor het beëindigen van dit project en uw 
aangedragen oplossingen als karakteristiek voor 
Vodafone/Technology? 

17. Wat zijn de lessons learned van dit project en zijn deze 
gedocumenteerd en worden deze nog steeds gebruikt? 

 

Vodafone’s/Technology 
Office’s current 
innovative team and 
the organization of the 
innovative project. 
 

Vodafone’s/Technology 
Office’s causes of the 
success or failure of the 
P&SD process and the 
proposed solutions to 
these causes. 
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18. Zijn er binnen Vodafone de wensen om het innovatieve vermogen te 
verbeteren? 

19. Op welk vlak zou Vodafone innovatiever willen zijn, op de huidige 
producten en processen, nieuwe nog onbekende producten en 
processen of allebei? 

20. Zo nee, denkt u dat in de nabije toekomst dat wel het geval kan zijn? 
21. Bent u het ermee eens dat de huidige processen en/of project 

organisatie niet in lijn is met deze innovatieve wens? 
22. Wat zou Vodafone/Technology moeten verbeteren of veranderen om 

te voldoen aan de huidige en toekomstige innovatieve wens?  
 
 

Vodafone’s/Technology 
Office’s current 
innovative intend and 
the fit with its current 
processes. 
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Appendix 6: Interview questions members energy 
initiatives program 

 
 
1. Denkt u dat de huidige business processen binnen VF-NL (energy toolkit, energy action 

plan) voldoende zijn om de gewenste ambitie van 50% CO2/energie reductie te behalen 
of denkt u dat hiervoor een veel innovatiever proces nodig is waaruit radicalere ideeën 
moeten komen? 

2. Heeft u toen der tijd als deelnemer aan de Energy Team, het Energy Toolkit business 
proces gevolgd (zie onder) geïnitieerd door Vodafone Group, of heeft u een ander proces 
gevolg? Welke, en hoe ziet deze er dan uit?   

3. Denkt u dat dit proces goed genoeg is en duidelijk genoeg staat beschreven om 
gehanteerd te worden voor een toekomstige Energy Team?  

4. Welke fasen heeft uw Energy Team toen der tijd allemaal afgerond? Welke zijn niet 
afgerond? 

5. Welke energy reductie initiatives zijn uit uw energy team ontstaan en daadwerkelijk 
uitgevoerd en afgerond? 

6. Waarom zijn de overige initiatives zoals staan beschreven niet uitgevoerd? 
7. Denkt u dat de initiatives die zijn ontstaan in uw energy team als projecten verder 

kunnen worden opgepakt in VF-NL’s PRB proces, Network Capex en Opex? Binnen welk 
proces zouden de meeste initiatives die uit uw energy team zijn ontstaan dan vallen 
(wellicht een schatting aan percentages aan initiatieven in IT-CAPEX, NW CAPEX en 
OPEX)? 

8. Wat zijn de voornaamste redenen waarom het Energy Team, waar u in zat, niet alle fase 
heeft afgerond en is gestopt voortijds (mocht dit het geval zijn)?  

9. Wat zijn de voornaamste redenen waarom het gros van de  initiatieven die zijn bedacht 
door uw energy team niet officiële projecten zijn geworden en een van de drie business 
processes (IT/NW CAPEX en OPEX) hebben doorlopen en zijn afgerond? 

10. Is het beleid (commitment, expertise, proces etc.) binnen VF-NL voldoende om een 
dergelijke Energy Team weer op te kunnen starten en de gewenste ambities te behalen? 

11. Welke moeilijkheden of problemen zou een dergelijk team tegen kunnen komen en dus 
rekening mee moeten houden?  

12. Wat waren de specialismen van u en van de overige energy team leden en waren deze 
specifiek gekozen bij het samenstellen van deze team? Welke rollen/afdelingen/personen 
miste u of waren overbodig in uw team en zouden nodig zijn om een dergelijk nieuwe 
team uit samen te stellen? 

13. Zijn er in het verleden (vóór jullie Energy Team) ook pogingen gedaan om een dergelijke 
Energy Team te starten en reductie van de energie te realiseren? Zo ja, waren deze 
succesvol ja/nee en waarom wel/niet? 

14. Heeft u misschien nog meer documentatie beschikbaar van uw Energy Team (naast: 
energy audit report, en energy action plan) die u wellicht met mij kunt delen? 
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Appendix 7: List of interviews and interviewee project characteristics 
 

 
  

                                                           
1
 Validation of the problem statement 

Contributing to 
analysis 

Project Name Interviewee name 
Date of 

interview 
Company function, 

department 
Project function 

Project 
categorization 

Team 
member total 

project 
duration 

Project 
duration 

Status project 

P&SD & VPS
1
 OSS RC 5 Upgrade Arthur Brekelmans 16-1-2009 Manager, Enabling Platforms 

Management 
Team manager Successful 

project 
From MS1 on =<0.5 year Until MS4 

P&SD & VPS ISR Basics Carlo Ackermans 4-2-2009 Program Manager, Program & 
Project Management 

Project manager Successful 
project 

Unassigned >1.5 years Live/Terminated 

P&SD & VPS Oracle EBS Platform 
Upgrade 

Chris Ridderbeks 28-1-2009 Program Manager, Program & 
Project Management 

Project manager Unsuccessful 
project 

From MS2 on =<1 year Live/Terminated 

P&SD & VPS HP Openview 
Solution Upgrade 

Emile Verhijden 27-1-2009 Sr. Pl. Impl. Spec., SAS Build & 
Operate 2 

Project manager Successful 
project 

From MS2 on =<1 year Live/Terminated 

P&SD & VPS TomTom Hans Greven 27-1-2009 Program Manager, Program & 
Project Management 

Project manager Successful 
project 

From MS1 on =<1 year Live/Terminated 

P&SD & VPS GTX/BPM Replaced 
by iProcess 

Ton Kitselaar 29-1-2009 Program Manager, Program & 
Project Management 

Project manager Unsuccessful 
project 

Unassigned =<1 year Until MS4 

P&SD & VPS Remedy Yves Rondagh 28-1-2009 Contract SLA Mgr., Partner 
Management AEG 

Project manager Semi-successful 
project 

From MS2 on =<1 year Live/Terminated 

P&SD & VPS Wireless Office 
Release 2 

Hans Greven 27-1-2009 Program Manager, Program & 
Project Management 

Project manager Unsuccessful 
project 

From MS1 on =<1.5 year Live/Terminated 
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List of interviews and interviewee project characteristics (continued) 

Contributing to 
goal 

Project Name Interviewee name 
Date of 

interview 
Company function, 

department 
Project function 

Project 
categorization 

Team 
member total 

project 
duration 

Project 
duration 

Status project 

Workings P&SD 
& VPS 

Not applicable Nathalie Spronck 16-1-2009 Jr. HR. Bus. Partner, Human 
Resources 

Not applicable Not applicable Not applicable Not applicable Not applicable 

Workings P&SD 
& VPS 

Not applicable Rene Katerberg 12-12-2009 Manager, Technology Office 
Mgt. 

Not applicable Not applicable Not applicable Not applicable Not applicable 

Workings P&SD 
& VPS 

Not applicable Mark v/d Pas 19-1-2009 Head Portfolio & Innovation 
Mgt, Cap. Mgt VF D2 GmbH 

Not applicable Not applicable Not applicable Not applicable Not applicable 

VPS Not applicable Innovation Thinker 1 18-2-2009 Confidential Confidential Not applicable Not applicable Not applicable Not applicable 

VPS Not applicable Innovation Thinker 2 16-2-2009 Confidential Confidential Not applicable Not applicable Not applicable Not applicable 

VPS Not applicable Innovation Thinker 3 11-2-2009 Confidential Confidential Not applicable Not applicable Not applicable Not applicable 

VPS Not applicable Innovation Thinker 4 11-2-2009 Confidential Confidential Not applicable Not applicable Not applicable Not applicable 

VPS Not applicable Innovation Thinker 5 10-2-2009 Confidential Confidential Not applicable Not applicable Not applicable Not applicable 

VPS Not applicable Innovation Thinker 6 29-1-2009 Confidential Confidential Not applicable Not applicable Not applicable Not applicable 

VPS Not applicable Innovation Thinker 7 29-1-2009 Confidential Confidential Not applicable Not applicable Not applicable Not applicable 

VPS Not applicable Innovation Thinker 8 28-1-2009 Confidential Confidential Not applicable Not applicable Not applicable Not applicable 

VPS Not applicable Innovation Thinker 9 23-1-2009 Confidential Confidential Not applicable Not applicable Not applicable Not applicable 

VPS Not applicable Innovation Thinker 10 21-1-2009 Confidential Confidential Not applicable Not applicable Not applicable Not applicable 
            
EIP & VPS Energy team VF-NL 

and Energy steering 
committee 

Arnoud Six  Manager CSR, Corporate 
Affairs General 

Not applicable Not applicable Not applicable Not applicable Not applicable 

EIP & VPS Energy steering 
committee VF-NL 

Wim Bos  Mgr. Core Netw., Ericsson 2 Not applicable Not applicable Not applicable Not applicable Not applicable 
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Appendix 8: Archival data overview of the cases 

  

Project Name Interviewee name Document name 

OSS RC 5 Upgrade Arthur Brekelmans 3.5 - OSS RC 5 MS4 v1.1 

ISR Basics Carlo Ackermans MS4_ISR Basics_1 0 

Oracle EBS Platform Upgrade Chris Ridderbeks 3.5 - PRB Memo Cancellation Oracle EBS Platform Upgrade_20080321 

HP Openview Solution Upgrade Emile Verhijden 3.4 - MS4 HP Openview Solution Upgrade v1 1 

TomTom Hans Greven Plan of Approach  TTTS (additional to MS2)  08-11-2006 

   TT-VF workshop summary 

GTX/BPM Replaced by iProcess Ton Kitselaar 4.3 - MS4 Renaissance Foundation BPM 

Remedy Yves Rondagh TG5 Remedy v1.0 

Wireless Office Release 2 Hans Greven Milestone 3 WOr2 summary 

Not applicable Nathalie Spronck  

Not applicable Rene Katerberg 08 11 03 Workshop iPOD & P&SD process 

   08 09 20 Project & Service delivery - Guide v5.1 

Not applicable Mark vd Pas NPD process 

Energy Team VF-NL Arnoud Six and Energy Audit report V9 FINAL DRAFT 

Energy Team VF-NL Wim Bos Energy action plan approved by Management Board 30 March 2004 

  Energy&Waste_questionnaire_Netherlands_DEF_March30-2005 

  Energy saving initiatives 

  Energy program steering comite_sept2007 

  Energy Feedback_OPCO_081021 

  5YP 1a v081010 Technology v10a_energy only 

  R&D Energy activities Oct08 v1.1 

  GEMT preparation_080911 

  Global Energy Management Telco Minutes 180908 

  Energy efficiency and climate change toolkit v1.0 
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Appendix 9: Determinants in the three global 
phases of the development process 

 

 
Source: Zairi (1999, pp. 4) 
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Appendix 10: Belbin’s nine team roles and Kirton’s 
continuum 

 
Based on: Aritzeta et al. (2005, pp. 411-417).  

 
  

Belbin's team roles Kirton's continuum Belbin’s role characteristics Kirton's role characteristics 

Implementer (IMP)  Disciplined, inflexible, stable, reliable, 
conservative and efficient. 

Risk doing things differently, fresh 
perspectives on old problems, conforms, acts 
only with proper authority, methodological, 
systematic, thorough, detailed and 
predictable.  

Completer-Finisher 
(CF) 

 Painstaking, conscientious, self-
disciplined, self-controlled, introvert, 
submissive and anxious. 

Risk doing things differently, stand out in 
disagreement alone, consistent, thorough, 
painstakingly detailed, precise and protective 
of instructions. 

Team-worker (TW)  Cooperative, unassertive, uncompetitive, 
extrovert, likeable, mild, perspective and 
diplomatic. 

Able to stand out in disagreement alone, risk 
doing things differently, consistent, 
conforms, easy team fit and agreeable. 

Specialist (SP)  Single minded, serious, expert, self-
starting and dedicated. 

Detailed, methodological and systematic. 

Monitor Evaluator 
(ME) 

 Sober, introvert, stable, not ambitious, 
fair-minded, dependable, strategic and 
discerning. 

Consistent. 

Coordinator (CO)  Mature, extrovert, trusting, positive, 
stable, confident and a good chairperson. 

Consistent, prudent with authority and 
general opinion, methodological, systematic, 
easy fit in system and agreeable. 

Plant (PL)  Creative, radical minded, dominant, 
introvert, imaginative and unorthodox. 

Has original ideas, risk doing things 
differently, fresh perspectives, conforms, fits 
easy into system and predictable. 

Shaper (SH)  Challenging, extrovert, impatient, 
impulsive, arrogant, abrasive, emotional, 
competitive, dominant, dynamic and 
thrives on pressure. 

Changer, proliferates ideas, varies routines, 
stand out in disagreement alone, agreeable, 
conforms and fits easy into the system. 

Resource 
Investigator (RI) 

 Extrovert, persuasive, dominant, 
optimistic, diplomatic, social, relaxed, 
flexible, enthusiastic and communicative. 

Stimulating, has original ideas, risk doing 
things differently and varies routines. 

Adaptive style 

Bridge style 

Innovative style 
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Appendix 11: Belbin’s nine team roles with 
description 

 
Source: Belbin (1993, pp. 22).  

Team Roles  Task descriptions  

Plant (PL)  Solve difficult problems.  
Resource Investigator (RI)  Explores opportunities, develops contacts.  
Coordinator (CO)  Clarifies goals, promotes decision making. Delegates well.   
Shaper (SH)  Drive and courage to overcome obstacles.  
Monitor Evaluator (ME)  Sees all options. Judges accurately. 
Teamworker (TW)  Listens, builds, averts friction.  
Implementer (IMP)  Turns idea into practical actions.  
Completer-Finisher (CF)  Searches out errors and omissions. Delivers on time. 
Specialist (SP)  Provides knowledge and skills in rare supply.  
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Appendix 12: Harris’s team personalities and their 
characteristics 

 
Source: Harris (2003, pp. 122) 

Team Personalities  Role characteristics  

Chairperson  Calm, self-assured, controlled, strong sense of objective, political, unbiased, not very 
creative. Help balance an innovative team. Stop, think and weigh-up the situation before 
taking actions.  

Multidimensionalist  Holistic in their thinking with keen ability to combine skill, knowledge and ideas from 
desperate disciplines to build highly original concepts and solutions. Break down the 
borders of knowledge into broad interconnected wholes.  

Expert  Specialist in particular fields. Single minded, narrow focus and outlook. Solve highly 
specialised, technical challenging tasks. Not good at multitasking.  

Innovator  Independent thinkers, non-conformists, clever and creative, broad and deep knowledge 
of their field, heads in the clouds, neglect important details. They come up with the 
original ideas for techniques, methods and processes for solving unique problems  

Adventurer  Take calculated risks and can handle high levels of ambiguity and uncertainty. Venture 
into the unknown and often show leadership qualities. Worldly, well-travelled, well-
read, leathery, battle hardened, scarred, storytellers, both feet on the ground and have 
track record to prove experience.  

Inquisitor  Extrovert, enthusiastic, curious, learning disposition. Never ending urge for new 
knowledge and irresistible addiction to exploration. Never satisfied with the established 
methods.  

Resourcer  Good in tracking down new information, people, resources. Like challenges but lose 
interest after initial stages of the project.  

Judge  Sober, unemotional, very prudent, hard-nosed, often stop people in their tracks, 
excellent judgement, lack inspiration and ability to motivate others.  

Teamer  Acute social sensibilities, empathic to other feelings, sociable, promote team spirit, great 
sense of humour and spontaneous.  

Jester  Future oriented, different perspectives and ideas then other team members, intuitive, 
playful with ideas, interact and communicate well with people.  

Doer  Hard working, overcomes uncertainty via persistent learning and problem adaption, 
overcautious and risk averse.  

Finisher  Highly convergent thinkers, painstaking, cautious, methodical and systematically. Can 
reduce issues and problems to their fundamentals. View the work as their own and as 
part of them.  
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Appendix 13: Overview of the stages in the new 
product development process 

 
 
 

 Source: Trott (2005, pp. 398)  



The realisation of innovation within project  
business processes at Vodafone Libertel B.V. 

 

- 76 - 

 

Appendix 14: The four stages of an innovative 
project with the optimal innovative team mix 

 
Source: Harris (2003, pp. 167-171). 
Stage Task Personalities Needed 

Genesis/Idea creation stage  
Synthesise the idea  Multidimensionalist, Jester, Innovator, Inquisitor, Adventurer and 

Chairperson  
Gather relevant market/customer information  Doer and Resourcer  
Analyse relevant market/customer information  Inquisitor and Judge  
Find the best competitors for benchmarking  Doer, Resourcer and Judge  
Build a financial model  Judge    
Estimate the technological feasibility  Judge and Multidimensionalist  
Approximate project sealing  Judge, and Multidimensionalist  

Conceptualisation stage  
Outline experimental design or service concept  Finisher, Innovator, Multidimensionalist, Teamer and Chairperson  
General prototype models Expert and Finisher  
Core technology acquisition or development  Expert, Adventurer, Resourcer and Chairperson 
Project capital acquisition Judge and Chairperson 
Deeper project sealing  Judge  
Risks and uncertainty analysis  Judge  
Resource planning  Resourcer and Chairperson  

Realisation stage  
Design of experiments Expert, Doer, Finisher, Multidimensionalist and Innovator  
Prototype trials and systems functionality Expert, Finisher and Multidimensionalist  
Develop and test systems functionality  Expert, Multidimensionalist, Doer, Finisher and Teamer  
Manufacturing or service systems development  Expert, Doer, Finisher, Multidimensionalist and Teamer 
Specifications and documentation  Expert, Doer, Finisher and Teamer  
Qualification and certification Expert, Doer, Finisher and Teamer  
Quality systems development Expert, Doer, Finisher and Teamer  
Production process development  Expert, Doer, Finisher and Teamer  
Preproduction/service trials and feedback  Expert, Doer, Finisher and Teamer  

Commercialisation stage  
Identify specific markets Expert, Judge and Chairperson  
Develop a commercial marketing strategy  Adventurer, Innovator, Expert, Judge and Chairperson  
Define and select the point(s) of sale  Innovator, Expert, Judge and Chairperson   
Find relevant distributors and retailers  Resourcer  
Find commercial sales partners  Resourcer  
Define financial accounting systems  Expert, Judge and Chairperson  
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Appendix 15: 7-stages in product development 
process with executing departments. 

 
Source: Bingham and Quigley (1989, pp. 6-13). 

Stage 
Executing 
departments Tasks 

Idea Generation Marketing Evaluating information from marketing research department and 
engineering. 

 Engineering Obtaining information concerning new methods, materials and 
technologies. 

 Marketing 
research 

Obtaining information from existing or potential markets. 

 R&D Evaluating information from engineering department and marketing 
Idea Screening Marketing Define information needs, assign tasks, acquire and analyse 

information and interpret the analysis. Assesses distribution and 
potential cost implications, evaluate channel appropriateness relating 
new products. Introduce additional strategic criteria. 

 Engineering Assess technical feasibility and production resources required to 
implement ideas. 

 Marketing 
research 

Evaluate reaction of consumer groups, gauge user patterns and pricing 
alternatives. 

Conceptual 
Development and 
Testing 

Market 
research 

Evaluate fit of ideas to current and potential markets. Identify target 
markets, market acceptance and consumer segments. 

 Engineering Evaluates technical fit between consumer requirements and 
manufacturing capabilities 

 Marketing Analyzes the information from market research and engineering. 
Produce description of potential target markets for each idea. 

 R&D Develop preliminary models and incorporate potential product 
alterations. 

Business analysis R&D Translate concept to concrete tangible entity. 
 Finance Conduct financial analysis. Analyze information the team on internal 

costs, market potential and sales forecasts. 
 Market  

research 
Find market potential and create sales forecasts. 

 Marketing Close interaction with finance and higher management to determine 
profitability, financial resources and constraints and fit with strategic 
plans and future development. 

Product Development Manufacturing Analyze the ability of delivering the appropriate quantity. Define 
manufacturing procedures and tasks for equipment and materials. 

 Engineering Blend design consideration with manufacturing concerns. 
 Purchasing Together with manufacturing and finance, obtain and integrate into 

production plans the component and pads specifications, delivery 
times and cost information.  

 Marketing Develop alternative entry strategies congruent with firm's existing 
portfolio of strategies. Find out promotional and distribution options. 
Convince management to proceed with commercialization. 

Test Market Marketing Conduct a test market. 
 Engineering Incorporate potential modifications to product. 
 Finance Asses the pricing/sales relationship and the impact upon profitability. 

Negotiate and finalize operational budgets. 

Product Introduction Manufacturing Start manufacturing new product. 
 Marketing Pursue necessary advertising and promotional campaigns. 
 Finance Monitor feedback from market place. Ensure financial goals. 
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Appendix 16: Arrangement overview project 
business processes of the Technology Department 
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Appendix 17: Energy initiatives program business 
process 

 

 
Source: Energy Audit report V9 FINAL DRAFT (2004, pp. 6) 
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Appendix 18: Graphic representation of each of the five 
phases of the P&SD process 
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Graphic representation of each of the five phases of the P&SD process (continued I) 
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Appendix 19: Zoom-in causal diagram of the two selected causes   



The realisation of innovation within project  
business processes at Vodafone Libertel B.V. 

 

- 84 - 

Appendix 20: Functional roles descriptions 
 
Based on: O’Connor and McDermott (2004); Roberts and Fusfeld (1982); Farris and Cordero (2002). 

Functional role Task description 

Champion Great personal interest, will go to greet length for successful completion. 
Gatekeeper Gather and translate external information and disperse it among the group members. 
Idea generator Key innovator, inspires external and internal members for top performance.  
Project/team leader Steer team in the right direction, structured. 
Sponsoring/coaching Broaden base of support for the project.  
Opportunity recognizer Link technical discovery to commercial applications, which in turn motivates senior 

management. 
Project  alumnus Rotate in and out of team taking at time various leadership roles and serving to 

educate other parts of the organization with their just learned information. 
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Appendix 21: Team strategic output performance 
questionnaire 

 
This questionnaire lists the key factors a team must meet to achieve high performance strategic 
outputs in term of actual innovation. It should be filled out by all members of the team on a regular 
basis, as will continually recalibrate and focus effort.  

Each statement has a range of five potential responses, with five abbreviations and associated 
scores to indicate the respondents answer: 
 

- Strongly agree    = SA 
- Agree     = A 
- Not demonstrated consistently  = N 
- Disagree    = D 
- Strongly disagree   = SD 

 
There is no time limit. 
  
Source: Harris (2003; pp. 225-225) 

                          

1 
In current markets, the innovation exceeds the target customer’s 
unsatisfied needs and expectations.  

SA 
(10)  

A    
(8)  

N 
(5)  

D 
(0)  

SD    
(-5)   

              

2 
In new markets, the innovation exceeds the target customer’s 
unarticulated needs and expectations.  

SA 
(20)  

A    
(15)  

N 
(5)  

D 
(0)  

SD    
(-5)   

              

3 
In nascent markets, the innovation exceeds the target customer’s 
emerging needs and expectations.  

SA 
(30)  

A    
(20)  

N 
(5)  

D 
(0)  

SD    
(-5)   

              

4 The innovation reinvents or creates a new category of competition. 
 

SA 
(20)  

A    
(15)  

N 
(5)  

D 
(0)  

SD    
(-5)   

              

5 The innovation is disruptive in the competitive context  
 

SA 
(10)  

A    
(8)  

N 
(5)  

D 
(0)  

SD    
(-5)   

              

6 
The innovation is an improvement on past models, and improves 
the position in current markets.  

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(0)  

SD    
(0)   

              

7 The innovation creates new segments outside traditional markets 
 

SA 
(20)  

A    
(15)  

N 
(5)  

D 
(0)  

SD    
(-5)   

              

8 
The innovation is a radical, category-breaking innovation that 
creates a completely new market  

SA 
(10)  

A    
(8)  

N 
(5)  

D 
(0)  

SD    
(-5)   

              

9 The innovation provides superior value return on investment 
 

SA 
(10)  

A    
(8)  

N 
(5)  

D 
(0)  

SD    
(-5)   

              

10 The value expectations of the customer are being upheld. 
 

SA 
(10)  

A    
(8)  

N 
(5)  

D 
(0)  

SD    
(-5)   

              

11 The value return is superior relative to the industry at large. 
 

SA 
(10)  

A    
(8)  

N 
(5)  

D 
(0)  

SD    
(-5)   

              

12 Best value in the market is being achieved. 
 

SA 
(10)  

A    
(8)  

N 
(5)  

D 
(0)  

SD    
(-5)   
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Once completed, the questionnaire will indicate whether the team is producing a real strategic 
innovation that has a higher probability of success in the market over the longer term, or otherwise.  
 The lowest possible score is -55. The highest possible score is 170. The higher the total score, 
the more strategic the innovation is (111-170). The lower the score, the more tactical the innovation 
is (0-110). If the score turns out to be a negative score, then no strategic innovation is being 
achieved.  
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Appendix 22: Personality profiling questionnaire and 
charts 

 
This questionnaire and its associated charts are designed to indicate the type of personality profile a 
potential team member exhibits and serve as an aid when selecting members for a specific project 
team. 
 Each applicant should take no longer than 30 minutes to fill in the initial questionnaire, and 
the results should be scored and presented as directed below. 
 Each statement has a range of five potential responses, with five abbreviations and 
associated scores to indicate the applicant’s answer: 
 

- Strongly agree    = SA 
- Agree     = A 
- Not demonstrated consistently  = N 
- Disagree    = D 
- Strongly disagree   = SD 
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Source: Harris (2003; pp. 227-234) 

                          

1 You are mostly calm and self-assured in almost all situations. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

2 You have a holistic approach to your work. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

3 You are single minded about your work 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

4 You like to challenge the norm from time to time. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

5 You like to take risks. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

6 You like radically new ideas, means and ways. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

7 You are good at getting hold of new or specialist information. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

8 You are quite a sober character. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

9 You like to be around people for most of the time. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

10 You can be quite provocative at times. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

11 You are hard working much of the time. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

12 You can easily reduce a problem to it fundamental constituents 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

13 You like to think things through quite thoroughly before you act. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

14 
You can quite easily fuse disparate pieces of information and knowledge 
to create new ideas or solve unique problems.  

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

15 Your work is highly focused. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

16 You do not much like conventions and standards. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

17 You do not mind ambiguous situations. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

18 You are outgoing. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   
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19 You know how things work and where to source and get them made. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

20 You are an equable character. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

21 You are quite sociable and genial. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

22 You can read a situation and make good decisions using your intuition. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

23 You like to take extreme care with your work. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

24 You are time conscious. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

25 
You would rather wait and see what happens in a given situation as 
opposed to acting first  

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

26 
You can often see the downstream and secondary effects of new ways 
and means in new situations.  

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

27 You can easily define complex problems in objective and simple ways. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

28 You do not fuss over detail. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

29 Uncertainty does not faze you. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

30 You relentlessly learn and explore new things. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

31 You like extremely tough challenges. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

32 You are a prudent individual. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

33 You always listen to other people’s ideas and views before you act. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

34 You are a people person. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

35 You can factor a criticism into your work. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

36 You are clinically methodical in your work 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   
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37 
You are extremely good at distinguishing between reliable and unreliable 
information.  

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

38 You an often see interconnections between seemingly separate issues. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

39 You like highly specialist work. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

40 You are skilfully creative in your work. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

41 You do not like routine. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

42 You have a real passion for your chosen work field. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

43 You have many contacts with people who can solve specialist problems. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

44 You are often fairly unemotional about the decisions you make. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

45 You have a highly developed sense of humour 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

46 You interact well with a wide range of people. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

47 You often overcome difficult problems through persistence. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

48 You are very conscientious in your work. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

49 You do not often jump to conclusions. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

50 You do not like to attack a problem in bits and pieces. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

51 You like a highly focused role within a project. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

52 Your friends often call you clever. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

53 You like a new challenge. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

54 You cannot help pulling things apart to study them. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   
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55 You prefer the initial stages of a project rather than the end. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

56 You usually have excellent judgement. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

57 You like making people laugh at work. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

58 You are a good influencer. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

59 You are systematic in the organisation of your work. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

60 You do not let obstacles stand in the way of completing your task. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

61 You are wholly objective in your decision making. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

62 You can often see the bigger picture. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

63 You like to get on with the job on your own initiative. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

64 You have developed aspects of knowledge within your field of expertise. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

65 You have often ventured into the unknown with some success. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

66 You spend a lot of time wondering about new things. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

67 You can get hold of a rare piece of knowledge quickly. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

68 You sometimes lack inspiration. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

69 You do not like working on your own. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

70 You often have quite contrasting views and perspectives to your peers. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

71 
You can easily adapt a situation or piece of information to solve a tough 
problem.  

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

72 You can easily bring a task to conclusion. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   
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73 You often deliver intended results on time. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

74 You can often see the knock-on effects of upstream Issues. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

75 
You do not like working on a wide spread of different tasks or project at 
the same time  

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

76 
You can easily come up with highly original, but practical solutions to new 
problems.  

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

77 You have travelled to far-off lands under your own initiative. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

78 You always think there is a better way. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

79 You do not like to be kept waiting. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

80 You are considered to be a strong character. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

81 You can calm a tense atmosphere. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

82 You like to have the ear of key executive staff. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

83 You are often quite cautious in your approach to your work 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

84 You do not like loose ends. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

85 You are effective in political situations. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

86 You enjoy fitting the pieces of the problem into the wider picture. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

87 You enjoy technically challenging problems. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

88 You like blue-sky ideas. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

89 You have many life and work stories to tell. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

90 You are always on the lookout for new ways and means. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   
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91 You can usually find people with die right experience for a project quickly. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

92 You like to take on long, arduous tasks. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

93 People generally like you. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

94 You like extreme ideas. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

95 You get a lot of work done in a short time. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

96 You enjoy hard work. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

97 You are mostly unbiased. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

98 You do not like piecemeal solutions. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

99 You do not enjoy highly diverse challenges. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

100 You are an independent thinker. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

101 
You have your feet on the ground, but at the same time enjoy taking the 
occasional risk  

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

102 
You watch/read a lot of technical/factual and/or future-oriented 
TV/journals.  

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

103 You can sift through and understand dense stacks of information quickly. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

104 You are not fazed that easily. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

105 You have many friends from different walks of life. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

106 You can imagine what the future might be like. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

107 You like to solve new problems by persistent learning and adaptation. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

108 
You nearly always finish what you are doing at the cost of neglecting 
secondary issues in your work life.  

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   
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109 You are more practical than creative. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

110 You like integrating ideas. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

111 You prefer to work on one issue at a time. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

112 
You like new challenges, but you also mostly see them through to 
fruition.  

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

113 You often take the lead when things start to go wrong. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

114 You have a lifetime learning disposition. 
 

SA 
(10)  

A    
(8)  

N 
(5)  

D 
(0)  

SD    
(-5)   

               

115 You have a great many professional contacts. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

116 
You are prepared to stop the show if you think it needs to go in another 
direction.  

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

117 You are a member of a number of clubs and extracurricular activities. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

118 Having lots of fun is important to you. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

119 You like a heavy workload much of the time. 
 

SA 
(10)  

A    
(8)  

N 
(6)  

D 
(4)  

SD    
(2)   

               

120 
You prefer to introduce projects into the next stage rather than begin 
them.  

SA 
(5)  

A    
(4)  

N 
(3)  

D 
(2)  

SD    
(1)   

                          

 
Once the questionnaire has been completed, each score should be entered in the 
appropriate box in the personality indicator chart below. The total score for each type of 
personality (chairperson, expert, multidimensionalist and so on) should then be added up 
within the box under each personality type. To find the average score for each personality 
type, divide each personality type score by 10, then enter it into the relevant 'average 
personality' box under each total score box. 

When completed by each applicant, the following chart will give an impartial 
indication of the type of personality profile the candidate holds. This information can then 
be entered into the team personality balancing chart. 
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Source: Harris (2003; pp. 234-235) 

 

Personality No Chairperson No Multidemensionalist No Expert No Innovator No Adventurer No Inquisitor 

  1   2   3   4   5   6   

  13   14   15   16   17   18   

  25   26   27   28   29   30   

  37   38   39   40   41   42   

  49   50   51   52   53   54   

  61   62   63   64   65   66   

  73   74   75   76   77   78   

  85   86   87   88   89   90   

  97   98   99   100   101   102   

  109   110   111   112   113   114   

Personality total                         

Average score                         

             

Personality No Resourcer No Judge No Teamer No Jester No Doer No Finisher 

  7   8   9   10   11   12   

  19   20   21   22   23   24   

  31   32   33   34   35   36   

  43   44   45   46   47   48   

  55   56   57   58   59   60   

  67   68   69   70   71   72   

  79   80   81   82   83   84   

  91   92   93   94   95   96   

  103   104   105   106   107   108   

  115   116   117   118   119   120   

Personality total                         

Average score                         
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Appendix 23: Personality balancing chart 
 
This chart is designed to assist in balancing the distribution of personalities within a given 
innovative team. It should be completed by the team’s leader or an appropriate executive on 
the strategic top team.  

The chart is completed by taking the top three highest scores to indicate the 
personality bias of each candidate. Then for each of the highest three scores, tick the 
personality trait box. For example, if a candidate has a personality profile bias of 
chairperson, judge and doer, then tick each appropriate box for each personality. 
 
Source: Harris (2003; pp. 236) 

 
Once the personality balancing chart is complete with the available candidates’ scores, it will 
show at a glance: (a) the range of personalities available, (b) which personalities are 
overrepresented, and (c) which specific personalities are missing.  

The chart can also be used to indicate the balance of personalities of specific teams. 
Simply enter the personality bias of each team member (or candidate) in each appropriate 
box, and it will show the balance of personalities within that team, and indicate which 
specific personalities are lacking. 
 

 Individual candidates 

Personality 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 

Chairperson                                         

Multidemensionalist                                         

Expert                                         

Innovator                                         

Adventurer                                         

Inquisitor                                         

Judge                                         

Resourcer                                         

Teamer                                         

Jester                                         

Doer                                         

Finisher                                         
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Appendix 24: The Belbin Test  
 
In order to complete the self-perception inventory (Belbin 1999), follow these steps:  
  

- Put a tick in the far left hand column of the one, two or three sentences most 
appropriate to yourself in sections A to G.   

- In the column on the right, allocate 10 points between those sentences that apply to 
you; one of which you feel sums you up well while the other only applies some of 
the time. In this case, you could give your first choice 6 points and the remaining 
points to your second choice.   

- In some sections, you might decide that there are two sentences that apply to you 
equally. If this is the case, award five points to each.   

- Remember, you must allocate all 10 points in each section.  
  
Section A  
When involved in a project with other people:  
Tick  Question Points 

  1. I can be relied upon to see that work that needs to be done is organised.   

  2. I pick up slips and omissions that others fail to notice.   

  3. I react strongly when meetings look like losing track of the main objective.   

  4. I produce original suggestions.   

  5. I analyse other people’s ideas objectively, for both merits and failings.   

  6. I am keen to find out the latest ideas and developments.   

  7. I have an aptitude for organising people.   

  8. I am always ready to support good suggestions that help to resolve a problem.   

 
Section B  
In seeking satisfaction through my work:  
Tick  Question Points 

  1. I like to have a strong influence on decisions.   

  2. I feel in my element where work requires a high degree of attention and concentration.   

  3. I am concerned to help colleagues with their problems.   

  4. I like to make critical discrimination between alternatives.   

  5. I tend to have a creative approach to problem solving.   

  6. I enjoy reconciling different points of view.   

  7. I am more interested in practicalities than new ideas.   

  8. I particularly enjoy exploring different views and techniques.   

 
Section C  
When the team is trying to solve a particularly complex problem:  
Tick  Question Points 

  1. I keep a watching eye on areas where difficulty may arise.   

  2. I explore ideas that may have a wider application than in the immediate task.   

  3. I like to weigh up and evaluate a range of suggestions thoroughly before choosing.   

  4. I can co-ordinate and use productively other people’s abilities and talents.   

  5. I maintain a steady systematic approach, whatever the pressures.   

  6. I often produce a new approach to a long continuing problem.   

  7. I am ready to make my personal views known in a forceful way if necessary.   

  8. I am ready to help whenever I can.   
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Section D  
In carrying out my day to day work:  
Tick  Question Points 

  1. I am keen to see there is nothing vague about my task and objectives.   

  2. I am not reluctant to emphasise my own point of view in meetings.   

  3. I can work with all sorts of people provided that they have got something worthwhile to contribute.   

  4. I make a point of following up interesting ideas and/or people.   

  5. I can usually find the argument to refute unsound propositions.   

  6. I tend to see patterns where others would see items as unconnected.   

  7. Being busy gives me real satisfaction.   

  8. I have a quiet interest in getting to know people better.   

 
Section E  
If I am suddenly given a difficult task with limited time and unfamiliar people:  
Tick  Question Points 

  1. I often find my imagination frustrated by working in a group.   

  2. I find my personal skill particularly appropriate in achieving agreement.   

  3. My feelings seldom interfere with my judgement.   

  4. I strive to build up an effective structure.   

  5. I can work with people who vary widely in their personal qualities and outlook.   

  
6. I feel it is sometimes worth incurring some temporary unpopularity if one is to succeed in getting 
one’s views across in a group.   

  7. I usually know someone whose specialist knowledge is particularly apt.   

  8. I seem to develop a natural sense of urgency.   

 
Section F  
When suddenly asked to consider a new project:  
Tick  Question Points 

  1. I start to look around for possible ideas and openings.   

  2. I am concerned to finish and perfect current work before I start.   

  3. I approach the problem in a carefully analytical way.   

  4. I am able to assert myself to get other people involved if necessary.   

  5. I am able to take an independent and innovative look at most situations.   

  6. I am happy to take the lead when action is required.   

  7. I can respond positively to my colleagues and their initiatives.   

  8. I find it hard to give in a job where the goals are not clearly defined.   

 
Section G  
In contributing to group projects in general:  
Tick  Question Points 

  1. I think I have a talent for sorting out the concrete steps that need to be taken given a broad brief.   

  2. My considered judgement may take time but is usually near the mark.   

  3. A broad range of personal contacts is important to my style of working.   

  4. I have an eye for getting the details right.   

  5. I try to make my mark in group meetings.   

  6. I can see how ideas and techniques can be used in new relationships.   

  7. I see both sides of a problem and take a decision acceptable to all.   

  8. I get on well with others and work hard for the team.   

 
Once you have completed the inventory above, you need to transfer the points into the 
table below. The pre-printed numbers in the grid refer to the statement numbers in each 
section, e.g. if in section A you allocated 8 points to statement 1 and 2 points to statement 7, 
you would write them in IMP and CO, respectively.  
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  Once you have allocated all the points, you need to total up each column. The two 
highest scores are your first and second preferred roles. 
 
 

  SH CO PL RI ME IMP TW CF 

A (3) (7) (4) (6) (5) (1) (8) (2) 

B (1) (6) (5) (8) (4) (7) (3) (2) 

C (7) (4) (6) (2) (3) (5) (8) (1) 

D (2) (3) (6) (4) (5) (1) (8) (7) 

E (6) (5) (1) (7) (3) (4) (2) (8) 

F (6) (4) (5) (1) (3) (8) (7) (2) 

G (5) (7) (6) (3) (2) (1) (8) (4) 

Total                 

 
Once you have determined your primary and secondary roles, use the following table to find 
out about the main characteristics, strengths and weaknesses of those roles.  
 
Source: Belbin (1993; pp. 246) 

Role  Characteristics  Strengths  Weaknesses  

SH Shaper  Highly motivated, with a great need for 
achievement and strong drive. Like to 
challenge, lead and push others into 
action. Make good managers and can 
rise above problems.  

Drive and readiness to 
challenge complacent or 
ineffective 
people/behaviour.  

Can be irritable and 
impatient.  

PL Plant  Serious-minded, innovators, inventors. 
Prefer to operate by themselves. Often 
have radical ideas. Often good at 
generating new proposals.  

Imagination, intellect and 
knowledge.  

Inclined to 
disregard practical 
details.  

CO 
Coordinator  

Calm, self-confident, controlled. 
Mature and trusting with good 
interpersonal skills, able to identify 
other people’s talents. Useful to have 
in charge of a team.  

Welcomes all contributions 
from others.  

No pretentions.  

ME Monitor 
Evaluator  

Unemotional, prudent, serious-minded 
people who prefer to think things over. 
At home analysing problems and 
evaluating ideas, occupy key planning 
and strategic posts.  

Judgement and discretion.  Lack of inspiration.  

RI Resource 
Investigator  

Enthusiastic and curious. Good 
communicators and natural 
negotiators. Quick to pick up and build 
on other people’s ideas. Ability to think 
on their own feet.  

General source of energy, 
promising ideas and 
opportunities.  

Prone to lose 
interest.  

IMP 
Implementer  

Well organized and enjoy routine, who 
tackle problems systematically. Loyalty 
to the task.  

Organisation, practical, 
common sense.  

Lack of flexibility.  

TW Team 
Worker  

Socially oriented, mild and sensitive. 
Supportive members of the team. 
Generally good listeners and a popular 
member of the group. Morale is better 
when team workers are around.  

Ability to respond to 
people.  

Indecision at 
moments of crisis.  

CF Completer 
Finisher  

Orderly and conscientious. Great 
capacity to follow through with a task. 
Dislike carelessness, therefore rarely 
delegate. They take on a sense of 
urgency within a team.   

Ability to fulfil their 
promises.  

Tendency to worry 
about small things.  
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Appendix 25: Project team creative problem solving 
toolbox 

 
Research has presented many other techniques, besides common brainstorming, that 
encourage groups to produce a greater range of creative ideas for the arising problems 
(McFadzean, 1996a). McFadzean (1996a; 1996b) has classified creative problem solving 
(CPS) techniques into three categories; paradigm preserving, paradigm stretching and 
paradigm breaking. These are described as follows:  

1. Preserving techniques (McFadzean, 1996b; Osborn, 1957; VanGundy, 1992).  
2. Stretching techniques (VanGundy, 1988; 1992).  
3. Breaking techniques (Checkland and Scholes, 1990; Hicks, 1991; Morgan, 1997; 

VanGundy, 1988). 
 
Problem solving techniques can therefore be placed in a creativity continuum ranging from 
paradigm preserving tendencies to paradigm breaking tendencies. Paradigm preserving 
techniques are generally seen by participants as being easier, because low imagination is 
required although it would be a bonus if it were used. It is therefore not necessarily 
expressive or revealing. Paradigm preserving techniques therefore do not require 
experienced groups to use them, no training is necessary and individuals will be quite happy 
to participate. Paradigm breaking tools, on the other hand, sit at the opposite end of the 
spectrum. Only an experienced team with a strong facilitator should use these techniques. 
An inexperienced team may feel uncomfortable and unsafe in this environment. Imagination 
and expression is actively encouraged by the use of fantasies or other unrelated stimuli 
(McFadzean, 1998). In the middle of the creativity continuum are the techniques that 
encourage participants to stretch their prevailing paradigm. These are safer and more 
comfortable to use than the paradigm breakers and may therefore be utilized by more 
inexperienced groups. Paradigm stretching techniques require less imagination and are 
certainly less expressive although they still use unrelated stimuli to spark off new ideas 
(McFadzean, 1998).  

Elaborated below are a selection of six creative problem solving techniques, two of 
which are paradigm preserving, two are paradigm stretching and two are paradigm breaking. 
The literature in the field of problem solving methodologies identifies many more possible 
techniques then presented in this appendix. However these six are most commonly 
described in literature and are more than adequate for most companies. 
 
Paradigm preserving techniques  
 
Brainstorming  
Brainstorming relies on the absence of evaluation in the idea generation phase. The team 
members must be allowed to communicate an idea, however strange or wild, to the rest of 
the group. An idea that may seem impractical may contain a starting point for a great end-
solution. Osborn (1957) has identified five basic rules needed to uphold in order to 
successfully execute a brainstorming session: 

1. Criticism is ruled out. Both positive and negative evaluation of ideas must be 
withheld during the brainstorming process. 

2. Free-wheeling is encouraged. The wilder the idea, the better. It is much easier to 
tame down than to think up an idea. 

3. Quantity is encouraged. The greater the number the greater the likelihood that 
several ideas will be workable. 

4. Combinations of ideas are encouraged. The participants may combine two or more 
stated ideas in still another idea. 
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5. Hitchhiking is encouraged. This involves suggesting an idea similar to, or triggered 
by, someone else’s idea.  

 
Instructions  

- Preparation - the facilitator meets the problem champion to develop a statement of 
the problem, to select the participants and to set up the meeting  

- Orientation - the facilitator reiterates the problem statement to the group, sets out 
the ground rules, instructs the group on the purpose and process of brainstorming 
and conducts a warm-up exercise, if necessary.  

- Idea generation - the facilitator asks the participants to generate possible solutions, 
without criticism, for about 30 to 45 minutes (and no more). The ideas are recorded 
on a flipchart by the facilitator who must also encourage the group members to 
continue generating ideas.  

- Evaluation - the facilitator leads the group back through the list of ideas encouraging 
them to combine statements and identify valuable ideas.  

- Post-session follow-up - the facilitator designates one person to receive any 
additional ideas that may occur to members after the meeting.  

 
It is important that the facilitator should try to help remind the members of the group of the 
rules that must be followed in order for the session to be productive. After the 
brainstorming session, as described earlier, the solution(s) or criteria advanced then can be 
evaluated. The evaluation stage may follow immediately after the brainstorming stage, but 
in some instances it may be beneficial to have a waiting period before beginning the 
evaluation. Next are some advantages and disadvantages of the brainstorming method as 
identified by Brahm and Kleiner (1996). 
 
Advantages 
One major advantage of brainstorming is the enormous number of ideas that are generated 
from the technique. By having an open and free session, everyone can engage in the 
creation of ideas. This kind of atmosphere is not the usual formal situation, which often 
cramps members of their creativity. Employees feel good about themselves and feel that 
they have contributed to the session and the project as a whole. The cost and time of 
brainstorming is also another important factor. It is a relatively inexpensive technique that 
takes only a moderate amount of time to engage in. 
 
Disadvantages 
A major disadvantage of the technique is that it produces ideas without screening them. 
Although brainstorming may produce a wide variety of ideas, many of them may not be 
quality ideas. Effective solutions to problems usually have been screened, tested, and 
evaluated. For this reason brainstorming is often used only as the first step in an overall 
problem-solving process (VanGundy, 1988). Also, brainstorming is only useful when there is 
a small group of individuals, time is plentiful, status differences among group members are 
minimal, and a need exists to verbally discuss ideas with others. If these criteria are not met, 
brainstorming will not be helpful for the organization; and a different method might better 
fit their situation (VanGundy, 1988). 
 
Brainwriting  
This technique does not require much imagination and can therefore be utilised by groups 
that are newly formed or inexperienced. Moreover, there is little skill required by the 
facilitator as it is very easy to set up and implement. According to Wilson and Hanna (1990), 
four rules basic rules reside when conducting a brainwriting session: 
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1. All evaluation and criticism of ideas is forbidden. 
2. Wild and offbeat ideas are encouraged. 
3. Quantity, not quality, of ideas is the goal. 
4. New combinations of ideas are sought after. 

 
Instructions  

- Team members are asked to write their ideas on separate sheets of paper and then 
to deposit them onto the centre of the table (the pool).  

- An individual needs stimulation or wants to piggyback ideas, he or she can exchange 
their sheet of paper with another from the pool.  

- Process of writing ideas and gaining stimulation from other people’s ideas should 
continue for about 10 to 15 minutes.  

 
This technique not only maintains a form of anonymity thus reducing inhibitions but it also 
allows parallel communication which negates domination by one or more individuals 
(McFadzean, 1998; Zairi, 1999).  
 
Advantages 
One advantage of brainwriting is that the technique will produce more ideas than 
brainstorming (although the uniqueness and quality of these ideas might or might not be 
superior to those produced by brainstorming) (VanGundy, 1988). In contrast to 
brainstorming, most brainwriting techniques can be used without having a facilitator for 
each group. Also, concerns of employees expressing themselves orally and in front of a 
group, is eliminated. Most employees dread speaking in public or even in front of just a small 
group. Many employees feel that they will be seen as inarticulate or suggest ideas that have 
little or no value. By expressing ideas in writing, project members do not need to worry 
about this (Brahm and Kleiner, 1996). 
 
Disadvantages 
According to VanGundy (1988), a major disadvantage of brainwriting is that some employees 
do not feel comfortable expressing ideas in writing. Some employees may feel that they 
cannot express themselves fully on paper or that their spelling, grammar, etc. is not 
proficient. Another disadvantage of brainwriting is that this technique is only highly useful 
for very large groups or teams, when there is little time available, status differences are 
equalized, and there is no need for verbal interaction. Without these certain criteria, 
brainwriting will be an ineffective technique. 
 
Paradigm stretching techniques  
 
Object stimulation  
Object stimulation is an idea generation technique that can be used to explore the problem 
space as well as to enhance solution development. The technique encourages participants to 
view the situation from a different perspective by using unrelated stimuli (McFadzean, 
1996b; Zairi, 1999).  
 
Instructions  

- Team members are asked to develop a list of objects that are completely unrelated 
to the problem.  

- Individual then needs to select one object and describe it in detail. The team should 
use each description as a stimulus to generate new and novel ideas.  

- Facilitator should write each idea down.  
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- Process should continue until each group member has described an object or until 
each object has been described.  

 
The objects that are chosen can range from animals to organisations to pictures. This 
technique requires much more imagination than the paradigm preserving techniques and 
may therefore cause some discomfort to some team members who feel that it may be “a 
waste of time”. In fact, research has shown that object stimulation is a more powerful tool in 
terms of creativity than the paradigm preserving techniques such as brainwriting 
(McFadzean, 1996b).  

In order to make both paradigm stretching and paradigm breaking techniques 
effective, the group must be experienced in the use of creative problem solving techniques, 
they must trust their fellow participants and their facilitator and must have a vested interest 
in the outcome of the session (McFadzean, 1996b; McFadzean et al., 1996).  
 
Metaphors  
Metaphors can be used to create a fantasy situation so that a new perspective of the 
problem can be gained. There are a number of different types of metaphors that can be 
useful for problem solving and opportunity finding. These include metaphors of nature, 
vehicle metaphors, creational metaphors, the journey metaphor and so on (Brahm and 
Kleiner, 1996; McFadzean, 1996b). 
 
Instructions  

- Team members are asked to write a brief statement of the problem.  
- The facilitator asks the group to select a metaphor category or he or she can 

stipulate the category to the team e.g. using the journey metaphor.  
- The individual then needs to describe the situation using the metaphor category. 

The facilitator needs to stipulate whether the description should be of the present 
situation or the ideal situation.  

- The descriptions developed by each team member, the participants can generate 
new ideas.  

 
Again, this method requires some imagination by the group. The development of metaphors, 
however, may be difficult for some people and will require practice. Nevertheless, once it 
has been mastered the results produced can be very creative (McFadzean, 1996b).  
 
Paradigm breaking techniques  
Problems that are ill-structured and open-ended may require more creative thinking. 
VanGundy (1988) suggests that, when a problem is open-ended, some degree of fantasy can 
provide the degree of loosening needed to produce many unique ideas. Paradigm breaking 
techniques can help participants to develop fantasies that may aid in novel idea generation 
(McFadzean, 1996b).  
 
Wishful thinking  
Wishful thinking forces participants to look at a “perfect future”. By using this method it 
allows team members to develop a goal that can be attained. Moreover, it can increase their 
motivation and help to change their perspective (Brahm and Kleiner, 1996; McFadzean, 
1996b).  
 
Instructions  

- Team members are asked to write a brief statement of the problem.  
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- Facilitator tells the team to assume that everything is possible. Each individual then 
needs to develop some fantasy statements about the future using terms such as: “in 
the future, it would be nice if the organization did..”, “what really needs to happen 
to be a great company is..”, “if I were in charge of this situation I would do..”.  

- Team members need to examine each fantasy statement and develop ideas on how 
these can be achieved.  

- New ideas that have been developed need to be explored and linked back to the 
present problem situation. This can be achieved by using statements such as: 
“although this is difficult to achieve, we can..”, “it might be possible to do that if 
we..”.  

 
This is not an easy technique to facilitate because some of the fantasies can be difficult to 
develop into practical solutions. The team, therefore, must be very patient and enthusiastic 
about the process. Again, in order to be effective in using the technique both the team and 
the facilitator should be experienced at using this type of CPS method. Moreover, the 
participants and the facilitator should have worked together before and have developed a 
high degree of trust. If the technique is used properly, a number of different perspectives 
can be produced that would not have been developed through using paradigm preserving 
techniques.  
 
Rich pictures  
Rich pictures is another technique that can help participants look at problems from a totally 
different perspective. It can change the patterns of thinking within the team.  
 
Instructions  
The team members are asked to write a brief statement of the problem.  

- The facilitator then asks each individual to draw two pictures. The pictures may be a 
metaphor of the situation e.g. a vehicle or an animal. The first drawing would be a 
picture of how each participant would like to see the situation in the future. The 
second picture would be a drawing of how the participants see the present situation.  

- The participant is asked to describe the picture of the present first. Not only should 
he or she describe the picture but a description should also be given of the 
properties of the objects drawn and why they have been drawn that way. Next, a 
description of the picture of the future should be given. Again, the properties and 
the relationships of the objects should be described.  

- With the descriptions given by the participants new ideas can then be generated.  
 
Rich pictures is a useful technique because the team can very quickly see what each 
member’s perception is of the problem and how he or she would like to see the future. 
Moreover, a picture can show a vast amount of information such as patterns, relationships 
and properties very effectively. It can be easily shared with the other team members and it 
allows all the participants to see the problem in its entirety at a single glance. This method 
can also be used as a quick icebreaker at the beginning of a session. The team, however, 
needs to be aware of its effectiveness before participating as many employees feel inhibited 
and embarrassed about their lack of drawing skills. The facilitator needs to explain to the 
team that the picture does not have to be a work-of-art as long as it makes sense to its 
creator and can be easily described to the group. The facilitator needs to be skilled at teasing 
information out of the participants while they describe their picture. There are times when 
information is not communicated because the facilitator has failed to ask the correct 
questions (Brahm and Kleiner, 1996).  
 


	Preface
	List of abbreviations
	Abstract
	Management summary
	Table of contents
	1 Introduction
	2 Project approach
	3 Review of the applicable literature
	4 Empirical analysis and diagnosis
	5 Redesign
	6 Conclusions and reflections
	7 References
	8 Appendixes
	Appendix 1
	Appendix 2
	Appendix 3
	Appendix 4
	Appendix 5
	Appendix 6
	Appendix 7
	Appendix 8
	Appendix 9
	Appendix 10
	Appendix 11
	Appendix 12
	Appendix 13
	Appendix 14
	Appendix 15
	Appendix 16
	Appendix 17
	Appendix 18
	Appendix 19
	Appendix 20
	Appendix 21
	Appendix 22
	Appendix 23
	Appendix 24
	Appendix 25

